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Chapter

Preface

Welcome to the Genesys Training Manager 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 WorkForce Management (WFM).

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

This document is valid only for the 8.0 releases of this product.

Note: For versions of this document created for other releases of this
product, visit the Genesys Technical Support website, or request the
Documentation Library DVD, which you can order by e-mail from
Genesys Order Management at ordermanegenesyslab.com.

For information about related resources and about the conventions that are used in this
document, see the supplementary material starting on page 9.

About Genesys Training Manager

Genesys Training Manager enables companies to create, manage, and schedule multiple
agent training activity, team meetings, and one-to-ones automatically in Genesys
WorkForce Management (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

Genesys Training Manager — Administrator Guide 9
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portal. This automatically updates Training Manager with who has attended, and if there
were any non-attendees these can be "mopped-up" automatically as part of the
scheduling process.

Intended Audience

This document is primarily intended for system administrators or other individuals
who install the Genesys Training Manager.

Making Comments on This Document

If you especially like or dislike anything about this document, feel free to e-mail your
comments to Techpubs.webadminegenesyslab.com.

You can comment on what you regard as specific errors or omissions, and on the
accuracy, organization, subject matter, or completeness of this document. Please limit
your comments to the scope of this document only and to the way in which the
information is presented. Contact your Genesys Account Representative or Genesys
Technical Support if you have suggestions about the product itself.

When you send us comments, you grant Genesys a nonexclusive right to use or distribute

your comments in any way it believes appropriate, without incurring any obligation to
you.

Genesys Training Manager — Administrator Guide
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Contacting Genesys Technical Support

If you have purchased support directly from Genesys, contact Genesys Technical
Support at the following regional numbers:

Region

Telephone

E-Mail

North America and
Latin America

+888-369-5555 (toll-free)
+506-674-6767

supportegenesyslab.com

Europe, Middle East, and Africa

+44-(0)-1276-45-7002

supportegenesyslab.co.uk

Asia Pacific +61-7-3368-6868 (International) | supportegenesyslab.com.au

Malaysia 1-800-814-472 (toll-free) supportegenesyslab.com.au
+61-7-3368-6868 (International)

India 1-800-407-436379 (toll-free) supportegenesyslab.com.au
+61-7-3368-6868 (International)

Japan +81-3-6361-8950 supportegenesyslab.co.jp

Before contacting technical support, refer to the Genesys Technical Support Guide for complete contact

information and procedures.

Related Documentation Resources

The following resources provide additional information that is relevant to this software.
Consult these additional resources as necessary.

» The Framework 8.0 Configuration Manager Help, which will help when using
Configuration Manager.

Genesys

Consult these additional resources as necessary:

* The Genesys Technical Publications Glossary, which ships on the Genesys
Documentation Library CD and which provides a comprehensive list of the Genesys
and CTI terminology and acronyms used in this document.

» The Release Notes and Product Advisories for this product, which are available on

the Genesys Technical Support website at http://genesyslab.com/support.
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Information about supported hardware and third-party software is available on the
Genesys Technical Support website in the following documents:

» Genesys Supported Operating Environment Reference Manual

»  Genesys Supported Media Interfaces Reference Manual

Genesys product documentation is available on the:

* Genesys Technical Support website at http://qgenesyslab.com/support.

* Genesys Documentation Library DVD, which you can order by e-mail from Genesys
Order Management at ordermanegenesyslab. com.

Document Conventions

This document uses certain stylistic and typographical conventions—introduced here—
that serve as shorthand for particular kinds of information.

Document Version Number

A version number appears at the bottom of the inside front cover of this document.
Version numbers change as new information is added to this document. Here is a sample
version number:

42gp_icg_aspect-wfm_08-2010_v4.2.001.01

You will need this number when you are talking with Genesys Technical Support about
this product.

Screen Captures Used in This Document

Screen captures from the Configuration Manager graphical user interface (GUI), as used
in this document, may sometimes contain minor spelling, capitalization, or grammatical
errors. The text accompanying and explaining the screen captures corrects such errors
except when such a correction would prevent you from installing, configuring, or
successfully using the product. For example, if the name of an option contains a usage
error, the name would be presented exactly as it appears in the GUI; the error would not
be corrected in any accompanying text.
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Type Styles

The Type Styles table describes and illustrates the type conventions that are used in this document.

Type Styles
Type Style Used For Examples
Italic * Document titles Please consult the Genesys

e Emphasis
»  Definitions of (or first

references to) unfamiliar
terms

+ Mathematical variables

Also used to indicate
placeholder text within code
samples or commands, in the
special case where angle
brackets are a required part of
the syntax (see the note about
angle brackets below).

Migration Guide for more
information.

Do not use this value for this
option.

A customary and usual practice
is one that is widely accepted

and used within a particular
industry or profession.

The formula, x +1 =7
where x stands for . . .

Monospace font

(Looks like teletype or
typewriter text)

All programming identifiers and
GUI elements. This convention
includes:

*  The names of directories,
files, folders, configuration
objects, paths, scripts,
dialog boxes, options,
fields, text and list boxes,
operational modes, all
buttons (including radio
buttons), check boxes,
commands, tabs, CTI
events, and error messages.

e The values of options.

» Logical arguments and
command syntax.

» Code samples.

Also used for any text that users
must manually enter during a
configuration or installation
procedure, or on a command
line.

Select the Show variables on
screen check box.

In the Operand text box, enter
your formula.

Click 0K to exit the Properties
dialog box.

T-Server distributes the error
messages in EventError events.

If you select true for the
inbound-bsns-calLs option, all
established inbound calls on a
local agent are considered
business calls.

Enter exit on the command line.

Genesys Training Manager — Administrator Guide
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Angle brackets (< >)

A placeholder for a value that
the user must specify. This
might be a DN or a port humber
specific to your enterprise.

Note: In some cases, angle
brackets are required characters
in code syntax (for example, in
XML schemas). In these cases,
italic text is used for placeholder
values.

smcp_server -host
{confighost)

Genesys Training Manager — Administrator Guide
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2 Genesys Training Manager
Administrator

Genesys Training Manager

Logging On
Providing the User has authority to access the application, the Log In screen will then be presented as
follows:-
Connecting to WFR...
S
GENESYS

GENESYS

TR = Genesys - Login g =]

Versi 1
Z{E{/E’: Genesys Login
ser

2010 Silver Lining Solutions Limire
Licensed to and distributed by Genesy|

Complete the details as required and select OK.

Logging Off

To log out of the application click on ‘File’ and then ‘Exit’.
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—Jraining Manager u@]

File Yew Traiming Help

Main Menu
=== Training Manager
@ E] Training Requests
1] Mestings
5 Resources
7| Soheduler
Trairing Manager Portsl
WFM
{5 Corfiguration

Sub Menu

i ipreferences -
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The Genesys Training Manager main menu will be displayed as per the example below.

[ = Training Manager
File Wiew Traning Help

=k

== Training Manager
[ Training Requests
[T Mestings
S g Pesources
[} Rioom Calendars

[T Trainer Calerdars
< [L] Manager Calendars

) Scheduler
= Training Manager Partal
== WM
[C] Exception Types
[T User Gelsction
5] ;:i} Configuration
=) &= Training Manager
[ Training Categories
[ Mesting Types
[[] Booking Categories
K 77 Resources
&= Training Manager Portal

Sub Menu

i preferences +
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Genesys Training Manager Components
Overview

Genesys Training Manager has several key components with a further component available if there is

integration into the SkillsAssessor module:
1. Training Requests — as the name implies this is the menu option to create a ‘Training Request’.
0 Completion Status / Reports

O Meetings — this is the menu option to select to create and schedule any meetings / One

to Ones where the team manager is also required.
2. Resources

0 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.

0 Trainer Calendar — as per 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.

0 Manager Calendar —the Manager calendar has to be kept up to date with working hours
and unavailable time for Genesys Training Manager to schedule their team meetings.
Managers keep their working hours and unavailability up to date through their web

portal access.
3. Scheduler — exclude users and dates from any scheduled training or meeting activity.

4. Training Manager Portal — this is where the web portal access is managed. Administrators are
created here. Trainer Managers, Trainers, Managers and agents are created automatically,

however Trainer Managers, Trainers and Managers have to be granted access to the web portal.
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5. WFM —this is where exceptions can be viewed directly out of WFM and where teams are

associated to Managers and Locations.

6. Configuration -

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

Trainer Led

0 Meeting Types - the different types of meetings associated to the specific meeting

algorithm, for example, One to One, TeamMeeting

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

Holidays. They are also color coded for easy visibility.
O Resources — Locations, Trainers and Rooms are created configured and managed here.

7. Training Manager Portal — Authentication, Branding and visibility of training schedules in the

web portal is managed here.

These components are covered in detail in the document.
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Configuring Genesys Training Manager

Due to the integration into WFM the following information will already be available to select through

Genesys Training Manager:-
= Sijtes or Business Units
= Agents, Agent Groups, Scheduling Pots, Skills (including proficiency levels) and Activities

= Agent WFM schedules

Genesys Training Manager — Administrator Guide
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Creating Locations

Genesys Training Manager has to be configured to identify which location Agents, Trainers and Rooms

are associated to for scheduling training activity. Therefore the locations first need to exist in Genesys

Training Manager.

To create a new location, select ‘Configuration’/ Genesys Training Manager/ Resources and then click on

‘Rooms’.

= Training Manager

BEX

Fle Visw Iraining Help
Main Menu

= = Tigining Manager
@[] Training Requests
[ Meetings
5 o Resouces
| Scheduler
% = Tiaining Manager Portal
# i WM
=5} Configuration
= Training Manager
[ Training Categories
T Meeting Types
[ Booking Categories
Srg e Resources

=

L] Managers
= Training Manager Portal

Sub Menu

i iPreferences -
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By expanding the ‘Internal’ sub menu, this displays a list of the internal sites. Expand the site to reveal

any Rooms associated.

= Training Manager

BE]|

Ele Wew Iraining Help
Main Menu
- Training Manager
&[] Training Requests
[T Meetings
# 5  Resources
=] Scheduler
= Trairing Manager Portal

Configuration
=& Training Manager
[T Training Cateqaries
[T Mesting Types
[T Booking Categories
g 5 Resources
[ Rooms
# FL] Trainers
[T Managers
= Training Manager Paral

Sub Menu

= @ Intemal
dab <Mo Locationy

S-4a Aberdsen

@ BRE Aberdeen 1
BRE Aberdeen 2

@, SERVICEMNGMT Aberdeen 1

@[5l Alness

@4l Bangor

@4l Barow

@4l Blackbun

@4l Brentwood

@4l Canlerbury

@4l Cardif

i preferences -
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To create a new location, right click on ‘Internal’ in the sub menu and additional options will appear.

= Training Manager

BE]

File Wew Training Hslp
Main Menu
S Tiaining Manager
1] Trairing Requests
[T Meetings
» & Resources
7| Scheduler
@< Tiaining Manager Ponal
s WM
=8¢ Configuration
== Training Manager
[ Training Categories
[ Meeting Types
[ Booking Categories
=q g Resources
] Rooms
# [ Trainers
[ Managers
& Training Manager Partal

&
&

Sub Menu
= @ it
m ] Mew Room
= Labl T Mew Location

& view Active Rooms

Wiew Inactive Rooms

ol
gy Banaor
gy Bamow
-4 Blackbum
-4y Brentuaad
-4y Cantetbury
s Cardf

i o prefarences ~

Right click on ‘Internal’ for

/ additional menu ontions

Select ‘New Location’ and complete the details as required. If the location is a satellite site select the

‘Parent Location’ from the pull down box. Once the location has been created then Rooms, Trainers and

Agent Teams can be associated.

= Training Manager

[MEIx]

Ele Wew Iraining Help
Main Menu

5= Training Manager
=[] Trsining Requests

T Mestings

¥ g Resources

# ) Scheduler
- Training Manager Potal
- WM

=8} Configuration
== Tiaining Manager
T Training Categories
[ Meeting Types
[T Booking Categories
3 e Resources
I Rooms
@[] Trainers
T Managers
= Tiaining Manager Portal

Sub Menu
= @ [iniemai

Location>

-l Aberdeen
|| BA4E Aberdeen 1
3| BAE Aberdsen 2
.| SERVICEMNGMT Aberdesn 1

Ll Alress

2oh Bangor

1ol Banow

4ok Blackbum

4al Brentwood

4ah Canterbury

el Cerditt

e

§ G Preferences ~

Location

Lacation Name <Mew Location>

Location Nates

Parant Location <Mone>

2o
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Deleting Locations

To delete a location, select the location from the Rooms sub menu and then right click on the location

and select ‘Delete Location’.

Note: A location can only be deleted if there is no activity associated to it.

= Training Manager

[BEI[X]

Fle Wiew Iraining Help
Main Menu

S5 Training Manager
% [ Training Requests
T Meetings
g Resources
i Scheduler
@5 Training Manager Portsl
o WM
=-{8¥ Canfiguration
=== Tiaining Manager
[T Trairing Categories
T Mesting Types
[L] Backing Categories
= 5 u Resouces
[] Rooms
-] Trainers
T Managers
= Trsining Manager Portal

Sub Menu

=@ Intemal

Mews Roorm

7] Wew Location

1o\ Bangd &f?| View Active Rooms

Wiew Tnactive Rooms

2ok Black

,ﬁ&@ Delete Location, . 2
Ll A

4ol Brentwoad
4ol Canterbuy
iel, Cardit

® E B EEEE

§ G Preferences +

Location

Location Name

Location Notes

Farent Location

Update Information
Created

Last Updated

Aberdeen

<MNane>
Friday, 17 Detober 2008 by
Wanday, 19 Apil 2010 by

Genssys7_Bidefault
GenssyswFhlsdefault

Close
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Creating Rooms

Rooms are also created under the ‘Resources’ option similar to creating locations.

Select ‘New Room’ from the options presented and this will then associate the new room to the

location.

= Training Manager

=

File View TIraining Help

Main Menu

= = Training Manager

@[] Training Requests
[] Meetings

g 5 Resources

@17 Scheduler

= Training Manager Portal

o WM

{53 Configuration

== Training Manager

i & @

[ Training Categories
[T Meeting Types
[] Booking Categories
=g e Resources
[ Rooms
@[] Trainers
[ Managsrs
= Training Manager Portal

Sub Menu
=@ Intemal

4ok Mo Location
=Gl %aﬁf_

$€ | Delete Location...

gk A
&b Bl 3
o Wiew Active Ri
2 ] 5| | vew actve Rooms
* ol B View Inactive Rooms

4ol Canterbuy
ol Carc

i hpreferences -

Location

Location Name Aberdesn

Location Notes

Parent Location

<None> -
Update Information
Created Friday, 17 October 2002 by Genesys?_Shdefault
Last Updated tMonday, 13 &pril 2010 by GenesyswFM'default

Close
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After selecting ‘New Room’, the following template appears.

Enter a relevant room name (by including the location as part of the room name this will identify where

the training is taking place) and any other necessary details.

Select the ‘Location’ of the room from the drop down box (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 1 and manage the training group

size as part of the scheduling process.

If the room becomes unavailable for scheduling then deselect ‘Active’. The room will then not appear as

available when selecting rooms to schedule training into.

Once the room has been configured it will appear against the location in the tree view.

= Training Manager ['_]@]ﬁ

Ele Wew Iraining Help

Main Menu Room
- Training Manager
# [T Training Requests Foom Name <Mew Room>
[] Mestings
%5 @ Resources
% u7] Scheduler
= Training Manager Portal
B WM
= {8 Configuration
= Training Manager
[ Training Categaries
T[] Mesting Types
[] Booking Categories
g Resources
[] Rooms
% [ Trainers
[] Managers
= Training Managsr Partal

Fioom Details

-1 Aberdeen

Minimum number of people who must be seated in the Floom

Masimum number of people wha can be seated in the Floom

Active

Sub Menu

=@ Intemal ~
dab <Mo Locationy
o, BSTRER |
) BE Aberdeen 1
@, BSE Aberdeen 2
.| SERVICEMMNGMT Aberdeen 1
-2 Alness
-4 Bangar
-0 Bamaw
/s Blackbum
,a) Brentwood
,a), Canterbury
), Cardif =

§ G preferences ~
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Deleting Rooms

To delete a room expand the location and select the required room to delete. Right click on the room

and select ‘Delete Room’ as per the example below.

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

There is however the option to make the room inactive and therefore remove it from the list of available

rooms. Deselect ‘Active’ which will then make the room inactive.

= Training Manager

BEx]

File View Training Help
Main Meru
= Training Manager
-] Training Requests
[ Meetings
g & Resources
(3] Scheduler
%= Training Manager Portal
i WM
{53 Configuration
- Training Manager
[ Trairing Categaries
T[] Mesting Types
[] Baoking Categoriss
=g Resources
[ Raoms

# [ Trainers
[ Managers
= Training Manager Portal

Sub Menu
=@ Intemal
dab <Mo Locationy
= ab Aberdeen

@ 3% Delete Room...
Ll Alness
-1 Bangor &7 View Adtive Rooms

Aok Barrow View Inactive Rooms

4ol Brertwood
Lok Canterbury

.
=
-
s}, Blackbm
-
=
o Lah Cardiff

i b preferences -

Room
Room Name: B4E Aberdeen 1
Foom Detals
Location 12l Aberdeen vl
Minimurn number of people who must be seated in the Room 1 [
Masimum number of pecple wha can be seated in the Foom 8
Active

Update Information
Created Fiiday, 17 October 2008 by Genesys? Sidefault
LastUpdated  Monday, 18 January 2010 by GenesyswF\defauit

Close
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Creating Trainers

Trainers are created and managed under the Configuration / Genesys Training Manager / Resources

option.

Select ‘Trainers’ and the tree view will appear in the Sub Menu.

Right click on Internal to view any configured Internal trainers

= Training Manager

Llakd

File Wew

tain bMenu

Sub Menu
=@

*
B B B B B B B

Yam
% 7| Scheduler
#-= Training Manager Partal
e WM
= {gk Configuration

Iraining Help

== Training Manager
#-[[] Training Requests
[T Meetings

Resources

Trairing Manager
[T] Training Categories
[T Meeting Types
[T] Booking Categaries
= & Resources

[] Rooms
#-[[] Trainers

EL] Managers
Trairing Manager Portal

T Mew Trainer

Wiew by Hierarchy
view by Alphabetical Order

o wiew Active Trainers

Wigw Inactive Trainers

&7 view by Location

1ok Doncaster
4k Dublin
12 Dundes

i o prefarences ~
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There are three ways to view the trainer structure and by right clicking on ‘Internal’ in the sub menu the

following options are available:

1. View by Location - this lists all of the locations in the Sub Menu and expanding the location

reveals the associated trainers.

= Training Manager

[BE%

Ele YView Iraining Help
HMain Menu

== Training Manager
@[] Training Requests
[ Meetings
@, o Resources
(o7 Scheduler
% = Training Manager Ponal
o WM
=5} Configuration
== Training Mansger
I Training Calegories
T Meeting Types
T Booking Categories
=g 5 Resources
I Rooms
% [T Trainers
[T Managers
 Training Manager Portal

Sub Menu

=@ Intenal
dab <Mo Location>
Lo Aberdeen
Lo Alness
4ol Bangor
Lol Banow
Jok Blackbum
=42 Brentwoad

L2l Canterbury
2ol Cardiff
Jak Doncaster
22l Dublin

i hpreferences -

3 Eddie Talhot [irsiner_manager]
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2. View by Hierarchy —This lists the trainer manager and their associated trainers (creating the

trainers hierarchy will be covered later in the document).

= Training Manager

Fle View Irainng Help

Main Menu

. Training Manager
-] Training Requests
[ Meetings
g o Resources
(3] Scheduler
. Training Manager Portal
o WM
= g} Configuration
- Training Manager
[ Trairing Categaries
T[] Mesting Types
[] Baoking Categoriss
g o Resources

T] Rooms
Tralners
Managers

= Training Manager Fortal

Sub Menu

= T Trainers ~
=@ Internal
&3 Eddie Talhot [trsiner_manager]
&2 Alyson Bushel [FINES7373]
&% David Hill [12345678]
&% Bavin Byine [701572552]
&% Janice McCout [701034427]
&% Joe Thomas [803251043]
& Judi Hall 701 343389]
&% Laura Canper [FO0727016]
&% Mark Argent [70522919]
&% Sue'wood [803028003]
&% Tracy Meriman [802883360] =

sPreferences -

3. View by Alphabetical Order — lists all of the trainers in alphabetical order

= Training Manager ['_]@]Eﬁm

Fle View Trainng Help

Main Menu

=== Training Manager
-] Training Requests
[ Meetings
o g Resources
-] Scheduler
Training Manager Portal
= WFM
=5} Configuiation
S Training Manages
T Training Cateqories
1] Mesting Types
] Booking Categories
7 & Resources
] Rooms
-] Trainers
[] Managers
< Trairing Manager Portal

&

Sub Menu

= [ Trainers ~
=48 Intemal

& Alyson Bushel [700B57979]

£ David Hill [12345678]

£ Eddie Talbot [nainer_managsr]

&% Gavin Byine [701572592)

£ Janice McCout [701034427]

&% Joe Thomas [803251043]

£ Judi Hall [701343989]

& Lawra Cooper [FOD72701E]

&5 Mark Argent [00822313)

£ Suewood [303025003]

£ Tracy Mertiman [302839360] =

i Preferences -
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A new trainer can be created by either right clicking on the location, or by right clicking on ‘Internal’ and

the option to create a ‘New Trainer’ will then appear.

= Training Manager

[BEx]

Fle Yiew Training Help
Main Menu
= Training Manager
# [ Training Rieguests
[T Meetings
g e Resources
% Scheduler
#-= Training Manager Portal
e WM
=-{8¥ Configuration
= = Training Manager
[T Training Categaries
[T Meeting Types
[ Baoking Categaries
55 @ Resources
[T Fiooms
-] Trainers
[T Managers
= Training Manager Portal

Sub Menu

@ k===t

= [ Trainers
Y
T3 Wew Trainer

View by Lacation
g View by Hisrarchy
o View by Alphabetical Order

S | View Active Trainers

Views Inactive Trainers

f"’
£ Suewood [303028003]
&4 Tracy Mertiman [302839360]

§ G Preferences

Genesys Training Manager — Administrator Guide

32



Select ‘New Trainer’ and the following template will appear.

= Training Manager

[BEN %]

Ele YView Iraining Help
Hain Menu

== Training Manager
i [T] Training Requests
[T Meetings
5 g Resouces
- 7] Scheduler
= Training Manager Portal
= WM
{3 Configuration
= Training Manager
[ Training Categories
[] Mesting Types
[] Booking Categories
= 4 g Pesaurces
[ Rooms
) [T Trainers
[] Managers
= Training Manager Portal

IRy

Sub Menu

= E0 Trainers
= (@) firtemal

& Alpson Bushel [700657975]
& David Hil [12345678]
£ Eddie Talbot [uainer_manager]
£3 Gavin Byme [F01572592)
£3 Jarice McCoun [701034427]
& Joe Thomas [803251043)
& Judi Hal [701343389)
£ Lawa Cooper [FO0727016]
£3 Mark Argent [F00522919]
£3 Sue wood [803028003]
£ Tracy Meriman [802883360]

i iPreferences -

Trainer
First Name <Mew Trainer»
Last Name
Employee ID

Trainer Details

Manager <Mone>

Active

Wwhorking Hours | \working Rules | Lacations || Skills

WarkingHous Lunch
Statt End Eaisst
Mo [ogoo (2] [ooo0 &) oo (2
Tue  [pooo &) [ooo0 2 [ooo0 &
wed |ppoo 2 |omoo 2 oooo (2
Thu [oooo (2] [ooo0 &) oooo (2
i Joooo (2] [ooo0 &) oooo 2
Sat |oooo 2 [onoo 29 |oooo 2
Sun |ogoo 2 |oooo % |oooo 2

Latest
00:00
00:00
00:00
00:00
00:00
00:00

00:00

]| [RIe] () (lel| (il <] |2

2o

Enter the details as required and if the trainer is external, then 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 to individual Trainers.
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Working Hours

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

hours the Trainer can work.

Working Hours:

Start — this is the earliest time that the trainer can start work.

End - this is the latest time the trainer can finish work.

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.

= Training Manager

[BENX]

Ele View Iraining Help
HMain Menu

== Training Manager
[ Training Requests

L] Meetings

# o g Resouces

& 7| Scheduler
#-= Training Manager Portal
e WM

= g% Configuration
= i Training Manager
[ Training Categariss
[] Mesting Types
[ Booking Categories
= 4 g Pesources
[ Fooms
&[] Trainers
[ Managers
& Training Manager Portal

Sub Menu

= [ Trainers ~

=@ Intemal
-

[

£ Eddie Talbot [nainer_manager]

& Gavin Byme [701572592)

& Janice McCout [FN034427]

£ Joe Thomas [803251043]

£ JudiHall [701343989]

£3 Lawa Cooper [700727016]

£ Mark Argent [F00822919]

&4 Sue Wood (B03025003]

£ Tracy Merriman [8028839360] =

i hprefarences ~

Trainer
First Mame: Alyson
Last Name Bushel
Employee ID 700657979

Trainer Details

Manager

Active

‘whorking Howrs | ‘warking Rules

WarkingHows
Sttt End
Mo [pgon (& [zz00
Tue  |ggoo 2 | 2200
Wed [pgoo (2] |2z00
Thu (oo (2] [2z00
Fii ogoo 2 |2z00
Sat |ogoo 2] 1300
Sun - [oooo (2] o000

Updats Information

Crmcbed B

Locations | Skills

| ]| ()| (llB]| el < (B

£ on

Lunch
Earliest
11:00
11:00
11:00
11:00
11:00
00:00
11.00

3| ] ()| (lp]| | [ (B

£ Eddie Talbot Iiainer_manager]

Latest
1730
17:30
17.30
1730
17:30
00:00
1430

o[ ]| (=] (B]| o] [ (B

Eiocienn
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Working Rules

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

Maximum Hours Per Week — this is the maximum number of hours the trainer can work per week.

Minimum hours between Working Days — this is 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.

= Training Manager

J=/ed

Fle Wew Iraining Help
Main Menu

S Training Manager
# [ Training Requests
L] Meetings
5 Resources
# = Scheduler
= Training Manager Portal
= WwFM
Corfiguration
== Training Manager
[ Training Categories
[ Meeting Types
[ Booking Categaries
=g e Resouces
[ Rooms
@[] Trainers
| Managers
&= Training Manager Portal

Sub hMenu

= [ Trainers
=@ Intemal

£ Alyson Bushel [700657379]
&% David Hill [12345675]
&% Eddie Talbot [rainer_manager]
£ Gavin Byime [701572532]
£ Janice McCoun [701034427]
£ Joe Thomas [303251043]
& JudiHall [701343389]
&% Lawa Cooper [700727016]
&% Mark Argent [700822919]
£ Sue wiood [B03028003]
£ Tracy Meriman (302889350

§ o prefarences ~

Trainer
First Mame Alpson
Last Mame Bushel
Emplayee ID 700657573

Tiainer Details

WReET £ Eddie Talbet [raine_manager]

Active
‘Working Hours [} 'Working Rules ?| | ocations | Skills
M aximum Hours Per Day
M aximurn Hours Per 'week
Minimum Hours between Werking Days
Minimum required Lunch Braak in the Working Day

Total minutes for all Breaks in the Working Day

Update Information

Camciod St ol Lonn b

Hours

Hours

Hours

Minutes

Minutes

Eiocio
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Locations

This is the third tab which needs to be completed as part of configuring a new trainer.

This identifies the location(s) where the trainer can deliver training and more than one location can be

selected.

When ‘Location’ is selected the list of locations in the application appears. Select the relevant location

and click in the box at the left hand side of the location name. Do the same for each of the locations

where the trainer can deliver training. The trainers home location needs to be clearly identified as

Genesys Training Manager will always prioritise training to trainers at their Home Location

To set a location as a ‘Home Location’, click on the icon to the left of the location name and then right

click for the ‘Add Home Location’ option.

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

= SkillsPlanner - Yersion 2.5

[BEX]

Fle Training Applications Help
Hain Menu

= SkillsPlaniner
#-[1] Trairing Requests
] Meetings
= e Resources
| Aoom Diaries
= | Trainer Diaries
= | Manager Diaries
i Scheduler
= SkilsPartal
[ users
# = Ganesys WHM
= :“} Configuration
= SkillsPlariner
| Training Categories
| Mesting Types
| Booking Categaries
SR Resources
| Aooms
w1 Trainers
1 Manaaers

Sub Menu

= L] Trainers

= @ Intemal
£ Aluzon Bushel [FO0G5797]
£ David Hill[12345678]
£ Eddie Talbot [trainer_manager]
£ Gavin Byme [701572592]
£ Janice MeCourt [701034427]
£ Joe Thomas [803251043]
£ Judi Hall [7013433989]
£ Laura Cooper [700727016]
£ Mark Argert [700822919]
£ Sue Wood [803026003]
£ Tracy Meniman [802889360]

#- @@ External

§ % prefarancas ~

Trainer
First Name Alyzon
Last Mame Bushel
Emplayes 1D 700857373

Trainer Details

Manager &2 Eddie Taltnt [trainer_manager] v

Active

‘working Hours || Wworking Fules | Locations | Skills

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

= . Locations ~
Lol Aberdeen
Lol Alness

Ba
e Ba Add Home Location

Lol Blackbum
Lol Brentwood
Lol Canterbury
Lok Cardift
Lok Doncaster
Lok Dublin
Lok Dundee
Lok Enriskillen
Sl Fueter

|

Update Infarmation

Created Friday, 1 August 2003 by Genesys?_Shdefault
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Remove the Home Location

The option to remove the current ‘Home Location’ is available by right clicking on the location and

selecting ‘Remove as Home Location’.

The option is then available to select a different home location for the trainer.

= Training Manager

BE]|

File Wew Training Help
Main Menu
S5 Tiaining Manager
T Training Requests
T Meetings
g & Resources
% 2| Scheduler
1aining Manager Portal
WM
=-{8¥ Configuration
== Training Manager
[ Training Categories
T Meeting Types
T Booking Categaries
g g Resources

Sub Menu

S I Trainers
= @ Intemal

£3 Alyson Bushel [F00857979]
£ David Hill [12345675]
£ Eddic Talbot [rainer_manager]
£3 Gavin Byine [701572592)
£3 Janice McCourt [701024427]
£3 Joe Thomas [803251043)
£3 JudiHal [701343989]
£3 Laura Cooper [FO0727016]
£ Mark Argent [700822919)
£ Sue'wood [S03028003]
£3 Tracy Meriman [$02583360]

§ o prefarences -

Trainer
First Mame Alpson
Last Name Bushel
Employee ID FO0R57979

Trainer Details

tmtzss £ Eddie Talbot [tainer_manager]

Active

‘working Hours | Waorking Rules | Locations | Skills

Legend Homelocation  Right-click a Location to change Home status

[ 2] Newport
[zl Nemwich
[ .21 Nottingham
[ 2l Plymouth
[l Portadown
..l Shefield
[l Shrewsbury
[l Skelmersdale
[l Stoke

4ok Sunderland
[l Thurso

m Add Home Location .

N1

™

Updats Information

(el (el 4 20 by C =
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Skills

Select the ‘Skills’ tab and any skills associated to the Trainer will then be visible.

To add an additional skill right click and select ‘Add Skill’.

= Training Manager

Llakd

Ele Wew Iraining Help
Main Menu

= Training Manager
® [T] Training Requests

[] Meetings
%5 @ Resources
#- 12| Scheduler

taining Manager Partal
H= WM
= {8 Configuration
= & Training Manager
[ Training Categories
T Meeting Types
[ Booking Categaries
g g Resources
] Rooms
&[] Trainers
[ Managers
= Training Manager Partal

Sub Menu

= ] Trainers
=@ Intemnal

&3 Alyson Bushel [700657379]
£ David Hil [12345678]
£ Eddie Talbot [irainer_manager]
&4 Gavin Byme [F01572552]
£ Jarice McCourt [701034427]
£ Joe Thomas [303251043]
£ Judi Hall [701343383]
&3 Lauwa Cooper [700727016]
&3 Mark Argent [700822319]
&% Sue'Wood [803028003]
&3 Tracy Meniman [802689360]

i G preferences ~

Trainer
First Mame Alyson
Last Name Bushel
Employee 1D 7006857979

Trainer Details

AT 3 Eddie Talbot [ainer_manager]

Active

‘warking Hours | Wrking Rules | Locations | Skils
Skill Code Skill N ame:

S FMEERCEL Miciosalt Excel |

$7MSWORD  Micrasoft Word

Update Information

) [ il e, Lo o

Main Menu

Training Manager
[ Training Requests
] Meetings
g e Resources
#- 17| Scheduler
Training Manager Portal
WM
=-{8¥ Configuration

= = Training Manager

Training Categories
[T] Meeting Tupes
[] Booking Categories
S g Resouices
[ Rooms
0 [T Trainers
T Managers
= Tiaining Manager Portal

Sub hMenu

= [T Trainers
=@ Intemnal

£ Blyson Bushel [700657379]
&% David Hill [12345675]
£% Eddie Talbot [rainer_manager]
£ Gavin Byime [701572532]
£ Janice McCoun [701034427]
£ Joe Thomas [303251043]
£ JudiHall [701349389]
&% Laws Cooper [700727016]
&% Mark Argent [700822919]
£ Sue wod [B03028003]
£ Tracy Meriman [302889350]

§ o prefarences ~

Trainer
First Name: Alyson
Last Hame Bushel
Employes D 700857573

Tiainer Details

Manager £ Eclfis Tt [ines_manager]
Active
[ 5 Choase Trainer Skilt
Working Hours || W] [# MSEXCEL - Micrasolt Excel m
Skl Code

MSEXCEL - Miciosoft Excel

M5WORD - Micrasoft Ward

MSOUTLODK. - Microsoft Dutiook

MSPOWERPOINT - Microsolt PowerPoint

Updats Information

Ceoiod Bt ol + o0y -

Once selected click on OK and then Apply to save the new skill against the Trainer.
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Creating Trainer Skills

The option is available to associate Skills to Trainers as part of the Trainer configuration.
In the ‘Resources’ option, expand ‘Trainer’ to reveal ‘Trainer Skills’.

In the Trainer Skills sub menu are the Skills available.

= Training Manager

Fle View Irainng Help

BEx

Main Menu

= &= Training Manager
-] Training Requests

[ Meetings
5
5 & Resources
@-1%] Scheduler

=

= Training Manager Portal
= WFM

®

= g} Configuration
- Training Manager
[ Training Categories
[] Mesting Types
[] Baoking Categoriss
= ;:_H;sources
[ Rooms
= [ Trainers
[ rainer Skills
[ Managers
= Training Manager Portal

Sub Menu

= _Tramar Skills
[ 5 MSEXCEL - Microsoft Excel
[ MSOUTLAOK - Microsaft Dutlook

[ MSWORD - Microsoft Word

i preferences -

[ MSPOWERPDINT - Microsaft PowerPoint

To create a new Skill, right click on the Trainer Skill and select ‘New Trainer Skill’.

= Training Manager

BEX]

Ele ¥iew Training Help
tain Menu
== Training Manager
#-[7] Training Requests
[] Meetings
# o Resources
[ Scheduler
= Training Manager Portal
= WFM
onfiguration

= Training Manager
[ Training Categories
[T Meeting Types
[] Booking Categories
=g e Resources
T Rooms
-0 Trainers
[ Trainer Skills
[ Managers
= Training Managsr Poral

Sub Menu

= D

New Trainer Skil

[} MSOUTCOTEH

oemtroes
[ MSPOWERPOINT - Microsott PonerPoint
[ MSWORD - Microsaft word

§ G Preferences +
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The option to create a new skill code and name is then available.

Select Apply once completed.

= Training Manager

[BEY%]

Ele YView Iraining Help

Main Menu Trainer 5kill Code

== Training Manager

I Training Plsquests Skl Code <M Trsines Skl Coder
Mesti
R Wame of Skil
® 5 & Resources

(o7 Scheduler

= Training Manager Pontal
WM

=8} Configuration

Si-e Trairing Manager
[ Tiaining Calegaries
[ Meeting Types
T Booking Categories
=g 5 Resources
T1 Rooms
= Trainers
[] Trainer Skills
[l Managers
= Training Manager Portal

Sub Menu
= [ Trainer Skilk
(> MSEXCEL - Wicrosch Excel
b MSOUTLODK - Micrasoft Outlook
b MSPOWERPQOINT - Microsoft PowerPaint
[ MSWORD - Micrasolt word

i hpreferences -

Once the skills have been created they are then available to select as part of the Trainer configuration
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Deleting Trainer Skills

To delete a trainer skill, select the skill from the list of trainer skills and then right click and select ‘Delete

Trainer Skill’.

= Training Manager

Fle Visw Iraining Help
Main Menu

== Tiaining Manager
@[] Training Requests
[ Meetings
el
5 o Resouces
| Scheduler
= Tigining Manager Portal
= WM
=5} Configuration
= & Training Manager

[ Training Categories
T Meeting Types
[] Booking Categories
Srg e Resources
[ Rooms
= [ Trainers
[T Trainer Skills
] Managers
i Training Manager Portal

Sub Menu

= [ Trainer Skills
M3

1| mew Trainer Skil

$6 Delete Trainer Skil...
qﬂrgg L E—

oy
[ MswORD -

i iPreferences -

Trainer Skill Code

Skil Code MSEXCEL
Name of Skil Microsolt Excel
Update Infarmation
Created Tuesday, 14 July 2009 by Genesys?_Shdefault
Last Updated  Monday, 13 Januar 2010 by GenespswFh\default

Close
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Deleting Trainers

The option to delete a trainer is available by selecting the required trainer and then right clicking and

selecting ‘Delete Trainer’.

The trainer can only be deleted if there is no activity associated to them. There is the option however to

make the trainer Inactive and therefore unavailable for selection by deselecting ‘Active’.

= Training Manager

BEx

Fle View Irainng Help
Main Menu

= &= Training Manager
-] Training Requests

[ Meetings
s
5 & Resources

& i] Scheduler
= Training Manager Portal

= g} Configuration
- Training Manager
[ Trairing Categaries
T[] Mesting Types
[] Baoking Categoriss
g o Resources

Trainer
First Mame Alyson
Last Hame Bushel
Emplayes 1D 700857979

Trainer Details

Manager 22 E ddie Talbot [nainer_manager]
Active

EL] Rooms
= [ Trainers
__ EL] Trainer Skdls Warking Hous | working Rules | Locations | Skl
[ Managers
< Training Manager Fortal .
Working Hous Lunch
i Stat End Ealiest  Latest
ub Menu
= 7 Trainers Mon ogoo (2] 2zo0 (2] (1100 (=) 1730 2
! Tue  [pgon 2] (2200 3] 100 B 1 2
LT
New Trainer Wed paon 2 (2200 2] [11o0 3 1730 2
s Delets Trainer. . Thu  pzon (2] 2zo0 (2] [1100 (2] 1Ra0 2
2y Jani Yiew by Location i Jozon 2] 2zo0 (2] [1100 (2] 1Ra0 2
d i Wiew by Hierarchy Sat [pzon & (1300 2 00:00 49| | 00:00 (2
a Ll @] View by Alphabetical Order S [opon & [oow B (1w B [ @B
g% g”j; o view Active Trainers
& T Wiew Inactive Trainers
— = Update Information
. ”;Preferences - Lrootod Lol 1 PRaTaTat » I3 Eidefouli
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Create Managers

Managers have to exist in Genesys Training Manager to be able to schedule them for team meetings and

one to one sessions

To create a new manager, select ‘Managers’ by expanding ‘Configuration / Genesys Training Manager

and then Resources

= Training Manager

(BB

Ele YView Iraining Help
Hain Menu

== Training Manager
&[] Training Requests

[ Mestings
5 g Pesources
| Scheduler

= Training Manager Foral
WM
Configuration

‘= Trairing Manager
[ Training Categories
[ Mesting Types
| Booking Categaries
=g g Resources
T1 Rooms
= Trainers

Sub Menu

T Manage=
2l <Nij 7| ¥iew by Location

Ll Al
1l Ba & Wiew Active Managers

4ol Bar yigw Inactive Managers
L2l Bla
Ll Bre{ @& Update Teams...

ish A wiew by Alphabetical Order

dal, Canterbury
Lol Carditf
1ol Doncaster
Jal Dubiin
4ol Dundee

i hpreferences -

A list of existing managers will appear in the Sub Menu if the option to ‘View by Alphabetical Order’.

= Training Manager

=

Ele View Iraining Help
Main Manu

= Training Manager
T Training Requests
[] Mestings
g o Resources
(i Scheduler
%= Training Manager Portal
Y
= {8} Canfiguration
- Training Manager
[T Training Categories
T Meeting Types
[T] Booking Categaries
= 5 & Resources
I Rooms
=] Trainers
[ Trainer Skilk
Il Managers
= Trairing Manager Portal

Sub Menu

= [ Managers
& DavidJohnson [second_manager]
& Gordon Benson [irst_marager]
&3 Hawlzy Harper [123456]
£ Mick Robinson [third_manager]

i Preferences -
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‘View by Location’ view.

= Training Manager

[BEI[x]

Fle Wew Iraining Help

Main Menu
S5 Training Manager
% [T Training Requests
[ Mestings
e Resources
# 2| Scheduler
Training Manager Fortal
WM
=8} Configuration
== Tiaining Manager
[ Training Categories
[ Meeting Types
[T Booking Categories
=g e Resouces
T Rooms
=] Trainers
[T Trainer Skills
I Managers
< Tiaining Manager Partal

Sub hMenu

Flymouth
Fortadown
Sheffield
Shiewsbury
Skelmersdale
Stoke
Sunderland
Thursa

Trura

VB BB B B

& Gordon Bersan [first_manager]
& Mick Robinson [third_manager]

55 Prefarances ~

= at
& David Johrson [sscond_manager]

To create a new manager right click on an existing manager and select ‘New Manager’

- SkillsPlanner - Yersion 2.5

BEL %]

Eile Training Applications Help
Main Menu

= SkillsPlanner
[T Training Requests
[ Mestings
=5 & Pesources
] Room Diaries
[E] Traines Diaries
[T] Manager Diaries
w0 [iF] Scheduler
& ¥ SkilsPortal
H-== Genesps WM
= {3} Configuration
= SkillsPlanner
L] Training Categories
L] Meeting Types
-] Booking Categories
=3 e Resources
- | Rooms

S

Sub Menu

View by Location

o view Active Managers

'€ Mew Manager
EReger. .
«| Wiew by Alphshetical Drder

View Inactive Managers

i o aPreferences ~

Manager
First Mame: David
Last Mame Johnson
Emplopee 1D second_manager

Manager Details

Active

Working Hours | Teams

Waorking Hous
Start End Enable
Mo [oa00 2] [17.00 5
Tue |ogoo (2 [17.00 (2
wed [ngo0 (20 1700 2
Thu logon (2] [17.00 (2
Fi Jogo0 3] 1700 2
Sat Jogoo (&) [1700 2
Sun o0 3] [17.00 2
Update Information
Created Thursday, 28 May 2003 by Genesys7_Shdefaul

| astllndated hureday 201 bau 2 b Genesustt/Fididemo
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A window with two options will then be presented.

Configure the managers default working hours in the ‘Working Hours’ tab.

= Training Manager

Fle View Irainng Help

Main Menu

- Training Manager
- [ Training Requests
[ Meetings
g o Resources
-] Schsduler
# = Training Manager Partal
WM
= g} Configuration
= Training Manager
[ Trairing Cateqories
[] Mesting Types
[] Buooking Categariss
o % Resources
[0 Rooms
Trainers
[ Trainer Skills
T Managers
< Trairing Manager Portal

Sub Menu
= E Managers
g DA €4 e anager
&5 Haylep H Delete Manager...

®
&3 Mick Fiob| @ Update Team...

View by Alphabetical Crder

& %

View Active Managers

View Inactive Managers

Visw by Location

i Preferences -

J

Manager
First Name Diavid
Last Mame Johnzon
Employes ID second_manager
Marager Detsils
Active
sams
Working Hous
Start End Enable
Mo [ggo0 (2] [17.00 2
Tue  pzo0 (2] 1700 (2
Wed Tpson &) 1700 2
Thu  lpgoo 2 1700 (2
Fio ozoo 3] [0 3
Sat [ozo0 (2] [17.00 2
Sun o pgon (2] 1700 (2
Update Infarmation
Created Thursdap, 28 Map 2009
Last Updated  Thursdap, 20 Map 2010

by Genesps?_Shdefaull
by GenespsWFh'\demo
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Once the default working hours have been set in Genesys Training Manager these can be changed in the
managers’ web portal.

The example below displays a manager’s web portal home page with two options available under
‘additional options’.

=  Set your regular working hours

=  Set exceptions to your regular hours

=

GENESYS Training Manager Training Portal
Location : Main Menu

Hello, Gordon Benson

8 my options o training roadmap

¥ ranager calendar & maximurm of 10 items are shown below)
s agentcalendar view the full training roadmap

u  room calendar 3 New iPhone Launch (MIPLOO1)

Start Date: 12 Jul 2010 | End Date: 25 Jul 2010
3 Blackberry Retraining (BBERTOOL)

Start Date: 26 Jul 2010 | End Date: 15 Aug 2010
¥ Reserving Rooms & Training [RRTO0L)

Start Date: 2 4ug 2010 | End Date: 22 Aug 2010

a logout

B addi

w  setyour regularworking hours
3 setexceptions to your regular hours
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Set Your Regular Working Hours

After selecting the option the following window will appear which enables the manager to change their
default working hours. The working hours have to be defined as Genesys Training Manager needs to
know the managers working hours.

Amend the hours as required and deselect any days that are not working days. This will automatically
update the manager’s default working hours in Genesys Training Manager.

=

gigtas Training Manager Training Portal
Location : Main Menu = Set\Working Day Defaults
Set Working Day Defaults

@ Information
Editthe list below to set your defaultwarking days and hours. This colaur indicates a non-working day
Day of week  StartTime End Time Is 3 working day

monday [ 0s [v][0o0[w] [17[v] 00w

&

Tuesday |09 [w] 0o [v] [17[v]]00[v]

]

wednesday |03 [w|[00[w] [17[v] 00[wv]

&

Thursday |03 [v] |00 [v] |17 [v] oo[v]

&

Fridsy |09 [v] 00 [w] |17 [w] oo (]

saturday

OO

Sunday

=3
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Set Exceptions to Your Regular Working Hours

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

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

H

GE S

Location : Main Menu = $etWaorking Days

Training Manager Training Portal

Set Working Days

Hello, Gordon Benson

Note

Please do not use this form to define periods of
scheduled absence [e.g Holidays, Training Days) where
youwould ctherwise be working

This form is for specifying UNPAID, NON-WORKING time
anly.

@ Information

Editthe |ist belowto setyour working days and hours. This colour indicates a non-working day.

Manthfear: [y [s¢] [2010]v]

Day of Use default

week hours Start Tirme End Time

Thu1
Fri2
Sat3
Sun 4
Mon §
Tue

Wed 7

Is & working
day

Day of
week

Sat17?

Sun 18

Mon 19

Tue 20

Wed 21

Thu 22

Fri 23

Isa
warking
End Time day

Use default
haurs Start Time

The second tab in creating a manager is ‘Teams’ and managers are associated to their teams in the ‘User
Selection’ process which is covered in the next section.

= Training Manager

mE=|

Fle Wew Iraining Help

Main Menu

== Trairing Manager
[ Training Requests
[T Meetings
& Riesources
= Scheduler
=% Training Manager Portal
[ Users
]
=8} Corfiguration
== Training Manager
[{] Training Categories
[ Meeting Types
[ Booking Categaries
= g Resources
[T] Roams
(=[] Trainers
[T Trairer Skills
[] Managars
= Training Manager Portal

Sub Menu

= L] Managers
£ David Johnsan [second_manager]
£ Gordon Benson [fist_manager]
£ Hapley Harper [123456]
&% Nick Robinson [third_manager]

§ G Preferences ~

Manager
Fist Mame David
Last Mame Johnsan
Employes 1D

second_manager

Manager Details

Active
Warking HD@
Team Locaton | Site Business Unit

@ Team 3 Wanington  Modesta  First Direet National Bank,

Update Information
Created Thursday, 22 May 2003 by Genesys7_Bhdefault

LastUpdated  Thursday, 20 May 2010 by GenesyswWFhidemo
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Associating Managers to Teams and Teams to Locations

For the purpose of scheduling team meetings managers have to be associated to their WFM teams and

for the purpose of scheduling classroom training, teams need to be associated to locations.

To associate managers to teams select ‘User Selection’ from the ‘Genesys WFM’ main menu option.

Click on ‘User Selection’ in the Sub Menu to reveal the Genesys WFM Sites & Teams in the main window

as per the example below.

= Training Manager

Ele View Iraining Help

HMain Menu
== Training Managsr
@[] Training Requests
[T Meetings
5 e Resources
@ 7| Scheduler
== Training Manager Portal
[E[] Users
5 = WM

[T User Selection
= {53 Cormguraton
== Training Manager

[ Training Categories
T Meeting Types
[ Booking Categories
Srg e Resources
[ Fooms
= [ Trainers
[ Trainer Skills

Sub Menu

[ User Selection

(BB

Display Mode | WM Sites & Teams

= <oa WFM Sites & Teams

=& First Direct National Bank
= Modesta
& <Money
- Team 1 (Location: Warington] (Manager. Gordon Bensan)
e ﬁ Team 2 (Location: ‘W arrington) [Manager: Nick Robinson]
%@ Team 3 (Location: Warington) [Managsr: David Johnson)
®-[E Reston
® B Cincinnati
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By right clicking on the relevant team the option is presented to ‘Set Location for the Team...” and to ‘Set

Manager for the Team...’

Training Manager

[BEIx]

Fle Wew Iraining Help
Main Menu

- Training Manager
T[] Training Requests
T Meetings
5  Resources
) (22| Scheduler
S Training Manager Portsl
I Users
S WM
[ Exception Types
[ User Selection
=8 Configuration
= Training Manager
[ Training Categaries
T[] Mesting Types
[] Booking Categories
Srg e Resources

[ Rooms
=[] Trsiners
T[] Trainer Skills

Sub Menu

[] User Selection

Display Mode WM Sites & Teams b

S oa WM Sites & Teams

=@ Modesto

=& First Direct National Bank

& Nore>
&

BNl

Hom i attnton] (W AnAner [oion Aeneon

.
5 & Team ueh
& Tea
#-[E Feston
# @ Cincinnati

BE ED

Set Location For this Team. ..
Set Managst For this Team,..

Update Manager Team. ..

Remove Location for this Team...

Remave Manager for this Team. ..

After selecting ‘Set Location for the Team...” the locations are presented in a list to select the relevant

location.

Main Menu

Training Manager

% [ Training Requests
[ Meetings
¥ g Resources
# | Scheduler
= Training Manager Portal
[T Users
S WM
T Exception Types
T User Selection
=8} Configuration
== Training Manager

[ Training Categories
[ Mesting Types
[ Booking Categaries
= g g Pesources
] Fiooms
= 0] Trainers

Sub hMenu

[ User Selection

Display Mode WM Sites & Teams b

T[] Trainer Skills v

S oa WM Sites & Teams

=@ Modesto
& Nore>
5 Team1 L

=& First Direct National Bank

bl (hi G D 1

o & Team 2 1L

<ok Set Location for “Team 1

o & Team 3 1L
w-E Reston
B Cincinnat

.21 Middiesborough
[].2L Miton Keynes
[zl Newcastie
[ 12l Newport
[l Morwich
[l Mottingham
[l Plmouth
[l Portadown
[l Sheffield
[l Shrewsbury
[zl Skelmersdale
1o Stoke
[l Sunderland
[J.2l Thuiso
[l T
2k Warington

2]
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After selecting the location from the list, this will appear against the team.

= Training Manager

Fle View Training Help

Main Menu

Training Manager

[ Training Requests
Meetings

o 2 Resources

@] Scheduler

Training Manager Portal

[T] Exception Types
[] User Selection
= {8 Configuration
= & Training Manager
[ Training Categories
T Meeting Types
[] Booking Categories
=q g Resources
[2] Rooms
= [0 Trainers
[T] Trainer Skills

Sub Menu

[ User Selestion

i hprefarences ~

[BENX]

Display Mode | WM Sites & Teams

= <oa WFM Sites & Teams

=& First Direct National Bank
= [E Modesto
& <Mong;
+ &5 iTeak1 [Location: Warington] (Wanagsr: Gordon Benson]

©- &g Team TManager: Nick Robirson)
%@ Team 3 [Location: Wartington) [Manager: David Johnson)
w-[E Reston
@ [E Cincinnati
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To associate the manager to the team again right click on the team and the option is then available to
‘Set Manager for the Team...

There is also the option to update the managers’ team where there is integration into the client HR
system.

= Training Manager

BEX]
Ele Wew Iraining Help

tain bMenu

Display Mode WM Sites & Teams
= Training Manager

%[ Training Requests = can WM Sites & Teams

[T] Meetings = & First Direct National Bank

%5 @ Resources =B Modesto

| Scheduler & <More>
®-= Training Manager Partal = g - i
S WM o Ted ok 3ot Locstion For this Team, .. i

% Exception Types o Tea Set Manager For this Team, . 1
User Selection @[3 Reston

{84 Configuration % [ Cincinnat @) Updae Manager Tean. .

$€ | Remove Location for this Team...

$€ Remove Manager for this Team...

Sub Menu
[T User Selection

§ G preferences ~

After selecting the option a list of managers will be presented. Select the relevant manager to associate
to the team and click on ‘OK’.

Main Menu

Display Mode WM Sites & Teams

v
= = Training Manager i
[T Training Requests = ota WM Sites & Teams
[T] Mestings - First Direct
(1] Scheduler <NJ| @ Vigw helive Managers @ O Wiew Inactive Managers
¥ = Training Manager Portal 2 Te
D WM 2812 [= & Hanagers
= ] B roeton Types 5 Te [] % David Johnson [second_manager]
T User Selection @ Beson [¥] & Gordon Benson [first_manager]
& Configwation @B Cicimat D18 Hapley Harpe [123456]

[ & Nick Robinson [third_manager]

Sub Menu
FL] User Selection

i preferences -
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Once the manager and location has been selected this will show against the team.

= Training Manager

BEx]

Flle Wiew Traning Help
Main Menu

== Training Manager

%[ Training Requests

] Mestings
S @

g Resources

# 1] Seheduler

= Training Manager Portal

[ Exception Types
[ User Selection
-8} Configuration

Sub Menu

[ User Selection

§ G Preferences +

Display Mode WFM Sites & Teams v

2 WM Sites & Teams
=& First Direct Mational Bank,
5]

g Team 1 [Location: W arnington] [Manager. Gordon Bensonf

= Tmson|

1 8 Team 3 (Location: Warington) Manager. David Johnsan)
#-[E Reston
#-[E Cincinnati

The team would then automatically appear in the Manager ‘Team’ view list.

Training Manager

Fle View Training Help
Main Menu

== Training Manager
-] Training Requests
[] Meetings
g o Resources
-] Scheduler
. Training Manager Partal
= WFM
[] Exception Types
T] User Selsction
= {54 Configuiation
= Training Manager
[T] Training Categories
T Meeting Types
[T] Bogking Categaries
= 3 & Resources
[ Roams
Manags

- Training Manager Fortal

Sub Menu

22l Plymouth
Lok Portadawn
Lok Sheffield
1ol Shrewsbury
Lol Skelmersdale
Lol Stoke
Lol Sunderland
ol Thursa
Bl T

Sl Warington

Gordon Benson [fi

&

o Preferences ~

Manager
First Name: Gardan
Last Name Benson
Employes ID first_mariager

Manager Details

Active

wiarking Hout

Team Location | Site Business Lnit
& Team 1 Warington  Modests  First Direct National Bark

Update Information
Created Thursday, 28 May 2009 by Genesys? Bhdefault
Last Updated  Thursday, 20 bay 2010 by Genesyswihidema
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Deleting a Manager

To delete a Manager, right click on the manager and select ‘Delete manager...’

= Training Manager

=

File View Training Help
Main Menu
= = Training Manager
@[T Training Requssts
[T Mestings
g o Resources
@17 Scheduler
 Trairing Manager Portal
. WM
[] Exception Types
[T User Selection
= {5} Configuiation
=5 Training Manager
[T Training Categories
[T Meeting Types
[T Backing Categories
= o & Resources

Manager
First Name David
Last Name Johnson
Employee D second_manager

Manager Details

Active

Working Howrs | Teams

Rooms
-] Trainers WorkingHous
 Tang o pots Sm B
Mon g0 (2 [17.00 (2
SWME”; Plymonth Tue g0 2 (1700 (2
42l Portadown Wed [ogo0 (2] [17.00 (2
B ?:?;ﬂ;w Thu [oa00 (2] [17.00 2
a g:xi:ersda\e Fi [oaoo 2] 1700 =
22k Sundetand [ 93] ew Manager st [ngoo (2 [17m (&
3: HLL:D Delete Manage Sun [ogoo &) [17m0 2
Lo Wanington | @[ Update Team...
gg::ﬁ:?ﬁ‘? View by Location i et
& Nick Fobi e e T Created Thursday, 25 May 2009 by Bienesys?_Bhdelault
i Preferences - o View Active Managers Last Updated _ Thurselay, 20 bay 2010 by _GenesyswFh\demo
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Skills Portal - Creating & Managing User Access

Select ‘Users’ under ‘Web Portal’ to view the user options:
= Administrators — are manually created, see the instructions below.

= Manager — the Managers web portal view is automatically created when a Manager is created in

Genesys Training Manager. The Manager does have to be granted access

= Trainers —the Trainers web portal view is automatically created when a Trainer is created in

Genesys Training Manager. The Trainer does have to be granted access

= Agents —the agent’s web portal view is automatically created as soon as they have been

selected for training.

= Training Manager [._]@]irﬁ]l

Fle Wew TIraining Help

Main Menu
S Training Manager ~
[T Training Requests 1
T Meetings
g & Resources
% 2| Scheduler
(anager Portal

T Exception Types
] Wser Selection
= {gk Configuration
= = Trairing Manager
[ Training Categories
[ Meeting Types
] Booking Categories
S g Resources
[l Rooms
® EL Trainers
[ Managers v

Sub Menu

o 0 Users
= @ Administratars
@ Managers
© @) Trainers
= @ Agents

§ o prefarences -
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Creating a WebPortal Administrator

A new Web Portal Administrator can be created by right clicking on ‘Administrator’ and then selecting

‘New Web Portal Administrator’.

= Training Manager

B[]

File Wew Training Help
Main Menu
- Training Manager
# [ Training Rieguests
[T Meetings
g e Resources
&% Schedulsr
S Training Managsr Portal
[ Users
Bt WM
[ Exception Types
[T User Selection
=3k Configuration
=& Training Managst
[T Training Cateqaries
[T Meeting Types
[ Booking Categaries
= 3 Resouces
T Rooms
-] Trainers
[T Managers

Sub hMenu

= 01 Users

Role : Administrators

First Mame

& Test

=@

£ Manag4 T Mew Training Manager Portal Administrato

"

o @ Trainers
= Agents

§ o prefarences ~

J

Last Name | Emplove.. | AccessGranted| User Mame

Administrator - administrator  Yes

administrator

& Refiesh

i Expor

1 Item(s)
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To create a new Administrator, enter the details requested and leave the Login Details as blank to

preserve the existing password. This ensures the once the user selects the portal they are logged in

automatically.

An Administrator of the Web Portal has read only access to any Trainer Calendar, Room Calendar and

Agent Calendar.

= Training Manager

BEx|

Fle Visw Iraining Help
Main Menu

= = Tiaining Manager
@[] Trairing Requests
] Mestings
EE]
w2 2 Fesources
- =] Scheduler
= = Tiaining Manager Portal
T Users
o WM
[EL] Exception Types
[ User Selection
= g} Configuration
S Trairing Manager
[ Trairing Cateqories
] Meeting Types
] Booking Categories
g g Resources
[ Rooms
#[1] Trainers
[ Managers

Sub Menu
= [ Users ‘
+ () Bdministrators

@ Trainers
@ Agents

i iPreferences -

Training Manager Portal Administrator

@) The Adninisiator has the highes! level of access to be able to view and
change schedules and assian permissions:

First Nams <Mew Training Manager Portal Administrator:

Last Name

Emplayes |D
LoginDetals

User Name

Password Reset

Leave blank to preserve existing password

2o
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Deleting a WebPortal Administrator

An administrator can be deleted by right clicking on the required administrator and selecting ‘Delete

Training Manager Portal Administrator’.

= Training Manager

[BEN %]

Ele YView Iraining Help

Main Menu

Training Manager
[ Training Requests
[T Meetings
5 g Resources
@ 7| Scheduler
=== Training Manager Portal
[0 Users
WFM
[T Exeeption Types
T User Selection
= {8} Configuration
= Training Manager
[ Training Categories
[ Meeting Types
[] Booking Categories
=g g Fesources

Training Manager Portal Administrator

€) The Adminisiator has the highest level of access to bs able to view and
change schedules and assign permissions.

First Name Test

Last Name Administiatar
Employes 1D administrator
LoginDetais

User Name administrator

Password Reset

Leave blank to preserve existing password

Update Information

Preferances ~

[EL] Rooms
E-EL Trainers Created Tuesday, 26 January 2010 by Genespst/Fhi\default
[ Managers
LastUpdated  Thursday, 22 Apiil 2010 by GemesyswM\default
Sub Menu
= [ Users
=@ Ac
#  Horogers M‘
- @ Trainers Delete Training Manager Portal Administrator
- @) Agerts

Close
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Trainer & Manager WebPortal Access
Once a Trainer and a Manager exists in Genesys Training Manager they need to be granted access to

their web portal. Select the Trainer and Manager (expand the Trainer & Manager tree view) from the list

and select ‘Access Granted'.

= Training Manager

BEX]
Fle Wew Training Help

Main Menu

Training Manager Portal Trainer
S Training Manager

# ] Training Requests 1 [7] Access Granted
[T Meetings

32 Resources Hame Alyson Bushel
# 2] Scheduler
= Training Manager Fartal Employee ID 700657979
4 &@Fﬂm Login Detais
[T Exception Types
FL] User Selsction Wser e 00657973

=8k Configuration

== Training Manager
[ Training Categories Leave blark to preserve existing password

] Meeting Types
[T Booking Categories
= g g Pesources Upidats Infermstior
] Froms Created iednesday, 28 Aprl 2010 by Genesysi/Fiidsfault

# [ Trainers

[T Managers

Password Resat

™ Last Updated  Wadnssday, 28 Apil 2010 by Genesysi/Fiidsfault
Sub Menu

© @ Managers -
= @ Trainers

£ Hlpson Bushel (7008578791

of

&
£ Eddie Talbot [ainer_manager]
&3 Gavin Byme [701572532]
&3 Janice McCout [701034427]
£ Joe Thomas (303251043
£ Judi Hall [701343509]
£ Laua Cooper [f00727016]
£ Mark Argent [F0DE22315]
£ SueWood [303028003]
£ Tracy Memiman [802885360]

i o prefarences ~

Close
J
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There is also the option to view the agents EIN against the agent list by selecting ‘Preferences.

Training Manager

Eile

Sub

yiew Iraining Help

tain bMenu

= Training Manager
=[] Training Requests
[] Mestings
%5 @ Resources
% 7] Scheduler
- Training Manager Portal
[ Users
= WM
| Exception Types
T User Selection
{84 Configuration
= Training Manager
[ Training Categories
[] Mesting Types
[] Booking Categoriss
Srg e Resources
[] Rooms
w0 [] Trainers

L] Managers

Menu

T Users
= @ Administrators
£ Test Administrator
@ Managers
® @) Trainers
= © Bgens:
e WFM

Role © Agents

Show Employes 1D
Show Employes 1D s Tooltip
Hids Employes ID

First Name LastMame | EmployeelD Access Granted | User Name ~
£ Abel Penunuri 10_B250_Simulator Yes
£ Adam Torres U_8344_Simulator Ves
£ bgent 001 Employes_|D_10001_Marssile  No
£ dgent 00z Employes_|D_10002_Marseile  No
& hgent 003 Employes_ID_10003_Marseile  No
£ bgent 004 Employes_|D_10004_Marssile  No
£ dgent 005 Employes_|D_10005_Marseile  No
£ bgent 008 Employes_|D_10008_Marssile  No
£ dgent o7 Employes_|D_10007_Marseile  No
éAgent oog Employee_|D_10008_Marzeile Mo
£ bgent 003 Employes_|D_10003_ Marssile  No
£ dgent 01 Employes_|D_65080_Simulator  No
£ bgent 010 Employes_|D_10010_Marssile  No
£ dgent o1 Employes_|D_10011_Marseile  No
£ bgent 02 Employes_|D_10012_Marssile  No
£ bgent 03 Employes_|D_10013 Marssile  No
£ dgent o4 Employes_ID_10014_Marseile  No
£ bgent 015 Employes_|D_10015_Marssile  No
£ dgent 01g Employes_|D_10016_Marseile  No
£ bgent o7 Employes_|D_10017_Marssile  No
£ dgent 018 Employes_|D_10018_Marssile  No
£ dgent 013 Employes_ID_10019_Marseile  No
£ bgent 02 Employes_|D_65081_Simulator  No
£ dgent 020 Employes_|D_10020_Marseile  No
£ bgent 021 Employes_|D_10021_Marssile  No
£ hgent 022 Employes_|D_10022_ Marssile  No
£ dgent 023 Employes_ID_10023 Marseile  No
£ bgent 024 Employes_|D_10024_Marssile  No
o . e Coa PET LR ) i
= Refresh I Export

The options are then available to show either hide or view the EIN number as Tooltip.

In the example above the option to ‘Show Employee ID’ has been selected.
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Managing the Welcome and Header Titles in Training Manager Portal

Any changes required to the welcome or header title in Training Manager Portal are now managed in

Genesys Training Manager.

Select the Training Manager Portal menu option under ‘Configuration’ to reveal additional functionality.

There are now Authentication options.

= Training Manager

[BE %

Fle Wew Iraining Help
Main Menu

=[] Training Requests ~
[ Mestings
% g o Resources
& Seheduler
- Training Manager Portal
[T Users
S WM
['] Esception Types
T[] User Selection
= {8 Configuration
= = Training Manager
[T Training Categories
[T Meeting Types
[] Booking Categoriss
=g Resouces
[] Rooms
w0 Trainers
[] Managers
g Manager Fortal ~

Sub hMenu

#% Training Manager Portal

§ o prefarences ~

Training Manager Portal Configuration

@) CAUTION: Mary of these configuration settings are for adwanced users only.
Authentication

(&) User Name & Password

() SiteMinder Authotization Headsr
O JZer LMS
Users
[ Populate from Wik
[ Fieset User Names and Passwords
Branding

Welcome Title

Welcome
Header Titls Training Manager Training Portal
Visibility
Training Roadmap items visible an the Hame Page (max. 100) 0z

Display “Pending Approval” Training

Manager Freszs Window [max. 30)

uests and Mestings @l

Amend the welcome
and header titles
here.

Manage visibility in
Training Manager

Close
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Training Manager Portal home page view.

=

GENESYS Training Manager Training Portal

Location : Login

To login, enter your User Name and Password below

© These details are case sensitive

B Enter Your Details

© Troublelogging in?

This website us es a Cookie to rememberyour login details. fyour brows eris unable to accept Coakies, you will nat be able ta Ingin

Totryand remedy this, checkthat your brows eris able ta accept Cookies, or try clearingyaur Caokies cache

Training Roadmap visibility in the Training Manager Portal

In the example below a maximum of 10 Roadmap items will be visible on the Home Page.

=)

) Training Manager Training Portal
Location : Main Menu

Hello, Gordon Benson

B my Optlons utralnlng roadmap
¥ manager calendar A i um of 10 itarms are shown below)
3 agent calendar wigw the ful

w  room calendar Mew iFhone Launch (NIPLOD1)
Start Date: 12 Jul 2010 | End Date: 25 Jul 2010
Blackberry Retraining (BBRTO01)

Start Date: 26 Jul 2010 | End Date: 15 Aug 2010
Reserving Rooms & Tralning (RRTOOL)

Start Date: 2 Aug 2010 | End Date: 22 Aug 2010

logout

additional options

setyour regular working hours

3 setexceptions to your regular hours
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Managing Room Bookings

Once rooms have been created they can be included as part of the optimized scheduling process.

The calendar management of the room does need to be kept up to date as the application will avoid

using any rooms not available.
Any scheduled room activity will automatically update the room calendar.
To manually enter a room booking, select ‘Room Booking’ from the main menu.

A similar tree view will appear in the sub menu listing all of the locations.

= 3 & Resources
T Fioom Calendars
T Trainer Calendars
T Manager Calendars
# [ Scheduler
== Tiaining Manager Portal
[ Users
S WM
I Exceplion Types
T User Selection
=8k Configuration
== Training Manager
[ Training Categories
[ Meeting Types
[ Booking Categories
g Resources
T Rooms v

Sub hMenu

= [0 Foom Calendars ~
2ok <No Locations
= ok Aberdesn
3] BHE Absrdeen 1
BRE Aberdssn 2
.| SERVICEMNGMT Aberdeen 1
ol Blness
0l Bangor
.0l Banow
40l Blackbum
.0l Brentwood
.0l Canterbury
%ol Cordif =

§ G Preferences -

= Training Manager [__]E]ﬂ-,l
Fle Wew Iraining Help
tain bMenu
e J Training Requests -
K] Meetings
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By expanding the location this will list all of the rooms associated.

Right click on the room required and a ‘New Room Booking’ option appears.

= Training Manager

Fle Vew Iraining Help

Main Menu

w [[] Training Requests ~
[ Mestings
b

=)
__| Room Calendars
)

3 e
] Manager Calendars
(1] Scheduler
=iz Training Manager Portal
T Users
WFM
[ Exception Types
T User Selection
{3 Configuration
S Trairing Manager
| Training Categories
[ Meeting Types
] Booking Categories
g e Resources

T Rooms -
Sub Menu
= ] Room Calendars B
ok <No Lacationy
5wl Aberdeen
2B

T L), MNew Room Baoking

$,| SERVICEMNGMT Aberdeen 1

ol Alress

1l Bangor

1l Barmow

4 Blackbun

2o\ Brentwood

224 Canterbury

.l Cardif o

)

Preferances ~

Room Calendar ©: B&E Aberdeen 1

StatDate 23 gu 2010 [v]| EmdDale geangzoin [w] |2 Retesh

Stat Time | End Time | Booking Category | Purpose

After selecting ‘New Room Booking’ the room booking form is presented.

Complete the details as required and select 'Apply’.

I Expor

= Training Manager

NE]|

Ele YView Iraining Help
Main Manu

[T Training Requests -~
[ Meetings
= g g Fiesources
[] Room Calendars
[ Trainer Calendars
[T] Manager Calendars
- [i7] Seheduler
= & Training Manager Portal
I Users
o & WM
[ Exception Types
[ User Selection
= {5 Configuiation
= Training Manager
[T] Training Categories
T Meeting Types
[T] Bogking Categaries
= 3 & Resources
[ Fooms v

Sub Menu

= L] Room Calendars m
Ja) <Mo Location> 1
sl Aberden
& BHE ABardsan 11
BLE Aberdeen 2
%J SERVICEMMGMT Aberdeen 1
4l Alness
%12l Bangar
sl Barow
ss) Blackbum
sl Brentwood
sl Canterbury
4ol Cardif -

i Preferences

Room Calendar Entry

Room & | B4E Aberdeen 1 i
Booking Category | <Nones N
Purposs

Stait Date 0 Ju 2010 | EndDate |30 Jul 2010 v
Start Time 0000 - End Time | go.nn £

Notes
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The Room calendar will now be updated with the new booking and Genesys Training Manager will avoid

scheduling any training on the date and time in question.

= Training Manager

BEIx]

Fle Wew Training Help

]
= 3 2 Resources

Main e Foom Calendar . B&E Aberdeen 1
# L] Training Requests ~
[ Meetings Start Date |2 Fap 2010 | EndDate

OGAaug2mn [v] | &

Refresh

[ Fioom Calendars Start Time
[ Trainer Calendars
[ Manager Calendars

= Training Manager Portal
I Users
S WM
[L] Exception Types
[T User Selection
=8¢ Configuration
= Training Manager
[ Training Categaries
T[] Mesting Types
[] Booking Categoriss
Srg e Resources
[] Rooms v

Sub hMenu

= 7] Room Calendars |
il <hos Location: 1
= al, Aberdeen
5, [BEE Bbardes 1]
BAE Aberdeen 2
| SERVICEMNGMT Aberdeen 1
# lal Alness
% 1l Bangor
5 1ol Banow
% 1ul, Blackbum
%10l Brentwood
%0l Canterbury
ol Cardif =

End Time: Booking Category | Purpose

Tuesday. 6 July 2010

* (] Scheduler [ B Jul 2010 00:00 7 Jul 201000:00  <Nones

Manager Meeting

§ G preferences ~

i Epot

Only room bookings which are not associated to any training activity and have been entered manually

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

Room Booking’'.

Genesys Training Manager will not allow deletion of any scheduled training activity in the room

calendar.

= Training Manager u@]ﬂ

File Wiew Trainng Help

Main Menu Room Calendar @ B&E Aberdeen 1
I Training Reqests N

T Mestings SanDate [zFepzmin [v) EndDale |ggauganin (v |2 Reresh
=g e Resources

Start Time: End Time Booking Category | Purposs
Tuesday. 6 July 2010

[ Manager Calendars
#-[i7] Scheduler
== Training Manager Portsl
v ﬁmmm\
[ Exception Types Delets Room Baoking. .
T User Selection k
=8} Configuration
== Training Manager
[] Training Categaries
[T Meeting Types
[T Booking Categories
=g e Resources

73| Wew Room Booking

T] Fooms v

Sub Menu

= 7] Room Calendars |
Lok €MoLocation> 1
51k Aberdeen
] BSE Aberdeen 1
BEE Aberdeen 2
@] SERVICEMNGMT Aherdeen 1
&-{5) Alness
Loy Bangar
0, Barow
#4al, Blackbum
%4l Brentwond
%4l Cantetbury
s, Cardiff

5 Preferences | Export
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Enhanced Trainer Configuration & Visibility

Trainer Hierarchy

Creating trainer hierarchy is now available in the trainer menu option (previously it was only possible to

allow Trainer managers to view the trainers that reported into them by creating trainer managers in the

web portal and then selecting the relevant trainers).

After selecting ‘Trainers’ from the main menu select a specific trainer and the ‘Working Hours’ tab

window will be presented (in the example below the sub menu view is ‘View by Alphabetical Order’).

The option is now available to assign a manager from a drop down list of trainers available which
Genesys Training Manager uses to create the hierarchy.

= Training Manager [__]E]ﬁ
File Miew Training Help
Main Menu Trainer
T Room Calendars -~
] Trainer Calendars First Mame Alyson
T Manager Calendars
& [17] Scheduler Leeiitene Bushel
== Training Manager Portal Employes 1D 00gETA
I Users
S WM Trainer Detals
[ Exception Types
[ User Selection
=8¢ Configuration
= = Training Manager
j :4:;’::3 ?:';g:”es Manager 3 Eddie Talbot [ainer_manager]
[ Booking Categories Active il
Srg e Resources
1 fooms wiarking Hours | wiorking Rules | Lacations | Skills
[ Trainers
T Managers .
= Training Manager Portal v Working Hous Lunch
Start End Eafiest  Latest
Sub Menu
& Tuo - Mon  ogoo 2 (2200 2] 1100 (2 [17a0 2
ol Wattingtan Tue  |ggoo 2 (2200 2 [1100 2 [1ra0 2
£ {iyeon Bishel T . = = = =
£ Diavid Hil [12345678] ed oaoo 3 Zzo0 5 oo B a0 3
£ Eddie Talbot [trainer_manager] T Tggon =) [zzo0 = 1100 =) [1730 =
&3 Gavin Byine [F01572592) = — — =
£ Janice McCout [701034427] Fi  Togoo (2] (2z00 (2] [1100 (2] [1730 (2
£ Joe Thomas [803251043] = = = =
24k Hol (7071 325955] St pgoo (2] 1300 (2 (o000 (=) [oooo 2
&3 Laura Cooper [700727016) Sun [goon 2 (ooon 2 [1100 2 (1430 2
&3 Mark Argent [700822319]
&3 Suewood [B03026003]
&3 Trscy Meriman [802889350] =
- e Update Information
i ipreferences v
1 o 1 R b n Bl
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In the example on the previous page the Trainer Manager is Eddie Talbot. To view the trainers that

Eddie Talbot is allowed to view, change the sub menu view to ‘View by Hierarchy’ by right clicking on
Trainers sub menu option.

= Training Manager

Fle Wew Training Help

Main Menu

| Room Calendars ~
] Trainer Calendars
] Manager Calendars
® =] Scheduler
== Training Manager Portal
[ Users
S WM
T Exception Types
T User Selection
=8k Configuration
== Training Manager
[ Training Categories
] Meeting Types
[ Booking Categories
g Resources
[ Rooms
% [ Trainers
[] Managers
= Training Manager Portal

Sub hMenu

Hew External Trainer Category

Viw by Location

| View by Hierarchy

View by Alphabetical Order

| View Active Trainers

Views Inactive Trainers

§ G preferences ~

By expanding the detail in the sub menu will reveal the trainers that report into the trainer manager.

= Training Manager u@]ﬁ
Fle Wiew Training Help
Main Menu

Room Calendars ~

Trainer Calendars
] Manager Calendars
%1 Schsduler
S Training Manager Partal
U] Users
= WFM
] Exception Types
[ User Selection
=8k Configuration
= Traihing Manager
Training Categories
Meeting Types
] Booking Categories
= o & Resources
T] Rooms

-] Trainers
] Managers
‘= Trairing Manager Partal

Sub Menu

= [T Trainers o
=@ Internal

= &% Eddie Talbot [trainer_manager]
£3 Alyson Bushel [FO0ES7379]
£3 David Hil [12345675]
& Gavin By [701572592]
& Jarice McCoutt [I034427)
£ Joe Thomas [B03251043]
£ JudiHal [701343989]
£3 Lawa Cooper [700727016]
&3 Mark drgent [F0082291]
& Sue wood (B13028003]
£ Tracy Meriman [302889360]

i o prefarences =
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The trainer manager has visibility of the trainers associated to them and can select to view their activity.

=

= Training Manager Training Portal

GENESYS

Location : Main Menu = Trainer Calendar

trainer calendar

£ Required fields are all shaded in this colour

. X - A
Key Standard Yiew '\ Planner View
" scheduled 3 )
Search start Date [16 July 2010 (¥t pate [13 August 2010 £ sort oy [1ramer [w] ISR
Trainingor meeting partially orfullys cheduled N *
Pi) Go to AdvancedSearch
completed .
; . @ Information
Training na lnnger requiring action
There is currently no data to show.
Other

Hon-Training Activity

trainer

O view by Location
@ view by Alphabetical Order
O View by Hierarchy

Select All | Unselect All

= @ Internal
[ A2 Alyson Bushel [700657979]
[ & David Hill [12345678]
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Trainer Calendar

Trainer Calendar availability can be managed in two ways:

1. Manage Trainer availability in Genesys Training Manager.

Select ‘Trainer Calendar’ from the Main Menu. The locations are then listed in the Sub Menu. Right click

on ‘Trainer Calendar’ to amend the view if required.

= Training Manager

BEX]

Fle View Trainng Help

Main Menu

[EC] Manager Calendars
- [ Scheduler
= = Training Manager Portal
[T Users
= s WEM
[T Exception Types
[T User Selection
= {8} Configuation
=== Training Manager
[T Training Categories
[T Meeting Types
[ Buoking Categaries
= 5 & Resouces
[ Reooms
@[] Trainers
[T Managers
< Trairing Manager Portal

Sub Menu

] Room Calerdars
] Trainer Calend/

= 1 rainet

4ok <Mo|
Lo Abed iw by Hierarchy

dah Alne View by Alphabetical Order

& View by Location

L) Bandor
Lok Barow
Lok Blackbum
Lok Brentwood
Lok Canterbury
Lok Cadif
Js) Doncaster
4b Dublin
4s) Dundes

o

i Preferences -
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To make a new calendar entry, right click on the required Trainer and select ‘New Trainer Calendar

Entry’.

= Training Manager
Ele View Training Help

W Sl Trainer Calendar @ Alyson Bushel
T Fioom Calerdars -

] Trsines Calendars StatDate (23 gy 2010 || EndDale [gpaugzoin  [v] | 2 Rehesh
[ Manager Calendars

-7 Scheduler Start Time | End Time | Booking Category | Purpose
S Trairing Manager Portal

[ Users
S WM

] Exception Types

[ User Selection
=3 Configuration
Training Manager
[ Training Categories
[T Meeting Tupes
[] Booking Categories
= ;:_Hgsuuroes

[ Managers
= Training Manager Portal v

Sub Menu

o Tro -
5 Lok Waringlon
2 Blison BT RRGESE
22 David | &P View by Location
&3 Eddie ] View by Hierarchy
B Gavin
2 Janice
& Joo Thi 4] new Trainer Calendar Entry
&3 Judi Hauy
£ Lawa Cooper [7
EB Mark Argent [700822919]
£ Sus Wood [B13026003]
£ Tracy Meriman B02683360)

Wigw by .

Preferences ~ | Export

Complete the details as required, selecting a ‘Booking Category’ from the pull down box and select

‘Apply’ once all the details have been completed.

= Training Manager u@]

File Wiew Training Help

Main tenu Trainer Calendar Entry
L] Aoom Calendars ~
] Trainer Calendars Trainer 34 Alyson Bushel [FO0ES7979] v
] Manager Calendars
.77 Scheduler Booking Categon | ¢Nones v
i Training Manager Portsl Fupese
U] Users
o WM Start Date 30 Jul 2010 ~ EndDate | 30 Jul 2010 v
L] Exceplion Types Start Time: o000 S End Time | g:0g s

T User Selection
=48} Configuration Motes
== Training Manager

[ Trairing Categories
] Meeting Types
[T] Booking Categories
=g e Resources
[] Rooms

] Trainers
T Managers
= Training Manager Portal =

Sub Menu

£ Eddie Talbot [irainer_manager]

&5 Gavin Byme (701572592

25 Jarice McCout [701034427]

& Joe Thomas [B03251043]

&% JudiHal [701249989]

&% Laura Cooper [F00727016)

&% Mark Argent [700822319]

&5 Suswnod [303028003]

& Tracy Mertiman [B02889360] =

§ o prefarences =
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Delete a Trainer Calendar Entry
To delete a Trainer calendar entry right click on the entry and select ‘Delete Calendar Entry...

<= Training Manager
File View Training Help

bttt Trainer Calendar :  Alyson Bushel
Room Calendars A

] Trainer Calendars Stat Date |04 par 2010 w| EndDats |pgaug 2010 ~| &

1 & FRefiesh
[ Manager Calendars
(5] Scheduler Start Time End Time Booking Category | Purpose
= = Training Manager Portal Monday, 17 Map 2010
T Users
5= WM 5
= TP Man g Fioiid
T Exception Typss FE T New Calendar Entry oL,
] User Selection ‘Wednesd | °| Edit Calendar Entry. ..
=8} Configuration @
. elete Calendar Entry ..
B _Tl_a\nlng Manager 7119 May L Holiday
[ Training Categaries
] Meeting Types Tuesday. 8 June 2010
[T Booking Categaries
S 5 & Resouces J80un201000:00  9Jun 20100000 Holiday Haliday
1 Rooms
-] Trainers Wednesday. 9 June 2010
[ Managers ]
. Training Mananer Portal || El8dun 2000000 10.un 20100000 Holiday Haliday
Sub Menu Thursday, 10 June 2010
iz 10 L 710Jun 201000:00 11Jun 20100000 Holiday Holiday
S, Wanington
& Alyson Bushel [700B57979] .
35 David Hill[12395678] Friday. 11 June 2010
q_-’i Eddie T albot [nainer_manager] 11 Jun 201000:00 12 Jun 20100000 Holiday Holiday
&% Gavin Byine [701572592)
£ Janice MeCou [701034427) Wednesday. 23 June 2010
&% Joe Thomas [803251043]
£ JudiHal [701243983] A230un 20100800 23Jun 20101730 Holiday Holiday
&% Lawra Cooper [FOD72701E]
&5 Mark Argent [00822313)
£ Suewood [303028003]
£ Tracy Mertiman [302839360] —
i iPreferences + J |l Export
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2. Manage Trainer availability through the Web Portal.

The Trainer now has the ability to manage their availability through their webportal. The option to insert

any new activity is available within the ‘Planner View’ of the Trainer Calendar by right clicking in the

calendar view and selecting ‘New Entry’.

e
GENESYS

Location : Main Menu = Trainer Calendar

trainer calendar

£ Required fields are al| shaded in this colour

Key Standard View | Plonner View |

Training Manager Training Portal

Hello, David Hill

‘ Uncategorised |

Management Meeting

Click to refresh the calendar if you have changed the content to view

David Hill

MNew entry
Go to today

Z B Show 24 hours.., 5 f i :

9 10 11 12 13 14 15

16 17 1z 19 20 21 22
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Scheduler

Date Exclusions

Specific dates can be stored for excluding when scheduling training.

Select Date Exclusion under the Scheduler option in the Main Menu.

After selecting a date in the calendar, associate it to the relevant business unit by clicking in the box at

the right hand side.

uv

= Training Manager

Ele View Iraining Help
HMain Menu

== Training Manager
@[] Training Requests
[ Meetings
g e Resources
[ Room Calendars
[ Trainer Calendars
[] Manager Calendars

= = Training Manager Portal
T] Users
== WM
[] Exception Types
[] User Selection
= E"} Configuration
S Training Manager
[ Training Categories
[ Meeting Types

Sub Menu

[ Date Exclusions

i ihpreferences -

< July 2010 b

1 2 3 4
5 6 7 & 3 10 11
12 13 14 15 16 17 18
19 20 21 2 23 24 5
2 27 2@ 29 [F0] 3

[IToday: 30/07/2010

a date and then tick/untick

@) Choose dates which wil be exded for scheduling. These dates uill apply to all Training Events.
[ gfctal | Unsclecta

= WFM Business Units & Sites
=& First Direct National Bank
[ & Modesto
[J& FReston
[ Cincinnati

Click on the
relevant date in
the calendar

Click in the
box against
the business
unit that the
date affects

Once the date has been selected close the Date Exclusion box by selecting another item from the main

menu.
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Removing a Date Exclusion

To remove a date that has been excluded click on the required date and select ‘Unselect All’. This will

remove the date from being excluded.

"

= Training Manager

Fle View Iranng Help
HMain Menu
= = Tiaining Manager
@[] Training Requests
[] Meetings
g e Resources
[ Rioom Calendars
[ Trainer Calendars
[T Manager Calendars
& 5
)

7] User Exclusions
= = Training Manager Portal
[T Users
5 = WM
[] Exception Types
[T User Selection
=8} Configuration
S Training Manager
[] Training Categories
[ Meeting Types

Sub Menu
[ Date Exclusions

i Preferences -

Date Exclusions

©) Choose dates which will be excluded for scheduling. These dates u all Training Events.

< July 2010

1z 3
5 6 7 & 3 10
12013 14 15 16 17
19020 2 2@ 23 24
2% 27 28 25 [@] A

[IToday: 30/07/2010

Click & date and then tick/untick from the Sites list

Select Al Unselect &ll

= = WFM Business Units & Sites
=& First Direct National Bark
[ & Modesto
[J& FReston
& Cincinnati
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User Exclusion

The ability to exclude agents due to long term exceptions is now available.

Select User Exclusions from the main menu.

After selecting ‘User Exclusion’, the Business Units in Genesys WFM together with the associated agents

are then visible in the Sub Menu window.

Any agents excluded previously are visible in the User Exclusion list.

= Training Manager

BE =]

File Wew Training Help
HMain Menu
= == Tiaining Manager
) L] Training Requests
T Meetings
S g Resources
[ Room Calendars
] Trainer Calendars
T] Manager Calendars
=[] Scheduler
] Date Exclusions
] User Exclusions
== Training Manager Portal
T Users
== WM
[ Exception Types
[ User Selection
= {8} Configuration
= Trairing Manager
] Training Categaries
T Meeting Types

Sub Menu
[ iliser Exclusions
BB wE
- First Direct Mational Bank
=@ Modesta
+ & <MNone>
= & Team1
& Amy Jay [U_E306_Simulator]
&% Andiew Faust [1_7004_Simulator]
& Ann Larson [U_8224_Simulator]
5 Bandi Neal (U_8232_Simulstor]
& Ben Lin [U_8227_Simulatar]
&% Brian Chen [U_7002_Simulator]

i iPreferences -

User Exclusions

@) Ta exclude a user fiom being scheduled for any future Training Event, dil in ta the Tres to the bottomelsft.

& Candi Stolpe [U_8329_Simulator]

FirstMame | LastMame | Employee ID Exclusion Reason

& Andrew  Faust

U_7004_Simulator  Long Tem Sick,
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Once an agent has been identified as being unavailable long term, select the agent and the option to

exclude the agent from being scheduled for any future training is available.

Select ‘Exclude from Schedule’ and the option to provide a reason is presented (this information will

then be visible in the Completion Status Report if the agent has been selected as part of the ‘User

Selection’).

Select Apply to save.

= Training Manager

[MEI[X]

Fle Wew Iraining Help

Main Menu User
2 Training Manager “|| @ Speshy whelher this person will be excluded fiom being scheduled for any fulure Training Event or Meeting
% [ Training Requssts
L Mestings
= 7 5 Resources Mams Andrew Faust

[{] Room Calendars

I T Candirs Employes D U_7004_Simulator
[l Marager Calendars Excluded from al scheduling &

=[] Scheduler ~J
[ Date Exclusions Reason for Exclusion

[ User Exclusions

= % Training Manager Fartal Long Tern Sick
[ Users
= WM Update Information

U E’;ﬁ?:;ﬁ;ﬁes Created Wednesday, 23 June 2010 by GenesysWRMidemo
|

=48} Configuration LastUpdated  ‘wednesday, 23 June 2010 by  GenesyswWFiidemo
= = Tiaining Manager

Training Categories
(] Meeting Types ~

Sub hMenu

I User Exclusions -~
= = WM
=& First Direct National Bank
=@ Modesto

£ Ay day [U_B306_Simulatar]
£ Bndiew i
£ A Lason L8224 Simulstor]
£ BandiMeal [U_8232_Simulater]

£ Ben Lin [1_B227_Simulstor]

£ Brisn Chen [L_7002_Simulater]

£ Candi Stolpe [U_8329 Simulatad] |,

§ o prefarences ~

Close
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Removing a User from Exclusion

To remove a user from the exclusion list select the user from the exclusion list and right click selecting

‘Remove’.

= Training Manager

METY

File Wew Training Help
Main Menu

= Training Manager
[T Training Requests
[T Meetings
= o & Resources
[] Room Calendars
[] Trainer Calendars
[l Manager Calendars
= [# Scheduler
[ Date Exclusions
[T] User Exclusions
S Training Manager Portal
[ Users
S WM
[[] Exception Types
[ User Selection
=-{8} Configuration
= = Training Manager
[T Training Cateqaries
[T Meeting Types

Sub Menu

= [T User Exclusions
= WM
= & First Direct Mational Bank,
=@ Modesto
= & <Maoney
= @ Team1
£ Ay Jay [U_8306_Simulator]
£ Andrew Faust [LU_7004_Simulatar]
& A Larson [U_8224_Simulatar]
&% Bandi Neal [U_8232_Simulatar]
&% Ben Lin[U_8227_Simulator]
&3 Brian Chen [U_7002_Simulatar]
£ Candi Stolpe [U_8329_Siulator]

§ G Preferences

~

User Exclusions

@) To exclude a user from being scheduled for any future Training Ewent, diil in to the Tree ta the battorlsft

First Mame | Last Mame

Employee ID Exclusion Reason

SAndrew  Faust

0”700,
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Completion Status Report View

The example below identifies the agent as being unscheduled with an exclusion reason of Sickness.

:|" Completion Status {(Event)

[B[EN¥]

Status Filker

Training Session Filter
[] Enable Date Filter
Start Date

Statistics far this Event

[] Enable Status Filter

Refresh

End Date

# Unscheduled # Missed
Overall Completion l:l
0 0% # Scheduled # Incomplete ljl
Columns
Lacation Team Site Business Uit
First Name LastMame | Employee ID o) Location | @8 Team [ Sitel & Business Unit Start Date End Date Status Trainer Comments | User Camments | Exclusion Fieasd#
iy Reicher 11_8343_Simulator  Modesto Building  Team 3 Modesto  First Direct National Bank Unscheduled
Andrew Faust U_7004_Simulator - Modesto Building  Team 1 Modesto  First Direct National Bank Unscheduled
Andrew “Walker FD_Woice_ggent  RestonBuildng  TeamB Reston First Direct National Bank, Unscheduled
Ben Lin U_8227 Simulstor - Modesto Building  Team 1 Modesta  First Ditect National Bank Unscheduled
Brian Chen U_7002_Simulator - Modesto Building  Team 1 Modesto  First Direct National Bank Unscheduled
Christopher =) RSt — P BT Team T Teslon Tt Dirsct Nafional Bark Tireereames
Dick Clarkson L8353 Simulator | Modesto Building | Team 1 Modesto | First Direct National Bank Unscheduled Sickness
[ Rr—————— fui) Heston Buildng  Team B Restan First Direct National B ank Unscheduled
Lamy Fin U_7005_Simulator  Modesto Building - Team 1 Modesto  First Direct National Bank Unscheduled
Linda Rhodes 11_8271_Simulatar - Modesto Building  Team 3 Modesto  First Direct National Bank Unscheduled
Lisa Ruiz U_8283 Simulator  Reston Buldng  Team 4 Reston First Direct National Bank Unscheduled

Once the agent has been removed from being excluded they will show as unscheduled and could be

scheduled as a ‘mop up’ as part of the scheduling process.

Completion Status (Event)

BEX]

Status Filter

Statistics for this Event

[T rable Stafus Fiiter

& Refresh
Training Session Filter
[] Enatle Date Fiter
Start Date End Date

Trainer Comments

Unscheduled
cheduled

Dverall Corpletion # Unischeduled H Missed ljl
0.0% # Sc}?edu\ed # Incomplete l:l
# Trained l:l # Unknown l:l
Calumns
Lacation Team Site Business Linit
First Mame LastMame | Employee 1D wah  Location lﬁ Team| [ Site é Business Unit Start Date EndDate Status
Eﬁ’ Crystal Ramos U_8265_Simulator - Modesto Building  Team 3 Modesto  First Direct National Bank. 5400 20091245 5Aug200913:456  Scheduled
Darren Sherman U_B301_Simulator - Reston Building  Team 4 Fieston First Direct National Bank  5Aug 20091500 5Aug 2009 16:00  Scheduled
E:ﬂ David Sanchez U_8236_Simulator - Reston Buiding  Team 4 Fieston First Direct National Bank 7 Aug 2009 10:30 7 Aug 200911:30 Scheduled
E:ﬂ David Smith U_8311_Simulator - Reston Buiding  Team 5 Fieston First Direct National Bank  £Aug 2009 11:15  BAug 20091215 Scheduled
E:,T Debra Proctar U_8262_Simulator  Modesta Building  Team 3 Modesta  First Direct National Bank.  5Aug 20091000 BAwg200911:00  Scheduled
EZ,]’ Debra Saloman U_8316_Simulator  Reston Bulding  Team 5 Reston First Direct Mational Bank  5Aug 2009 10:00  SAwg200911:00  Scheduled
E:I? Diana Olzan U_8241_Simulator  Modesta Building  Team 2 Modesta  First Direct National Bank.  BAug 20091000 BAug200911:00  Scheduled
M = Smulstor  Reston Building  Team & Reston First Direct National Bank. 5 Aug 2009 11,90 5 Aug oot baduied.
|| Dick Clarksan U_B8353_Simulstor - Modesto Building  Team 1 Modesta  First Direct National Bank
ﬁﬂEartha e i b BestonBulding — Team B Beston Eitzt Diitect Mational Bank & 009 S ]
Eﬂ Eduardo Garcia EGarcia Modesto Building  Team 1 Modesta  First Direct Mational Bank. 54ug 2009 11:15  5Aug 20091215 Scheduled
Eﬁ’ Elenison Olson U_8242 Simulator - Modesto Building  Team 2 Modesto  First Direct National Bank. 11 Aug 200917115 11Aug 20091215 Scheduled
Eﬁ’ Elmina Skangs U_8303_Simulator - Reston Buiding  Team 5 Reston First Direct National Bank  5Aug 200910:30  5Aug2009711:30  Scheduled
e - o merin e 1 o nar T o v o v+ = o Ite ccocone i comnonae 1o i
<

User Comments | Exclusion Reast

>
|l Export
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Configuration

Training Categories

The training categories are linked to the exception codes in Genesys WFM and a training category has to
be selected when raising a training request. When training is scheduled it is the exception code that is
displayed in the agent schedules and therefore has to 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.

To create a new training category, select ‘Training Categories’ from the Main Menu and a list of existing

categories appears in the sub menu.

Right click on ‘Training Categories’ in the sub menu and the ‘New Training Category’ option appears.

= Training Manager [-_]E]W
File Wiew Training Help

Main Menu

= g Resources ~
[ Room Calendars
[ Trainer Calendars
[ Manager Calendars
=[] Scheduler
[ Date Exclusions
[ User Exclusions

= Trsining Manager Portal
[ Users
S WM

T Exception Types
T User Selection
=8} Configuration
= & TainingManager

[ Meeling Types
[ Booking Categories
FF]
5 5 & Resources
[T Fiooms -

Sub hMenu

= [ Training Categories
(3> Business As Usual Training
(> CBT/eLearing
{5 New Entrant Trairing
{5 Skills Extension Courses
(5 Trainer Led

i o prefarences ~
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After clicking on ‘Training Categories’ any existing categories are displayed in the Sub Menu.

To create a new category right click on ‘Training Categories’ in the Sub Menu and select ‘New Training

Category’

Llakd

= Training Manager
Ele Wew Iraining Help
tain bMenu
= 3 g Resources
[T Room Calendars
[T Traines Calendars
[T Marager Calendars
= [7] Scheduler
[T Date Exclusions
[T User Exclusiors
== Training Manager Portal
[ Users
S WM
[ Exception Types
[ User Selection
=8¢ Configuration
== Training Manager
[T Training Categories
[T Meeting Types
[T Booking Cateqories
Srg e Resources

L Rooms
Sub Menu

R
“] New Training Categary )

| View Auove Traming Categories

&
=7 . A
& View Inactive Training Categoriss
(> Trarer Ced

§ G preferences ~
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Enter a new name together with any relevant notes.

The ‘Default WFM Exception’ is the exception code that exists in WFM for this activity and this is

entered exactly as it is in WFM. If the code does not match then the exceptions will not be created in

WFM and an error will be generated by Genesys Training Manager.

Genesys Training Manager does NOT create exception codes in WFM.

= Training Manager

Ele YView Iraining Help

[BE%

Training Category

Srg e Resources
[] Foom Calendars Name <New Training Categarys
| Trainer Calendars
MNaotes
0 Manage Corrs Enter the Genesys WFM
] Date Exclusions
[] User Exclusions
== Training Manager Partal

exception code
T Lsers Default WFM Exceplion /
= s WM

[ Exception Types
[ User Selection Active
= {8} Configuration

Si-e Trairing Manager
[ Training Categories
[] Mesting Types
[ Booking Categaries
= 4 & Fiesources
] Fooms

Sub Menu

- [ Tygining Categories |
{5 Business A5 Usual Training
5 CBT/e-Learming
5 New Entrant Training
Skills Extension Courses
{5 Trainer Led

e

ke

i hpreferences -
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The exception code color can be customized by clicking on the exception code box and selecting a new

color.

Note: Ensure thatthe color assigned does not clash with an existing color in Genesys
WFM as this could be confusing from an activity monitoring perspective.

Main Manu Training Category
=g e Resources ~
[T] Room Calendars Hame <Mew Training Category / .
ey —— o Click here to select a
7] Manager Calendars Color
=[] Scheduer

L[] Date Exclusions
[EL] User Exclusions

color to associate to the
D U chaon W AT

D sers Defeul WFH Ereepton . exception code
S WM Exception Color ﬁ -8 0 F 0

| Exception Types ENEEEEEN
EEEEEEN

Basic colors:

] User Selection Active
=3 Configuration

=i~ Training Manager
[E] Training Categories
] Mesting Tupes
Booking Cat
S P et
] Frooms v rrrrrrrrr

Sub Menu [

Custom colors:

Define Custom Colors >>
=[] Training Categories

5 Boieess e e T

» CBT/erLearning

[> Mew Entrant Training
[0y Skills Extension Courses
> Trainer Led

T — oph
,

Training categories are individually identified as specific exceptions within Genesys WFM and have an

associated exception code and color within the Agent schedule. The category identification can also help

with prioritizing training.
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Deleting a Training Category
To delete training category in Genesys Training Manager right click on the training category and select

‘Delete Training Category’.

[= Training Manager u@]iﬁ]l

File Wew Trainng Help

ain Menu Training Category
= 3 g Resources A
[] Room Calendars Name MNew Erttrart Trairing
[T Trainer Calendars
[{] Manager Calendars 1 Nates
= [ Scheduler

] Date Exclusions
P User Exchusions
S l%a"i:::';"a”age’ Pl Default WFM Exception | Training
o WM
[ Exception Tppes
[ User Selection

Exception Color

Active
=8} Configuration
== Tiaining Manager
L] Training Categories Update Information
] Meeting Types Created Friday. 17 Dctober 2008 by Genssys? Bhdsfault
T Buonking Categoiics reate riday, 17 Detober w  Genssys?_Shdefaul
= 5 & Resources LastUpdated  Monday, 10 May 20100 by GenesyswFiidefault
[ Rooms v
This Exception Type does not exist on Tincinnati
ub Menu I
-

=[] Training Cateqaries
:) Business A3 Usual Training
3 CBT/e-Leaming

Delete Training Categary...

Visw Active Training Catsgories

Visw Inactive Training Categories

s Preferences -
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Meeting Types
Meeting Types are used only when creating and scheduling Meetings and One to Ones which include the

team manager. Different algorithms have been created to manage a team group meeting or individual
agent and team manager and these algorithms have to be associated to the right meeting type.

Select Meeting Type from the Main Menu and any existing meeting types are visible in the Sub Menu.

= Training Manager ['_][i]ﬂ
File Wiew Training Help
Main Menu

= &2 Resources ~

[ Room Calendars
[ Trainer Calendars
[ Manager Calendars
=[] Scheduler
[ Dale Exclusions
[ User Exclusions
S Training Manager Portal
[ Users
B WM
[] Exception Types
[] User Selection
=8} Configuration
= & Training Manager
[ Training Calegories

aw
S g Resources |
E[] Rooms v

Sub hMenu
= L Meeting Types

£ Team Mesting

i o prefarences ~
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To create a new meeting type right click on ‘Meeting Types’ in the Sub Menu and select ‘New Meeting

Type’

= Training Manager

Fle Wew Training Help

Main Menu

[ Room Calendars
[ Trainer Calendars
[ Manager Calendars
=[] Scheduler
[ Date Exchusions
[ User Exclusions
5= Training Manager Portal
[ Users
S WM
[T Exception Types
[1] User Selection
=8} Configuration
= Training Manager
[ Training Categories
[ Mesting Types
[ Booking Categories
g Resources
[ Rooms

Sub hMenu

[BEIx]

s _
= o g Pesource: ~

= [ Meeling Typ

g:w 3] Hew Mesting Typs
i Bokve Meeting Types

£ Team Me|

View Inactive Meeting Types

i spreferences -
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Complete the details as required selecting the correct booking algorithm from the pull down box:

=  Meeting = Group

= One To One = agent and team manager.

As per Training Categories used in training requests the WFM exception code has to already exist in
WFM and exactly match the ‘Default WFM Exception’ code entered.

A color can be selected for the exception to be visible in the agents WFM schedule.

= Training Manager

J=ed

Ele View Iraining Help
Main Manu

=)= Training Manager
@[] Training Requests
[] Mestings
g o Resources
-7 Sehsduler
= Training Manager Portal
= WM
= g} Configuiation
== Training Manager
[T Training Categories
[T Meeting Types
T] Booking Categories
% g o Resources
< Trairing Manager Portal

@

Sub Menu

= [ Mesting Types
£} Team Meeting

2% Team Huddie
2% One ToOne

i hpreferences -

Mesting Type

Name
Eooking Algorithm

Notes

Default WFM Exception

Excaption Color

Active

<Mew Mesting Type>

Select the correct

Meeling
One To One

«— | booking algorithm

The WFM code has to
exactly match the
existing WFM exception
code

s
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Deleting Meeting Types

Delete a Meeting Type by right clicking on the meeting type and selecting ‘Delete Meeting Type...’

= Training Manager

Llakd

Ele Wew Iraining Help
Main Menu

= Training Manager
®[T] Training Requests

[] Meetings
%5 @ Resources
% u7] Scheduler

- Training Manager Portal
B WM
= {8 Configuration
= & Training Manager
[ Training Categories
T Meeting Types
[ Booking Categaries
iy g Resources
= Training Manager Partal

Sub Menu
= [1] Mesting Types

£ One To0

o View Active Mseting Typss

View Inactive Mesting Types

9€_ Delste Mesting Type...

§ G preferences ~
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Raising a Training Request

To raise a training request, select ‘Training Request’ from the Main Menu and the training request status

menu will appear in the Sub Menu.

Training requests can be created by either right clicking on ‘Training Request’ in the Sub Menu, or on 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.

= Training Manager u@]ﬂrll

Ele Wew Irai Help

tain bMenu

== Tiaining Manager
# [ |Training Fequests

[T Meetings
# 5  Resources
| Scheduler . ..
- Trairing Manager Porta Click on Training to
e WM
=-{8¥ Configuration
= = Training Manager create a new req uest
[ Trairing Categories
[] Meeting Types

[] Booking Categories
g o Resources
= Training Manager Portal

Sub hMenu

= [ T Requests
L_: e -2 0ct 2010
=@ Pending App
=@ Active . .
= © Conplted Right click on

= @ Fsjectsd

Training Requests

§ G Preferences -
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When the ‘New Training Request’ option is selected, the template will then appear see the example on
the next page.

= Training Manager l._]@]ﬁ
Eile  Wiew A
Main Men Mews Training Request

raining Mansner

[ Mestings
g Resources
%] Scheduler
- Trairing Manager Portal
i

Configuration
== Training Manager
T Training Categaries
1] Meeting Types
[[] Booking Categories
g Resources
== Training Manager Portal

Sub Menu

§ G Preferences +
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Template Tabs

N

= Training Manager

/[

[BEN %]

Ele YView Iraining Help
Hain Menu

== Training Manager
o [] {Training Requesis]
[T Meetings
5 g Resouces
- 7| Scheduler
#-i= Training Manager Portal
e WM
= g4 Configuration
= &= Training Manager
[ Trairing Cateqories
[] Mesting Types
| Booking Categories
#p g Resources
&= Training Manager Portal

Sub Menu
= [ Training Rieguests
L:j 1Apr2008- 2 0ct 2010
=) Pending Approval
T <New Training Request>
i <Mew Training Requests
o Andrea Test
o Scenario Test
0 Test Training Request
- @ Active
- @ Completed
- @

Rejected

i iPreferences -

I

Start | Sits Selection | User Selection | Training Plans | Training Events | Training Sessions

©) Enter warious descriptive and key information about this Training

Main Till & Reference [ <hew Training Fequest>
Traiting Category =

Description & Objectives

Business Sponsors

Stakeholders

Additional Notes

Status (@ Pending Approval b

Training Manager Portal  [[] Also displayed on the Training Roadmap

Dates
Window Start Date 11 Aug 2010 v
Window End Date 11 Sep 2010 v

Update [nfiarmation

Training code

Close

Complete the template as required (each of the tabs in the template will be covered separately).

Start Tab

Main Title and Reference — enter a title and the box at the right hand side requires the training code.

Training code — is the code associated to the training.

Training Category — identifies the category of training and which exception code will be visible in WFM.

The categories are available from a drop down box.

Description & Objectives — this should contain information relevant to the training.

Business Sponsors / Stakeholders / Additional Notes — any information can be entered here that is

relevant to the Training Request.
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Status — There are four options available from the pull down box:
= Pending Approval —this is used in the first instance when a training request is raised.

= Active —this is used when the training request has been committed into Genesys WFM and is
‘good to go’. For a training request to be visible in the web portal the training request has to be

shown as ‘Active’ and have ‘Displayed on the Training Roadmap’ selected.
= Completed — a training request is moved into ‘Completed’ once it has been completed.

= Rejected — where a training request has either been rejected or cancelled.

= Training Manager u@]@

File Wew Irainng Help

MesaltEn Start | Site Selection | User Selection || Training Plans | Training Events | Training Sessions
5= Training Manager

# ] Training Requests €) Enter various desciiptive and key information sbout this Training

[ Mestings

g Resources Main Title & Reference [ ¢New Training Request

% Scheduler
&= Training Marager Portal Training Category -
B WM
=-{8¥ Configuration Description & Objectives

= = Tiaining Manager
[T Trairing Categories
T Mesting Types
[L] Bocking Categories
¥ g Resources
= Training Manager Portal

Business Sponsors

Stakeholders

Additional Motes
Sub Menu

= [ Training Requests
] 1 Apr 2009 - 2 Oct 2010

=) Pending Approval Status (@) Pending Approval v
T <Mew Training Request: Pending Approval
T <New Training Request> Training Manager Portal () Active
i} Andrea Test (@) Completed
i} Seenario Test Dates (@ Rejected
.0 HE“I:“ Trairing Request Window Stat Date P
# () Completed Window End Date 01 Sep 2010 ~
+ [ Rejected

Update Infarmation

: ;Preferences -
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The training window dates will display one month from today’s date. This can be manually changed and

training will only be scheduled within this window.

The template will be updated with the Administrator details (who created or updated the request and

the date).

= Training Manager

Llakd

Ele View Iraining Help
Main Manu

= = Training Manager
@[] Training Requests
[] Mestings
- 5 REsources
@17 Scheduler
= Training Manager Portal
o WM
{53 Configuration
Training Manager
[ Training Categories
] Meeting Types
T] Booking Categories
% & Resources
< Trairing Manager Portal

i & @

Sub Menu
= [ Training Requests
L:j 1 Apr 2009 -2 0ct 2010

=@ Pending Approval
1 <Mew Training Fequests
1 <Mew Training Requests
T Andrea Test
T Scenario Test
T Test Training Request

0 Active

- Completed

@ Rejected

i hpreferences -

Stat | Site Selection | User Selection | Training Plans | Training Events | Training Sessions

©) Enter various descriptive and key information about this Training,

tain Tithe & Reference
Training Category

Deseription & Objectives

Business Spansors

Stakeholders

Additional Motes

Status

Training Manager Portal

Dates
‘Window Start Date
‘window End Date

Update Information

<Mew Training Reguest>

@Fe
[ Als

< August 2010

2 3 4 58 8 7
9 10 11 12 13 14
16 17 18 13 20 21
23024 85 X% 278
an 3

[Today: 01/08/2010

>

1
8
15
2z
29

01 Aug 2010 ™
01 Sep 2010 ™

Close

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

next stage.
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Site Selection

This is where the Site or Scheduling Pot is selected (and there can be multiple selections).

In the example below there are two Sites, or Scheduling Pots, Modesto and Reston. Modesto has been

selected by right clicking in the box at the left hand side.

Once the ‘Site’ or ‘Scheduling Pot’ has been selected, the teams and activities associated to the site(s)

will be available for selection in the next stage.

= Training Manager

=

File View Iraining Help
Main Meru
= Training Manager
[T Training Requests
[] Mestings
g o Resources
(i Scheduler
%= Training Manager Portal
Y
= {8} Canfiguation
- Training Manager
[T Training Categories
[T Meeting Types
[T] Booking Categaries
5 Fesources
= Trairing Manager Portal

Sub Menu
= [ Training Requests
4] 1Apr 20092 0c 2010
=) Pending Appraval
@ Test Training Request
w0 Active
@ @ Completed
w0 Rejected

i Preferences -

Stait | Site Selection | User Selection | Training Plans | Training Events | Training S essions

) Choose areas of Warkforce Management where Training will be delivered

= s WM Business Uni & 8]
= & First Dircet National B
B Modesto
0@ Restan
& Cincinnati

Close
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User Selection

The User Selection tree view is pulled directly from Genesys WFM in its architectural format which is

why Genesys is represented at the top level.

= Training Manager

Fle View Irainng Help

Main Menu

Training Manager
-] Training Requests

[ Meetings
g o Resources
-] Scheduler

Training Manager Portal
WM
{53 Configuration
- Training Manager
[ Trairing Categaries
T[] Mesting Types
[] Baoking Categoriss
g o Resources
= Training Managsr Portal

Sub Menu

= [T Training Requests
4] 1 Ap1 2003 - 2 Oct 2010
=) Pending Approval
T Test Training Request
w0 Active
(@) Completed
&) Rejected

sPreferences -

Stait | Site Selection | User Selection | Training Plans | Training Events | Training Sessions

@) Choose Sites, Teams and individuals fram Warkforce Management wha will be receiving this Training

Display Mode WM Sites & Teams

= can WFM Sites & Teams
= & First Direct National Bank.
= Modssto
[ <None>
# [ 14 Team 1 [Location: Warington] [Manager: Gerdon Benson]
e Dﬁ Team 2 [Location: Warington] (Manager: Mick Rabinzon)
& 1@ Team 3 (Location: Warington] (Manager: David Johnson)

0 Selected

< Previous ][ Mext > ][

Apply

) (s
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Team or Individual

By expanding one of the Team entries (in the example below Customer Services (Warrington) is

selected), this lists all of the users associated to that ‘Team’. Users can then be selected as individuals by

clicking in the left box at the side of the individual required, or right click in the box against the Team

name, for example, Customer Services (Warrington) to select all.

Once users have been selected, the application gives a count of the number of agents selected at the

bottom of the window.

= Training Manager

[MEI[X]

Ele Wew Iraining Help
Main Menu

Sie Trairing Manager
-] Training Requests

[[] Mestings
> u Resources

| Seheduler
- Training Manager Fortal

= WM
Carfiguration
=& Training Manager

T Trairing Categories

&
&

[{] Meeting Types

[ Booking Categaries
Resources

== Traning Manager Portal

Sub Menu
= L] Training Requests
L:j 1 Apr 2009 -2 Oct 2010
= @ Pending Approval
1 Test Training Request
@ Active
& @@ Completed
& @ Rejected

§ G Preferences

Start || Site Selection | User Selection | Training Plams | Training Events | Training Sessions

©) Choose Sites, Teams and individuals from Workforce Management who will be receiving this Training.

Display Mode | WM Sites & Teams v

1 .23 WFM Sites & Teams
= é First Direct Mational Bank
= B Modesto
g <Mone>
= )9 Team 1 (Location: Waringtor] (Manager. Gordon Bensan]
12 AmyJay [U_B306_Simulator]
1@, Andrew Faust [U_7004_Simulator] [Lang Term Sick]
[14& Ann Lason [U_8224_ Simulstor]
[14& Bandi Neal [LI_8232_Simulator]
[ Ben Lin (U_8227_Simulator]
144 Brian Chen [U_7002_Simulator]
[ Candi Stolpe [U_8329_Simulator]
(14 Dick Clarkson [U_8353_Simulator]
18 Edusrdn Garcia [EGarcia]
[182 Gurtej Kau [U_B322_Simulstor]
[18& Hery Dunn [HDunr]
[I& 1an Johnson [U_BO08_Simulator]
4 Joan Stuart [U_8330_Simulator]
14 KaiLemieux [U_8225_Simulatar]
£ Kathy Gurin [U_8223_Simulator]
18 Kim Lewis [KLawis]
14 Larmy Fin [U_7005_Simulster]
[14& Linda Sweeney [LJ_8332_Simulator]
[ Lynne Suzanne [U_B304_Simulator]
4 Ma Gail [U_8307_Simulator]
s i

Micola Choste 1] 0221 latal

™

0 Se\eotﬁd
Agent count

<Previous | [ Mews | [ e | [ Caneel |

Genesys Training Manager — Administrator Guide

96



Last Name or First Name

Another option is to filter the user list by’ First Name’ or’ Last Name’ and then select the users

individually from the list presented.

To change the user view, there is a pull down box in ‘Display Mode’.

= Training Manager

Ele Wew Iraining Help
Main Menu

= = Training Manager
- [T] Training Requests

[] Meetings
%5 @ Resources
% u7] Scheduler

Training Managsr Partal
P
= {8 Configuration
= & Training Manager
[ Training Categories
T Meeting Types
[ Booking Categaries
iy g Resources
Trairing Manager Portal

Sub Menu
= [ Training Requests
2] 1.4pr2009- 2 0ct 2010
=@ Pending Approval
@ Test Training Request
# @ Active
= @ Completed
@ @ Rejected

§ G preferences ~

Start || Site Selection | User Selection | Training Plans | Training Events | Training Sessions

@) Choose Sites, Teams and individuals from 'Workforce Management who will be receiving this Training

Sort by First Name or Last —
Name

Display Made FM Sites & Teams ~| [ Chosse.. ]
AT Ses & Teams ]
o WM SitesfiuFh Tisers by Last Name
= & Fist DjWFM Users by First Name
=@ Modesto
& <None>
=1 Team 1 [Location Warington) (Manager: Gordon Benson)
(] &% Ay Jay [U_B3I0E_Simulator]
[ @ énchew Faust [U_7004_Simulator] (Long Tern Sick]
]85 AnnLarson [U_8224_Simulstar]
163 Bandi Neal [U_8232_Simulatar]
163 BenLin[U_8227_Simulater]
£ Brian Chen [U_7002_Simulater]
£ Candi Stolpe [U_8329_Simulator]
£ Dick Clarkson [U_8353_Simulator]
& Eduado Garcia [EGarcial
& Guruts] Kaur [U_8322_Simulator]
& Herry Dunn [HDunn]
& lan Johnson [U_B008_Simulstor]
£ Josn Stustt [U_8330_Simulator]
& Kai Lemisus [U_B225_Simulator]
& Kathy Gurin [U_B223_Simulator]
Kim Lewis [KLewis]
Larry Fin [L_7005_Simulator]
Linda $weeney [U_8332_Simulator]
Lynne Suzanne [U_E304_Simulator]
Mary Giall [1_8307_Simulater]
hlieal btbe [ il labeul

0OO0O0000000000000

clicliclicliclie]

0 Selected

<Previows | [ Mewi> | [ gppb ][ Canedl
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Activity

The option to select agents by ‘Activity’ is available by selecting the ‘Choose’ option and the ‘User

Selection Filter screen appears, as per the example at the bottom of the page.

= Training Manager

Fle Wew Iraining Help

Main Menu

S5 Training Manager
[ Training Requests
[T Meetings
5 Resources
=] Scheduler
Training Manager Fortal
WM
=8} Corfiguration
== Training Manager
[ Training Categories
[ Meeting Types
[T Booking Categories
2 & Resources
= Tiaining Manager Portal

Sub hMenu

= [ Training Reguests
!,‘J 1Apr 2009 - 2 Oct 2010
=@ Pending Approval
T Test Training Request
@ Active
Completed
Fiejected

Start | Site Selection | User Selection | Training Plans | Training Events | Training Sessions

©) Choose Sites, Teams and individuals from “Warkforce Managemery

Display Mode | WFM Sites & Teams

[v[\[ Chonse |

eiving this Training.

=/ a3 WFM Sites & Teams
=& First Direct National Bark,
= Modesta
g <Mone>
= IR Team 1 [Location: Warington] [Manager: Gordon Berson]

L1 amyJay [U_B305_Simulstar]

1 andrew Faust [U_7004_Simulater] [Long Tem Sick)
(12 Ann Larson [U_8224_Simulator]
£ Bandi Neal [U_8232_Simulator]
£ Ben Lin[U_8227_Simulator]
£4 Brian Chen [U_7002_Simulator]
£ Candi Stolpe [U_8323_Simulator]
&2 Dick Clarkson [U_8353_Simulstor]
& Edusrdo Garcia [EGarcia]
£ Gurute] Kaur [U_8322_Simulator]
£ Heniy Dunn [HDunn]
£ lan Johnson [U_E008_Simulater]
£ Joan Stuart [L1_8330_Simulater]
2 Kai Lemisux [U_8225_Simulstor]
& Kathy Gurin [U_8223_Sirmulstor]
2 Kim Lewis [KLewis]
£ Lany Fin [U_7005_Simulator]
£ Linda Sweensy [U_8332_Simulatar]
£ Lyrne Suzanne [_8304_Simulator]
£ Mary Gal [U_8307_Simulstor]
2

L Chitte 1110371 Labeul

~—"

0OOO0O000000000000r

~

0 Selected

i preferences -

< Previous ][ JER S H

Apply

J [ cancel

= £ User Selection Fitters

B][=1%

Main Menu

=== Training Manager
[ Training Reque:
[T Meetings

Sa
22 Resouces

Training Manager P
WM

{dk Configuation

= Training Manag
[T Training Cat
[T Meeting Tyn
[1] Booking Cal
o & Resources
Trairing Manag

Sub Menu

1= [T Training Requests
£ 14pr2009-20)
= Pending Apprav|
Test Trainin
Active
Completed
@ Reiscted

i Preferences ~

€) The selections on all Tabs work tagether o fiter users matching all citeria. Columns
AT Skill | Pettem Matching Lacation Team Site Busingss Uit
) a5 WM Activities - .
B FistN... | LastM.. | Emplo... Lacation Team Site
=@ Modesto P & & ¢
[] 4 Customer Cars
[ 4 Email
[ 4 New Accounts
Add Matches >
al M B
0 Matchles)

.+ Ready

~

pply

just 2010 13:30
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‘Activities’ are the Activity sets in Genesys.

In the example below there are 3 Activity sets, Customer Care, Email and New Accounts. If training is to
be delivered to agents who have a specific ‘Activity’ in their Genesys WFM profile then this filter will

allow the selection of those agents.

By selecting an activity and then ‘Add Matches’ the agent names are presented in the right hand

window together with an agent count at the bottom of the window.

There are options to view the users selected by Location, Team, Site and /or Business Unit.

= £} User Selection Filters E]@
@) The selections on all Tabs work together to fiter users matching all criteria. Columns
Main Menu
S Training Manager Localion Business Unit
% [T Training Reque:
ja Meet.nﬁs i f“’é%’:;:;’l';“ First Name LastN Employee ID 2l Location @ [a
gy Resaurces & Customer Care £ Abel Penunuri  U_6250 Simulstor Warington  Team
# (] Seheduler D& Emal £ By Jay U_B306_Simulator  Wartington Team
== Training Manager P T % HewAooounts 2 Ay Reicher  UI_B349_Simulator  Wariington Team =~
H WM 2 Bandi Meal U_8232_Simulator  Wwartington Team
=5 Corfiguralion & Candi Stolpe U_B323 Simulator Warington  Team
= Training Manag & Cassandia Pooman  U_8253 Simulalor Waringlon  Team
Training Cal 2 Celeste Murphrey  U_B230_Simulator  Wwartington Team
= Q”:ji‘.ﬂf & Cystal Flamos  U_B265 Simulalor ‘Waringlon  Team
I & Detra Proctr  U_8262_Simulator Waringlon  Team
_ Treiving M. £ Diana Olson U_8241_Simulator warfington Team
= i Manag
£ Dick Clakson  U_G353 Simulstor Warington ~ Team
& Eduardo Garcia EfGarcia “W/arington Team
&E\emsun Olson U_B242_Simulator  “ arrington Team
Engj Pelletir  U_6249 Simulstor ‘Warington  Team
& Ferlisha Famero L8285 Simulator Waringlon  Team
& Guadalupe Perepelkin  U_8251_Simulator Waringlon  Team
Sub Menu £ Guntsj ¥aur U_8322 Simulator ‘Wartington Team
= L] Training Requests & Helena Peters U_B254 Simulator W arington Team
) 1 Apr 2009200 & Herry Dunn HDunn Waringlon  Team
=) Pending Approx Slan Johrsor  U_BODS Simulator W artington Team
1 Test Trainin & Jerniter Rand UU_B266_Simulator warington Team
=) Astive & Jenniter Fieppent L8268 Simulator Waringlon  Team
%) Completed &Jenmler Rhoades  U_B270_Simulator “warrington Team
@ Rejected & Jessica Peterson U255 Simulstor ‘Warington  Team
& Joan Shart U_B330_Simulator  Wartington Team
& John OReily L8239 Simulator Waringlon  Team b
£ Kemy Mehsm  U_B236 Simulator ‘Warington  Team|
o TSR SR [ DN ARER S diee i L -
< >
e a— 71 Motes sy |
— ~ Ready ust 201013:32
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Additional activities can be included within the User Selection list by selecting an additional activity from
the drop down list, remove the original selection first and then click on ‘Add Matches’ this will bring up

an additional window that allows you to:
= Add to existing — Add any agents that are not already in the user selection list.
= Replace existing — Only show the agents with the second activity in the user selection list
= Cancel —cancel the selection and clear the user selection

This can be done as a combination across all of the user selection filter tabs.

= 2
€) The sslections on all Tabs work together to fiter users matching all criteria Colurnns
Main Menu
o Tudining Manager | *Aetiviies | Skils_| Pattem Matching Lacation Team Site Business Unit
=[] Training Reques
jj MEE,MES q = i'*-‘é’”&:;;‘;’t‘:es First Naame: LastN. | Employes D L Loostion] @8 [~
72 2 Resources [ Customer Care £ Abel Perunui  U_8250_Simulator Wanington ~ Team
%7 Scheduler & Enai £ amy Jay U_8306 Simulator Waington  Team
#-= Training Manager Po L] @ Newbccounts & Amp Reicher U_8349_Simulator  Waringtan Team o
B WM & Bandi Neal U_8232_Simulator - Wartington Team
=& Configuration & Candi Stolpe 1U_8329_Simulator ‘warington Team
=& Trairing Manag: £ Lassandra Pooman  U_B255 Simulator ‘Wanglon  Team
L] Training Cat & Celeste prowsluzy  U_8230 Simulstor ‘Warington  Team
[ Meeting Tup & Crystal Ramaos Warington Team
[ Booking Cat
-3 Resouross A Debra Proctor Mg Wartington Team
. Training Manage £ User Selection (53] N _Simulator N amington Team
3 Simulalor Walgglon  Team
a waninon  Team
heisiaieimatch o2k 2 Simdator Warnghn  Team
Add to the existing 71 matches o Replace al the existing matches in favour of these new matches? 9 Simuldlor Wanngn  Team
5 Simulstor Wanpbton  Team
Aditoesising | [ Feplaceesistng | | Cancel | 1_Simulator ‘Waffnglon  Team
Sub Menu . antington Team
= [ Training Requasts & Helena Peters Warrington Team
£ 14pr2003-20 & Heny Dunn fr Warington Team
= @ Pending &pprov & lan Thmeon  U_BO0B Simulator warmington Team
1 Test Training 25 Jennifer Rand U_£266_Simulator - Wanington Team
= @ Active & Jenniter Reppet  U_8268_Simulator  Warington Team
# @) Completed £ Jennifer Rhoades  U_8270 Simulator Waninglon  Team
% @ Pejectsd & Jessica Petersan  L_B255_Simulator Wanglon  Team
& Joan Stuart U_8330_Simulator  Wanington Team
&5 John OFicily  U_8239 Simulator Wanington  Team (I .|
B pechem DRSS emden Teny
< >
v Fieady ust 201013:33
|
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Once OK is selected this will display the users in the user selection tree. See the example below.

= Training Manager

File Wew Training Help

Main Menu

Training Manager
;L] Training Requests

&

[T Meetings
b
% & Resources
%% Scheduler

#-= Training Manager Portal
WiFM

&% Corfiguration
= Training Manager
[ Training Categories
[ Mesting Types
[ Booking Categories
5 o Resources
Training Manager Portal

Sub Menu

= [ Training Requests
{; 1 Apr 20092 Oct 2010
= @ Pending Approval
1 Test Training Request
# @ Active
& @@ Completed
& @ Rejected

§ G Preferences

B[]

Start | Site Selection | User Selection | Training Plans || Training Events | Training Sessions

@) Choose Sites, Teams and individuals from ‘workforce Management wha wil be receiving this Training.

Display Mode [ WFM Sites & Teams ~

5 o2a WFM Sites & Teams
=& First Direct National Bark
= & Modesto
[ <None>
= [E)& Team 1 {Location: Waringtan] (Manager: Gordon Bensan)

£ Amy Jay [U_B306_Simulator]
[ ndrew Faust [U_7004_Simulatar] (Long Term Sick)
12 &nn Larson [U_8224_Simulator]
[#] & Bandi Neal [U_8232_Simulstor]
[1¢& Ben Lin [U_8227_Simulator]
[1¢2 Brian Chen [U_7002_Simulstor]
£ Candi Stolpe [U_8323_Simulator]
£ Dick Clarkson [U_8353_Simulator]
£ Eduardo Garcia [EGarcia]
£ Gurutej Kaur [U_8322_Simulstor]
& Henty Dunn [HDunn]
& Ian Johnson [U_B008_Simulator]
£ Joan Stuart [IU_B330_Simulator]
[ Kai Lemieus [U_8225_Simulatar]
2 Kathy Guin [U_8223_Simulator]
I3 Kim Lewis [KLewis]
14 Lamy Fin [U_7005_Simulator]
& Linda Sweensy [U_8332_Simulstar]
2 Lynne Suzanne [U_8304_Simulstor]

£ Mary Gail [U_8307_Simulator]
1S hicola Choste I11 1 Cicolaboel

71 Selected

<Previous | [ New> ][ depl

| [ Caneel
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Skill and /or Proficiency Level
The second option in the ‘Choose’ menu is Skills.
Skills identify the call types and users can be selected by their ‘Skill’ and their level of proficiency.

Select ‘Skills’ and a drop down box will appear with all of the Skills in Genesys. Highlight the relevant skill
and select ‘Add’ (Multiple skills can be selected).

= £3 User Selection Filters E]@
i @) The selections on all Tabs work together to fiter users matching al ciiteria. Calumns
3in Menu
= = Training Manager Activities| Skils | Patten Matching Location Team Site Business Unit
- E] Training Fleques|| | -
7] Mestings $% AgentSeiipting_Fiefer ~ Add First . LastN Ernplo. Ll Locston] @8 Team (@ Sitsl g
0 Resources EEnpimg, Fieter ~
@[] Scheduler vt
Training Manager Py[| (5.7 &vava £
WM % Billing
Configuration [ Drench
o % Broker
== Training Mansgy|| (1] £
7 ol iy Branee
L} 1aning [s & Callback v
[ Meeting Tyg
|| Booking Cat
g g REsources
 Training Manag
Addd Matches >
Sub Menu
= [ Training Requests
£ 14pi2003-20
=) Pending fipproy
1 Test Trainin
() Actives
() Completed
#- 0 Rejected
v
< &
: Ot o) [
= - Ready ust 2010 13:33
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Once the skill has been selected additional filtering is then available.

This allows Genesys Training Manager to select agents who have a proficiency level of >, < or =.

In the box at the right hand side enter the proficiency level, for example, < =5 for ‘Billing' skills less than

proficiency level 5.

Main Menu

== Training Manager
-] Training Reque:
[T Meetings
5 g Resources
@ 7| Scheduler
o Training Manager P

= (& Conliguration
= & Training Manag

[ Training Cat]

[] Mesting Ty

] Booking Cal

#p g Resources

= Training Manag

Sub Menu

= [ Training Rieguests
£ 14pr20g- 20
@ Pending Approv]
U Test Trainin
- @ Active
w0 @) Completed
- @ Peiected

§ i prefarences ~

=+ Ready

£ User Selection Filters

=1 <

©) The selections on all Tabs work together fo fiter users matching all criteria,

Calumns

Activities | ~Skills | Pattem Matching [7] Location  [7] Team  [] Site
£tBiling vl [ aw FistM.. | LastN.. | Emplo.. | G
Billng

Business Unit

Location @ Teaml [E Siel ¢

.

Enter the proficiency
level

Add Matches >

<

v

0 Matchles]

=)

just 2010°13:40
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Then select ‘Update Matches’ to identify the number of agents selected.

The individual agents are presented in the right hand side window. Select OK to return to the User

Selection tab where the users are confirmed as selected.

£ User Selection Filters

(JEs

tain bMenu

=& Training Manager
% [T Training Reque:
[T Meetings
%5 @ Resources
% 7| Scheduler
= Training Managst P
= WM
Configuration
= & Training Manag
[ Training Cat
] Meeting Tyg
[T Booking Caf
g o Resources
= Traiting Manag

Sub Menu

= L] Training Requests
4] 14pr2003-20
= @) Pending &pprov
o Test Trainin
e Active
@ Completed
() Rejscted

i spreferences -

.~ Fieady

@) The selections on all Tabs work tagether to fiter users matching all criteris

Aetiviies| " Skills | Pattem Matching

2 Biling v
Biling vl [5

Add Matches > |

Columns
Location Team Site Business Unit
First Mame | Last Name | Emplopee 1D sl Location @B Tesm 3@
SDick  Clakson  U_8353_Simulalor  Waringlon Team1 Mod
& Kim Lewis KLewis ‘wartington Team1 Mod
Slyana  Muchow  U_8229_Simulalor Waringlon Team2 Mod
& Ramona Privelt U_B261_Simulator  Wartington Team 3 Mod
< (>
4 Matches

~

ust 2010119:41
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Pattern Matching
This allows for key word searching as per the example below.

Once agents have been identified and selected, update the agent count by clicking on ‘Update Matches’.

The individual agents will then be visible in the ‘User Selection” window.

e £3 User Selection Filters E]@
©) The selections on all Tabs work together to filter users matching all criteria, Columns
Main Menu
= Training Manager ||| Activies | Skl | Maiching Lacation Team Site Business Lnit
(-] Training Rreque:
] Mectings ] Cone Semsiive FistM.. | LastM.. | Emplo. | Jo| Location @@ Team [@ Sitel ¢
g & Resources
-] Scheduler
# - Training Managsr P Team Name Is ~
e WM .
= onfiguration Starts Wwith
= Training Manag: Containg
[ Training Cat
I Mesting Ton Ends with
[T Booking Ca
g o Resources First Name Is
&= Training Manag: .
Starts 'with
Contains #dd Matches >
Ends with
Last Name s
Sub Menu
= [ Training Requests Starts With
4] 1Apr2003-20 Containg
=@ Pending Approy Ends With
U Test Training
w0 Active
@ () Completed
- Rejected
~
- = =T
T T— ey |
~ - Ready ust 2010 19:42

Select OK and then ‘Apply’ and move on to the next tab.
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Creating Training Plans

This is where an event is created to associate to the training request. For example,
= Event 1-0On-Line Pre Assessment to identify individual training requirements

Once the training plan template is presented, select the new event or training plan icon for the option to

create a new Event or Training Plan.

Rename the ‘Event’ for easy identification in reports and in the users’ web portal view.

tain bMenu

Start || Site Selection | User Selection | Training Plans | Training Events | Training Sessions
== Training Manager
[T Training Requests @) Create and manage Training Plans and Events to specity how you wil deliver this Training.
2 Meetings ® @ Training Plan Total Duration Total Plan Cost
g g Fsouioss Y/ + [Training Plan 1 i 00:00] | 000
% 7] Scheduler N raining Plan 1 B
@ Training Manager Portal
s WM

= {8} Configuration
= = Training Manager
| Training Categories
= Meeiing Topes the event
| Booking Categories
p g Resources

= Trairing Manager Portal 1 New Training Plan/Event

Select to create

O Creats a new Training Plan

(%) Create a new Event far this Training Plan

;
Sub Menu

= [ Training Requests
2] 1.4pr2009- 2 0ct 2010
=@ Pending Approval
@ Test Training Request

# @ Active

= @ Completed

= @ Rejected
=
i apreferences - |

Select Ok and a new Training Plan template appears as per the example on the next page.
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Creating a New Event

Once the new Event has been created, it can be renamed and a description can be included within the

‘Event Details’ box:

= Training Manager [._][E]ﬂ
Filz Wew Training Help
Main M
an fend Start_|| Site Selection | User Selestion| Training Plans | Training Events | Training Sessions
S Training Manager
% [T Training Requests @) Cisate and manage Training Plans and Events to specify how you wil dsfiver this Training.
. GJ: ;‘::c‘:z'g;s R ¥oIC) ?ammg :an1 | ‘TntaIDural\;’\DU‘ lrma\ F\ar\DEUnUst
# 2] Scheduler = -] Training Flan 1 (T g
= Training Manager Fartal (B [Ev et Detols
e WM
=48} Configuration Description | Public Description | n cl u d ea ny
== Training Manager
[ Training Categories ..
] Mestg Topes Rename the Event description
[ Booking Cateqories
a2
o & Pesources . .
< Triring Manager Forl if required
Traiting Manager Portal Content Link
Training Category |7, Trainer Led ~
Stib Mei Defvery Method (3, Disssroom -
&1 [ Trairing Rieguests
) Tapr200s- 2 0et 200 Scheduling Dptions
= @ Pending Approval ) _
48 Tes! Traring Rsquest Dution (thmm) [0 (=] Fepeal Das [ 15
@ Active -
& (O Completsd [] Duration includes Lunch Ereak.
@ Reiected
Min. Group Size oz Max. Group Size 0/
[ | S:hedule..] l Completion Status... ]

=  Description — any information entered here is only visible in Genesys Training Manager

= Public Description — any information entered here will be visible in the web portal.

Web 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.

Training Category is selected from a drop down box (the associated exception code and color will be

published in Genesys WFM).

Delivery Method — this is selected from the drop down box and there are two methods available:-

= (Classroom — the agents will be scheduled in groups

= e-Learning — the agents will be scheduled individually.
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= Training Manager

BEX]

Fle View Trasinng Help
Main Menu

=== Training Manager
-] Training Requests
[ Meetings
@, 5 Resources
-] Scheduler
% = Training Manager Portal
B WM
=8} Configuration
S Training Manages
T Training Cateqories
[T Meeting Types
[ Buooking Categories
g Resources
. Training Manager Portal

Sub Menu

= [ Training Requests
4] 1 e 2008 - 2 Dct 2010
=) Pending Approval
T Test Training Request
) Active
(@ Completed
(@) Fejected

i preferences -

Start | Sits Selaction | User Selection | Training Plans | Training Events | Training Sessions

@) Creste and manags Training Plans and Events t specity how you will deliver this Training

Description | Public Descriptio

Training Manager Portal Content Link

PP X @@ Trairing Plan Total Duration  Tatal Plan Cost
= ] Traning Plan Training Plan 1 il o:00] [ 0.00]
Al )
(B Event Event Detals

Information can
be kept private
or public

d
4

Training Category |1, Trainer Led
Defvery Method [ Classroom

Scheduling Options

Select this to specify
that the Trainer has a
lunch break included

in the training session.

Duration (k) Flepeat Days

01:00

Duration includes Lunch Break
T Group Size 0] Max Gioup Size

1=

LS

Ty =

Completion Status...

URL can be entered here for
e-Learning

Enter the length of the course
and whether this is over
single or multiple days and
the required group size

Close

/

Select to access the
Scheduler

Lists the agents selected for
training and their status for
example, unscheduled

Once all of the details are entered, select ‘Schedule’ and this presents the Scheduler.
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The ‘Scheduler’ contains the ‘Event Details’ and the information is brought forward from ‘Scheduling
Options’ in the ‘Training Plan’ tab. The training request name and training window are carried forward

from the training request ‘Start’ tab.

If any information is changed in the template then the information has to be saved before continuing.

s —— o
= (| Training Plan 1 > Event 1 - [Schedule Event] A=< X
Wi Menu Event 1
= = Training Manage; uration [hhimm) “ap =[] Durstion includes Lunch Bresk  Fiepeat Days 102 Min Group Size 0fa] Max GroupSiee [ 02 =]
= : 01:00 7 & & =
@[T Training Req :
@ Mestings Training Time Slots Intemuptatle Activities
5 & Resources Resources | Optmised | Manual [E Modesta v
@17 Scheduler —
- \TA;‘;';'“Q Manager| | wiorkiores Scheduls: | =Choose Sehedules Activity
i
= {8} Configuration = 2 2 Resources = Customer Care
== Training Man, @ ol Aberdeen i) Email
[ Training ) Alness New Accounts
!E Meeting @) Bangor il
[] Booking -0 Barow Activity Set
%, g Resource #-Jal Blackbum
= Training Man, i) Brentwood O Emai
4} Canterbury
-yl Corci Heals
/s Doncaster v [ 36 MinMeal
@) Chonse the Schedule(s] whers the Event will be booked, and sls the Rooms and Trainers to host and defiver this Training [ Meal
Sub Menu = Breaks
i [ select All 3 Delete... = Refresh [l Export
= [[] Training Request J [ Break 1
)1 pr 2009 - Exceptions Legend - O] Ereak 2
real
=@ Pending App: EJ 0K £ Someall Missing
0 Test Trai
w0 Active Master Schedule (0) | §cenarios (0]
@ (@ Completed - .
& Rejected A StanDatel ErdDate| & Room| Max Seats| & Traine| ¢% Emplopee D) #Users| #attended| #Completed /3 Mamefs) & Excep
.‘ A . ’.
_ iPreferences + 0 Teemi(s) < >
=~ Ready Caompletion Statu: 0K | A EE2
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‘Training Time Slots’ Window

There are 3 tabs in the ‘Training Time Slots’ window:

= Resources

=  Optimized

=  Manual

Resources

This is where the Rooms and Trainers are selected if there is a requirement for them to be scheduled as

part of the training request.

Identify the location(s) for the training and the rooms and trainers associated to the location are made

visible by expanding the location name; see the example for Warrington below.

Select the Room(s) and Trainer(s) by clicking in the box at the left hand side.

If no Room(s) and / or Trainer(s) are required then nothing should be selected.

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

Places.
= “| Training Plan 1 > Event 1 - [Schedule Event] M[=1%]
Wi M s Event 1
== Training Manage: Duration [hh:mm] 01-00 -~ [] Duration includes Lunch Break Repeat Days 112 Min Group Size 0] Max Group Size 0] =]
-] Trairing Req . >
[ Meetings Training Time Slats Intenuptable Activities
e
g g Fiesources Resources | Optimised || Manual B Modesto v
% (o7 Seheduler —
- Training Managet| | warkfors Scheduls - G <Choose Scheduler Activity
B WM e
=48 Configuration = & 2 Resources — Customer Care
== Tiaining Man 2 Email
I T -- Now e
[T Mesting S
[T] Bonking - 4al Batrow Activity Set
% g Resource % 4al Blackbum ]
= Training Man, % 4o Brentwood [ E-mail
% Lu) Canterbury
- aal Cordiff Heals
% Ja) Doncaster v [ 36 Min Meal
@) Choose the Schedule(s] where the Event will be boked, and also the Rooms and Trainers to host and deliver this Training. [ Mesl
Subh . Breaks
b E_”u - i [ Select Al 3¢ Delete... & Refresh [ Export
= [ Training Request [ Break 1
7] 1 hpr 2009 - Exceptions Legend: ] a2
el
=) Pending Ao EJOK £ Some/all Missing
T Test Trai
=@ Active Master Schedule (0] | Seenaios (0]
# (@ Completed = =
(@ Rejected A StatDatel EndDate| @] Room Maw Seats| (3 Trainerl ¢3% Emplopes|D| #Users| #otlended | #Completed| ¢ MNamels) Sk Ewcep
£ [E3
Eram— < >
==~ Ready [ Completion Staus.. | [ ok | |pamoness
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The option to enter a number of places is then available, enter O to remove any previously Reserved

Places.

-,

Reserved Places (0 = Reset)

[ ok l [ LCancel ]

Enter the number of places and select OK. This will show against the location name.

- anl Thurzo

+ A0

- ,_EL afanington [20 Rezerved Places)

DQJ B&E W arington 3
|:|§|J BLE “Warington 5

Select the preferred Rooms by clicking in the left hand box against the room name and Genesys Training
Manager will reserve room(s) up to the number of places requested as part of the scheduling process.

Don't forget to select the Rooms to be reserved and the trainers if required.

To remove Reserved Places enter O to reset.

-

Reserved Places (0 = Reset)
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Workforce Schedule

This is where the Genesys WFM schedule is selected to schedule the training activity into.

There are two options:

=  Use the Master Schedule (this is the ‘live’ schedule)

without impacting the ‘live’ schedules)

Use a Scenario or Multiple Scenarios (this is where ‘What If’ schedules can be ‘played with’

If ‘Master Schedule’ is selected this will schedule any training activity directly into the agent’s live

schedules.

Main Menu

== Training Manager
(] Training Requ
[] Mestings

g 5 Resources

(i Scheduler

= Training Mansger

WM

onfiguration

= Training Man.
[ Training ¢
[ Meeting 1
[T] Basking (

%5 g Resource

= Trairing Man.

Sub Menu
= L] Training Request:
£ 1 Apr 2009 -
=@ Pending Appr
1 Test Trair
w0 Active
w0 Completed
@) Rejected

i hpreferences -

=~ Ready

Event 1

Duration [hh:mm)

01:00 =
Training Time Slats

Resources | Optimised | Manual

worklorce Schedue: [ .| <Choose

[] Duration inclugdes Lunch Bresk

Beneat Diau: 1l Min_Groun Size. Ol

© 7 Resources
Ll Aberdeen
® Jak Alness
¥ Jk Bangor
#-4a Barow
-5} Blackbum
-, Brentwood
-, Canterbury
) Cardiff
4ol Doncaster

@) Choose the Schedule(s) where the Event will b

i) select Al 3€ Delete... £ Refresh [l Export

Exceptions Legend :
E'] aK 5%} Someral Missing
Master Schedule [0) | Scanarios (0]

™ StanDate| EndDate| @] Room| Max Se

<

0 Item(s)

Scenarios

O Sortby DescendingDate (=) Sart Alphabatically

v Add Scenario

Start Date ‘ |
End Date ‘ |

taw Group Size =
‘| Choose Schedule(s)
Chogsethe i il be used to search and book
(®)ilse the Master Schedule
() Use & Goerans or mliple 5cenarins
~
MName| StatDate| EndDate

=

Intenptable Activiles
5l Modests -

Activity

Customer Care
Enmail
New Accounts

Activity Set
[ E-mail
Meals

[] 36Min Meal
[ Meal

Breaks

jamefs) S Excep

Completion Statu:

[ Break 1
[] Break 2

< >

[ gg_ | reoioz2om

Close
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If ‘Scenario’ is selected, the option to select the relevant scenario from a drop down list is presented.

Single or Multiple Scenarios can be selected to view the impact of the training activity by highlighting

the scenario(s) required and select ‘Add Scenario’.

Scenarios can be sorted by descending date or alphabetically.

e -

.| Choose Workforce Schedule(s)

Chooze the Schedule(z] that will be used to zearch and book

) Uze the Master Schedule

(%) Uze a Scenario or multiple Scenarios

M amne Start Date End Date
: | 201 04weeks21-24 23 Mapr 20010 19Jun 2000

Scenarnoz

@nding D ate (%) Sort Alphabetically
- N -
7| 201 0w eeks21-24 | Add Scenario

TS O ek 2] 2 T~
| 200 Wesks 2528 !
|| 201 0wesks29-32
|oM0weeks333 >
| 20 0wesks37-40
| 20 0wesksd1-44
7] 2010w eeksd5-48 | | Carcel
|| 200 wesks43-52 v

Genesys Training Manager will only schedule training activity into the Schedule or Scenario(s) selected.

Once the required Master Schedule or Scenario has been selected let’s look at the different

combinations of training that can be scheduled.
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Genesys Training Manager can create any combination of Room, Trainer and Agent. The following pages

will demonstrate some of the different training scenarios options available:-.

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.

Trainitg Time Slatz

Resources | Optimized | Manual

workforce Schedule : D <Choose Schedule>

= ;i Resources | h . ( )
Jal <Mo Location Select the Location(s
5 .l Modesto Buldng 4—— |
+- [l Feston Building

(7)) Choose the Roarms and Trainers to host and deliver thiz Training Event.

Expand the tree view to view the Rooms and Trainers associated.

Training Time Slots

Resources | Optimized | Manual
‘whorkforce Schedule : D <Choose Schedulex

= ;g Resources
dal <MNo Locatior
=45k Modesto Building

[]5] Modesta Roam 1
D'§d M odesto Foom 2 .

F15, Modesta Foom 3 Location expanded and
[1 ¢ Amanda Hughes rooms and trainers visible
1% Eill Cooper .
16 David wiliams for selection

-5l Reston Building

(7)) Choose the Rooms and Trainers to host and deliver thiz Training Event.

The room(s) and trainer(s) required are selected by clicking in the box at the left hand side.

Once the room(s) and trainer(s) have been selected, select the Optimized tab and follow the process.
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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, Genesys
Training Manager still needs to be configured with all of the relevant information, excluding the User

Selection up to the Scheduler stage as per the example below.

To reserve the correct number of rooms, right click on the required location and a ‘Reserve Places’

option appears.

Trainitg Time Slots

Resources | Optimised || Marual
Workforce Schedule : E <Choose Schedule>

=
gt H:esources

DEJ M Reserve Places...
Dﬁd Modesto Roomme—
[ Modesta Room 3
| EB Amanda Hughes
[ Bill Cooper
[1£% David Wiliams

-1 Restan Bulding

(7)) Chooze the Rooms and Trainers to host and deliver this Training Event.

Genesys Training Manager — Administrator Guide 115



After selecting ‘Reserve Places’ enter the number of agents expected, for example, 20

Training Tirme Slots

Resources | Optimised | Marual
Waorkforce Schedule B <Choosge Schedule>

= :,i Resources
ook <Mo Locations
=4, Modesto Building
|:|§d Modesta Fioom 1
(]| Modestn Room 2 Enter the number
[ Modesta Room 3
[1£4 Amanda Hughes of places
[1¢&% Bil Cooper
1 David Williams

1 Restor Build
#-4nl, Restan Buiding Reserved Place = Reset)

20

(7)) Chooze the Rooms and Trainers to hast and deliver thi
I 1].8 H LCancel ]

Training S essions

Select OK.

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

Training Time Slotz

Resaurces | Optimised || Manual

whorkforce S cheduls <Choose Schedule> .
E] Places reserved against the

-
= Resources X

ag
1ol <Mo Location> location

= ml_ iModesta Bullding [20 Reserved Flaces)
|:|§|J Modesto Room 1
[J&] Modesto Roam 2
[ Modesto Room 3
] 6’5 Amanda Hughes
[1¢% Eill Cooper
1% David williams
-1 Reston Building

Q) Chooge the Rooms and Trainers to host and deliver thiz Training Event.
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Select the preferred ‘Rooms’ and ‘Trainers’ for the training session as normal.

|| Health & Safety Follow Up / Event 1 - [Schedule Event]

(][=15]

vannl Event 1
= ¥ Duration [hh:mm] 01-00 ::: [] Duration includes Lunch Break Repeat Days 1] tin. Group Size: 4% Max. Group Size 103%] =]
Training Time Slots Interruptable Activities
Resources | Optimised | Manual [E Modesto
‘Woikforce Schedule : Q =Choose Schedule> Activity
HH Resources Eus?mel Care
. 1ah <Mo Location> mal
=5 =) {Modesto Building [20 Feserved Places) New Accounts
&, Motesto Room 1 Select Rooms and N
=5 .| Modesto Room 2 Activity Set
2| Modesto Room 3 Trainers i
) 2 Amanda Hughes O Exmai
=3 Bill Caoper Meal
. V] £ David wiliams eals
=i &) Reston Buildin
z L] 9 ] 36-4in Mesl
[ Meal
-] ) o
@) Choose the Rooms and Trainers to host and deliver this Training Event. Breaks
Sub M Training Sessions [ Break 1
= ] ._JSeIect Al 3 Delete..., 2 Refresh HExport... O Break 2
g ™ StatDate EndDate| Schedule/Scerario| @] Rooml Max Seats| /5% Trainer [ Emplopes D) # Users| #attended| # Completed| &b E
5
5
5
T L > J
e Cornpletion Status... Ok
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Once the ‘Resources’ have been identified, select the ‘Optimized’ tab to move to the’ Optimization

Algorithm Template’'.

| Health & Safety Fallow Up / Event 1 - [Schedule Event] (= e
wantl| - Event 1
= Dwration [k mm) 01-00 [« [] Duration includes Lunch Break Repeat Days 1/ Min. Group Size: 4/ Max. Group Size 102 =]
Training Time Slots Intemuptable Activities
Resourees | Optimiz Enual B Modesto eV
Workforce Schedule E] <Choose Schedule> Activity
= :z: Resources EusleEl Care
» Lok Mo Locationy nal
= = .0} Modesta Building [20 Feserved Places]: Mews Accounts
[w] @] Modesto Fioom 1 -
=% @) Modesto Room 2 Activity Set
@] Modesto Room 3 i
i 2 Amanda Hughes L Emai
= % Bill Cooper Meal
. 2 David Williams sals
= c..:r F- 4l Reston Building [ 36MinMed
[ Meal
@) Choose the Rooms and Trainers to host and deliver thiz Training Event. Breaks
Sub M Training Sessions [ Break 1
= ] _JSEIect Al 3¢ Delete... = Refresh [ Export... [ Break2
5 P StartDate| EndDate| Schedule/Scenario §LJ Floom Max Seats| @3 Trainer| &% Employes ID) # Users| #Attended | # Completed | &4 E
3
3
e
o L - m
- Completion Status... ok
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Agent Only Scheduling

To schedule Agents only, create the Training Request using the template wizard as normal, selecting the

required agents in the User Selection window. Ignore Resources in the Optimization Algorithm Template

and continue from the Optimization tab.
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Optimization Algorithm Window

The Optimization Algorithm Template (see example below) is where the business constraints are

configured that the algorithm uses to schedule training sessions into Genesys WFM.

It is divided into five sections:
1. Event details
2. Training Window
3. Interruptible Activities
4. Optimization Algorithm
5. Booking Strategies

6. Training Sessions

| (._] Health & Safety Follow Up f Event 1 - [Schedule Event]

=1

1 | Event1
Duration [hh:mm) 01-:00 2 [] Duration includes Lunch Bresk.  Repeat Days 1/ Min. Group Size 4= Max. Group Size 10 =]
Training Time Slots Intermuptable Activities
Resaurces | Dptimised || Marus| [El Modesto w
Activit
Optirization Algorithm Template vaining Wirdow chivity
o - Fri 0900 - 19.00 & Sat /! b 4 From To 3 .Jan 2010 29 .Jan 2010 Customer Care
ta
i i Mo | pgon 2| 1300 (2 Ermail
=T fimslElliavellConztiaints Tue 'A' A' Start Dats | Time | EndDate | Time New Accounts
Transition Time [minutes] 1502 0800 (5 1900 (2
= = ‘Wed -~ a~ W Activity Set
Minimurn Activity G ap Before 0jz © 0800 (o) [19:00 59 cuvey S€
Th ] . Al v
Minimum Activity G ap After 0jz " 0800 &) [13:00 5 [C1 E-mai
= Fr A -on Al
= Trainer Travel [] g 0300 & 1300 &5 “ Meals
5B : St [ogoo (2] [12:00 2
- Performance Constraints Sun pao0 &) [1200 & [ 36-Min Meal
Coverage Tolerance 250 - § Euild D ates. .. ] [ Excluds.. ] [ﬁeamh 9] [ Meal
-3 . Focking 5trat
=1 Masimum Team Offline (%) 100] 5 2ELLE ra. eg.y + Retrizve fresh data from Genesys WHM Breaks
Randomly Distribute v
Training Sessions [ Break 1
6 _‘j Select Al 3€ Delete... 2 Refresh H Expart,.,. O Bresk 2
P StanDatel EndDate| Schedule/Scenaio| @ Room| Max Seats| /% Trainer /% Employee D) B Users| #Atended| # Completed| Sk E
E <] >
: sou Py
- Completion Statug. .. Ok
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Event Details

This information is brought forward from the information entered in the ‘Scheduling Options’ window in

the ‘Training Plans’ tab. Amendments can be made to the detail here if required.

Training Window

The dates in the ‘Training Window’ are brought across from the date range entered in the ‘Start’ tab of

the training request. The training times are brought across from the times entered in the ‘Optimization

Algorithm Template’ window.

Different templates can be created by changing the ‘From’ and ‘To’ times and selecting or deselecting

any days, Monday to Sunday. Information can also be changed within ‘Time & Travel Constraints’ and

‘Performance Constraints’ and saved as a new template by clicking on the save button. Once the save

button is selected the option to rename the template is given which then creates a new template. Once

the template has been saved this will be available for selection in the pull down box.

Once the Training Window has been configured with the required days and times, click on the Build
Dates button and this will create the training window slots based on the dates and time constraints.

Training Time Slats

FResources | Optimised | tManual
Optimigation Algorthm Template
bon - Fri093:00 - 1300 & Sat /7

Time & Travel Constraints
Tranzition Time [minutes)
Minimum Activity Gap Before
Minimum Activity Gap After
Trainer Travel []

Performance Constraints
Coverage Tolerance

Maximum Team Offine [%)

25002
1002

Booking Strategy
Fandomly Distribute

== = =~ Fromm - = - ~Fo — - - - Enable-
Mon (g 2] [1900 2
VTue  [gzoo 2 [19m 2
\Wed [pgon (2] [1900 2
iThu 0e00 2 (1300 =
VR (ogoo (2] [1300 2
53 [oa00 (2] 1300 2
ySun [ogo0 (2] [1300 2
1

1

1

1

1

I

Trairing Window

Start Date

18.Jan 2010
13.Jan 2010
20Jan 200
21 Jan 2010
22.Jan 200
23Jan 200
24 Jan 2010
28 .Jan 2010

Time
0800
(0800
0800
(0800
0800
05:00
05.00
08:00

End Date

18.Jan 2010
13.Jan 2010
20.Jan 2010
21 Jan 2010
22.Jan 2010
23Jan 2010
24.Jan 2010
28.Jan 2070

Time
1300
1300
13.00
1300
13.00
1300
1300
1300

Build Drates... | [)Exclude... l [iealch —':b]

Tesh data from Genesys WM
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Excluding Training Dates
To exclude specific dates from scheduling training activity, there are three options:

= Manual —right click on the specific date within the training window and select ‘Remove’.

Training Time Slots

Fesouces [ Optimised | Wanual

Optimization Algorithm Template

Training Window

Mon - Fri 0%:00 - 1300 & Sat /! | (I [3¢] From To Enable | [1gJan2010 | 1o [23Jan 2010
: . Mor [ogo0 = [19:00 =
Time & Travel Constraints T = = Start Date | Time | End Date Time i
Tl [T, (B (DR | [t 8 e D
- - Wwhed X - . -~ an : an :
Minimum ctivity Gap Before 0= 0800 & 1300 & 20Jan 2010 0200 20Jan 2010 15.00
Thi X - v i H
Finirum Activity Gap After e " 0800 (25 1200 ' -
Trainer Travel [] Fi 0800 (5 1900 & ~5 ‘
Sat - — - — 24Jan 2010 0300 24Jan 2010 1300
) 0300 &5 1300 & 25.0an 2010 0800 25Jan 2010 1500 v
Performance Constraints
s [ogoo (2] (1300 2
Coverage Tolerance -260 (= [ Build D ates. .. l [ Exclude... ] [ﬁealch —7]
. ] Booking Strat
Maximum Team Offine (%) 100 & aong ra- BE_"I'I Fiettizve fresh data from Genesys WM
Randomly Distribute R
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= Automatic — select the ‘Exclude’ button at the bottom of the ‘Training Window’ and a new

window will appear.

Exclusion dates can be selected by line of business and Genesys Training Manager will exclude
them as part of the scheduling process. Select the date from the calendar and then select the
line of business either by clicking on the box at the left hand side or clicking on the ‘Select All’
button.

Note: The dates will still appear within the “Training Window’ but will be excluded for
the line of business in the scheduling process.

@ Event 1

= ¥ Drwration (kh:mm] 01-00 : [] Duration includes Lunch Break Repeat Days 1 :: Min. Group Size 4 :: &, Group Size 10 ::: =]
Training Time Slots Interruptable Activiiies
Resources | Dptimised | Manu/ (] Scheduler Date Exclusions [Z]@] B Modesta v
Activity

Optirmization Algarithm Templ, Diate Exclusions

Customer Care
Email

o Time & Travel Constr (g January 2010 3 Selectll || Unselect Al Mew Accounts

Trangition Time [minutes)

Mo - Fri 3.00 - 13.00 & § ©) Chaose dates which will be excluded far scheduling. These dates will apply ta all Training Events

"

5 o = % Genesys WM Business Units & Sites Activity Set
Minimum Activity Gap Bel 4 5 8 7 16 g 130 =& First Direct Mational Bank
[ & Modesto E-mail
o Minimurn Activity Gap Aft 19 12 13 14 15 18 015 Reston [ E-mai
2 Trainer Travel 18 19 20 21 2 23 24 Cincinnati
i g X % 7 2 2 W 3 CIR Circhinai Meals
=G
Performance Constrai 36-Min Meal
i [ IToday: 17/01/2010 0
Coverage Tolerance [ Meal
*- Masimum Team O [ Click a date and then tickuntick from the Sites list Break
reaks
Sub e Training Sessions [ Break 1
& [ Break 2

= el E_JSEIEct Al 3 Delete... §
= H Start Date, End Date
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= Excluding dates from the Main Menu

There is also an option on the main menu now to exclude specific dates.

Select ‘Date Exclusions’ from the main menu.

= Training Manager

[BEIx]

Fle Yisw Training Help
Main Menu
== Training Manager
# EO Training Requests
L] Meetings
5  Resources

[ iDate Exclusions!
- Training Manager Portal

B WM
-3F Configuration

Sub hMenu

[] Date Exclusions

§ G preferences ~

Date Exclusions

©) Chooss dates which will be sxcluded for scheduling. These dates will apply ta all Training Events

< August 2010 > Selectall Unselect &l

= = WFM Business Units & Sites

= & First Direct National Bank
23 4 5 8 7 3 0@ Modssto
310 1 12 13 14 15 8 Festen
B 77 13 13 20 2 2 '
23 2 2 2% 27 28 29 D18 Cicimat

0 A
[ Today: 01/08/2010

Click & date and then tick/untick from the Sites list

Select the required dates in the calendar view and then select the line of business that the dates

is required to be excluded from any scheduled training activity.

Click on the month to select the required month from the drop down box.

N\

-

.| Scheuler Exclusion Dates E]@w

€)) ChooseNJates which will be excluded for scheduling. These dates wil apply to all Training Events.

F June 20Na Y [ Select Al ][ Unszelect Al
o January i _ : _ .
February 4 = = Genesys 7.5 Buziness Units & Sites
March =& First Direct Mational Bank
18 ; 130 Al B Modesta
16 16 [A7 May - QEEJ Fieston
22 23 o4 Tune Incinnati
29 20 July
[ IToday: 1770  august
September
Click a date and the Oictaher Sites list
Mowernber
December
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Any amendments to the ‘Optimization Algorithm template’ must be saved and will be covered later in

this document.

Interruptible Activities

The Activities that can be interrupted will be Site or Scheduling Pot specific. If more than one site is

selected within the Site Selection tab then the Site activities have to be selected separately.

Identify each Site or Scheduling Pot from the pull down box and then select which ‘Activities’ are

interruptible, in other words, training can be scheduled while the User is on this Activity.

If Overtime is an Activity, then it would be available within the Interruptible
Activities window. To include the Overtime Activity as part of the training
schedule, this would be selected as interruptible.

Note:

If full day training is being scheduled then Meals and Breaks Activity may need to be selected as

interruptible.

| Health f Safety Follow Up / Event 1 - [Schedule Event] (=<
wantl - Event 1 /
= Diuration (hh:mm) 01-:00 = [7] Duration includes Lunch Break Fepeat Days 1= Min. Group Size 4= Max Group Size 10ls =]
Training Time Slots Intemuptable Activities
Fesources :ijﬁi.l.ﬁ{‘é i| Manual (& Modesta i
i i i Activit
: Olptimization Algorithm Template Training Window chivity Th ese
Mon - Fri 09:00 - 19:00 & Sat /|~ @ From Ta Enablz |13Jan 2010 ‘ to |2g Jan 2010 Customer Care
i i Mon [paon 3 [19:00 2 Emai RN
=g [lineal&yTiavellConztiaints T = = Start Date | Time | End Date Time i~ Mew Accounts ACtIVItIes are
Transiion Time [minutes =) | Y (00 1900 = 18Jan2010 0800 18Jan2010 1500 . .
I ] 15 bl
5 2 | ved oo = 1900 @ 13Jan 2010 000 13Jan 2010 1300 Activity Set interruptible
Minirmurn Activity Gap Before = - > - x 20Jan 2010 0200 20Jan2010 13:00
. . Thu - - X A - 21Jan 2010 0200 21 Jan2010 15:00
. T O e B v (B0 &) 1910 & 520 2010 0800 22Jan 2010 1300 0 Ema
= Trainer Travel [ Fii 0200 (2 1900 % 23Jan 2010 0300 23Jan2010 13:00 Meal
. Gat — = 24Jan 2010 0300 24 Jan 2010 1200 eals
=R i W00 =) 1300 = 25Jan 2010 0800 25Jan 2010 15:00 ™ .
Performance Constraints [ 36-Min Meal
4 Sunpgon (2] 1300 (3 C id
) Caoverage Tolerance -250/% Build D ates.. ] [ Exrcluds.. ] [ﬁealch 9] [ Meal onsiaer
R . i Baoking Strategy .
I T Oiffline [% ~
aximum Team Offine (%) 100/ Rardoniy Distibuts = Retrieve fresh data from Genesys WHM Breaks Selectlng M eals
Sub M Training Sessions [ Break 1
= . D) Broak 2 and Breaks as
Al i [ Select Al J€ Delete... f Refresh |l Export...
= H Start Date) EndDate Schedule/Scenario §d Foom| Max Seats| &% Trainerdl /% Emploves ID) #Users| Hattended | # Complated & E | nterru pt'ble, |f a
# training session
+
: is over 2.5 hours
T LA 2 j
=~ ComEIatiom Status... ok
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Optimization Algorithm Template
There are two sections in this template which affect the Trainer and Room and any performance
constraints. The information entered here is used by Genesys Training Manager to understand what the

maximum impact to the service can be when scheduling any training activity.

= 1.Time & Travel Constraints

= 2. Performance Constraints

Time and Travel Constraints

This relates only to the Room and Trainer activity.

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. Genesys
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.

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 and this could be at the

start of the day or after some other off phone activity, for example, Breaks.

Minimum Activity Gap After
This is similar to ‘Before’ 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 agents shift as the agent may not sign back on the

phones which would affect their adherence.
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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 in the first instance this is not selected to prioritise home location Trainers first

and then rerun the scheduler again to use Trainers that have to travel.

Coverage Tolerance
This is the difference between staffing required (Calculated) and the actual (Coverage) for the duration

of the training session.

The application looks at the required (Calculated) staffing (staffing required based on forecast Service
Level and any planned shrinkage ) and the actual (Coverage) which is what is actually scheduled
including any committed off phone activity. The coverage tolerance is the difference between what

staffing you have working (coverage) and what is required (calculated).

For example, Calculated number of Agents is 100 across the duration of the training and the Coverage is
90, if the Coverage Tolerance was -20 only 10 would be selected as the staffing is already 10 short.
Genesys Training Manager would not schedule any training activity if by scheduling the training the

coverage would then drop below the -20 requirement.
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An Intra Day view in Genesys WFM

Coverage - Actual Staffing (including any
off-phone activity that has been

£7 WFM Web Supervisor - Microsoft Internet Explorer . =TS
File Edit View Modules Actions Help comm |tted).

i Be mrhEenparen @ ooy 7] Calculated- -
%ﬂ“"ag“g;nﬂwa“m agents: 74 Edited schedules: 0 [¥] Full Day View / Dale: [12r02120082

:% E;'z:::{ Target: Mn:]esin El Chart Type: |calculated |v‘ Granularity: / Reql‘”red

P dbsdeie | e B staffing against
53 master schedule oo /| Ml Coverage 4
3b master Schedule i | Il Calculated 4 fOI’ecaSt
ﬁ Master Schedule Int *| C]Required
ﬁ Master Schedule Ag 12 AM ! ! ! u{M ! sp'avt 12PM 4P SI;M ' ulu«(
3 Master Schedule Sus
5 paster Sehequle ot| || Team Agent 12 Ab [4am & an [12Pm [4Pm [aPm
558 aster Senecule of || Outbound 5| B apel Panun I T N el
ﬁnﬁﬂTrading E Custamer 5. ! Ay Jay
o &4 Performance | Joutbound 5...| B lamy Reicher I T T D
o & Adherence : customerS...| G4 [andrew Faust L
hﬁﬁﬂﬂe’mns {7 custorner 5...| B |ann Larson
4] | # [customers..[ B [pandi Heal = |
* | {Customer 5. 58 en Ln | Agent schedules in
E ustamer S... Q Brian Chen >
s Modasto | 7 lcustomer 5..| B4 [candi Stolpe
o [J H Reston |7 outhoune s | B cassanara I e S E— Genesys WFM
| Inbound ger..| G& [celeste Mu.
| loutbounds..| Bd [crstal Ra..
; Quthound S ﬂ Debra Practar)
Inhound Ser... ! Diana Olson |
A [customer S... Q Dick Clarks... ?
Legend: B Exception ElDay off Bl Work E] Activity Set Bl Time Off E]Break E] Meal Bl Marked Time Bl Training /

7

An Exception

Maximum Team Offline (%)
The maximum % of a Team that can be offline.

Retrieve Fresh Data from Genesys 7.5
This can be left as selected as Genesys Training Manager will retrieve the most up to date information

from Genesys WFM to start scheduling training activity against.
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Booking Strategy

Booking Strategy gives the user the option to specify whether the training requests should be
Front Loaded, Randomly Distributed or Back Loaded together with the option to maximise the
group size.

By selecting ‘Front Load’ or Back Load, Genesys Training Manager will try and schedule all of the
training sessions at the front or the back of the training window, whilst taking into account the
‘Performance Constraints’, see the example on the next page.

“| Training Plan 1 = Event 1 - [Schedule Event]
Event 1
Ciuration (kk:mm) . 4[] Duration includes Lunch Break. Repeat Daps 1 Idin. Group Size 1l Max. Group Size 10~ 3
00:30 [ : s SR
Training Time Slats Interuptable Act
Resources | Optimised | Manual [ Modesto
imi i Activit
Optimized Search Algorithm Template e e Ly
tonday - Friday 07.00 - 19.00 |+ | @ From To Enable |9 Jun 2010 | to |9 Jul 2010 Custamer C
i i Mon o700 (2] 1300 (2 Email
Time & Travel Constraints T = = Start Date | Time | EndDate Time ad) Mew AccoL
Transition Time [mins] 0= Y0700 ) 1900 2 3Jun2010 0700 9Jun2010 1300
. o . Wwied . S . - 10Jun 2010 07:00 10Jun 20100 13:00 Activity Set
Min. Activity Gap Befar [mins) 0 0700 &l 1200 & - 11 dun 2010 07:00 11 Jun 2010 15:00
- ) Thy 700 = [1am0 = 12.Jun 2010 07:00 12Jun 2010 15:00 .
Hintectlbisp el o = = 13Jun2010 07:00 13Jun2010 1300 0] Emil
Trainer Travel [ Fii 07:00 2| [1%:00 & T14Jun 2010 07:00 14Jun200 1500 Meal
ot & [a &= [ 15Jun 2010 07:00 15Jun2010 13:00 eals
Port c ) 0700 5| 1300 & 16.Jun 2010 07:00 1E.Jun 2010 13:00 _
erformance Constraints s [grao & [1em = O 17.dun 2010 0700 17.0un 2010 1500 v [ 36Min Mez
Y : x : x [ Meal
SRR TE EEE =R ) e . Build Dates... ] [ Exclude.. ] [iealch 4]
. . E ool trategy
Maximum Team Offline (%) 100 (% . Breaks
font Load [Masimize Group Size) Retrieve fresh data fram Genesys WHM
Fraont Load o ) ] Ereak 1
i [ select Al € Delete... & Refresh [ Expor E‘::élo‘;?d [Maimise G'Dlu':f Size) J [ Break 2
Exceptions Legend : Back Load
£ Ok £ Some/dll Missing Back Load [Mawimize Group Size
Master Schedule (3] | Scenarios (0]
H Start Date End Date §LJ Room| Maw Seats | &% Trainer (% Emplopee ID| #Users| # Attended | #Completed | /& Namel:# |
Training Plan 1 > Event 1
EF 9Jun201007:00  3Jun201007:30  <Nones <Mones 10 1] 1] Crystal Ramos
EF 9Jun 2010 08:45 9 Jun 20100315 <Nones <Mone> 10 1] 1] Abel Penunun| ¥ |
Q Item(s) <
[
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Select ‘Randomly Distribute’ from the pull down list under ‘Booking Strategies’ and Genesys

Training Manager will try and schedule the training activity across the training window, taking

into account the ‘Performance Constraints, see the example on the next page.

*| Training Plan 1 = Event 1 - [Schedule Event]
Event 1
Duration [hh: mm) 00-30 : [] Duration includes Lunch Break Repeat Days = Min. Group Size 1% Max. Group Size 10/
Training Time Slots
Fesources | Optimized | Manual
Optirmized Search Algorithm Template Trsiting Wirdow
Monday -Friday 07.00 - 1500 [+ |(Id](5¢] fiar [lo Enable | [guwn20i0 | 1w [30u2010
g g Mon (70 f2) [13:00 (2
Time & Travel Constraints = = Start Date | Time | End Date Tirne 2
Transition Time [rirs) e Tve  Jozoo i3 1300 (5] SJun 2010 0700 Sdun 2010 1300
) . ) Wed s s 10Jun 2010 07:00 10Jun 2010 19:00
Min. dctiviy Gap Befors frins) | 0/ 0700 &nf 1200 & TJun2010 0700 11Jun 2010 1300
. . ) = Thu o700 (2| [19:00 (2 ud 12Jun 2010 07:00 12Jun 2010 19:00
Rindiciivliapiiie]ini] 0| 13Jun 2010 07:00 13Jun 2010 13.00
Trainer Travel [] Fii 07.00 &4 |19:00 & 14Jun 2010 07:00 14Jun 2010 19:00
Cat — = o= [ 15Jun 2010 07:00 15Jun 2010 19:00
Port Comstraint 0700 Gl 1300 & 16Jun2010 07:00 16Jun 2010 13.00
EUIET A S B IETI0E sun [oron =) [19.m = O 17.lun 2010 07-00 17, 0o 2000 1900 ¥
Coverage Tolerance [people] S0 Build D ates. ] [ Exclude ] [Sealch —‘.>]
Maximum Team Offine (%) 100 = Booking[Stiategy =
- = Front Load [Maximise Group Size] | Retiieve fresh data from Genesys WM
Front Load
0 v & Front Load (b aximise Group Size]
i | gl Select Al O Delete... = Refresh .ﬂ Expar Fiandorniy Distri |
Exceptions Legend : Back Load
£ Ok £ Some/Al Missing Back Load [Maximize Group Size]
Master Schedule (3] | Scenarios (0]
A Start Date End Date | Fooml Max Seats| & Trainer /% Emploves Dl #Users| #Attended| #Completed | & Name(#
Training Plan 1 > Event 1
E-’-EF Jun 201007:00 9 Jun 201007:30  <Mone <Maone: 10 1] 1] Crystal Ramos
EF 9Jun201008:45 3 Jun 20100315 <Nones <Maones 1o 0 0 Abel Penunuri| ¥
4 *
9 Itemis)

A
Interuptable Act
[E Modesto

Activity

Customer C
Ermnail
Mew AccoL

Activity Set
[ E-mail
Meals

[ 26-Min Mez
[ Meal

Breaks

[ Break1
[] Break 2
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Once everything has been entered update the Optimization Algorithm Template by clicking on the save
button.

Select ‘Search’ tp retrieve fresh data from Genesys 7.5.

=/ Training Plan 1 / Event\l - [Schedule Event] =JoEd

Event 1

Duration (hh:rmrm] 01:00 [\ [ Duration includes Lunch Break Fepeat Days 1] Min. Group Size == Max. Group Size 1002 =]

Training Time Slots Interuptable Activities

Resources | Optimised | Manual [El Modesta V
imizat i Activit
Optimization Algarithm Template Trairing Window Ly
Man - Fri 0%:00 - 20:00 @ Fiom To Enable = Customer Care
: : | ) Ernai
- L] 3 ] [ . .
Time & Travel Constraints 0200 &) [17:00 25 Start Date | Time | EndDate Tirme i Mew Accounts
P } Tue 00 00 =2 25 May 2009 0900 25Map2009 17.00 L
Transition Time (mintes) HS 0900 & | 2000 &5 26 May 2003 0300 26 Map 2003 20:00 Activity Set
Trainer Travel [ wed pgon &) | 2000 2 27 Map 2009 0900 27 Map 2009 20:00
Th 'A' 'A' 28May 2009 0900 28Map2009 20:00 [ E-mail
- N Y0900 (S |20:00 (3 23May 2003 0300 23 May 2003 20:00
erformance Constraints . - .
" mme mwme B | E i oo
Coverage Tolerance R0 =) St — — 0 un X un
= a2 00:00 fa| | 17:00 - ;
M asimumn Team Offine [%) 10002 — — [ Build Dates... ] [ Exclude... [ 36-Min Meal
> s [ogoo 2 [ocoo =] O O Meal
Fietieve fresh data from Genesys 7.5
@) Define templates to contral the behaviour of the booking algarithm, Breaks
[ Break 1
.Trai.ning Sessions [ Break 2
i) X |2
9 Start Date End Date Schedule/Scenario | Room 2 Trainerl #Users| #Atended | # Completed Euc
L &
< | >

Completion Status...
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Genesys Training Manager is retrieving information from Genesys WFM.

Event 1

Fiepeat Dayz

Min. Group Size

Max. Group Size

Dhuration [hh: mm) 01-00 : [] Duration includas Lunch Break. 1 63 1005 =
Training Time Slatz Interuptable Activities
Resources | Optimised | Manual [El Modesta ¥

imizat i Activit
Optimization Algarithrn Template Ttairing Window Ly
CFr 0O O0- 20 ’ Fram Tao Enable to Customer Care
Mon - Fri 09:00 - 2000 V&)%) . o
Time & Travel Constraints o {0900 X [17:00 (2 StartDate | Time | EndDate Tirme i Mew Accounts
I } Tue 0 A - A 25 May 2009 0300 25May2003 1700
Transition Time (minutes) (HS os00 ] \enoo (& M 2 May 2009 09.00 26May2009 2000 Activity Set
Trainer Travel [] wed | g0 = 00 2 27 May 2009 0900 27 May 2003 20:00
Th 'A 'A' ml 28 May 2009 09300 28 May 2003 20:00 [ E-mail
- TR an.on 5009 2000
Performance Constraints Ei Please Wait... 003 1700 Meals
: v
Coverage Tolerance S00E | oy 003 20:00 ]
Masimum Team Offie %) 1008] | o, Please Wait... He... E 36-Min Meal
o Meal
om Genesys 7.5
@ Def ! I the behaviou of the b e Breaks
ibeiinclt=nplatesliofeonticlt elushaviotioiitieltoo Retrieving 3.Jun 2008 fram Genesys 7.5...
[ Break 1
.Training Sessions [ [ Break 2
i) X |2

H Start Drate End Date Schedule/Scenario §d Foom 3 Trainerl #Users| #Abtended| # Completed & Exc

<

Completion Status...
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Genesys Training Manager has retrieved the information from WFM and is now running an optimized

search against the retrieved data based on the criteria specified.

| Training Plan 1 / Event 1 - [Schedule Event] = oEd
Event 1
Druration [hh:mm) 01-00 : |:| Diuration includes Lunch Break, Fepeat Days 1% Min. Group Size 353 Max. Group Size 10/ =]
Training Time Slatz Interruptable Activities
Fiesources | Optimized | Manual [E Modesta w
imizati i Activit
Optimization Algorithm Template TR Ly
- Fri 0900 - 20 Fram To Enable ta Custorner Care
Mon - Fri 0900 - 2000 ~| ()% y o
Time & Trawel Conshaints on 1000 A 1700 2 Start Date | Time | End Date Time fad Mew Accounts
o . Tue s o 28 May 2009 0900 25May 2009 1700
Transition Time [minutes) 152 os00 (3] 000 2 26Map 2009 0900 26 May 2009 2000 Activity Set
Trainer Travel [] wed ngo0 & 2000 & 27 May 2009 0900 27 May 2009 20:00
Th = — 28 May 2003 0300 28 May 2009 20:00 [ E-mail
Pert R Y| 03:00 (2 2000 2 29May 2009 0900 29May 2009 20:00
erformance Constraints . - .
o sl owe B | O teds v e
Coverage Tolerance B0 o, 0 ur : un :
> 00:00 | (1700 = - ;
M axirum Team Offfine [%] 100/= [ Build D ates... ] [ Exclude... Search [ 36-Min Meal
Sun  [ooon () [onoo f2 OO [ Meal
H
@) Define templates to contral the behaviour of the booking algarithm. Breaks
- : [ Break 1
.Tralnlng Sessions [ Break 2
i X |2
r:n! Start Date End Date Schedule/S cenario ﬁj Room ¢% Trainer fUsers| fiAttended | Completed| % Exq
4 ¥

X

Running Optimised Search. ..
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Notification that Genesys Training Manager has finished will be given at the bottom of the screen.

Main Menu

S Training Manages
-] Training Reqy
[ Meetings
g o Resources
=% Schsduler
[T Date Exe)
[ User Excl
—: Training Manage

{83 Configuration

Sub Menu

=[] Training Request;
4] 1 Apr 2009 -
Pending Appr
) Active
1 Blackhen
0 New P
T New Mat
3 New Pro
3 New Taii
T Ressrvin

Completed
Rejected

3 Preferences ~

| Training Plan 1 > Event 1 - [Schedule Event]

Bk

Event 1
Duation (hhmm] [ (o] [] Durstion ncludes Lunch Brssk  Fiepeat Days 102]  MinGowpSize | 1/2] MasGrowpSize | 102
Training Time Slots
Resources | Optimised | Manual
Optimised Search Algorthm Template .
Monday - Friday 07:00 - 19.00 v@] From To Enable T R
A q 0700 2| 1300 (&) -
Time & Travel Constraints : - Statt Dats | Time | EndDate | Tims [~
Trantion Tirne i) o | © 0700 &5 [13:00 &5 Sun 2010 0700 9Jun2010 1500
ed - = 10Jun 2010 07:00 10Jun 2010 1500
Min. Activity Gap Befare (mins] 0 0r00 &) 1300 & 11 Jun 2010 07:00 11Jun 2010 19:00
- ) -~ T = gm0 = 14Jun 2010 07.00 T4Jun2010 13.00
Min. Activity Gap After (mins) 0 070 gl 1900 150 2010 0700 15w 2010 1900
Trainer Travel [ Fi [ozon @] (1200 2 16Jun 2010 07:00 16Jun 2010 1300
at = = O 170un 2010 0700 17 Jun 2010 1300
Performance Constraints 07.00 &5 (1300 & 18Jun 2010 07:00 18Jun 2010 1500 ™
a0 o 3] [1e00 & H 1 1 O0T0_AF-0N 21w 501015000 I
Coverage Talerance [pecple) | 503 BuliDatss. | [ Encluds. | [Search =]
Masimum Team Offine () Tonps) | Becking Shale

Rlandomly Distribute: (Maimise Grow v | Fietrieve fresh data fiom WFH

i) Select All 3¢ Delete... @ Refresh [ Export

EnceptionsLegend -
ZJ 0K & Some/t Missing

Master Schedule (9) | Scenarios (0)

™ Stat Date End Date

F Room| Max Seats| 3 Trainel % Emplopes|D| B Users| #Attended| # Complsted| (& Mamsf{a
Training Plan 1 > Event 1 -

EF 30un201007.00 9Jun 20100730 <Nore> <Hones 10 o 0 Crystal Ramas|v
<] >

9 Ttem(s)

— ~ Ready

N

Completion Statu;

=

Intemuptable Activities
B Modesto v

Activity

Customer Care
Email
New dccounts

Activity Set
[ E-mail
Meals

[] 36Min Meal
[ Meal

Breaks

[ Break 1
[ Braak 2

L— T~

) Training Manager

The Optimised Searches are finished.

011

Close:
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Training Sessions

Once completed the training sessions are visible in the ‘Training Sessions’ window and the red flag at the

left hand side indicates that the training has only been created in Genesys Training Manager but has not

been committed into Genesys WFM.

As the training sessions were created using the Master Schedule, the information is visible in the Master

Schedule tab together with the number of sessions created. In the example below the number of

session is 9.

If a Scenario had been chosen to run the schedule against to view any created training sessions the

‘Scenario’ tab needs to be selected to view the session details.

| Training Plan 1 > Event 1 - [Schedule Event]

Event 1
Cruration [hh:mm) 00:30 2 [] Duration includes Lunch Break Fepeat Days 1% Iin. Group Size 1/ tax. Group Size 10 =

v

Trairing Tire Slats

Fesources | Optimized | Manual

Optimized Search Algorithm T emplate Training Window

Monday - Friday 07:00- 13:00 |+ | @ Fram To Enable |9Jun 2010 | E |9Ju| 2010
3 F . F ¥
Time & Travel Constraints :‘10n 0700 G| (1900 & Start Date | Time | End Date Time |
Transton T (i) 08| s ERE 02010 0700 10dunenlo 1300
wed X ~ ) -~ "] ¥y} : ur :
Min. Activiy Gap Before fmins) | ofa) (0700 ) [1900 % TJun2010 0700 11Jun 2010 1300
- ) Thu o0 = [1q00 = 12.Jun 2010 07:00 12Jun 2010 13:00
Rt clivityGapiateg(mins] 0 _ 070 &5l (1900 & 13Jun 2010 07:00 13 Jun 2010 1200
Trainer Travel [ Fi o700 (2 1900 2 14.Jun 2010 07:00 14.Jun 2010 13:00
Sat —— o= O 15.Jun 2010 07:00 15.Jun 2010 19:00
Port c ) 0r0 & [13:00 & 16Jun 2010 07:00 16.Jun 2010 1300
IR (BRI Sun (o700 B (1m0 & O 17.0un 200 0700 17.0un 200 1500 bl
Loverage Tolerance [pecple] it . Build Dates... ] [ Exclude... ] [Sealch —7]
Maximurn Team Offine (%] 100 = Eooking|Siste =
2 Front Load [Maximise Group Size) v Fetrieve fresh data from Genesys WM

Front Load
Front Load [Maximize Group Size]

i [ select Al € Delete,., & Refresh [ Expor Fandomh Dishibute
L - J

Exceptions Legend:
£ Ok £ Soma/all Missing Back Load [Mawimize Group Size

Master Schedule (3] | Deenarios (0)
A Start Date End Date QJ Room| Maw Seats | &% Trainer (% Emplopee ID #Users| # Attended | # Completed | /3 Namel:# |

Training Plan 1 > Event 1

EF 9Jun201007:00  3Jun201007:30  <Nones <Money 10 1] 1] Crystal Ramos
EF 9Jun 2010 08:45 9 Jun 20100915 <Nanes <Maones 10 1] 1] Abel Penuurn| ¥ |
9 Item(s)

Completion Status...

=

Irteruptable Act
B Modesta

Activity

Cusztomer C
Ermnail
Mew AccoL

Activity Set
[ E-mai
Meals

[ 36-Min Mez
[ Meal

Breaks

[ Break 1
[ Break 2
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A breakdown of the information in the ‘Training Sessions’ window is as follows:-
Start Date — identifies the date and time that Genesys Training Manager has scheduled the session.
End Date — identifies the date and time that the session is scheduled to end.

Schedule / Scenario — identifies which Schedule or Scenario Genesys Training Manager has

taken the data from and scheduled the training activity into. In the example above, the Schedule
used is the Master Schedule.

Note: If the scheduled training was committed to the Master Schedule, this would be
immediately visible in the Agents schedules, as confirmed training.

If a Scenario has been used, this allows for ‘What If’ planning and can be used to view what the

impact of the training would be on resource and performance.

Room — The Room scheduled to hold the training and Genesys Training Manager will have looked at the
room availability and the facilities such as the minimum and maximum number the room can hold for

training.

Max Seats — the maximum capacity of the room.

Trainer — The scheduled trainer. Genesys Training Manager will have checked the trainers’ calendar to

make sure they are available and can train in the required location.

Users — Number of agents who have been identified from their shifts in WFM and are available.

Attended — attendance is updated through the register by the Trainer from their web portal view.

Completed — as per Attended.

Exception - this is the Genesys WFM code and color that will be visible in the agents schedule in WFM.

Completion Status — selecting this will present the status of all the agents selected for training see

example on the next page.
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The Completion Status Report also has the option to include additional information:

= |ocation

= Team

= Site

=  Business

Unit

See the example below.

A gauge has also been included which gives visibility of how complete the training event is and

there is an export option in the bottom right hand corner to export the information into excel.

*/" Completion Status {Event)

Training Session Filters

Start Date

[[] Enable Status Filter

Statistics for this Event

Lacation Team

First Name LastM...
Abel Penururi
Amy Jay
Ay Reicher
Andrew Faust
Ann Larson
Bandi Neal
Ben Lin
Brian Chen
Candi Stolpe
Cassandra Poaman
Crystal Ramos
Debra Proctor
Diana Olson
Dick Clarkson
E duardn Garcia

<

P
<

0

Site:

End Date

& Refresh

Owerall Completion

.0%

Employee D
U_8250_Simulatar
U_8306_Simulatar
U_8349 Simulatar
U_7004_Simulator
U_8224 Simulatar
U_8232_Simulatar
U_8227_Simulatar
U_7002_Simulatar
U_8329_Simulatar
U_8258 Simulator
U_8265_Simulator
U_8262_Simulatar
U_8241_Simulatar
U_8353_Simulatar
EGarcia

# Scheduled
# Unscheduled
H Trained

Filtered view

available with

drop down box

MEX)

# Untrained / Partially Trained

Busingss Uni

Jah  Location
Modesto Building
Modesta Building
tadesta Building
odesta Building
Modesto Building
Modesto Building
Modesto Building
Modesto Building
Modesta Building
odesta Building
odesta Building
Modesto Building
Modesto Building
Modesto Building
Modesta Building

& Team

Team 3
Team 1
Team 3
Team 1
Team1
Team1
Team 1
Team1
Team 1
Team 3
Team 3
Team 3
Team 2
Team 1
Team 1

B Site
Modesto
Modesta
Madesta
Modesto
Modesto
Modesto
Modesto
Modesto
Modesta
Modesto
Modesto
Modesto
Modesto
Modesto
Modesta

JLI

&, Business Unit
First Direct Mational Bank
First Direct Mational Bark
First Direct Mational Bank
First Direct Mational Bank
First Direct Mational Bank
First Direct Mational Bank
First Direct Mational Bank
First Direct Mational Bank
First Direct Mational Bark
First Direct Mational Bank
First Direct Mational Bank
First Direct Mational Bank
First Direct Mational Bank
First Direct Mational Bank
First Direct Mational Bark

@ Training Request
Health & Safety Follow Up
Health & Safety Follows Up
Hesalth & Safety Fallaw Up
Health & Safety Follow Up
Health & 5 afety Follow Up
Health & 5 afety Follow Up
Health & Safety Follow Up
Health & 5 afety Follow Up
Health & Safety Follows Up
Health & Safety Follow Up
Health & Safety Follow Up
Health & 5 afety Follow Up
Health & Safety Follow Up
Health & Safety Follow Up
Health & Safetu Fallow Lo

% Code

H5005
H5005
H5005
H5005
H5005
H5005
H5005
HS005
H5005
H5005
H5005
H5005
H5005
H5005
HS5005

Plan
Health & 5afety Follow Up
Health & Safety Follow Up
Health & Safety Follaw Up
Health & Safely Follow Up
Health & 5 afety Follow Up
Health & 5 afety Follow Up
Health & 5afety Follow Up
Health & 5 afety Follow Up
Health & Safety Follow Up
Health & Safely Follow Up
Health & Safely Follow Up
Health & 5 afety Follow Up
Health & 5afety Follow Up
Health & 5afety Follow Up
Health & Safety Follow Lo

(B Event Star|#
Evert 1
Event 1
Event 1
Event 1
Evert 1
Evert 1
Evert 1
Evert 1
Event 1
Event 1
Event 1
Evert 1
Evert 1
Evert 1
Event 1

>
el Export

Genesys Training Manager — Administrator Guide

137




Optimized Algorithm Results for Trainer and Room Only Scheduling

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.

|*| Health & Safety Follow Up / Event 1 - [Schedule Event]

|[=1% |

10i

-

w

Randomly Distribute / v\

Sub M Training Sessions

T Delete... 7 Refresh [l Export...

N\

vanr  Event 1
= Diuration [hh:mm) 01-:00 = [[] Duration includes Lunch Break  Repeat Days = tin. Group Size 4= I ax. Group Size
Training Time Slots
Fesources | Optimised | Manual
: Optirization Algorithm Template Training \Window
Men - Fri 03.00 - 13008 St /[ i) From To Enable | [gyanz0in | 1 [2dsn 2010
) ) 0s00 = [13.00 =
= Time & Travel Constraints T 5 Start Date | Time | End Date Time
Transition Time [mirutes) 15/ cIENE [0S gjm 33}3 gggg Ejan Sglg }g.gg
= L whed - - an : an :
Mirimum Activity Giap Before 0z DE00 G| 1300 & : 20Jan 2010 0800 20Jsn 2010 15:00
- — Thu [oz0 = [1300 = 21Jan 2010 0800 21Jan 2010 18:00
-~ Rlininu Setivit Gapaltad e 22 Jan 2010 DRD0 22Jan 2010 1900
= Tiainer Travel [ Fi 08:00 (2 [13.00 % 23Jan 2010 0300 23Jan 2010 1300
- Sat 0500 = 4.Jan 2010 13:00
H L“:” Performance Constraints Sun DBIDD : R00m al’ld Tralner Sdan 2010 1200 =)
) Coverage Tolerance -250 2] - = Only ates... ] [ Exclude... ] [ﬁeamh 9]
- N — | Booking Strat
= Maimum Team Offine (%) (e i sl et o Gersys WER

A
Interruptable Activities
[E Modesta “

H Start Date EndDate

= LY
/_ Schedule/S cenario
26.Jan 2010 14:15 26 Jan 20101515 Master Schedule
\‘\ 26.Jan 201014:15 26 Jan 20101515 Master Schedule

Vuum Max. Seals Trainer
tiMBesto Room 3 12 Bill Coff¥er

Modesto Room 2 10 D avid ‘williams

bill_cooper
david_williams

<

&% Employee ID| # Users

]
0

#attended | # Con

]
0

]
0

Activity

Custorner Care
Email
Mew Accounts

Activity Set
[ E-mail
Meals

[] 36-Min Meal
[1 Meal

Breaks

[ Break 1
[1 Break 2

=M Completion Status

=
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Agents can be scheduled into these training sessions at a later date, by either cancelling the room and

trainer sessions and then re running the ‘Scheduler’ again after selecting the users from the ‘User

Selection’ tab.

OR

Select the agents in the ‘User Selection’ tab and then right click on the individual training sessions as per

the example below.

| Health & Safety Follow Up / Event 1 - [Schedule Event] =JoEd
wanm - Event 1 ]
= Duration [hh: mm) 01:00 = [] Duratian includes Lunch Ereak. Repeat Days =] tin. Group Size 4[] Max Group Size 10/ =l
Training Time Slats Interruptable Activities
Resources | Optimised | Manual B Modesta w
PP g Activit,
; O ptimization Algorithm Template Trairing Window clivity
Mor - Fri 0900 - 1900 & Sat /!|+ @] From To Enable |13Jan 2010 | to ‘29Jan 2010 Customer Care
i i 1200 (2] [19:00 2] Email
- imeltiitaveltonstaints - 'A' 'A' Start Date | Time | EndDate Time [ Newvs Accounts
T e ) | 1 == 1322010 300 19.m2010 1900
-7 . = whed = n A an an 3 Activity Set
Mirimum Activity Gap Before 0z D80 Gl 1900 Gy 201an 2010 0800 20202010 1300
Thi ES| g = [ '
| e g T EmE s B e dingg Do
¥ Trainer Travel [] Fi Joson i [19:00 55 23Jan 2010 0300 23Jan 2010 1300 Meal
Sal = = 240an 2010 0300 24.Jan 2010 1300 eals
= e ———— 0900 = 1300 = 25Jan 2010 0200 #5Jan 2010 1300 v
5 Sun [ogo0 (=) [13.00 = [ 36:Min Meal
Coverage Tolerance 2502 Buid Dates... ] [ Exclude... I [Qean:h 4] [ Meal
cRC T N = Booking Strat
= Maimumn Team Offline (%] 1002 ookng ra. eg.y y Retrizve fresh data from Genesys Wh Breaks
= Randomly Distribute v
Sub M Training Sessions [ Break 1
= _‘j Select Al € Delete... & Refresh ﬂ Expott... [ Break 2
= Fq Start Date End Date Sohedule/Scenario | @] FRoom Man. Seats| &% Trainer | ¢ Emploves|D #Users| #.atendsd | #Co
26 Jan 2010 G P3| Training Session Detais. . Modesto Room 3 12 Bill Cooper bill_cooper 1] 1] 0
+ 4 Modesto Roam 2 10 David wiliams  david_williams 1] 1] 0
5 5% Performance Dat.
# & Commit to Genesys WFM...
78| Attendance...
82| Delate...
a U > =
- H Completion Status.. - ok
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Manually select the users from the right hand window and click on ‘<Add’. This will assign the user into

the training session.

Note: !fthe user’s schedule does not fit the training window an error will appear. This
option could be used for an individual user but by deleting the training sessions
and rerunning the schedules again with the users as part of the equation, is what
we would recommend.

It is possible to amend the training session end time if required using the up and down keys. After
selecting OK, Genesys Training Manager will check that there are no clashes with the Trainer, Room or if
the Agent schedules still fit within the training session times. If the time is extended then the Coverage
Tolerance will not be taken into account due to the change being manual.

/M Training Session E]@
4 air M Event 1 Detail:
- i Duration (kb mm] Event ‘Evanl 1 | Foom |Mndestn Room 3
Training Time Slots Trairing Plan ‘Health & Safety Follow Up | Traines |B”| Caacper mhle Activities
Resources | Optimise sto w
Start Date dan 200 [v][1a1578]  EndDate (25,40 2010 »
w/orkforce Scheduly
— In Training Session -~ Bold=MNot Saved Mot In Training Session omer Care
= @ g Hesources N
» £l <MoLo Columns Calurnnz il
= =4k UdE_St Location Team Site Business Lnit Location Team Site: Busingss Unit Accounts
v
- S gj . ity Set
QJ First Name | Last Mame | Employes 1D | | Location lﬂ \H < Expart First Mame LastM Employee 10 Kiliss
& Sidenn... Rand U 8266 ... ModestoB... Te 3 Guritej Kaur U_B322 Simulator ke fil
=g &Y ¢S Jenn... Reppert U_8268 .. ModestoB... Te S Helena Peters U_E254_ Simulator ko
P - =Y S Jenn.. Rhoades U_8270 ... ModestoB... Te & Henry Dunn HOwnn bc
=<8 #-4oh Reston|| | & Jessi... Peterson U_8255_... ModestoB... Te Slan Johrson U_G00B_Simulator  Mc in Meal
& SJoan  Stuart U_8330_... ModestoB._. Te & Lo Osham U_G244_Simulator  Mc |
- & John 0" Reilly U_8239_... ModestoB... Te & Lyana Muchaw U_B229 Simulator  Mc
ot ) Choose the A & Keny MNedham U_8236_... ModestoB... Te & Lydia Ramirez U_B264_Simulator ke N
& LaT... Poras U_8259 .. ModestoB... Te & Lyrine Suzanne U_8304_Simulator ke
Sub Me Traiving Sessions & Leslie Lyn U_8326_... ModestoB... Te & Man Gail U_B307_Simulator M k1
EXin f (2l Select Al % De S linda Sweeney U_89332_.. ModestoB... Te W & Megan Parker L_8351_Simulator  Mc ]
- & Linda Perez U_8252_... ModestoB... Te & Megan Powell lll U_8260_Simulator  Mc
s A Stat Date & lLinda Rhodes U_8271_... ModestoB... Te & Misti Pivera 1_G257_Simulatar - Mc
26Jan 2010 14:15 & Lind... Marie U_8335 ... ModestoB... Te & Monica Ozelle U_8293 Simulator  Mc
] BJan20101415| | SLisa  Low U_8298_... ModestoB... Te & Morica Parez 11_G253_Simulatar Mo
* & Muhammed Fouad  Muntner U_8231_Simulator  Mc
= £ Nancy Melzon U_B237_Simulator ke
£ Mathariel Parrizh U_B247_Simulator ke
£ Nicale Stutte U_B331_Simulator ke
& Patly Ann Mibecker  L_8238_Simulator Mc
& Pele Lolzni U_B292_Simulator  kc
& Rachel Padawer  U_B246_Simulator  Mc
2 Ramona Frivett U_B261_Simulator  Me[
< > H EXDD[[ > <H =— = : tonemomn ot I>I
< _J
- 3 Delete Commit autamatically to Genesys ‘WM i3 LCancel 1
=k Completion Statuse (b oK
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Committing Training Activity into Genesys WFM
The training needs to be committed into Genesys WFM, to view the impact. Highlight the training

sessions and this can be done in bulk or individually by highlighting one session and then right clicking

and selecting ‘Genesys WFM’, or use the select all button.

After selecting ‘Genesys WFM'’ the available options are:

= Publish —this will commit the training session and publish in WFM

= 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 select either ‘Delete’ or select all and then click on

2L Delete. ..

E Traini\lg Plan 1 = Event 1 - [Schedule Event]

[EN[=IX]

Eveni1

Diuration {hh:rarn) 00-30 : [[] Duration includes Lunch Break Fiepeat Days 1/ Min. Group Size 10 Max Group Size 100 =]
Training Tie Slatz Intermiptable Activities
Resouwces | Optimized | banyal [El Madesta v
Activib
Optimized Search Algorithm T emplate Training Window Ly
Mondal\- Friday 07:00 - 19:00 |+ @ From To Enable |9Jun 2010 | E |9 Jul 2010 Custamer Care
f ; Mon o700 (] [19.00 2 Emai
Time § Travel Constraints - : : StartDate | Time | EndDate Time & Mew Accounts
Transitin Time [rirs) 0= 0700 =) 130 Fun 2010 0700 9Jun 2010 1200
. . . ‘whed : - . ~ 10un 2010 07:00 10Jun 2070 15:00 Activity Set
Min Actliy Gap Before mins) | 02 07:00 &] 1300 & g || dnanio ran 1o 1300
o\ ) — | T [oron =) [1300 = 12Jun 2010 07:00 12Jun 2010 13:00 o
Min. Actifty Giap 4fter [mins) o | 13Jun2010 0700 13Jun 2010 1300 O Emai
Trainer Trkwel Fi loroo (3 1200 (£ 14Jun 2010 07:00 14Jun 2010 12:00
raner Tryvel [ o (oo ) (g ] [ || 1590n2010 0700 15Jun 2010 1300 Meals
i 07.00 = [1%:00 & 16Jun 2010 0700 16Jun 2010 13:00 )
Performangce Constraints Sun om0 &= 1300 = O 17 lom 210 D700 17 .dun 200 1900 hd [ 36-Min Meal
00 % 100 %
Cowverage Thlerance [people] BO [ Meal
) o > Baaking Shateqy Buid Dates... Exclude...
Maxirum Tdam Offline (%) 1002 X Breaks
FRandarnly Distribute: (M aximise Grow v Fietrieve fresh data from Genesys Wk
[ Break 1
[l Selai Al 3 Delete... &' Refresh | Export [] Break 2
i ) Use to select all of the
Exceptionz Legend :
.'Z,T]’DK ..-".'ﬁ'SDme.-"AIIMlssmg training Sessions
Master Schedule [3 | Scenarios (0]
A Start Date EndDate & Room| Max Seats| &% Tiainer ¢% Employes 1D B Users| #atended | # Completed | &3 Namel{#
Training Plan 1 > Event 1
Jun 20100700 9p 4 At Kl 10 1] 1] Crystal Ramos
5 : = Genesys WFM 4 | = Publish... 10 a a Abel Penunuri| v
£ S@ Delste... = | Remove... >
9 Them(s) < ¥
Campletion Status oK
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Selecting ‘Publish’ Genesys Training Manager will then start to commit the training into Genesys WFM

after advising that publishing the training sessions into WFM may take a few minutes.

Main Meru Event 1
== Training Manager Duration [hh:ram)] 00-30 = [] Duration includes Lunch Break.  Repeat Days 102 Min. Group Size 1] MaxGroupSize | 10f2) =]
#-[] Training Requ = 2
[ Meetings Training Time Slots Interuptable Activities
I :
Yo ;‘ﬂ'ﬂlﬂ Resources | Optimized | Manual @ Modesto hd
= (] Scheduler
=] Activit
0 51? E:r:l Dptimised Search Algorithm Template S ”
| - z
- Training Manager Monday - Friday 07:00 - 1900 |+ @ Fiom To Enabls |9Jun 2010 | B |9Ju| 2010 Customer Care
B WM . . Mo [g700 2 [19.00 2 Email
- {8} Canfiguration Time & Travel Constraints . = Start Date | Time | EndDate | Time ~ Mew Accounts
Transition Time (mins) om | (0700 & [19:00 GUun2M0 0700 Gdun 2010 1300
= ed = - 10Jun 2010 0700 10Jun2010 1300 Activity Set
Min. Activity Gap Befors [mirs] 0= 07.00 &) [19:00 & : 11 0un 2070 0700 11 Jun 2010 1300 y
' ; — T [ozao i) [13m 2 14Jun 2010 0700 14Jun 2010 13.00 4
e s e ) L= . L 16 Jun 2010 07:00 15 Jun 20101300 0 B
07
Trairer Travel [ o Training Manager o L Meals
s (o
Performance Constraints Sun grg P ) Vouars sbout to publish these Training Sessions to WFHM. ML} [seach =] [ 36Min Meal
e (N 4
Coverage Tolerance (psopie) -0 " This may Eaks & Few minLites bo complete., Continue? fressh data o ‘w/FH O Heal
Sub Menu + - v = . Breaks
i ) select All )€ Delete.., &' Refresh [l Export [
£)14pr2003-;  ExceptionsLegend: real
= @ Pendngdppr EJ 0K ] SomesAll Missing [ Break.2
=@ Active
1 Blsckberr | Master Schedule [9] | Scenarios 0]
T New iPhc r "
4 New Mok A StanDate End Date 5] Foom Max Seats| ¢} Trainer (% Employes (D] fUsers| #Attended | # Completed| % Mamef|
@f e Proc Training Plan 1> Event 1
1 Mew Tail L
T} Reserving B 9Jun 20100700 9Jun 20100730 <Nones <None> 10 0 o Crystal Ramas
% @ Completed | B4 14Jun201007:45 14Jun 20100815 <Hone> <None> 10 0 0 Cassandia Po
@ Rejected B 17 Jun 2010 07:00 17Jun 201007:30 <None> <Mones 10 0 0 Ay Reicher, v
< >
T Ry . .
2 Ready [ Completion Status.. | | m—— U

The flags will turn green to confirm the training exceptions have been committed into Genesys WFM.

-—‘JJ select Al € Delete... & Refresh

H Expart

Exceptions Legend :
£ 0K £ SomedAl Missing

Master Schedule (3] | Scenarios ()

Fn_‘ Start D ate End Date

[ ‘EJ Fioom| Maw Seats| /% Trainerl /% Emplopes D) #Users| #Attended | # Completed | /3% Name[:.":
Training Plan 1 > Event 1
E'—_JEI qun 20000700 SJun 20100730 <Mone: <Moner 10 1] 0 Cztal Famos
E':r? 9 un 2010 08:45 9Jun 20100915 <Mone: <Monex 10 i} a

Abel Penunur V
¥

In Genesys WFM select ‘Get Data’ to refresh Genesys WFM with the new exceptions.
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Genesys WFM Intra Day Schedule will now include the training exceptions in WFM within the Schedule

or Scenario selected in the resources tab. Genesys 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.

Genesys Scheduled Intra Day view.

scheduled

TOTETHET

Coverage reduced
due to the training

-]

Master Schedule selected but
this could be a Scenario

] i schele [master schedule Imram

dited schedules: 1 Full-Day View

Da‘e: |‘WEFUZFZUUEH |

ol |Calculmed "| Granularity:

Schedule
I Scenarios

5 Master Schedule ¢ ;
T Master Schedule W :

30

Legend i)
W Coverage 4
M Calculated 5

Select get data to

exceptions

N\

i Legend: M Exception EDay off Bl Work ] Activity Set B Time Off

&b Master Schedule Int [CIRequired o - - - - - - 3 ]
ﬁ Master Schedule Ag © 12 &M 4 A &AM 120M 47N SDM 12 M
30 Master Schedule Su®
T Waster Schedule SteF| L | Team Agent |12 Abt |4 Ant EE] [12PM [4Pm [aPM
F Master Scheule o 2| ¢ nbound Ser.. Leslis Lyn | I T N |
o ﬁ.Tradmg f: (? Outhaund 5 E Linda Perez g
o & Performance | outooung 5...| B |Linca Rhal.. [— =« m =]
:ggiw:me | # [customers.. Lintia Swee. [ == |
pans A [Inbound Ser.. Lindzay Marie [ "8 00 09= = ]
< Il ] [v] | # inbound ser..| B4 [Lisa Low %
f: Inkound Ser... & Loti Osharn
PRSP L
: Inhound Ser... Lyana huch..
OQuthound S.. Lydia Ramir..| NI
customer 5..| B |Lynne suza = |
. ) # |custormer 5. B4 [Mary cail =
retrleve the tralnlng {? Inhound Ser... Megan Parker|
| 7 |outboune 5 [ B, [Megan Pow
| 7 [outoouna 5. | B, [wisti Pivero N T B =
| 7 lmbound ser... B3 [Morica Ozelle I S B
| ¢ |outhound 5. Monica Perez I
| inbound Ser | B3 [Muhammed I S N H
i Inbound Ser..| B [Mancy Mels
A linbound er..| B4 [Mathaniel P...
| # |customers.. | B |icole Stts I N N R
A inbound ser | BR [Patty Ann Ni
| # lcustomers..| B3 [Pela Lotani I EE—
7 T 1 Iinbound ger..| B4 [Rachel Pad... =

ElBreak E1Meal @ Marke%ﬁme &l Traini %

| Details: Activities: Gustomer Care

ey )
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Cancelling a Training Session(s)
Training sessions created through Genesys Training Manager must only be cancelled by Genesys

Training Manager as the application will track the training requirements and activity.

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

. . . 2 Delete. ..
session to be cancelled and then right click and select Delete or use the .= 22" button.
= *| Training Plan 1 = Event 1 - [Schedule Event] =Jo&
Main Menu Event 1
= & Training Manager Duration (kh:mm] 00-30 = [[] Duration includes Lunch Break  Repeat Days 1B Min. Group Size 1%  Max GroupSize | 10/ =]
i [T] Training Rea =
7] Meetvas Trairing Time Slats Interruplable Activities
Fag 29;5;’793 Resources | Optiised | Manual ] Modesta i
&[] Scheduler
=l . i Activit
| Bate ?c Optimised Search Algarithm Template et clivity
T User Exc
% = Training Manage Monday - Fiiday 0700 - 12:00 [ 1d] (€] From To Enable | [Gimann | 1o [Sauzono Customer Care
® s WM - i Mon  [p7o0 =] [15.00 = - - Ermail
% {5 Configuration Time & Travel Constraints e = = StatDate | Time  EndDate | Time ~ New Accounts
Transiion Time [mins) o= 07.00 &) [13:00 & Jun 2010 0700 FJun2010 1300
B wed = Mo = 104un2010 0700 104un2010 1300 Activity Set
Min. Activly Gap Before (rins] | 0% 00 &) 1900 & 1dun 2010 0700 1 Jun 2010 1300
" T oo 2] e &) B 1402010 0700 14un2010 1300 .
Min. Activity Gap After [mins) iz 15 un 200 07.00 15 Jun 2010 1300 [ E-mai
Traines Travel [] kil 0700 (5] 1300 % 16Jun 2010 07:00 16Jun 2010 13:00 v Meals
sat [oro0 2 [1s00 2] O
Performance Constraints o e e sl O BuldDotes | [ Euohio | [Search =] | |00
Coverage Talerance (people] S = = Fetiieve fresh data from WM [ Meal
Sl i [ Select All 3¢ Delete... & Refresh [ Export Breaks
= [[] Training Request A
1 4 208 - ExceptionsLegend: [ Break 1
o @ Perdrghppl|  EJ 0K £] Somesél Missing [ Brieak 2
=@ Active
U Blackber| | Master Schedule (9] | Scenarios (0]
New iPh ; .
% ol | PR Satbae | EndDate 8] Foon Max Seats| &3 Traine £ EmployeeID| #Users| #Atended| 8 Completed| S Mame({~
2} New Pro Training Plan 1 > Event 1
o Mew Tar| |
o Reservin r’E’ZSJ"" TP 1raining session Detais... <MNone> 10 0 0 Caystal Ramos
9 @ Completed widing] <Honer il ii I Gassandia Pa
w0 (@) Fejected EJ 17.Jun 2 24| performance Data... <None> 10 0 ] Amy Reicher, [w
< S WEM 3 >
i iPreferences - Shem(s) | o Atendance... >
T bote.. Select Delete after —
highlighting the
session

The session will be removed from the ‘Training Sessions’ window and the agents who were scheduled in

for that session will be identified as unscheduled when viewed in the ‘Completion Status Report’.

The exceptions will be removed from Genesys WFM after refreshing the data.
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Cancelling a Training Session for an Individual

A training session can be cancelled for an individual by first expanding the training session, right click on

the session and then select ‘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.

The training session can also be selected under the ‘Training Plans’ tab.

= Training Manager

[BEIx]

Fle Wew Training Help
Main Menu

S Tiaining Manager
% [ Training Requests
[T Meetings
5  Resources
= | Scheduler
[ Date Exclusions
I User Exclusions
-5 Tiaining Manager Portal
B WM
-3F Configuration

Sub hMenu

= [ Training Requests
2] 1.44pr 2009- 2 0ct 2010
% @) Pending Approval
=@ Active
1 Blsckbeny Retraining
1 New Phone Launch
1 New Mobile Upgrades

Bk New Taiff Launch

= () Completed
= () Reiected

i o prefarences ~

Start

Site Selection | User Selestion | Training Plans | Training Events

i ) select Al 3€ Delete... 7 Refresh [l Export

Training Sessions

@) View al Training Sessions for sl Training Events and status of Exceptions in Workforee Management

T New Product L aurch [e-leaming)

Exceptions Legend:
EJ 0K £ Somedtl Missing

Master Schedule [3) | Seenarios (0]

M StatDate End Date
Training Plan 1 > Event 1

] Foom Max Seats

£ Tiane /3 EmployeeD

#Users | # Attended | # Completed

£ MNamels)

J
o R

417

EF17| = wrm
" 17|74 attendance...
Ef 2

B2 32 Delete...

<

EY 25.Jun 20101115 25.Jun 2010 11:45  <Nane>
EY 28.Jun 20101715 28Jun 2010 17.45  <Nane>

<Nane> 10 0 0 Crystal Ramos, Eduardo Garcia,
< <Mores 10 0 0 Cassandra Pooiman, Celeste Mu
&> <Mone> 0 1} 1} Amy Reicher, Candi Stolpe, Dick
LM <Mone> 0 1} 1} Ahel Perunui, Ann Larson, Jenr
& <Nores 5 0 0 an Johnson, Nancy Nelson, Fec
33 <Maone> 10 0 0 John O°Reily. Kathy Gurin, Misti
e <Nonex 10 0 0 Debwa Proctar, Elenison Olson, E
<Nonex El 0 0 Ay Jay, Bandi Neal, Fertisha R
<Nonex 1 0 0 Robert Patrick

£ Rreserving Fiooms & Training

3 Item(s)

< Previaus

Close
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Ones the agent details are visible in the ‘Training Session Details’ window users can be manually

removed by highlighting the individual and selecting Remove. This will remove the user and put them in

the right hand ‘Not in Training Session” window.

H Training Session g@
Detals
Event |Event 1 | Room |M0desto Foom 1
Training Plan  [Health & Safety Follow Up | Trainer  David willams
Start Date 19.Jan 2010 w0930 0% EndDate 93 Jan 2010 [w]||10:30 02
In Training Session - *Bold=Not Saved Mot In Training Sezsion
Colurits Colurnng
Location Team Site Business Unit Lacation Team Site Business Unit
Loca i < Expor First Mame LastM... Employee 10 FE]
Qlzon L_3241_Simulator & Abel Penunun - J_8280 Simulator ke
“Fat H—a2 35t ate & Ay Jay J_8306_Simulator ke
E'? Lezlie Ly U_3326 Simulator  Modesto Bu & Ay Reicher J_8343 Simulator ke
E'? MHathaniel Parrizh U_8247 Sirmulator - Modesto Bu & Bandi MHeal 1_8232 Sinulatar  Me
E'? Ramaona Privett U_B8261_Sirmulator  Modesto Bu & Candi Stolpe I1_8329 Simulatar  Mc
&3 Cassandra Poarman _B8288 Simulatar - ke
£ Celeste Mumphrey  J_8230 Simulator ke
£ Crystal Ramos IJ_8265 Simulator ke
& Debra Proctor J_8262_Simulator ke
& Dick Clatkzon  U_8353 Simulator  Mc
=3 Eduardo Garcia EGarcia tc
& Elenizon Qlzon J_8242_ Simulator ke
& Ere Pelletier J_8243 Simulator ke
& Fertisha Rarmera |1_8285_ Simulator  Mc
& Guadalupe Perepelkin - U_B251_Simulator - kc
& Gurute| K.aur 1_8322 Simulatar  Me
2 Helena Peters 1_8254 Simulatar ke
£ Henry Diunn HOunn b
& lan Johnzon 6003 Simulator b
& Jennifer Fand J_8266 Simulator ke
& Jennifer Reppert J_8263 Simulator ke
& Jennifer Rhoades  U_8270_Simulator M,
< y @l Export > ;' i = oo ';'_ '
Commit automatically to Genesys WEM [ oK ] [ Cancel
Genesys Training Manager — Administrator Guide 146



. Training Session E]@
Details
Event |Event 1 | Room |Modesto Room 1 |
Training Plan [Health & Safety Follow Up | Trainer  [David williams |
Start Date 19 Jan 2010 v o930 2 . ~| 103002
=l >l Highlight the *
InTraining Session-~"Bold =Hot Saved individual and n Training Sezsion
Colurmns L
select Remove.
Location Team Site Busines ; F] Lacation Team Site Business Unit
First Hame Last Mame | Emploves 1D ,_u.l, Loca < Exfbart First Hame LastM... Employee ID Ll
r’_J John O'Reilly U_8239 Sirulator  Modesto Bu & Abel Penunuri L8250 Sirmulator Mc
EY Leslie Lun 1U_8326_5i 35 Ay Jay 18306 _Simulatar  Mc
EY Nathariel  Parish 1_5247] £ Ay Reicher  U_B343 Simulator  Mc
EF Ramona Privett 1J_g261 ] Agent has been & Bandi Meal 1_8232_Simulatar M
removed & Candi Stolpe U_8323 Simulator M
& Cassandra Foorman U_8268_ Simulator M
& Celeste Murmphrey  U_8230_Simulator  kc
& Crystal R amos U_8265 Simulator ke
Proctor U_8262 Simulator  kc
" FRemove > | Olzon u_8241_Sim... M
Clarkzon U_8353 Sirulator Mc
& Eduarda Garcia EGarcia M
& Elenizon Olzon U_8242 Sirulator Mc
& Enej Pelletier U_28249 Simulator  Mc
& Fertizha Famero U_8285 Simulator Mo
& Guadalupe Perepelkin  U_8251_Simulator  Mc
& Gurute] F.aur U_8322 Simulator M
& Helena Peters U_8254_ Simulator ke
& Hery Dunn HOwnn k¢
& lan Johnzon U_B003_Simulator ke
& Jennifer Fand U_8266 Sirulator  Mc
& Jennifer Feppert LU_8268 Sirulator  Mc -
< 5 e Ewport > (" = = ommm o }
Commit automatically to Genesys WM [ ok, ] [ Cancel
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The agent will then show in the Completion Status Report as unscheduled.

(B, Event Stals

" Completion Status {Event)
Training Session Filkers
[ JiEnable tiate Fiier
Start Date End Date
[[] Enable Status Filter
! Refresh
Statistics for this Event
# Scheduled
Overall Completion # Unscheduled _
0.0% i
. (1] H# Trained l:l
H Untrained / Partially Trained
Colurirs
Location Team Site Business Unit
First Mame LastM... Employes |D ,_A Location ﬁl Team| [§ Site é Business Unit E;_} Training Request E;_} Code Flan
!'? Abel Penunui U_B250_Simulator - Modesto Building  Team 3 Modesto  First Direct Mational Bank  Health & Safety Follow Up - HS005 Health & Satety Follow Up  Event 1
!'? Ly Jay U_8308_Simulator  Modesto Building  Team 1 Modesta  First Direct Mational Bank. Health & Safely Follow Up - HS005 Health & Safety Follow Up ~ Event1
!'? Ly Rieicher U_8343 Simulator  Modesto Building  Team 3 Modesta  First Direct Mational Bank. Health & Safely Follow Up - HS005 Health & Safety Follow Up ~ Event1
!'? Bandi MNeal U_8232 Simulator  Modesto Building  Team 1 Modesto  First Direct Mational Bank  Health & Safety Follow Up - HS005 Health & Safety Follow Up  Event 1
!'.'EF Candi Stolpe U_8323 Simulator  Modesto Building  Team 1 Modesto  First Direct Mational Bank  Health & Safety Follow Up - HS005 Health & Safety Follow Up  Event 1
!'? Cassandra Poorman  U_B258_Simulator - Modesto Building  Team 3 Modesto  First Direct Mational Bank  Health & Safety Follow Up - HS005 Health & Satety Follow Up  Event 1
!'? Celeste tumphrey  U_8230 Simulator  Modesto Building  Team 2 Modesta  First Direct Mational Bank. Health & Safely Follow Up - HS005 Health & Safety Follow Up ~ Event1
!'? Crystal Flamos U_8265_Simulator  Modesto Building  Team 3 Modesta  First Direct Mational Bank. Health & Safely Follow Up - HS005 Health & Safety Follow Up ~ Event1
I : Dehra = H=B2R Sl fAdEETs Bulding 1 eann Todesto  First Diect Walonal Bark | Healn & Satety Folow Op - He oS et et Bt
Diana Qlzon U_8241_Simulator - Modesto Building  Team 2 Modesto  First Direct Mational Bank  Health & Safety Follow Up - HS005 Health & Safety Follow Up - Event 1
!'? Dick. Clarkzon B35 _owmutatar — modests ot —Feamrt et Errect ettt Safetr Fotowr b TS 00S Healh & Satety Follaw Up  Event 1
!'? Eduardo Garcia EGarcia Modesto Bulldng  Team 1 Modesta  First Direct Mational Bank. Health & Safely Follow Up - HS005 Health & Safety Follow Up ~ Event1
!'? Elenizon Olzon U_8242 Simulator  Modesto Building  Team 2 Modesta  First Direct Mational Bank.  Health & Safety Follow Up - HS005 Health & Safety Follow Up  Event1
!'? Ensj Pelletier U_8243 Simulator  Modesto Building  Team 3 Modesto  First Direct Mational Bank  Health & Safety Follow Up - HS005 Health & Safety Follow Up  Event 1
EF Fertisha Ramera U 8285 Simulator  Modesto Building  Team 3 Modesto  First Direct Mational Bank  Health & Safety Follow Un - HS005 Health & Satety Follow Uo - Event 1
<

20.¢
22J)¢
23Je
18z
204Je
18.Je
24Je
21Je
20z

26.Je

19.J:

19.J:

27 e

20
»

=l Export

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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Scheduling Mop Ups

Agents can be scheduled as part of the original schedule using the ‘Mop Up’ process and 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 in 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. This can be accessed through the ‘Training Plan’ tab, select the ‘Event’ and then ‘Schedule’.

= Training Manager Q
Fle Visw Iraining Help
Main M
ein Menu Stat | Site Selection | User SelgCtion | Training Plans | Training Eyents | Training Sessions
= & Training Manager
@[] Training Requests ©) Create and manage Training Plars o Toecity how you wil deliver this Training.
[ Mestings 3
BETT e e Y
=] Scheduler = iR q : .
[ Date Exclusions Event Detals
[] User Exclusions
# = Training Manager Portal Description | Public Description
B WM
& {53 Configuration
Training Manager Portal Content Link
hittp /.02, com
Training Category 7, CBT /e-Leaming ~
S“E_ME_"” Deivery Method (7 & earing =
= [0 Training Requests
4] 141 2009- 2 0ct 2010 Scheduling Options
- (@) Pending Approval
5@ Active Durstion (hkitim] [0 gy (] Fispeat Days 1S
1% Blackberry Retraining
1 Mew Phane Launch [ Duration includss Lunch Break
24 New Mobile Upgrades ) . - -
24 Mew Product Launch (edeaming) L T 9 15 MawBrowsie | 105
10 New Tarilf Launch
% Reserving Rooms & Training (5] Sochedule ] [ Nompistion Stahus |
- @) Completed
= @ Rejected

Or through the ‘Training Events’ tab and right click on the ‘Event’ and then ‘Schedule Event...
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Stat || Site Selection | User Selection | Training Plag| Training Events | Traping Sessions

At-a-glance view of the progress of this Training in the M aster Schedule.

Overal Completion : — 0.0% # Users Scheduled
40 60 # Users Unscheduled
0 % 80 # Users Trained in all Events
101 # Users Untrained ¢ Partially Trained

ert Mame | # Scheduled | # Unscheduled | # Trained | # Untrained | % Complete
Trawng Plan 1

P
Event T NZL a 0 71 00z

LEkEvent :
=] XCheduIe Event...

Completion Status. ..

& Refresh

This will then present the ‘Scheduler’ with the original constraints and training schedules, see the

example on the next page.
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To re run the’ Scheduler’, select’ Search’ and the ‘Scheduler’ will schedule any unscheduled agents in to

further training sessions, taking the original constraints into account.

=l Training Plan 1 > Event 1 - [Schedule Event]

] [=1%

Main Menu

Event 1

= = Training Manager Duration (hh:mm) 00-30 = [[] Duration includes Lunch Break  Repeat Daps 16 Min. Group Size 1% Max. Group Size 10l =
-] Training Fleq =
@ Mestings Training Time Slots Interuptable Activites
5 & Resources Resources | Optmised | Manual [ Modesta P~
=i Scheduler —
DI DateBeel | wokdorce Schede [ .| <Master Schedule> Activity
T User Exc|
% = Training Manage 5 22 Resouces = Customer Care
i WM H (2L Aberdsen Emai
& {53 Configuration ol Alness Mew Accounts
%124 Bangor
© ool Barow Aclivity Set
% 4ul Blackbum
# 45l Brentwood 0 &mai
gl Canterbury
# ol Cardif Meals
% 4nl Doncaster v ] 3 Min Meal
@) Choase the Schedule(s) where the Event will be baoked, and alsa the Rooms and Trainers to hast and deliver this Training. [ Meal
Sub Menu = Breaks
i [] select Al 3¢ Delete,.. /' Refresh [l Export
= [ Training Request 1 Bresk 1
47 1 Apr 2009 - Exceptions Legend: [ Bresk 2
&) Pending Appi ZJ 0K £ Somesal Missing
=) Active
% Blackbertl | Master Schedule (3] | Scenarios (0]
New iPh ;
o New Mot A Start Date End Date @] Room Max Seats| (% Trainer (& EmployesID| #Users| Hatendsd| #Complsted| & Namef|s
4 New Pro Training Plan 1 > Event 1
4 New Tai
0 Feserving] | EF 9Jun201007.00  9Jun 20100730 <Nonex <Nane> 10 0 0 Crystal Ramos
- Completed EF 14Jun 201007:45 14Jun 20100815 <None> <None> 10 0 0 Cassandra Po
=D Rejected EF 17 Jun 2010 07.00 17 Jun 2010 07:30  <None> <None> 10 0 0 Amy Reicher, [+
< >
i bPrefersnces - 9 Ttem(s} < ¥
= - Ready [ Completion Staws. | [ ok | [rawmozezo

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 Debra Proctor has been scheduled in for training and the red flag identifies that

some or all of the training session are missing in the Master Schedule.

.| Completion Status {Event) E]@
Status Filker
[]Enable Status Filter
& Refresh
Training Sesszion Filker
[ ] Enable D ate Filter
Start Date End Date
Firzt Marne LagtM... Employes (D Start D ate End Date Status Traire| #

L J Ahel Perunur _8250_Simulator 9 Dec 200831115 9Dec 20081315 Scheduled
L J.ﬁ.m_l,l Jay 1_8306_Simulator 5 Dec200311:45  5Dec 20081345  Scheduled
L T_'F.ﬁ.m_l,l Reicher I1_8349_Simulator 12 Dec 2008 11:45 12 Dec 2008 1345 Scheduled

Andrew Fauszt I1_7004_Sirmulatar Inzcheduled
L J Ann Larzon 18224 Simulator 16 Dec 2008 11:30 16 Dec 2008 13:230  Scheduled
L J Bandi Meal 8232 Simulator - 8Dec 20081115 80ec 20081315 Scheduled

Ben Lin 1_8227_Simulator Unzcheduled

Brian Chen I1_7002_Simulator Inzcheduled
L J Candi Staolpe 1_8329_Simulator 3 Dec 200871130 3Dec 200831330  Scheduled
L J Cazszandra Foorman  U_8258 Simulator 5 Dec 200811:45  5Dec 20081245  Scheduled
L J Celeste bumphrey  11_8230 Simulator 12 Dec 20081015 12 Dec 20081215 Scheduled
L J Cryzhal R amos 1_8265_Simulator 8 Dec 20031115 8Dec 20081315 Scheduled

[ & Detia Proctor >8262_Simulator 16 Dec 20081330 16 Dec 200815:30  Scheduled
L J Diana Olzon 8241 _Simulator 5 Dec 2008 11:45 5 Dec 200831345  Scheduled
L J Driczk Clarkzan 1_8353_Simulator 15 Dec 200810030 15 Dec 200812230 Scheduled
EF Eduardn Garcia EGarcia 16 Dec 200211:30 16 Dec 20021230 Scheduled
L J Elenizon Qlzon 8242 Simulator - 3 Dec 200814:00 3 Dec 20081600 Scheduled
I J Engj Pelletier 1_8243_Simulator 11 Dec 20028 13:00 171 Dec 20081500 Scheduled
L J Fertizha FRamero 1_8285_Simulator 4 Dec 20081315 4 Dec 20081515 Scheduled
L J Guadalupe Perepelkin . U_8251_Simulator 50ec 20030330 5Dec20083711:30 Scheduled w
£ b3
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To schedule the additional training into either the Master Schedule or the Scenario return to the main

‘Optimization Algorithm Template’ and select the affected training session. Right click to select the

relevant option, for example, copy into the Master Schedule or schedule into Genesys.

= Training Plan 1 7 Event 1 - [Schedule Event] =Jo&d
Event 1
Duration (hh:rm] 01:00 : [] Duration includes Lunch Break ~ Repeat Days 102 Mir. Group Size 102 Max Group Size 5[ =
Training Time Slatz Interuptable Activities
Fezources b anual E Modesto K
imizati i Activit
Optimization Algorithm Template et Ly
wosk daps Y BX From To Ensble | [13Jun2003 | 1o [29Jun2009 EustTmer Care
— mai
2 L] - ] W . .
Time & Travel Constraints Mon | o700 (3 |19:00 (2 GtatDate | Time | EndDate | Time Mew Accounts
I } Tue 0 00 = 19Jun 2009 0700 19.Jun 2009 15:00
Transition Time [minutes) 0B 0700 &5 1900 &5 22Jun2003 0700 22Jun 2003 1300 Activity Set
Trainer Travel [ wed I pzon 2 1300 2 23Jun 2009 0700 23Jun 2009 1500
Th 'A' 'A' 24 Jun 2009 0700 24.Jun 2009 1500 ] E-mail
. U | 07.00 (5] [ 19.00 15 26 Jun 2009 0700 25Jun 2009 19:00
Performance Constraints Fii 0700 =) [13.00 = 26 Jun 2009 D?EDD 26.Jun 2003 19500 Meals
BeerEs TeEs S0/ ) ) 29Jun 2009 0700 29.Jun 2009 15:00
> st [pooo =) [oooo =) O [ 36-Min Meal
Maximum Team Offine [%] 100 (=) Sun O O
o 00:00 | |00:00 2 - Meal
— — [ Build Dates... ] [ Exclude... ] [ﬁealch —'9] &
©) Define templates ta contral the behaviour of the booking algarithm. Retrieve fresh data from Genesys 7.5 Breaks
[ Break 1
Training Seszions [ Break 2
,_‘J Select Al J€ Delste.., 2 Refresh H Export, ..
3 Start Date End Date Schedule/Scenario| @] Foom ¢% Trainer #Users| fiAttended | #fCompleted| &h E|#)
E’-EF 19.Jun 2009 07:00 19Jun 2009 02:00  Master Schedule B&E Warington 3 Gawin Byme 1 1] u] Trainin
E’-EF 19.Jun 2009 08:00 19Jun 2009 03:00  Master Schedule BEE Warington 3 Gawin Byme 2 1] u]
E’-EF 19.Jun 2009 08:15 19Jun 20090315 Master Schedule B&E Warnington 5 Joe Thomas 1 1] u] Training
E? 19Jun 2009 10:45 19Jun 2009 11:45  Master Schedule BEE Warington 2 GawinByme 5 1] u] Training
E’-EF 19Jun 2009 171:30 19Jun 20091230 Master Schedule BEE Warnington 3 Joe Thomas 2 1] u] Training
E’-EF 19Jun 2009 12:45 19Jun 20091345  Master Schedule BEE Warington 3 Gawin Byme 3 1] u] Traini
EF 22 Jun 2003 07:00 22 Jun 2009 02:00  Master Schedule B&E Warington & Joe Thomas 1 1] 0
EF 22 Jun 20090815 22 Jun 20090915 Master Schedule B&E Warington & Joe Thomas 1 1] 0
E’-EF 22 Jun 2009 09:30 22Jun 2009 10:30  Master Schedule BEE Warnington 5 Gawin Byme 2 1] u]
E’-EF 23Jun 2009 07:45 23Jun 2009 02:45  Master Schedule B&E Warington 3 Gawin Byme 1 1] u]
B om0 4 e e 4w - - - i
< ¥
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Trainer and Room Hot Swaps

Trainers and / or rooms can be manually changed at any time within a scheduled training session.

To make any changes the Training Session Details window has to be visible, see the example below. To

hot swap a Room or a Trainer click on the icon at the right hand side of the Room or Trainer and the tree

view with the Trainer and Room details by Location is then presented; see the example on the next

page.

Event 1

Druration [khh:mm)

M ax. Group Size

fi1-nn =[] Duration includes Lunch Break Repeat Days 1/ Min. Group Size 1= 35 =]
Training Time 9 — RETITTIEESSTon g@ tivities
Resources | 0| ~ Details v
Optirnizatio Event |Event 1 | Raom |B&E Wiarrington 2
Training Flan |Training Plan 1 | Trainer |Gavin Byme are
Wweek da
Time & StatDate  [13un 2009 10:45 | EndDate [13.un 200311:45 | nts
Transitic
In Training Sezsion - * Bold =Mot Saved Mot In Training Session
Trainer 1
Port Firzt Mame Last Mame | Employes 1D H « i
‘erform i i
E’-ﬂ Abel Penunuri U_8250_Simulator First Mame Last M. Employee D |
Caverag EF Engj Pelletier U_8249_ Simulator & dp Reicher U 8349 Simulator
M aimnur q denniter Reppert U_8268_5 !mulator & Caszandra Poorman L8258 Simulator |
E-’-EF Sharla Patterson U_8248_Simulator .
X & Crystal Famos U_8265_Simulator
q Stacy Resner U_8263_Simulator & Debra Proctor U_8262_Simulator
@) Define &3 Fertisha Fiamera U_8285_Simulator
& Guadalupe Perepelkin U_8251_Simulator
it i elena eters || L Sirmulator
Training Sessioy & Hel P U_8254_Simul
: _J celect Al & Jennifer Fand U_8266_Simulator
- & Jennifer Rhoades  1U_8270_Simulator
H Start D & Jessica Peterson  L_8255_Simulatar
B 19.Jun 200 SlaTasha Poras U_8253_Simulatar
E 19.Jun 200 & Linda Perez U_8252_Simulatar
B 19.Jun 200 & Linda Rhodes  U_8271_Simulator
EF 19.Jun 200 & Lydia Ramitez  U_8264_Simulator
Ef 19.Jun 200 S Megan  Powslll  U_B260_Simulator
E 19.Jun 200 & Misti Pivero U_8257_Simulatar
EF 22 Jun 200 S Monica  Perez 1J_8253_Simulator
EF 22 Jun 200 I Export> ¢ Ramona  Privett 1J_8261_Simulator hd
EF 22 Jun 200
E‘"EF 23 Jun 200 Commit automatically to Genesps 7.5 [ ok ] [ Cancel ]
=T .
< T 010
&
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In the example below ‘Room’ has been selected and the option to choose a different room is presented.

After selecting an alternative room, click on ‘OK’.

Event Details
Mame ; Training Flan; Training Window to
Diuration [hh:mrm) al|
Dretails
Training Time Slots . 2 Activities
Event: -
Fesources | Optin Taiing Pla iz Choose Room E]@ v
Optimization flg 7.ﬂ
“wWeekdays 0f Start Date: ®ilz=ete =r Care
P #-4nl Plymauth -~
e W In Training Session - *Bold 5 +-/al Portadown counts
Coverage Tol ‘| Rugh
First Mame Last M s, Buoty Employes 1D | Sat
M ainnum Tes #-lal, Sheffield
!'? Candi Stolpe 5 .'_u.'. Shrewsbury U_8250_Simulator
Trainer Trave !'? Enej Pelletiel ¥ m,. Skelmerzdale U_A306_Simulator
!'? Guadalupe Perepel = .-.u.'. Stoke U_8349 Simulator
!‘? Jennifer Repper + m Sunderland U 7004 Simulstor
- E Kemy MNedhar #-4nl Thursa .
BuidDate |3 Fhode 55 T After selecting an eal
EF Muhammed Fouad Muntne =I-4gl WwWaningtor .
5§ Rache Badon T1) B4E Warngion alternative Room, OK
o . EJ Sandra Packer V] BeE Wan?ngton 3
Training Sessions !'? Tiffary Oberac et . aran U_8230_ Simulator
R A= L1, BEE Waringion 7 U_8265_Simulator
—_— [[J&,] BSALES warrington 10 T g o
P SiatDate N U_B262_Simulator
K2, [[J&] CSALES Warrington 4 U 8241 Simulat
E{ 2Dex 2008 09 [ CSALES Warington & pyeiriiving
E{ 2 Dec 200309 [ CSALES warington B _8353_Simulator
EJ 2Dec 200310 ]85, CSALES Warrington 3 o || EGarcia
,—"J 2 Dec 200810 CH U_8242_Simulator
EJ 2Dec 2008 11 0K [ Cancel | || U528 Smulater
Ef 2Dec 200811 U_8322_Simulator
,—? 2 Dec 200812 121 =i0= 6 ? Ii-!élﬁa HI-'eEers IL!:8254_Simulator o
EJ 2Dec 200213
,-? 9 Dec 2008 09 Commit sutomatically to Genesys 7.5 [ 0K ] [ LCancel ]
EF ar nnnnan
4 2]

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 to allow them

to select another room, see 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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Ewent Dietails

Mame :

Training Time Slots

Resources | Optin

Wworkforce Sched

4
g
4
¥4
4
O4
O4
4
04
ear
ear
¢
14
Training Sessions
i X |2
r:n! Start D ate
EJ 2 Dec 2008 03
EF 2 Dec 2008 09
EJ 2 Dec 200210
EF 2 Dec 2008 10
EF 2 Dec 2002 11
EF 2 Dec 2008 11
EJ 2 Dec 200212
EF 2 Dec 200813
EF 3 Dec 2002 09
2"7? A Annn o)

Druration [hk:mm] i

Details
Event:

Training Flan:

Stark D ate:

In Training Sess

First Mame
Candi

Enej
Guadalupe
Jernifer

ke

Linda
Muharmed F,
Fiachel
Sandra

o e e e

Tiffary

Training Plar: Trairy indow

Error due to room conflict

Training Session

Somy, there was a problem committing this Training 5 ession.

- Clashing Room: 2 Dec 2008 03:00 to 2 Dec 2008 10:00
- B&E W arrington 2 already booked for M eeting'

T

]
ulator
ulatar
ulator
ulatar
ulator
ulatar
ulator
ulator
ulator
ulator
ulator
ulator
ulator
ulator

ulator
ulator
ulator
ulator

e

Commit automatically to Genesys 7.5 [

oK

][ LCancel ]

2 |

» Activities

=1 Care

“counts

Set

Weal

Completion Status...
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Using Scenarios for ‘What If’ Scheduling

When using Scenarios to view the impact of the training before committing it into Genesys WFM, the

process is exactly the same up to the ‘Resources’ tab. In the ‘Workforce Schedule’ select the required

Scenario from the list of available Scenarios in WFM. In this example multiple Scenarios have been

selected to cover the training window.

Note:

It is important to remember that the Scenario selected MUST match the date

range in the training window. If the Scenario does not match Genesys Training
Manager will use the Master Schedule to schedule against.

L] Training Plan 1 = Event 1 - [Schedule Event]

(B][=1%]

Main Meru Event 1
= = Twaning Manager|  Duraton (bhmml [y oy (& [] Duralionineludes Lunch Bresk  Fispeal Days 1i8]  MinGroupSize | 1(a]  Max GroupSize | 10/2 =
@ [[] Training Req -
[T] Meetings Trairing Time Slots Interruptable Activiiss
S
Han 29;°:'DIES Piesources | Optimised | Manual 5] Modesta et
S 7] Scheduler
L Datn | (T atoree Schosule <Master Schedule Activity
[ User Excl
# & Training Manage = g Resouces ~ Cuistensy Cars
o WM -2l Aberdeen Email
% {5} Configuration ol Alness New Aecounts
-zl Bangor N
.l Banow Activity Set
Lol Blackbum
5 4s), Brentiwood O Emal
o), Cantetbury
%ol Condit Heals
Lol Dencaster v [ 6 eal
@) Choose the Schedulels) where the Event wil be booked. and ako the Fooms and Trainers to host and deliver this Training [ Meal
5ub Menu 3 Breaks
— i [ Select Al € Delete... = Refresh | Export
= ] Training Reuest " O Break 1
£ 14pr2003- Exceptions Legend: D o 2
real
& 8 Pending App £ 0K 2] Some/all Missing
o @ Active
% E‘auki;ir Master Schedule (0] | Seensrins (0]
ew |
4 Newtot| | [T StertDatsl EndDsts| @] Rooml Man Sests| A Trsine| /3 EwplopsslD| ffUssrs| fiatendsd| Hi Completed| & Namels) Sh Ewcep
T New Pro
1 New Tai
1 Reservin
@ (@ Completed
- (@ Peiscted
i sRreferences ~ 0ltem(s) < 5 [ o= |
- Ready Fe— o1 k200203

After selecting the Scenario, continue as normal selecting ‘Search’ once all of the information has been

entered.
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Once the schedule has been completed the suggested training sessions will be displayed in the ‘Training
Sessions” window. By default Genesys Training Manager always displays the Master Schedule tab and to
view any training sessions using a Scenario click on the Scenario tab, otherwise there will be nothing

visible.
= “| Training Plan 1 > Event 1 - [Schedule Event] A=<
Wi Menu Event 1
= Training Manage Duration [hh:mm] 00-30 % [] Duration includes Lunch Break  Repeat Days = Min. Gioup Size 1/2]  Max GroupSize | 1nf= "]
-] Training Req - >
o Mestings Training Time Slats Intenuptable Activities
f & Rssources Resouces| Optimised | Manual 5] Modssto v
S Seheduler
Activils
e Bate Ex: Dptimised Search Algorithm Template RerPofpdn ctivity
] User Exel
= Trainﬁg Manage Monday - Fiiday 07:00-12:00 [ (Ll Fiom To Enable | [gimaotn | o [8Juzm0 Customer Care
R - ) Mon o700 =) [1300 = Emsil
® {3 Configuration Tims & Travel Constraints : StatDate | Time| EndDate | Time -~ New Accounts
Transition Time [mins] filES ve (0700 o (1900 % QJun 2010 0700 9Jun 2010 1900
o Wed [prg = = 10Jun 2010 0700 10Jun 2070 19.00 Activity Set
Min. Activity Gap Before (mins) | 0/% 0700 G| 1500 & 1dun 2010 0700 11 Jun 2010 1300
A ~ Thu [oro &) [18m0 2 14Jun 2010 0700 14Jun 2010 1300 Email
Min. Activi Giap After (mins) 0 154un2010 0700 15Jun2010 1300 L Eme
Tesiner Tavel [ Fio loron 2 (19 & 16Jun 2010 0700 16Jun 2010 1300 v Meals
S&t o0 ) 13m0
Performance Canstraints B = om0 = BuliDates | [ Excluge. | [Search =) [T 36Min Mesl
Coversge Tolerance [psoplel | 50/ — - Fictriewe fresh data from WM [ Weal
Sub Menu . — Breaks
i [ select All 3 Delete... = Refresh [l Export
Training Aequest: 4 [ Break 1
1 Ap 2003 - Exceptions Legend: D] bk 2
() Pending 4pp 7 omeAl Missing
=@ Active
% rEJIaCk':;? Master Schedule (0) ) Soanarios (0]
ewi
3 Mew Mot ErdDats| ] Room| Mex Sests| & Traine 5 Evplgss D) 8 Users| Habended | B Complsted | 3 Mamefs] G Escep
T Mew Pros
T Mew T
@ Reservin
- Completsd
w0 Rejected
< >
s Preferences = 0 Item(s) < >
<+ Blackbeny Felrainin| [ Foorm ] e Fmozna
Scenario tab
= | Training Plan 1 > Event 1 - [Schedule Event] ™[=1[x
Main Menu Event 1
== Training Manage; Duration [hh:mm] 00-30 = [] Duration includes Lunch Break  Riepeat Days 1% HMin. Group Size 1(2]  Max Group Size | 102 =]
L] Training Fieq =
“é Meetings Training Time Shats Intermuptable Activities
5 Resoues Resouces| Optimised | Manusl B Modssto v
=7 Scheduler
Activit
I J_Bane?: Dptimised Search lgorithm Template T ctivity
] User Exel
& T,ainﬁg Manage Monday - Friday 07:00- 1300 |+ @ From To Enable | g 2010 |t [3Jurzmo Customer Care
o WFM . . o7.00 (& [1200 (2 i
®-38% Configuation Tims & Travel Constraints ' StatDate | Time | EndDate | Time ~ New Accounts
Transition Time (mins] oEy | e [oroo & 1800 @ 9Jun2010 0700 3Jun2010 1300
) ) wed [prg = = 1002010 0700 10Jun 2070 1300 Activity Set
Min. Activty Gap Before (mins) | 0 0700 G| 1500 & TJun 2010 0700 11 Jun 2010 1300
~ T [grop &) [1g00 = T4l 2010 0700 14Jun 2010 130 o
Min. Activity Gap Alter (mins] ofgl | 154un 2010 0700 15Jun 2010 1300 (] Emal
Traner Travel [ Fi [oroo iz [1300 2 16U 2010 0700 16Jun 2110 1900 v Meals
Sat [ozo0 (2 [1900 (2
Performance Constraints o Buid Dates... | [ Exclude.. | [Search =] [ 36 Minbleat
Coverage Tolerance [people) [ 5072 * = Reetrive frech data from WM [ Meal
Sub Meru . — Breaks
i ] select Al J€ Delete.., &' Refresh [l Export
= F1 Training Feques J
T [ Break 1
£ 1 Apr20na - Exceptions Lagend - O Eresk 2
= () Pending 4pp e

= @ Active

o Elackber
Hh Mew Ph
T New Mot
T New Pros
T New T

1 Reservin
% @ Completed
+ @ Rejected

§ G Preferences ~

=7 OK. [and Master]

Master Schedul

<

=] Somesll Missing [and Master]

] Somesal Missing [Master DK)

A StatDale 3 Scenario 3] Room Max Seals (3 Traner ¢ EmplopeelD| #Users| #Altended | # Compld
Training Plan 1 > Event 1
Ef 9Jun 2010 0700 9.Jun20007:30  2010Wesks?1-24  cNones <Nones 10 i 0
qﬂ]Jun 201008:30 10 Jun 20000900 2010°weeks21-24  <Monex <Mone> 10 o 1)
qﬂ Jun 20101315 11 Jun 20101345 2010-wWeeks21-24  <None> <Mone> 10 o 1) v

Item(s)

— ~ Ready

[ Comrlation € ram?‘

Select to view Completion

A Training Manager

The Optimised Searches are finished,

Close

10 20:42

Status Report here
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The Completion Status Report can be viewed at this stage to see how successful Genesys Training

Manager has been in scheduling any training sessions.

In this example it clearly identifies that the results are for the Scenario.

Main Menu

= = Training Manager
0 [T Tralning Fieqt

=

Event 1

| Training PloerT > Evext 1 - [Completion Status]

(JEs

Duration [hh:

Master Schedule\ Soenarios

Statistics for this Event

; # Scheduled 75 =
(7] Meetig: Traning Time [ ™ iiles
* ﬁ Resorees | sees 40,60 D B # Unscheduled v
=77 Scheduler 0 80 0,
[T Date Exc Optimized 93.8 A’
FL] User Exel
= Training Manager Menday e
= WM .
g 2"3 Canfiguration Time &| - Training Session Filters nts
Transiti
lter ;
b Start Date End Date
Min. Ac
" [] Enable Status Filter
rainer
& Fefresh
Perfory
Covera
Columns
Sub Menu —
= ] Tranng Foquest i Ly Select Al | Location Team Site Business Unit
£]1Ap2003-0  Exceptions
c Pending Appr £ OK fand|| | First Name LastM.. | Emplopes |D ool Location & Team B Sitel & Business Unit W Training Request| I Cl~
=@ Active B bel Perunui  U_8250_Simulstor Warington  Team3  Modesta  First Direct Nationsl Bark  Blackbeny Retraining  BEATOD
U Blackberr | \tastar heal| | B Amy Reicher  U_8343 Simulator ‘warinaton Team3 Modesta  First Ditect Nationsl Bark  Blackbeny Retrsining  BERTO0
8 zEW ';’"E [ Jay 1_8306_Simulator  Wwariington Team1 Modesto  First Direct Mational Bank  Blackbeny Retiaining  BERTO0
% NEWPD Training P! Andrew Faust U_7004_Simulator | Wwarington Team1 Modests  First Direct Wational Bark | Blackbeny Rettaining | BBATO0
0 N:a T’;; Ef arn Lason  U_8224_Simulalor Waringlon  Team 1 Modesta  First Direct National Bark  Blackbeny Rieraining  BERTON
SR B auunzmd | B Bandi Neal U_8232_Simulator ‘Wartington  Team 1 Modests  First Direct Nations| Bank | Blackbeny Retiaiing  BERTO0
@t ‘Eie:;‘”ﬂ & 10.un 201 Bon Lin 112977 Simdater Wastowtcs | Tamm 1 Modacte, | Fiet et M ationsl Banb | Rlacbhanm Rarsinine RERTAALY.
+ amplste: = 5
w0 Rejected EF 11 Jun 201
< | Espott
} G preferences - 9 Itemis) 80 Item(s) >
— - Ready [ Comoitenl o] teooamas

To publish the training sessions into the Genesys Scenario select the training sessions and then right

click for ‘Genesys WFM’ and then ’Publish’

Once the training sessions have been published the flags at the left hand side of the training sessions

will change color.

Note: Committing to Genesys WFM in the Scenario tab will only commit to the Genesys
Scenario.
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Main Menu

= Training Manage

= Training Plan 1 > Event 1 - [Schedule Event]

N [=1[%

Event 1

Duration [hkzmem) [] Duration includes Lunch Break. Fiepeat Days

§ G Preferences

Feady

2 =] =] Min. Group Size 1[2]  Max GroupSize | 1002
; 00:30 5 i & &
« [ Training Fieq
@ Mestings Trairing Time Slats
g g Rssouioss Resources | Optimised | Warual
= Scheduler
% Ealaéx: Optimised Search Algorithm Template Training Windos
ser Exel
% < Trciing Manage Monday - Fiday 07:00 - 12.00 [~ [1d] Fiom To [Flmzmo | [3duz00
sz WM B P 07.00 (2 1900 (2
®-38% Configuration Tims & Travel Constraints : : = StatDate | Time | EndDate | Time A
o) o (OO D B [sdy, 08 s,
. . o wled 3 -~ [Fs un | un 3
Min. Activty Giap Before (mins] | 01 0700 &) 1900 & Mdun 2010 0700 11 Jun 2010 1300
Thu  [g7.00 =) [19.00 = 14Jun 2010 07:00 14Jun 2010 1300
Mir. Activity Gap After (mins] 0% - = = 15Jun 2010 07:00 15Jun2010 13:00
i - - . :
Trainer Travel [[] 0700 &) 1300 & 18Jun 2010 U700 18.un 2010 1300 >
Sat - gzoo (2] [1900 (2
Performance Constraints . ! L Buld Dates.. | [ Exclude.. | [Search =]
un (o700 &) [1900 2
Coverage Tolerance [people] | 6012 Fietiieve fresh data from WM
Bl ot
Sub M =
ub Hen i ) select All J€ Delete,, &' Refresh [l Export
=[] Training Request:
] 1 4pr 2009 - Exceptions Legend -
Pending App £ OK [and Master] = OK (Some/All Missing in Master] & Same/All Missing (and Master] = Some/Al Missing (Master OK)
Agtive
Lo E‘aﬂk_‘;i' Master Scheduls [0)| Scenarios (3)
% N:x IMnt ™ stat Date End Date Seenario @] Rooml Maw Seats| 4% Trainer % Employee D] #Users| ¥ Attended | # Comple s
1} Wew Pro Training Plan 1 > Event 1
| A——
1 Reservin ——— 5 Fublish... 1 <None> 10 a a
= (@ Completed R ——— <None> 10 i i
& Fiejected L O : = Femove. . <Mone> 10 ] ] =
S@ Delete... >

3 Item(s)

Completion Statu;

=

Interuptable Activities
[E Madesto v

Activity

Customer Care
Email

New Accounts
Activity Set
[ E-mail
Meals

[ 36Min Meal
[ Meal

Breaks

[ Break1
[ Break 2

Close

200 20:45

Once the training sessions have been published to the Scenario, there is an option to remove the
training sessions without deleting them by selecting ‘Remove’.
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To copy the training sessions across to the Genesys Training Manager Master Schedule for publishing

into the Genesys WFM Master Schedule again select the training sessions and then ‘Copy to Master

Schedule’.

Main Menu

“| Training Plan 1 > Event 1 - [Schedule Event]

Bk

Event 1

Duration (hh:mm)

=)= Training Manager 00:302 [[] Dwiation includes Lunch Break.  Repeat Daps = Min. Group Size 16 Max. Group Size RITES =
-] Training Req M
] Meetings Trairing Time Slats Interruptable Activities
i
Yog Ee:D;’C‘ES Resources | Optimised | Manual [ Modesta
=] Scheduler
- ) Activil
) B:: EE:; Dptimised Search Algorithm Template T civity
il
%= Training Manager Manday - Fiday 07001300 _[v] (] Fram T [Bhn2010_ | o [3duz0i0 Customer Care
= W i i 0700 (2] 1300 mail
% {5 Configuration Time & Travel Constraints T StatDate | Time | EndDate | Time - o Aocounts
Transition Time [mins] = ve 0700 i 1900 Qun 200 0700 SJun 2010 1200
N | yed - 10Jun 200 0700 1MJun 2010 1300 Activity Set
Min. Activiy Giap Before fmins] | 0/% 0700 G| 1300 & Tdun 2010 0700 11.Jun 2010 1300
. = | T [g7o0 & [13m0 2 14Jun 2010 0700 14Jun 2010 1300 Eomail
EinbleivGaeiclln ] [ 15.un 2010 0700 15.Jun 2010 1300 L Eme
Traines Travel [ Fi [ozon ) [19:00 3 16 Jun 2010 0700 1Jun 2010 1300 ™ Meals
Sat [o7o0 (2] 1500
; =) | B Dstes Exchude Search —
P——— oImE e ) { T -
Coverags Tolerance [peaple) | 50/% Pletrierve frssh dats from P [ Meal
©bio Chentee
Sub M . Braaks
b . Ffm i [) Select Al 3¢ Delete... = Refrash [ Export
= 71 Training Remuest O] ekt
4] 1 Ap 2003 - ExceptionsLegend: ] o2
104
* 8 Pending &ppt| £ OK (and Master] £ OK. [Some/#ll Missing in Master] £ Some/bll Missing [and Master) = Some/All Missing (Master OK)
= Active
L<] PEJ'GC“_‘;IE; Master Schedule (0| Seenarios (9]
% Hon ol |3 start Date End Date Scenarin 5] Room Mas Sests| 4 Trainel (5 Evplopes D] Blssrs| #Attsndsd | H Compl &
2} New Pro Training Plan 1 > Event 1
B Mew T — I
o Riesarvin B N <Nane>. <Nonex 10 0 ]
%@ Completed 1 0dun M0 4 <Mones <M n 0 n
- @) Rejected 711 dun 2010 Copy to Master Schedul 4 <Moner <Here n 0 n =
& S@ Delete. . 2
i iPreferences + 9 Teem(s) < >
Ready [ Completion Status | [ o | [rewoames

The training sessions will then be visible in the Master Schedule tab only after clicking on the tab.

= “| Training Plan 1 » Event 1 - [Schedule Fvent] o
Main Menu Event 1
== Tiaining Manager Duration (hk:rmm) 00:30 = [] Duration includes Lunch Breakk  Repeat Days 13 Min. Group Size: 1/ Max Group Size 10} =]
-] Trairing Req S S
] Meetings Training Time Slots Interuptable Activities
i
g g Resurces Resources | Optimised | Manual [ Modesta &
= [7] Scheduler _
Activil
| B:: E:ﬁ Optimised Search Algorthm Template — ”
L
% Training Manage Monday - Fiiday 07:00- 1500 || (A A5 B Enad | [qun20i0 | 1o [3u2010
B e WM : ! o7 2] (1900 2
% & Conliguration Time & Travel Constraints - - StatDate | Time| ErdDate | Time B
Transition Tims [miris] ) Tve o |oron (2] 1300 (2 Uun 20010 0700 SJun2000 1300
Wed - = 10Jun 2010 0700 10Jun 2010 13:00 Activity Set
Min. Activity Gap Befare [mins] a 0700 Gl 1300 & 11 Jun 2010 0700 11 Jun 2010 13:00 v
- = T [ozon ) [aon 2 14Jun 200 0700 14Jun2010 19.00 o
Min. &ctivity Gap After (mins) |, = = 15402010 0700 154un 2010 1300 0 Emai
Trainer Travel [ o 90 &) 1300 &5 - 16 Jun 2 0 18Jun2010 1300 [ Meals
st [oroo & 1200 2] -
Performance Constraints B .C e O BuildDates.. | [ Excluds. | [Search = [ 35Hin Meal
Coverage Tolerance [people] s Retrieve fresh data from 'WFM [ Mesl
2 | ot crrsnne
SubM f Breaks
! . Ffm i [ Select sl 3¢ Delete... = Refresh | Export
Tralning Fequest [ Bresk 1
)1 g 2009 - Exceptions Legend :
[] Bresk 2
@D Perdng Appil £ 0K £7 Some/#ll Missing
=) Active
0 Blackben Y¢S cenarios [3)
1 Mew Ph ; . .
o nenmet] | T Dale | EndDate ] Foom Man Seats| /3 Trainer| &3 Employee Dl #Users| #Attended| #Completed| & Namel{#
o New Pro Training Plan 1 > Event 1
o Mew Tal
0} Reserving] | B SJun 20100700 Sun 20100730 <Hones <None> 10 i i Ciystal Fiamos
- Completed B 10Jun 2010 08:30 10Jun 2M0 000 <Hone> <Nanes 10 i i Celeste Murmp
=@ Rejected B 11 Jun 201315 11Jun 2M013:45 <Hone> <Nane> 10 i i A Larsan, B[¥
<
i aPreferences - 9 Item(s) < >
=+ Ready Completion Statu oK
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To commit the training session into Genesys WFM Master Schedule select the training sessions and then
right click ‘Genesys WFM’ and then ‘Publish’.

The same option is available to remove the training sessions in Genesys WFM without deleting them by
selecting ‘Genesys WFM’ and then ‘Remove’.

L Training Plan 1 > Event 1 - [Schedule Event]

(B][=1%]

Wi Menu Event 1
= Training Manage Duration [hbmm) 00:30 2 [[] Duration includes Lunch Bresk  Repeat Days = Min. Group Size 172]  Max GroupSize | 10/2 =]
-] Training Req M i i i
7] Meetnge Training Time Slats Intermuptable Activilies
f & Rssources Resouces| Optmised | Manual 5] Modssto v
S Soheduler
Activily
=N Bateéx: Optimized Search Algorithm Template Training Window clivity
[ Wser Exed
% = Training Manage Monday - Fiday 07:00-12:00 || (1] (3¢] Fiom To Enable | [gimaotn | o [8Juzm0 Customer Care
= WM q ] Mon  [o7.00 3] (1300 = Emai
® {3 Configuration Tims & Travel Constraints : StatDate | Time| EndDate | Time ~ New Accounts
Transition Time [mins] oy | (0700 B 1900 Qun 2010 0700 GJun 2010 1300
o = wed gpop = = 10Jun 2010 0700 10Jun 2070 1900 Activity Set
Min. Activity Gap Before (mins) | 0/% 0700 &) 1300 & 11 Jun 2010 0700 11 Jun 2070 15.00
A ~ T [oroo &) (1800 2 14Jun 2010 0700 14Jun 2010 1300 Email
Min. Activi Giap After (mins) ] : . 154un2010 0700 15Jun2010 1300 L Eme
Tesiner Tavel [ Fio oron & (19 2] 16Jun 2010 0700 16Jun 2010 1300 v Meals
Sat lpzoo 2 1300 2
Performance Constraints T — 500 — Buld Dates. | [ Exclude ] [search =] ] 36:Min Mesl
Coversge Tolerance [psoplel | 50(2] - . Rictiove fresh data fiom WFH [ Mesl
2
Sub M . Breaks
o e i [ select All 3 Delete... = Refresh [l Export
= L] Training Aequest: 4
Tra [ Bresk 1
£ 1 Ap 2003 - Exceptions Legend: D] bk 2
() Pending 4pp £ 0K ] Somesal Missing
=@ Active
% Blackber| | Master Schedule (3] | Scenarins (9]
Mew iPh
% Newmot| | StenDste | EndDate ] Rooml Mex Sests| & Traine 5 Erplyss D HUsers| H Atterded | B Complsted | 2 Namel|#]
T Mew Pros Training Plan 1 > Event 1
0 New Tail| |
1 Reserving| | RS s T <M 0 0 i Crystal Ramos
- Completed an) = 7‘ =j Pubish... <None> 10 i i Celeste Mump
= (@ Rejected 710 38 Delet=... <MNone> 10 0 ] Ann Larson, B/ |
< >
i sRreferences - 9 Item(s) < 5 [ Do |
=+ Ready [ Completion Stas.. [ og_ | |p201020:48

Once the training session have been committed into the Genesys Training Manager / Genesys Master
Schedule to continue scheduling using the Scenario the training sessions MUST be deleted in the Master
Schedules. Therefore select the Master Schedule training sessions and then’ Delete’.
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To continue using the Training Request directly with the Master Schedule in Genesys WFM then the
Scenario MUST be changed to the Master Schedule in the ‘Resources’ tab.

Main Menu

Event 1

Duration (hh:mm] [] Duration inch

Training Manager 00-30 = roup Size | 10/ =]
Training Requ = = ‘I Chaose Schedule(s)
Meetings Training Tire Slots Intermuphsbles ctivitins
% 2 Resouces T e (Y Chiss the Scheduls(s] that wil be used b ssatch snd book 5 Madesto ”
imised | Manual
=[] Scheduler : ) Use the Master Scheduls Activit
O DateBe | yoiorce Schedule . (] <Multiple Scenarias ) ) y
[ User Excl () Use a Scenario o multiple Scenarios
ey Training Managet = 57 Resownss — Customer Care
e WM % (2], Aberdeen Narme StatDate | EndDats Email
-3F Configuration % anl Alness T8 36757 Mew Accounts
%12l Bangor
4ol Banow 17 ulzmo Activity Set
¥ 4ol Blackbuin
ol Brentnood Right click on the Scenarios and
¥ 4ol Canterbuy
¥ ioh Cardif . , .
5 1, Doneaste select ‘Remove’, and then click
@) Chooss the Schedulels] where the Evert vil b
on the Master Schedule.
St M .
i [ Select &l 3€ Delete... &' Refrash | Export
= [T Training Riequest T oea
£]14pr2003-0  Exceptions Legend: O Ereck 2
® @ PendngAppt £ 0K 2] Some/all Missing Senarios =
= @ Active © Sart by Descending Date () Sart Alphabeticaly
% E‘ackl;i" Master Schedule (3] | Scenarios (9)
e P ;
0 Howtat | [ StatDaste | EndDate & Fo ] | gaddScenao 4 & NamelA
th Mew Froc Training Flan 1> Event 1 Start Date | |
T Mew Taril
08 Reserving | B 90un 20100700 9Jun 201007:30  <Hones EndDate | | Cipstal Ramos
= () Completed B 100un 2010 0530 10,un 2010 0900 <Nones Celeste Mump
©-@ Rejected EF 11.Jun 20101215 11Jun 20101345 <Nans> Anin Larson, BY
<
i GPreferences + 9 Ttem(s) = 5
[ Comletion Status_| [ oe, | temoens
Main Menu Event 1
=== Training Manager Duration [kh:mem) 00:30 = [ Duration inclugesLunch Bresk  Beneat Dau 10 bin_Groun Size: 1=l Max Group Size 10/ 4
# [ Training Req: — /| Choase Schedule(s)
“é Meetings Trairing Time Slotz Interruptable Activities
522 ?E:.D:mles Fosouces | Optniced | Mol Chosse the Scheduels] that wil be used 1o search and back g Modesto "
=7 Scheduler
! ®fise e Masier Schedue —
I DateExc | wiokforoe Schedbie: [ .| <Multiple Scenarios; Activity
User Exel 3 Use 5 Soanans .
== Training Manager = ;g Resources
- WM - Jal Aberdeen Name H
B Corfigution o s Then click on the Master
+ r.ui Bangor { 7
8- e Schedule and select ‘OK’ to save.
#-/al Blackbumn
Ll Brentwood
Lo Cantetbury
Lol Cardif
-4l Doncaster T
@) Chooss the Schedulels] where the Event will b [ Meal
Sub Meru — Breaks
) select All 3¢ Delete... &' Refresh [l Export
= 1 Trsining Fequest " [ O Break 1
£]14pr2003-  Exceptions Legend: O Brosk 2
A el
= @ Pending Appr £ 0K 2] SomesAl Missing Seenaios
= @ Active ) Sont by Descending Dats (5 Sont Alphabstically
% E‘c‘mkgi" Master Schedule (3] | Scenarios (3)
ew Phe - -
0 Newhot | [} StaDste | EndDate & Ao el A Sc00200 d & Namefln
T Mew Proc Training Plan 1 > Event 1 Start Dale | |
T Mew Taril
0 Reserving | Ef 90un 20100700 34un 20100730 <Hone> EndDate | | Ciystal Ramas
= () Completed EF10Jun 20100530 10.Jun 20100800 <Nane> Celeste Mump
= @) Rejected EF11Jun 20101315 11.Jun 20101345 <Mone> A Larson, B[¥
<
: . ;Preferences + 3 Item(s) 3 >
Rissy FEY— | tevinznE
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AND delete any training session in Scenario tab.

tain Menu

% SkillsPlannes
[ Training
1] Mesting

g & Resour
= Sehedul
[T Date

[ Use

i ShilsPortal
& Genesys Wi
{84 Configuratiof
£ System

e

Sub Menu

= [ Training Rie
1 dpr 2
Fending
Active
1 Bla
T He
T He
o He
0 Res
Complet
Riejecte

§ G Preferences ~

(¢ Training Plan 1 > Event 1 - [Schedule Event]

Joks

Event 1

Duration [hh:mm] [] Duration includes Lunch Break.

00:30 (3

Fepeat Days

1 Min. Group Size

10 Max. Group Size

==

~ Ready

Complation Staty

Training Time Siots Interuptable Activities
Resources | Optimised | panual
Opimisd Seach A Tersl Trsning Widon Right click on the Scenarios and
Monday - Fiday 07.00- 1300 [~ (1] Fiom To 9 dum 200 o [30] . ) .
Tine & Travel Constraints g = T woon e 500l S€lect ‘Remove’, and then click
. . . ! ue 07:00 = 1900 &
Transition Time (mins) T 63 Sin200 0700 SJung
o . 2| wet (o0 B [sm B mmzo o il - ON the Master Schedule.
Min. Activity Gap Before (mins) 0] e 11Jun 2010 0700 11Jun
- ) = T [gron 2] [1sm0 12un 2010 0700 12.Jun
Min. Activity Gap After (mins) o i : 13Jun 2010 07.00 13Jun 2010 1900 =
oro0 2 [19m 2 14Jun 2010 0700 14Jun 2010 1500
MEGIER] [ 15un 2010 0700 16Jun 2010 1800 Meals
sat - -
Pert Comstraint. 07.00 5 1900 & 16Jun2010 07:00 16Jun2010 1300
erlormance Lonstraints Sw o700 = [19m = 17Jun2010 07:00 17Jun2010 1300 v [ 364in Meal
Coverage Tolsrance (people] s0/2] [ Meal
e Build Dates. Exchide.. | [Search —
Masimum Team Offine (%) o0 ooking Sustesy : b0t (mEctcu] (Bochams] Breaks
Fiandomy Distribute [Mavinise Gro. | v Petriswe hash dats from Gensys WFM
[ Bresk 1
§ [ select Ml 3 Delsts. & Refresh [ Export | [ Bresk 2
ExceptionsLsgend -
] 0K and Master] = OK (Some/dll Missingin Master] £ Some/All Missing (and Master) = Some/4ll Missing (Master 0K)
Master Schedle (8| 5oz
™ statDats End Dats Seenatio & Room| Max Seat .. .
Training Plan 1 > EvarT Delete the training sessions
" FBun 2010 0RO Sl 2010 07:30 78 <Hone> Horer T T T
B0 20101115 LR Z00Wecks2528  <hone <Moner 0 0 0 2
< >
A . :

2110
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Manual Scheduling

This option is available in Genesys Training Manager however we see the usage being very limited if at

all and would recommend that the ‘Optimization Algorithm Template’ be used.

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.

| Training Plan 1 / Event 1 - [Schedule Event] (=<
Event 1
Diuration [hh: mmm) 01:00 (]| [] Duration includes Lunch Break Fepeat Days = Min. Group Size 1/2]  Max Group Size = =]
Training Time Slots Interuptable Activities
Resources | Optimised | Manual [El Modesta et
Start Date: | «= |19 Jun 2009 v = Performance D ata Activity
Site [E Madesta v Customer Care
Email
Start Time | End| # Users Mew Accounts
Activity Set
[ E-mail
Meals
[ 36-Hin Meal
=] Show Detal._ O Meal
©) Find slots manually for Training defivery. Breaks
[ Break 1
Training Seszions [ Break 2

E_‘]Select all 3¢ Delste... & Refresh [ Export...
fq_ Start Date) End Date | Schedule/Scenario §d Foom| ¢% Trainer #Users| #Attended| #Completed| &% Exception

Completion Status. ..

Ready
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Select ‘Manual’ from the tabs available and the ‘Training Time Slots’” window will change as per the

example below.

*| Scheduler

BE[X]

Ewent Details

Mame :

Druration [hh:mm] Days

T

01:00 2

Training Time Slots

10 Feb 2009

=

Start Time | End | # Users

Training Plan:

Min. Group Size |2 -

E Modesta

Specify the date to
search

Training Sessions

i) X |2

Max. Group Size |10 =

Training ‘windaw

[] Covrse Duration includes

F:, Start Datel End Date | Schedule/Scenario

& Trainer # Users

§J Fioom

# Attended

H#Completed

& Exception

Activity

Customer Care
Email
Mew Accounts

Activity Set
1 E-mail
Meals

[ 36-Min Meal
[ Meal

Breaks

[ Break 1
Break 2

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 and this can be amended if required.

In the ‘Interruptible Activities’ window the activities still need to be selected that the application can

schedule training into and in the ‘Performance Data’ window the’ Site’ or ‘Scheduling Pot’ needs to be

selected.

The date to search for users who fit the training criteria needs to be specified from the calendar pull

down box and then select ‘Searc

h.
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Genesys Training Manager will present the time slots which fit the criteria in the training request.

By highlighting one of the time slots and selecting ‘More’ this will provide the performance data for that

time slot.

As each training time slot has associated performance data this allows the Administrator to view each

time slot before making an informed decision when to schedule training.

= (- Training Plan 1 > Event 1 - [Schedule Event] (=
Main Menu Event 1
= Training Manage; Duration [hh:mm] 00:30 2 [] Duration includes Lunch Break  Repeat Days 1% Min. Group Size 1f2]  Max Group Size | 102 =]
& [ Training Req —=
@ Mestings Training Time Slats Interuptable Activiies
®q g Fesouces Resources | Optimised | Manual (& Modesto R
= 7| Scheduler —
Stat Date: | o= |01 Aug 2010 [w] = Pertarmance Data Activity
H Igh | Ight time [sie [ Modesto v WCoverage M Statfing Cals Customer Care
. Ernail
slot fatt Time | End | H Users ) 60 Mew Accounts
Activity Set
[ E-mai
4 11:00
1118 1148 10 i HMeals
Show Al [ Spow Detail
I show [ 35Min Meal
@) Find slots manualy for Training delivery. Manual searches ignare all Time & Travel Constiaints, Perfomance Constiaints and [ Meal
Sub M e — Breaks
b e — i [ select All J€ Delete,. &' Refresh [ Export
= [T Training Request: J [ Bresk 1
7 1 fipr 2009 - Exceptions Legend : [ Break 2
e ¢ Pending App £ OK [and Master] =] DK [Sems/dll Missing in Master] £ Some4ll Missing [and Master] =] Some/all Missing [Masy
= @ Active
Y] E‘Eﬂk‘;:' Master Schedule ()| Seenarios (1]
g N:x 'Mut ™ StatDate| EndDate| Scenaio| @[] Room| Max Seats| 3 Trainer ¢ EmployeelD| #Useis| #ffiended| #Completed & Mamelsl &
1 Mew Pro
I New Tai
1} Reservin
% @ Completed
= @ Rejected
< [>
Preferences ~ 0 Items) < >
v Ready [ Famnlefion Stats | [T AT
= =
Main Menu Event 1
== Training Manager Duration [hh:mm] 00-30 = [] Duration includes Lunch Break  Rgheat Daps 10 Min. Group Size 12 Max GroupSize | 10/ =
-] Training Requ -
[ Meetings Training Time Slots Intermuptable Activitizs
ot Foontes | o o]  Poformance Dta E | 5
= (7] Soheduler Dale/Time Coverage | Staffing Cale. | Diff. Cale. | Staffing Freq. | Dif. Fieq, | Service Level  ASA —
Activi
% Ba'a?ﬁl StanDale: | = | 01 Aug 20| Ay S T8 17 2 i i ® 244 2
ser Excl
L T Mol | 5t @ Modesto 1 dug 2010 11:00 180 2 [] 180 kL] 3 stormet Care
WM mail
A Start Time | End | fUsae e oo
@015 1045 10 Activity Set
@130 1100 10
@145 1115 10 O E-mail
@100 1130 10
1R 11as 10 Heals
Show Al
|JJEiEm [ 36Min Meal
@) Find slots manualy for [ Meal
Sub M = Breaks
! . e i [ Select il 3 Delete.., =
= { Training Request: Sy [ Break 1
2] 1.4pr2009- 2 Exceptions Legend: 0 Broak 2
rea
Perding Appr £ DK {and Master) J 0K,
= @ dotive
L<] E‘EE“:” Master Scheduls [0) | Seenarios
% Moo | PR StatDale EndDale
1 New Proc
T New Taril
T Reserving
Campleted Expott
Rejected =
< >
3Preferences ~ 0 Item(s) < >
= Ready Comoletion Statie 0K t201021.01
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To schedule training, double click on the time slot and the ‘Training Session’ window appears. This lists

the agents available, the date and the time of the session.

Ewent Details

Mame :

Diuration [hh:mm)

Trainitg Time Slot:

Resources

Training Seszions

DX2

Training Plan:

Training Window

(| Training Session

Ol pting

Start Time | End
[V REIIE e urd
@oton  ozo
@or1s 021
@otan 023
@045 024
@ozoo 030
@ozi5 03
@oza0 023
@oz4s 024
A Am e e
[] Shaw &l

r:n! Start Date

Dietails
Ewent: Room:
Training Flan: Trairer:
Start Date: End Date:
In Training S ession - *Bold = Not Saved Mot In Training Session
First Mame | Last Mame | Employee D First Mame LastM... Emplovee 1D )
& Enej Pelletier U_8249_ Simulator &Abel Penunuri - 1J_8250_Simulator
S Kim  Lewis KLewis £ Amy Jay U_B30B_Simulator
S linda Perez U_8252_Simulator & amp Reicher  U_8349_Simulator
& Lydia HRamirez U_8264 Simulator &Andrew Faust U_7004_Simulator
& Lynne Suzanne U_8304 Simulator & Ann Larzon U_8224_ Sirulatar
& Shery  Lynn U_8305_Simulator S Bandi Meal 1J_8232_Simulator
A Stan  Goldman  U_B006_Simulator £5Ben Lin U_8227_Simulator
&5 Brian Chen U_7002_Simulator
& Candi Stolpe U_8329 Simulator
3 Cassandra Poorman 1_8258_ Simulator
& Celeste Muriphrey  1J_8230_Simulator
& Crygtal Fiamos U_8265_Simulator
& Debra Proctor U_8262_Simulator
£% Diana Dlsan U_8241_Simulator
& Dick Clarkzon U_8353 Simulator
& E duardo Garcia EGarcia
& Elenizon Olzan U_8242_ Sirulatar
& Fertizha Famero U_8285_ Simulator -
- - T .
Commit automatically to Genesps 7.5 [ 0K ] [ Carcel ]

Activities

er Care

counts

Get

eal

Completion Status...
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To include a trainer and / or a room, use the ‘Trainer’ or ‘Room’ selection icon

Room and Trainer icons

Ewvent D etailz

Mame :

Druration [hb:mm) al|

Training Plan:

Training window

Details
Training Time Slots Event: . = Activities
i Choose Room = e
Resources | Optin Training Plan: = g@. hd
Start Date: ) active (O Inactive L
Start Time | End pr Care
[CE T R VI ) 5 .'_n.'. Plyrmauth ~
@000 020 InTrainingSession-*Bold = 4ol Portadown B | scounts
@o1s oz . - {a) Rugby
@ora; 023 First Mame | LastMame | Em %41 Sheffield th... | Employee D | Get
OU1'45 o4 &Enei Pelletier U_ 5 .'_u.'. Shrewshury unun J_8250_Simulatar
@ D2:DD 03:0 & Kim Lewis KL -, Skelmersdale 1J_B306_Simulatar
. . & Linda Perez u_ #-/-1 Stoke cher U_8349 Simulatar
@oz15 031 =
) S lydia  Ramirez  U_ + ml. Sunderland 5t U_7004_Sirnulatar
Qo 033 & Lynne Suzanne U_ + .-.u.'. Thurso ) U_8224_ Simulatar el
902;45 034 | A Shenry Lynn u_| + ml, Truro Bl 10_8232_Simulator
& Stan  Goldman U_| =4a Wartington 1J_8227_Simulator
_J Bl [7148]] BAE Warington 2 bn L7002 Simulaton
= : [ BRE Wartington 3 e U_8328 Simulstor
.Tralnlng SEsIETE [1g] BiE Warr?ngton 3 man U_B258 Simulator
e A= Eﬁ] giit’g;r:’:gm_n?t 10 mphrey  U_8230_Simulator
Y Siart Date EJ an!ng on 03 U_8265_Simulator
iR, [J&| CSALES Waringtan 4 .
. chor U_8262_Simulatar
DEJ CSALES Warrington 6 U_8241_S' Lot
(1] CSALES Warington 8 " —oetl_simator
Dﬁj CSALES Waringtan = k.son U_835.3_S|mulat0r
S = [rcia EGarcia
l [ Cancel ] oh U_8242_Simulator
— ero U_8285_Simulator],,
( B — .>
Commit automatically to Genesys 7.5 [ ] [ Cancel
Il
Completion 5 tatus. . 0K
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Once the trainer and /or room has been selected, ‘OK’.

(7| Training Session

A= X

Employee 1D
U_8250_Simulator
_8306_Simulatar
1_8349 Simulator
U_7004_Simulator
U_8224 Simulator
_8232 Simulator
U_8227_Simulator
U_7002_Simulator
_8329 Simulator
_8258_Simulator
11_8230 Simulator
_8265 Simulator
U_8262_Simulator
11_82471_Simulator
_8353_Simulator

I1_8242 Simulator

»

D etailz
Event: Foamm:
Training Plan: Trainer:
Start Date: End Date:
In Training Sezsion - *Bold=Mot 5aved Mat In Training Seszion
First Mame | Last Mame | Employes (D First Mame LaztM...
¢ Eneji  Pelletier  U_8249_Simulator 3% Abel PenunLi
& Kim Lewis KlLewis & Ay Jay
& Linda Perez U_8252 Simulator B:. Amy Reicher
& Lydia Ramirez U_8264_Simulator .E:. Andrew Faust
& Lynne Suzanne U_8304_Simulator & Ann Larzon
& Sherry Lynn U_8305_ Simulator Eg B andi Meal
¢ Stan  Goldman U_GO06_Simulator £ Ben Lin
& Brian Chen
&% Candi Stolpe
.E:. Cazszandra FPoorman
& Celeste Murnphrey
Eg Crpstal Ramos
& Debra Praoctar
Once completed, £ Diana Olson
select OK .E:. Drick I:Iark.su:un .
& Eduardo Garcia EGarcia
rizon Qlzon
.E:. Fertizh Ramero
- — " -
<
Commit automatically to Genesyz 7.5

_8285_Simulator o

LCancel
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The created training session will then be visible in the ‘Training Session” window.

| Scheduler g@

Event Details

Mame : Training Flan: Training *Window to

Duration [kh:mmm) 01-00 (a) Dayz |1 :3: Min. Group Size |2 :3: Max. Group Size 10 :3: [] Course Duration includes Lunch Break

Training Time Slots Interruptable Activities
Fesources | Optimised | Manual B Modesto i)
Start Date: | += |02 Dec 2008 v = Performance D ata Activity
1 Site ] :
Start Time | End | # Users ~ [E Modesto ad Customer Care
Tuesday. 2 December 2008 3 Emal
uesday. £ Uecember B Coverage B Staffing Calc. Hew Accounts
@15 0115 2 10 Activity St
@oo30 30 2 8- | Sy Se
Qs mas 2 N [ E-mail
@00 ozo0 2
@oz00 0400 & Meals
@035 0415 3 )
@o330 0430 4 - [ 36-Min Meal
e T o 215 A 2:30 Ak 245 AM [ Meal
[ Show &l
Breaks
Training Sezzions [ Break 1
e, A= | | [ Break 2
9 Start Date End Date Schedule/Scenario| & Foom ¢% Trainer| #Users| fAttended| #Completed| Sh E
L -;-,"52 Dec 2008 02:00 2 Dec 2008 03:00  Master Scheduls B&E Wwamington 2 Alyson Bushel 7 0 a Traitifg
<] 3]
Comnlatinn Stahis Tk

Once the training sessions have been created, they can be committed into Genesys WFM to view the

impact on the ‘Coverage’ as per the Optimization Algorithm Template.
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Deleting a Training Request
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 can the training

request then be deleted.

= Training Manager

Fle View Irainng Help

Main Menu . - P
Start | Site Selection | User Selection | Training Plans | Training Events | Training Sessions
= = Training Manager

-] Training Frequests @) Enter various descriptive and key information sbout this Trairing
] Meetings
g o Resources Main Title & Rieferences | Blackbeny Retraining EBRTOO!
=i Scheduler
[ Date Exclusions Training Category [ C8T/eLeaming -
T User Exclusions =
@ Training Manager Fortal Description & Objectives  Supparting training hased on kil gaps idsntified
WM

5
& {53 Configuration

Business Sponsars

Stakeholders
Addtional Notes This hiaining is requited across all areas impacted by the scheduled
Sub Meru marketing activity
= [T Training Requests
4] 1.4p1 2009 - 2 Oct 2010
= Stah
() Pending Approval s Dactive b7
=0 Active
AR Training Manager Fortal Also displaped on the Training Roadmap
@ NE@ Delete Training Request... D

0 Mew Mot tlagiades Dates

14 Mew Froduct Launch [e-learming] Windaw Start Date 09 Jun 2010 ~
T Mew Tarff Launch

# Reserving Rooms & Training Window End Date 03 Jul 2010 ~
@@ Completed
() Rejected Updste Infamation

i ihpreferences -
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Create Meetings

To create a meeting, select ‘Meetings’ from the Main Menu and it is the same process for creating Team

Meetings, Team Huddles & One to Ones.

= Training Manager

[ME)[x]

Ele Wew Iraining Help
Main Menu

5= Training Manager
+ amrmreaREgUE st

ER
= (] Scheduler
[ Date Exclusions
[ User Exclusions
@5 Training Manager Portal
B WM
-3} Configuration

Sub Menu

= 0 Meetings
4ok Bberdeen
1ok Alness
+eb Bangar
1o Bamow
4o Blackburm
2o Brentwood
,_nl Canterbury
2ok Cardiff
1ob Dancaster
4ok Dublin
2oh Dundse
e Enviskillen

§ G Preferences ~

In the Sub Menu a list of the locations will appear. The view can be changed to show the Genesys WFM

database by right clicking on ‘Meetings’ in the Sub Menu.

The view will change in the Sub Menu to present the WFM database as per the example on the next

page.
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= Training Manager

=)

Fle Wew Iraining Help

Main Menu

®

|

)
IS

Training Manager
[ Training Requests

Mestings
Fiesources

= ] Scheduler

[T Date Exclusions
[T User Exclusions
Training Manager Portal
WM

Canf

figuration

Barraw
Blackburn
Brentwood
Canterbury
Cardif
Dioncaster
Dublin
Dundes
Enriskiler

§ G Preferences ~
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Expand the Genesys sites to reveal the associated teams in WFM.

= Training Manager

BEX]

Eile View TIraining Help
Main Menu
== Tiaining Manager
@[] Trairing Requests
] Mestings
[T
w22 Fesouces
= (=] Scheduler
[ Date Exclusions
[] User Exclusions
o Training Manager Portal
o WM
{5 Configuration

-

Sub Menu

= ] Meetings
B & WM

=@ Modesto
& Team 1
& Team 2
& Team 3
# @ Feston
@[3 Cincinnati

i iPreferences -

=& First Direct National Bank

After clicking on one of the teams 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.

Click on ‘New Meeting’ to reveal the step by step meeting template (as per the example on the next

page).

= Training Manager

M|

Ele wew Iraining Help
Main Menu
== Tiaining Manager
% [ Training Requests
[T Meetings
# o Resources
= | Scheduler
I Date Exclusions
I User Exclusions
@ < Tiaining Manager Portal
s WM
-3} Configuration

Sub hMenu

= [T Meetings
o e WM

= @ Modests

®-[E Cincinnati

§ G Preferences -

- First Direct National Bank

Meeting Filters

[] Enable Status Fiter
[] Enable Type Fiter

Shows items needing eritical attention |3 days waming (Only applies to Meetings with Recurrence]

¥ <]+

Show items needing attention soon 10 days warhing (Only applies to Mestings with Recurrence]

Show items needing no attention

[] Gl show tems withaut Next Dates

i New Mesting [ Select Al J€ Delete.., £ Refresh 5NsxtDates... || Optimised Searches...

Status| MainTitle| Typs| Status| @B Team| StatDate| EndDate| NestStstDats| NewtEndDate| Durstion [Minutes)

Recunance | Infarmation

I Expon

|0 eemis)
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Clicking on ‘New Meeting’ presents the step by step meeting template 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 box. There are 3 options —
Team Meeting, Team Huddle & One to One to select from (Team Meeting & Team Huddles

would be selected for group meetings).

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

4. Status —There are 3 options:

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

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

c. Inactive is used so that the meetings no longer appear as active.
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= Training Manager

File Wew Training Help

Main Menu

Training Manager

[ Tiaining Fiequests
[ Meetings

g & Resources

= [:#] Scheduler

[] Date Exclusions

tart | User Selection | Meeting Scheduler

€) Enter vaious descrptve o
Main Titls <New Mestings

Mesting Type

‘workforce Management

S TeTTETen Shout this M

=L User Excluzsions
Training Manager Portal
WiFM
- {83 Configuration

Status

Dates
Start Date

Earligst Start Time
Sub Menu Duration [hhemm)
= [T Mestings

=& First Direct National Bank
=@ Modesto
Eifeani:
& Team 2
& Team 3
@ [E Reston
(& Cincinnati

i Preferences -

Description & Objectives

Attendancs Requirements

Mirimum Percertage of Attendy

(@ Pending Approval

071 Aug 2M0 i
00:00

01:00 %

£ Required

1002

V‘l

e— 2

01Aug 2010 [+
o000 s

nid Time:

Mext > ][

Apply

J [ Cancal

Start | User Selection | Mesting Scheduler | Workforce Management

@) Enter various descriptive and key information about this Meeting.

Main Title Team 1 Monthly Meeting

Mesting Type

3 Team Meeting

T Eam Mesing
A Team Huddie
0ne To One

Description & Obijectives

kept up to date with ary
ld abjectives for the

Status

(@) Pending Approval ~

Dates
Statt Date Z4Map 2010 [ End Date 24Map2010 v
Ealest Start Time 0800 = Latest End Time | 18:00 =
Duration (hhimm) 01:00 2

Atendance Requiements
Minimum Percentage of Attendees Frequired 2

Update Information

Created Manday, 24 May 2010 by GenesysWWFMidema

LastUpdated  Monday, 24 May 2010 by BenesysFhi\demn

Genesys Training Manager — Administrator Guide

Stat | Lser Selection | Meeting \cheduler | Workforoe Management

@) Enler various descriptive and\ey information abaut this Meeting.

Main Title Team \ Monthly Mesting

Meeting Type 43 Tean\Mesting -7

Desciption & Objestives | This monthly meeting is ta ensure that everyone is kept up to date with any

changes anY communicate any specific largels and objectives for the
morth

Shatus

(@ Perding Approval -
T Fending Epproval i
@ Active
Dales (@ Inactive
Start Date 24May 2010 v End Date 24 May 2000 (v
Earlisst Start Time 08:00 = Latest End Time 1800 =
Duralion (hhimrm) 01:00%
Attendance Requirements
Minimum Percentage of Attendees Required nE

Updste Informatian

Created Monday, 24 May 2010 by GenesysWFMidema

Last Updated  Manday, 24 Way 2010 by GenespsFMidema
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5. Start Date — by default the meeting window will be the current date

6. End Date —the end date can be selected by using the drop down box or by clicking on

Training Manager will automatically populate the end date.

7. Enter the earliest start and latest end time that the meeting can happen.

8. Enter the meeting duration.

J which then presents three options to select from. Click on any of the options and Genesys

9. Enter the ‘Minimum Percentage of Attendance Required’; this is the minimum percentage of
team members that the meeting planner can schedule for the meeting to occur.

= Training Manager

= /=3
File Wew Iraining Help
NEZalEY < Start Y | User Selection | Mesting Scheduler | Workows Managsment
S Training Managsr
% [ Training Requests @) Enter various descritive and key information about tis Mesting.
[ Mestings
3 g Resouices Main Tille < Mesting
= ) Scheduler
[ Date Exclusions Meeting Type =
[ User Exclusions
&= Training Manager Portal Desciiption & Objsctives
e WM
@-{8¥ Configuration
Status (@) Pending Approval v
o
Start Date 1 bug 2010 v End Date 0 Aug 2Mm0 V<\
>
E st Stan Time o0 s Latest End Time | D000 = 6. Select the date
Sub Menu Duratiy il S
Ogoo <
= [ Meslngs from a drop down
5 WM
=& First Direct National Bank Attendance Fegaf@ments
= [ Modesta
e Team‘z, ‘ foum Percentage of Attendees Required 100/ <_\
&5 Team 3 ] 0,
48 Pz 9. The minimum % of team
w0 [ Crcinnai
members that the meeting
can be scheduled for.
i GPreferences + ]

Once the ‘Start’ template has been completed, selected either ‘Next’ or the ‘User Selection’ tab.
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In the ‘User Selection’ tab select the team that the meeting is being created for.

In this example Team 1 has been selected.

= Training Manager

BEX]
Ele Wew Iraining Help

tain bMenu

Star User Selection)| Meeting Scheduler || Workioree Management
= Training Manager

=[] Training Requests

©) Choose Sites, Teams and individuals from Workforce Management who will be in this Meeting

[ Meetings
% g Resources [[] Enforce Manager/Team relationships from your Extemal Spstem
%7 Scheduler
@ Training Manager Portal Display Mode | FifFh Sites & Teams 1A
B WM
- {83 Configuration S can WM Sites & Teams
=& First Direct National Bank
=@ Modesto
& <Mone>
# [V]& Team 1 (Location: Warington] (Manager. Gordan Benson)
= []& Team 2 (Location: Warington] {Manager. Nick Robinson)
= []& Team 3 (Location: Warington] {Manager. David Johnson)
@ [ Reston
# [ Cincinnat
Sub Menu
T Meelings
= & WM
=& First Direct National Bank
= [ Modesto
& Team1
& Team2
& Team3
% @ Reston
#-@ Cicinnat

25 Selected

i o prefarences ~
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Once the relevant team has been selected, click on ‘Next’ or select the ‘Meeting Scheduler’ tab.

The meeting scheduler is where the elements of the meeting are defined.

1. Recurrence —selecting ‘Recurrence’ identifies to Genesys Training Manager that the meeting

can be scheduled as recurring and can be ‘rolled forward’ to create future meetings.

= Training Manager [._][i]ﬂ
Fle Wew Training Help
Main Menu
Start | User Selection | Mesting Scheduler | wiarkforce Management
S Training Managst
&[] Training Requests @) Describe when this Mesting will take placs, for how long, and whether it wil reoceur.
LL] Meetings Fieounence — (7] Astive Interruptable Activiies
% 52 Resources
j1 B Modesta
© [ Schedder @it Mo Tuesd, werdnesd
= Training Manager Fartal i O onday [ Tuesday [ wednesdsy Activity ~
s WM O Weekly [ Thusday [JFiday [ Saturday
5
-3¢ Configuration O Monbly [ Sundayp Customer Cars
Email
A recurrence pattemn set to Daily wil iy to book & meeting on every day that is ticked for every week between the Stat Date and End New Accounts
Date
Activily Set
Room Requirements
[ E-mail
() View Active Rooms () View Inactive Rooms
&0 Intermal Meals
#- ([ External
36-Min Meal =
< > |
Sub Menu Siheduling
= [0 Meetings Time Constraints
SwRM _ Rap e — = Warkforce Schedule: [ .| <Master Schedule>
=& First Direct National Bank .
= Modesto Min. Activity Gap After (mirs) 02 Booking Stategy Randomly Distribute ~
& Team1 .
Min. Gap Betwesn Sessions [days] 0
& Team 2 £2 Search =
- R 7 (search =]
%@ Reston Performance Constraints Retrieve fresh data from Wk
%@ Cincinnati Coverage Tolerance [peapls] 0
Y <Previous | [ Mest> | [ Apply ][ Cancel
d

After selecting ‘Recurrence’ the options become ‘Active’.

) Describe when this Meeting will take place, for how lang. and whether it will reaccur

Recumence

) Daily [ Monday [ Tuesday [[] ‘Wednesday
O Weekly [ Thursday  [] Friday [ Saturday
() Manthly [] Sunday

There are three recurrence options available, Daily, Weekly & Monthly.

Daily — a recurrence pattern set to Daily will try to book a meeting on everyday that is ticked (Monday —
Sunday) for every week between the Start and the End date.

Weekly — a recurrence pattern set to Weekly will try to book a meeting once a week on any of the days
that are ticked between the Start and the End date.

Monthly — a recurrence pattern set to Monthly will try to book a meeting once a month on any of the
days that are ticked between the Start and the End date.

After selecting the recurrence pattern, the option is then available to select a Room if this is required.
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Within the ‘Room Requirements’ window is the option to select Rooms against the relevant locations. If
Rooms are required select them by ticking the box at the left hand side.

Within the Scheduling window is the ‘Time Constraints’ options:

1. Min. Activity Gap Before (mins) — this specifies the minimum amount of time that the users
has to have scheduled before they are scheduled to attend a meeting.

2. Min. Activity Gap After (mins) - this specifies the minimum amount of time that the users
have to have scheduled after their meeting has been completed.

3. Min. Gap Between Sessions (days) — this is the minimum number of days that must be in
between scheduled meeting.

The ‘Performance Constraints’ window allows for a coverage tolerance to be entered.

The ‘Workforce Schedule’ (Master Schedule or Scenarios) is selected to schedule the meetings against to
view the impact of the meetings in WFM

The Booking Strategy is selected with the option of Front Load, Randomly Distribute or Back Load
available.

The ‘Interruptible Activities’ option is also available which if selected Genesys Training Manager will look
at scheduling meetings over if required.

Select ‘Search’ to retrieve fresh data from GWFM.
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= Training Manager

BEX]|

File View Training Help
Main Menu

== Training Manager

& (L] Training Requests

T Meetings
B
o g Fiesources

| Scheduler
= Training Manager Portal
WM
& Configuration

+
i =&

®

it

®

Sub Menu
= ] Meetings
B WM
= & Fist Direct National Bank
=-[E Modesto
& Team 1
& Team 2
& Team 3
@[3 Reston
%[ Cincinnat

i hpreferences -

Start | User Selection | Mesting Scheduler | wiarkforcs Management

©) Describe when this Meeting will take place, for how long, and whether it will reoccur

Resunence—[7] Active

© iy [ Monday Tussday  [7] Wednesday
© Weekly Thusday [7]Fiidap  [] Satunday
@ Monthly [ Sunday

& recunence pattem set to Monthly will try to book a meeting once a month on any of the daps that are ticked between the Stait Date

ahd End Date.

Intenuptable Activiles
5l Modesta

Activity

Customer Care
Ermnail
New Accounts

Activity Set

Room Reguirsments

@ View Active Rooms () Wisw Inactive Rooms

sk Aberdeen
[]] B5E Aberdeen 1
[]8] B3 Aberdeen 2

Expand the location

and select the required

Rooms

[ E-mail
~ Meals

36-Min Meal
Pl —

]| SERYICEMNGMT Aberdeen 1
Schedulng
Time Constraints
Wi, Activity Gap Befors [mins] [iTES
in. Activity Gap After [mime) 0
Mir. Gap Between Sessiores [day 0l

ance Constraints

Coverage Tolerance [peaple) /2

Eooking Strategy

Worklorce Schedule: .| <Master Schedule>

Randomly Distribute: A

Retrieve fresh data flom WFM

< Prewious ][ Mest > ][ Apply

) (s

Select the ‘Workforce Management’ tab to reveal the suggested meetings.

The Master 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 to WFM as per the training requests.
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= Training Manager

[BEI]

Fle View Trasinng Help

Hain M
an Henu Start | User Selection | Mesting Scheduler | Workforcs Management

== Training Manager
] Training Requests @) View all Mestings and the stetus of their Exceptions in Werkforcs Mansgement
[ Meetings i

4 Resources i [ Select Al J€ Delete,., &' Refresh [l Expart

& scheduler . -
Trairing Manager Portal EpinEloscE

WEM £ 0 2] Some/Al Missing
5 Configuration
Enable Date Fiter

StatDale [p3pug 2010 [w] EndDate [ppcep 2ot [v]

Master Scheduls [1] | s}enams m

Smt-Br=rE End Date 5| Room Max Seats’ B Manager @ Employes!D| #Users. (& Mamels)

B 2 g 2010 0300, 12 hum 2010 1000 <Hangs Go

Benson  first_manager 10 £nn Larson, Bandi Neal, Candi Stolpe, Dick Clarks:

Sub Menu
= [ Meetings
Bt WM
=& First Direct National Bank
= B Modesto

& Team 1
& Team 2
& Team 3
B Reston
B Cincirnati [l .

1 Ttem(s)

i aPreferences - J

The options are also available to view the ‘Meeting Session Detail...” and ‘Performance Data...’as per

creating training sessions.

= Training Manager

[BEIx]

Fle Wew Training Help

{8 Configuration
Enable Diate Fier

StatDale [g3aug 2010 [v]| EndDate [ppgepanio  [v]

Main M —
ain Menu Start_|| User Selection | Mesting Scheduler | ‘workiorcs Managsment
(=== Training Manager
[ Trairing Requests @) View all Mestings and the status of thir Exceptions in Workforcs Managsment
[T Meetings .
© Resources i [ gelect Al 3 Delete.., (= Refresh [l Export J
‘| Schedul
chetuer Exceptions Legend:
< Training Manager Paral
WM EJ 0K & Somedal Missing

Master Schedule (1) ‘ Scenarios (0]
M statDate End Date @ Room Max Seats| B Manager @ EmployeelD| #Users| /& MNamels)
EﬂJZ e — Gordon Benson  first_manager 10 Ann Larson, Bandi Neal, Candi Stolpe, Dick Clarkson, lan.
™ meeting Session Details...
28| Performance Data. ..
WM 3
Sub Menu 2 Doete...
i= [T Meetings
B WM
=gy First Dirsct National Bank
=B Modssto
Team 1
& Team2
& Team3
Fieston
Cincinnati (=] I =]
1 Item(s)

i GPreferences + |

Close
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In Version 2.5 the option to Commit has been changed to ‘Publish...” and there is also the option to

‘Remove..." the exceptions and keep the meeting sessions that have already been created rather then

remove the exceptions by deleting the meeting or training requests.

Once the sessions have been committed, select ‘Close’ to close the meeting session template.

= Training Manager

BEX]

Fle View Trainng Help

Main M
ain Menu hart

== Training Manager
@ ] Training Requests
[ Mestings
]
o ¢ Resources

i [ select All 3¢ Delete... 2! Refresh [l Export

User Selection | Mesting Scheduler | Workforce Management

©) View al Mestings and the status of their Exceptions in Workforce Management

7| cheduler -
< Training Manager Portal ErRlns ik

=
=
=
B = WEM EJ 0K £] Some/A Missing
% {83 Configuiation
Enable Date Fiter

Stat Date |3 aug 2010 v

Master Scheduls 1] | Scenarios (0]

A Statt Date End Date

EndDate |0z 5ep 2010

@] Room Max Seats

v

& Manaer

Employes D] # Users

2 Namels)

LYl RELET N

EH2 Au

ki

3| Meeting Session Details. ..
30| Performance Data...

Gordon Benson

i

1aget

10

Ann Larson, Bandi Neal, Candi Stol

‘FM

= | Publish...

Sub Menu

32 Delete..,

= ] Meetings
B WM
= & Fist Direct National Bank
=-[E Modesto
& Team 1
& Team 2
& Team 3
@[3 Reston
%[ Cincinnat <

Remove, ..

1 Ttem(s)

i hpreferences -

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

per the example on the next page.
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= Training Manager

=

Ele View Iraining Help

Main Manu

= & Training Manager

-1 Traini
[T] iMeetings}

g o Resources

- Scheduler

= Training Manager Portal

w

% {8} Canfiguration

Sub Menu
= [[] Mestings
S WM
=& First Direct National Bank
=@ Modesto

& Team1
& Team2
& Team3
@ [ Reston
# [ Cincinnat

i Preferences -

Meeting Filters

[] Enable Status Fiter
[] Enabls Type Fiter

Show items needing ciitical attention 3

Show itsms needing attertion soon |10

Show itsms needing no attention

[] Orly show items without Next Dates

=¥ %)

days warning (Only applies to Mestings with Recunence]

daps waming (Only applies to Mestings with Recunence]

i " NewMesting [ Select All J€ Delete... /' Refresh 5 MNext Dates... 77| Optimised Searches...

Status | Main Title Tupe
4 Team1 Teammeeting Team Meeting
[1/% Tesm1OnetaOne  OneToOne
4 Team 2 Teammeeting  Team Meeting
O

Team20netoOne  OneToOne

Status
Active
Active
Active
Active

& Team| StatDate

Team1
Team 1
Team1
Team1

3 Aug 2010 05:00
10Jul 2m0 08:00
10Jul 2010 05:00
10Jul 2010 02:00

EndDate

2%5ep 201022:00
94ug 2M0 22:00
9Aug 2010 22:00
9Aug 2010 22.00

Mext Start Date

Mewt End Date

Duration (Minutes]
30
an
30
30

Recurrence
Honthly (Han.Tue
Monthly (Mon, Tus v
Honthly (Hon.Tue
Honthly (Hon Tue

>
i Expor

|4 eemis)
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Copying a Scheduled Meeting to Other Teams

Once a meeting has been created it can then be copied across to other teams using the same format

(this can be edited once created if required).

Right click on the meeting request and select ‘Duplicate meeting to other Team(s)...” from the menu

options presented.

= Training Manager

[BEI]

File Wew Training Hslp
Main Menu
S Tiaining Manager
% [ Training Requests
[T Meetings
5  Resources
# | Scheduler
= Training Manager Portal
o WM
{84 Configuration

®
®
®

Sub hMenu

= [ Mestings
= & WM
=& First Direct National Bank
=B Modesto
& Team1
& Team2
& Team3
# (@ Reston
@[3 Cincinnati

i o prefarences ~

Mesting Fiters
[] Enable Status Fiter

[] Enable Type Fiter

Show items needing critical attention
Show items needing attention soon

Show items needing no atention

[] Only show items without Mext Dates

3
10

e |[<]¥]

days waming [Only applies to Meetings with Recurence)

days warming [Orly applies to Mestings with Fecurrence]

] Mess Meeting _,JSE\ect all )€ pelete... &' Refresh .2 Mexk Dates... || Optimised Searches. ..

J

Mext Stat Date | NextEnd Date | Duration {Minutes]

Recunence

Status | Main Tite Type Staws| @ Team Stan Date End Date
& A Ter— FAug 2010 0300 2 Sep 2010 22:00 an Wonthly (Mon,Tus Y
DA Ted | NewMeeting 10ul 2010 08:00 9 Aug 2010 22.00 Ell Monthly [Mon, Tue.
1/ Ted g5 Edi 10.Jul 2010 0300 9 Aug 2010 22:00 a0 Monthly [Mon, Tue.v

A0.Jul 2010 0600 8 g 2010 220 n Whethly (Mo, Tus

OA &5 oupicate Mesting to other Teamis),,

3 Clear Next Dates

3| Delete Mesting...

i Expon

|4 temis)

The Genesys WFM Sites & Teams structure is then presented to select from.
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Main Menu
S Training Manager
#-E[] Training Requests
[T Meetings
g Resources
[ Scheduler
5= Training Manager Portal
WFh
Corfiguration

Sub Menu
= ] Mestings
= s WM
= & First Direct Mational Bank,
= [ Modesto

& Team 1
& Team 2
& Team 3
®- [ Reston
®- [E Cincinnati

§ G Preferences ~

[B9]f=1] %]

£ User Selection

User Selection

Display Mode | M Sites & Teams ~]

= 0w WM Sites & Teams
=& First Direct Mational Bank,
= [ Modesto
[ <Mone>
® [ ]2 Team 1 [Location Warington) [Manager: Gordon Benson]
&3 Team 2 [Location: Waningtn] [Manager: Nick Rebinson]
& Team 3 [Location: Wanington] [Manager: David Johnson]

55 Selected

tDate | WestEndDate | Duration [Minutes]
30
an
a0
30

Fecurrence
Monthly (Mon, Tuey
Monthly (Mon, Tue.¥
Monthly (Mon, Tue.y
Monthly (Mon, Tue

>
i Expon

=)

By default the main title shows as ‘Copy of Team x Monthly Meeting’

- SkillsPlanner - Yersion 2.5

e

File Traning Applications Help

Meeting Filters

ain Menu
= SkillsPlanner
Enable Status Filt
%] Training equests ] Enable Stats Fier
[ Meetings )
527 Ressurces [ Enable Type Fiter
- 1iz| Scheduler
e how items needing critical attention 3 & days wamning [Only applies to Meetings with Recunence]
® s how tems needing attertion soon 10 3 days waming (Oriy applies to Mestings with Recurence]
) 3% Configuration =
8 System how items needing na attention
[[] Only shows items without Next Dates
“New Meeting ] Select Al 3¢ Delete,.. ' Refresh G Mext Dates.., 7] Optimised Searches... J
Status | Main Title Type Status & Team| StantDate End Date Newt Start Date | NewtEnd Date | Durati
[A7 Team 1 omthibast Feammitestin— P et o+ 23 L 2001500 &0
< J57 Copyof Tesm 1 Monthly Mesting  Team Mesting  Psnding Approval  Tear 2 24 May 2010 08:00 23 Jun 2010 18:00 B0
_E Copy of Team 1 Monthly Mesting  Team Mesting  Pending Approval  Team 3 24 Map 2010 08:00 23 Jun 201018:00 60
Sub Meru
= F[] Meetings
== Genesys WM
#-[E Reston
#-[@ Cincinnati
£ £
| Export
i apreferences - /|3 Itemis)
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The main title can be changed by either double clicking on the main title team name or right clicking
and select ‘ Edit Meeting...” from the menu options presented.

Main Menu
S Training Manager
[ Training Requests
[T Meetings
g Resources
[ Scheduler
== Training Manager Portal
[ Users
Sri WM
[T] Exception Types
[ User Selection
= @ Configuration
= = Training Manager
[ Training Categories

Meeting Filters

[] Enable Status Fiter
[] Enable Type Fiter

Show itsms nesding ciitical attention |3

Shaw items needing attention soon 10

Show items needing no altention

[ Only shaw items without Mext Dates

days waming [Only applies to Meetings with Recunence]

days waming [Only applies to Meetings with Recunence]

i 77 New Meeting [~ Select Al 3€ Delete,.. £/ Refresh - “&Next Dates Ontimised Searches. ..

[ Mecting Types - —= J
[T] Booking Categories Status | Main Tile | Meeting Main Title dDate Next Start Dats | Next EndDats| Duration (Minutes] Recurrence
= Pesources O/ Team1Teg —_— ep 2010 2200 30 Monthly (Tuewed,]
& ?”0’"3 O/ Team10fd opy of Team [ Team mee g 2010 22:00 an Moty (Mon, Tue¥
% [ Trainers @ Team2Tes ug 2010 2200 Ell Monthly (Mon, Tue.
[ Managers - Ok Cancel
C/% Team2Ong ug 2010 2200 0 Monthly (Mon, Tue.
Sub Menu 145" CopyofTesmiTea. TeamMestng Active Team3 3Aug 20100300 2 5ep 2010 2200 0 Monthly (Tuewed,]
= ] Mestings
o= WM
=& First Direct National Bank
= B Modesto
& Team 1
& Team 2
& Team 3
#-@ Reston
® B Cincinnati
P> >
e Espott
i GPreferences + | |5 Iemis)
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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 ticking the boxes at the left hand side and then select

‘Optimized Searches...’

The ‘Meeting Scheduler Options’ message box is then presented as per the example below and by
leaving the ‘Automatically publish Exceptions to Genesys 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 in GFWM.

If the meetings are to be visible in the Web Portal make sure that the ‘Status’ is changed to ‘Active’.

Main Menu
- Training Manager
# [ Training Rieguests
[T Meetings
g o Resources
& 7# Scheduler
S Training Managsr Portal
L] Users
Bt WM
[ Exception Types
[T User Selection
=8k Configuration
=& Training Managst
[ Training Categories
[ Mesting Types
[T] Booking Categories

Meeting Filters

[] Enable Status Fiter
[] Enabls Type Fiter

Shaw items needing ertical attention
Shaw items needing attention soon

Show itsms needing no attsntion

[] Only shaw items withaut Mest Dates

3
10

days waming [Orly applies ta Mestings with Rscurrence]

days warning [Only applies to Mestings with Recurrence]

i New Mesting [ ] Selsct Al J€ Delets... £ Refresh & MNext Dates... || Optimised Searches. .

Status | Main Title Type

Status

Team| Start Date End Date

Mext Stat Date | Mext End Date | Duration [Minutes)

S L
= g 5 Resouces /N Team1Teammesting TeamMepting Active Tean)1 34ug 20100300 2 Sep 2010 2200 El) Monthiy [Tug wed.]
L ?"“_'“‘S 4% Team1OnetoOne  OneTo D, bActive T 10Jul 2010 08:00 9 Aug 2010 2200 0 Monthly (Mon,Tue.y
@ ] Trainers OO0 Tem21i5 n Marthiy [Man. Tue
; £ Meeting Scheduler Options = arey Fon,de
[] Managers O/ Team20{= 2 P %] kil Monthly (o, Tus v
Stib e & Tﬁg “Automatically publsh Exceplions to WM for all Mestings el Monthy (Tueled]
= [T Mestings
Do WM ) Important Note: T you do it Tok 17 option, then Coverage Tolerances may not be
= respected. This is becauss unpublished Mesting Sessions wil not kesp Coverage Data in
= First Ditect National Bank wFh up-toedate, and could result in bockings which violats the desited Coverage
= Modesto Trleranne
& 1o
& Team 2 = =
& Team 3
@ [ Reston
® B Cincinnat
< >
| Evport
i sPreferences ~ 5 Itemis)

Fecunence
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Once the optimized search has been completed the schedules can be viewed by double clicking on the
required meeting to reveal the meeting template and then select the ‘Workforce Management’ tab to
view the scheduled sessions. As the flags are green the exceptions will have been committed into

GWFM.

To exit out of the meeting template click on ‘Close’ at the bottom of the window.

= Training Manager

Ele Wew Iraining Help

tain bMenu

Llakd

Start_| Usen Selection | Meeting Scheduler
= Training Manager -~
% [T] Training Requests
[] Meetings
%5 o Resources
% u7] Scheduler

i) select Al 3¢ Delets.., & Rafrash@

Workforce Management

@) View all Meetings and the status of their Exceptions in Warkforce Management.

= Training Manager Portal
I Users
WM
T Exception Types
[T User Selection
=8¢ Configuration
= Training Manager
[ Training Categaries
[] Mesting Types
[] Booking Categoriss
Srg e Resources
[] Rooms
% [ Trainers

Exceptions Legend :
E’ﬂ 0K Si} Someall Missing

- Hiate Flier |

Stat Date |13 aug 20

Master Schedule (2] | 5 gfarios (0]

M StatDate End Date

B 27 Aug 2MOA315 27 Aug 2M003.45  <Hones
B 25ep 200300 25ep 20100330 <Hone>

[ Managers

Sub Menu
= [ Mestings
= WRM
- First Direct National Bark
= Modesto
& Team1
& Team2
& Team3
# [E Reston
@ @ Cincinnati

] Foom Max Seats

[w| EndDate |ppgenomp (v

& Managel fB Employee D] #Users
David dohnson  second_manager 11
DavidJohnson  second_manager 7

£ HNamels)

Abel Perunuri, Enej Pelletier, Fertisha Ramern, Jennifer Re
Amy Reicher. Jenniter Rhoades, La Tasha Porras, Lydia R+

2 Item(s)

§ G preferences ~

< Previous

( Close

There is

Wacltip = Start Date End Date

export option to view the training session detail.

Room Max. Seat Manager Employee ID

Exceptions are OK

in Genesys WFM. 3/05/2010 12:30 28/05/2010 13:30 <None> Gordon Bens first_manager

Exceptions are OK
In Genesys WFM.

09/06/2010 12:00 09/06/2010 13:00 <None> Gordon Bens first_manager

#Users Name(s)
Ann Larson, Bandi Neal, Candi Stolpe, Eduardo Garcia,
Gurutej Kaur, Joan Stuart, Kim Lewis, Nicole Stutts, Pele
9 Lolani
Amy Jay, Dick Clarkson, lan Johnsan, Kai Lemieux, Lynne

Suzanne, Mary Gail, Nicole Stutts, Shane Carlson, Tianni
9 Ayala

Exception

Team Meeting

Team Meeting

Within ‘Tooltip’ is an indicator of whether the exceptions are OK in GWFM. If any exception had been
altered in WFM the tooltip would change to identify this.
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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 ticking the boxes at the left hand side, then click on ‘Next Dates’. The
‘Meeting Next Dates’ message box will be presented as per the example below.

There are 3 options available:

= Suggest Next Dates for all selected meetings — by selecting this option, Genesys Training
Manager will roll the dates forward using the date range of the current start and end dates, for
example, if the dates are currently for 1 month then Genesys Training Manager will suggest

dates for the 1 month for the next 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 OK.

Main Menu Meeting Fiters
=== Tiaining Manager ~
= Enable Status Filt
% [T Training Requests [ 5 e
[ Meetings
%22 Resources [] Enable Type Filter
% 7| Scheduler
== Training Manager Partal Show items needing ciitical attention |3 (3] daps warning [Only applies to Mestings with Recurrence)
-’\-jFﬂ“'s Show tems needing altenfionsoon |10 (2] days warring. (Ol appliss to Mastings with Recurencs)
] Eveeption Tyges Sl FEmEig e SRR
[ User Selection
=8} Configuration [C] Orily show items without Next Dates
== Training Manager 5 -
[ Meeting Types N
i) Booking Categories Status | Main T| () Suagest Next Dates for all selscted Mestings te Mext Start Dats | Wext End Date | Duration [Minutes] | Recunencs
= R 0
as O/ Team 1| () Clear suggested Nest Dates for all selected Meetings 102200 n Monthly (T ue Wed.]
= TW“ O/ Team 10 22:00 a0 Monthly (Mon, Tue v
@
j M':::;,S S B @ Teamd ) Apply Nest Dates for ol selected Mestings 10 22:00 30 Manthiy [Mon, Tue.¥
- O Team3 10 22:00 0 Manthly (Mon, Tue
Sub Menu & Team " 10 22:00 Ell Monthiy [Tue Wwed,]
—
= [ Mestings
= WEM
=g First Direct National Bank.
= [ Modesto
& Team1
& Team2
& Team3
# (@ Reston
®-[E Cincinnati
< >
| Ewpatt
i spreferences ~ 5 Item(s)
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The new suggested dates will then appear under ‘Next Start Date’ & ‘Next End Date’.

= Training Manager

/=3

Ele Wiew Iraining Help
Main Menu
Training Manages
#-EC] Training Requests
[ Meetings
p e Resources
%1% Sehsduler
S Training Manager Portal
U] Users
B WM
] Exception Types
[ User Selection
=8} Configuration
== Training Manager
[ Training Categaries

Mesting Fiters

[] Enable Status Fiter
[] Enable Type Fiter

Show items needing critical attention

Show items needing attention soon

Show items nesding no attention

[] Only show items without Next Dates

i 77 New Meeting () Select Al J€ Delete... £ Refresh - MNext Dates,..

10

K] (<

days waming [Only applies to Mestings with Recurence)

days waming [Only applies to Mestings with Recurence)

| Optimised Searches...

T Meeting Types
o] Booking Categories Status | Main Title Type Status| @ Team| StartDate End Date ext Start Date | Nest End Date™\ Duration (Minutes) | Recunsnce
=g Resouices ! Team1 Teammeeting TeamMeeting  Active  Team 1 3hug 20100900 25ep 202240 3Sep201003.00 2 0ct 20102200 Marthly (Tue i
L] Raoms Team1OnetaOne  OreTaOne  Active  Team1 10Jul 2010 08:00 9 Aug 2010 300 Manthly [Mon,T1
) :f'”“ Team 2 Team mesting  Team Mesting Active  Team1 10Jul 2010 0900 9 Aug 2010 200 Manthly (Man,T1
= Menager Team20neloOne  OneTolne  Aclive Team 1 10Jul 2010 0800 9 Aug 2010 2X00 Manthly (Mon,T:
Sub Menu Team 3 Teammeeting | Team Meeting Active  Team 2 Jhug 20100900 2 Sep 2010 220K 3 Sep 2010 09.00 2 Dct 2010 220040 Manthiy [Tueiw
= [ Mestings
s WM
=& First Direct National Bark
= Modesto
& Team1
& Team2
& Team?
(& Reston
# [ Cincinnati
< >
| Expott
i GPreferences - < Itemis)

If the meetings dates suggested are correct select ‘Next Date’ again and the option ‘Apply Next Dates for

all selected Meetings’.

Main Menu

Training Manager
=[] Training Requests

[ Mestings
S
52 2 Resources
%7 Scheduler

Training Manager Portal

] Exception Types
] User Selection
=8} Configuration

Mesting Fiters

[] Enable Status Filter
[] Enable Type Fiter

Show items needing ciitical attention

Show items needing attention soon

Show items needing no attention

[] Oy show items without Next Diates

3
10

<) <

days warning (Only applies to Meetings with Recurmence)

days warming (Only applies to Mestings with Recurence)

= = Training Manager 5 :
T Traning Ctsgies : 4" Maating Naxt Dates
= Hoting Topes : 1 New Mestin 5.
onj Booking Categories Status | MainT| O Suggest Next Dates for al selected Meetings lte Mext Stat Date | MestEndDate | Duration (Minutes) | Recurrence
Sas F‘ES;”'DES ﬁ Team 1| () Clear suggested Mext Dates for al sslscted Mastings 02200 35ep 2000900 20ct20102200 30 Moty [Tuew/
= T°°"‘S [0/ Team1 10 22:00 30 Morthly (Mon,T1
3 rainers
T Maragers Eﬁi Team@™ @ iy Hest Dates far ol selecied Mesings ) 102200 EL Moritiy (Mo T,
A TeamZ 10 22:00 a0 Monthly (Mon,Ti
Sblizm F4 Team 02200 35ep 20100300 20ct20102200 30 Monithly [Tuzw/
= [ Mestings
= s WM
=& First Direct National Bank
= B Modesto
& Team1
& Team 2
& Team 3
%[ Reston
-3 Cincinnat
< >
I Expott
i Preferences + S Ttem(s)
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The new dates will now replace the previous dates under ‘Start Date’ & ‘End Date’.

Training Manager

Ele Wew Iraining Help
tain bMenu
== Training Manager
[T Training Requests
] Mestings
%5 o Resources
% | Scheduler
== Training Manager Partal

] Exception Types
L] User Selection
=8¢ Configuration
== Training Manager
[ Trairing Cateqories
[] Mesting Types
[] Booking Categaries
Sip g Resources
[0 Rooms
Trainers
Managers

Sub Menu

= [ Mestings
= & WM
= & First Direct National Bank
= [ Modesto
& Team 1
& Team2
& Team3
% @ Reston
[ Cincinrati

®

i o prefarences ~

Meeting Filters

[] Enable Status Fiter
[] Enable Type Fiter

Show items needing critical attention |3

Show items needing attention soon |10

Show items heeding no stention

[ Only show items withaut Mext Dates

days warning [Only applies to Meetings with Aecurence]

days warning [Only applies to Mestings with ecurrence]

i New Mesting [ ] Select Al 3€ Delete... (' Refresh sHext Dates... [i#] Optimised Ssarches...

Status | Main Title Type Status| @R Team SiswEate ot Mext Stat Date | MextEnd Date | Duration [Minutes] | Recunence
A Team1Teammesting TeamMeeting Active Team 1 35ep 20100300 2 Oct 2010 2200 Ell Monthly [TueWed,1
O/ Team1OretoOne  OneToOne  Active Team1 10020 oS 20T 22 00 0 Monthly (Mon, Tue v
[J@ Team2 Teammesting Team Mesting Active Team 1 10Jul 2010 0300 9 Aug 2010 22:00 30 Manthly [Man,Tus,
O/ Team20OretoOne  OneToOne  Active Teaml 1O JubPRtErosmiiTAUT2omesadl k0| Monithly [Mon, Tue
[/ /5% Team3Teammesting Team Mesting Active Team 3 35ep 2010 0300 2 Oct 2010 22:00 30 Monthly [TueWed,
< | >.
I Espott

|5 temis)

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

By leaving the ‘Automatically publish Exceptions to Genesys WFM for all Meetings’ this will publish the
exceptions to WFM and by having the ‘Status’ as ‘Active’ the meeting sessions will appear in the

manager and agents web portals.

Main Menu
S Training Manager
% [T Training Requests
[ Meetings
g Resources
# (2] Seheduler
- Training Manager Portal
I Users
S WM
[] Esception Types
[ User Selestion
=8¢ Configuration
Training Manager
[T Training Categories
[ Mesting Types
[] Booking Categories
o g Resouces
[ Rooms
0 [T Trainers
[] Managers

Sub Menu
= [ Mestings
WM
=& First Direct National Bank
=@ Modesto
& Team 1
& Team 2
& Team 3
@ [E Reston
® [E Cincinnati

§ o prefarences ~

Meeting Filters

[] Enable Status Filter
[] Enable Type Filter

Show items needing critical attention 3

| [«

Show itsms heeding attertion soon 10

Show items needing no attention

[] Orly show items without Mext Dates

days waming [Only applies to Meetings with Recunence]

days waming [Only applies to Meetings with Recunence]

& Meeting Scheduler Options

Trleranee:

Automatically publish Exceptions to WM for all Meetings

@) Important Note: 1 you do nat ok, T option, then Coverage Tolerances may not be
respected. This is because unpublished Mesting Sessions wil not kesp Caverage Data in
WM up-to-date, and could result in bookings which violate the desited Caverage

Mext Start Date

Next End Date

Duration (Minutes]
30
30
an
30
30

Fecurrence
Monthly (TueWed,1
Monthly (Mon, Tue
Monthly (Mon, Tue.¥
Monthly (Mon, Tue.
Monthly (Tuewed,]

).
i Expon

||5 teemis)
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There are filter options available in the Meeting Window to reduce the number of meetings visible and

to serve as reminders:

= Enable Status Filter — Meetings can be viewed based on the status, for example, Pending

Approval .

= Enable Type Filter — This is based on Meeting Type, for example, Team Meeting, Team Huddle or

One to One

The days warning filters are used where the current 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

meeting that need attention to be visible.
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Training Request Start Date Filter

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

= Training Manager

Fle Visw Iraining Help

Main Menu

= = Tiaining Manager

[ raining Fequess

- [

] Mestings
-y o Resources
7| Scheduler
5 = Training Manager Fortal
[T Users
= WM
1] Exception Types
[ User Selection
= {5} Configuration
S & Training Manager
[ Trairing Cateqories
[] Mesting Types
| Booking Categories
= 4 g Pesaurces
[EL] Rooms
#-[1] Trainers
[] Managers

Sub Menu

< [L] Training Requests

4] 1 4pr 2003 - 2 0ct 2010
@ () Pending Approval
w- @ Active

- (@ Completed
- (@ Peiscted

i b prefarences ~

BEx

Right click on the date filter and the option to open the training window filter appears, as per the

example below.

= Training Manager

Ele Wew Iraining Help

tain bMenu

== Training Manager
[T Training Requests
] Mestings
%5 @ Resources
7] Scheduler
== Training Manager Partal
[ Users
= WM
[ Exception Types
[ User Selection
=8} Configuration
== Training Manager
[ Trairing Cateqories
[] Mesting Types
[] Booking Categaries
=q g Resources
[EL] Rooms
# [ Trainers

L] Managers

Sub Menu

Llakd

Training ‘Window Skark Date Filker,

= @ Completed
(@ Reiected

i o prefarences ~
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Enter the required start date range and then select OK.

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

Main Menu

=== Training Manager
[ Training Requests
T Meetings
5  Resources
® =] Scheduler
== Taining Manager Portal
T Users
Shie WM
T Exception Types
T User Selection
= 3 Configuration
= = Training Manager
[ Training Categories
[| Meeting Types Set a date fiter s that only Training Requests with & Training Window Start
[ Booking Categories Date between the dates specified below will be shown.
S g e Resources
[ Rooms
# [ Trainers

Training Window Start Date Filter

StatDate [ apr 2008 v EndDate |z gct 2010 i

T Managers

Sub hMenu

= [ Training Requests

] 14pr2009- 2 0ct 2010
= @ Pending Approval
o @ Active
= @ Completed
= @ Fejected

§ G preferences ~
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Reports

The following reports are available in Genesys Training Manager.

Training Request Completion Report

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’ and by clicking on the training request name

this will present a view similar to the example below.

The gauge will give a visual representation of how near to completion the training is and the information

is presented in a table format at the right hand side.

= Training Manager

B[]

File Wew Training Help
Main Menu

== Training Manager
= [ Training Riequests
&) Complation Status

{=] Reports
T Mestings

¥ g REsOUICES
# = Scheduler

== Training Manager Fortal

T Exception Types
] User Selection
= ﬂ Configuration
= == Taining Manager
-[] Training Categories
[ Meeting Types
T] Booking Categories
Sa
= & 2 Resources
[ Rooms

Sub Menu
= & Completion Status
4] 1 Apr2009-20ct 2010
@) Pending Approval
= @ Active

e 1 NeEhors Lah
) I New Moble Upgrades
® @ New Product Launch [e-leaming)
® @ New Tariff Launch
0 6 Reserving Roors & Training

% @ Completed

§ G Preferences

Master Schedule | 5cenarios

Statistics for this Event

# Scheduled
e Overll Canmpletian O]
%
0 80 0.0% ¥ Trained
g—o 100
# Untrained # Partialy Trained
Trairing Sessian Fiters
[] Enble Date Fiter
Start Date End Date
[] Eniable Status Filter
& Refresh

JILL

Colurntz
Location Team Site Business Uit
First Name LastN... | Employee (D L Locaton) &% Team [ Stel & BusinessUnit 08 Training Frequest. [ Code Plan ~
Abel Perwruri U_B250_ Simulator  Wartington Team 3 Modesta First Direct Mational Bank  Blackbemy Retraining BERTOO1 Training Plan 1 E
Ay Jay U_B306_Simulator Warington Team 1 Modesto  First Direct National Bank  Blackbeny Retiaining  BERTOOT  TrainingPlan1 £
Ay Reicher U_8343 Simulator  Warington Team 3 Modesto  First Direct National Bank  Blackbeny Retiaining  BERTOOT  TrainingPlan1 £
Andre Faust U_7004_Simulstor | W arington Team 1 Modesta | First Direck Mational Bank | Blackbemy Retraining BERTOO1 Training Plan 1 | E
Ann Larson U_8224 Simulator Warington Team 1 Modesto  First Direct National Bank  Blackbeny Retiaining  BERTOOT  TrainingPlan1 £
Bandi Neal U_8232_Simulator  Warington Team1 Modesto  First Direct National Bank  Blackbeny Retraining  BERTODT  TrainingPlan1
Ran Lin 11 A297 Girnulztar darminabon Tasm1 Modaste,  First Niract Mafiansl Ranb | Alasbbami Rafsiminn | ARATAN  Traininn Plant (¥
<
| Expart
a0 Ttem(s)
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Training Summary by Status Report

An overall summary report is available, by status, for each of the training requests.

By clicking on the actual status, for example, Active or Completed, this will show a summary for each of

the training requests within that file similar to the example below.

= Training Manager

Fle Wew Training Help

Main Menu

Training Reg =Somptetion Slalus Summagp

5= Tiaining M &
5 ] Trairing Requests
@ Completion Status
£=] Reports
[T Meetings
5  Resources
w7 Scheduler
= Trairing Manager Portsl
I Users
S WM
T Exception Types
T User Selection
=8} Configuration
= = Training Manager
[ Training Calegories
T Meeting Types
T Booking Categories
g Resources

[ Rooms

Sub hMenu

= [T Training Requests
)1 8pr 2009 -

= @ Completed
= @ Fsiected

i o prefarences ~

Blackberry Retraining
Overall Percentage Complete
# Users Scheduled :

# Users Unscheduled :
# Users Trained in AfEvents

# Users Upirined / Partially Trained :

New iPhone Launch
Overall Percentage Complete
# Users Scheduled :

# Users Unscheduled :
# Users Trained in all Events

# Users Untrained / Partially Trained :

New Mobile Upgrades

Overall Percentage Complete
# Users Scheduled -

# Users Unscheduled :

# Users Trained in all Events

# Users Untrained / Partially Trained :

Select Training
Requests and then
the relevant status

BE]

\
2
2

L

# Training Sessions

Last Training Session

T3.0%|  # Training Sessions

70| First Training Session -

4

Last Training Session

# Training Sessions

Last Training Session

First Training Session -

First Training Session -

40 60
nia 0 % 80
néa 10
L9 40 60
13Jul 2010 14:00 0 % 80
o 1u
L9 40 60
BAp 201012:30 0 % 80,
o o
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Agent Detail Completion Report by Training Event

A completion status report for the training event is available which 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’. By selecting the last option this will present 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, ‘Enable Date Filter’

= Training Manager | =t X
Select UU@
Elle Wew Iraining Help
Completion ~ Master Schedule | Scenarios
Status S = Training Manager A |~ Statistics for this Event
# Scheduled 9
o TR S GverallCompletion
[T Fepors 0,60 # Unscheduled
(1] Heatros 0 80 0.0% # Trained 1
¥ g g REsOUCES D 0
o "5 Goheduer # Unirained / Partially Trained ||
Trairing Manager Partal
L] Users Training Session Filters
WM
[T Exception Types [] Enable Date Fier
T User Selection
-5 Conliursion Stant Date End Date
== Training Manager ;
Expand the T Trapie Catagariet [ Enable Status Fiter
p | Meeting Types & Refresh
T Booking Categories
status menu = o & Resources
L] Rooms v
. : | calumns
to find the
5”"!‘9"” [ Location  [7] Team  [7] Ste  [7] Business Urit
=4 Completion Status -~
relevant £ 1 #pr 2008 - 2 Dt 2010 : = = = = -
. 1 @) Pending Appioval First Mame LastM... | Employee D Loh Location @ Team [ Sitel & BusinessUnit W Training Request 1§ Code Flan
tralnlng o @ Active Abel Perunuri  U_B250 Simulstor Warington  Team 3 Modesto  First Direct National Bark  Blackbermy Retisining  BBRTOO1  Training Plan 1
=5 Blackbeny Retisining Amy Jap U_8306_Simulalor  ‘Wanington  Team 1 Madesto  First Direct National Bark Blackbeny Retiaining  BBRTO01  Training Plan 1 E
request = s Amy Reicher  U_8343 Simulator Warington  Team 3 Modesto  First Direct National Bark Blackbeny Retiaining  BBRTO01  Training Plan 1 E
q Andrew Faust U_7004_Simulstor | Warington | Team 1 Modesto | First Direct National Bark | Blackbery Retiaining  BBRTOO1 | Training Plan 1 €
-0 New PRoret=ord Amn Laison  U_8224_Simulator Waringon  Team 1 Madesto  First Direct National Bark Blackbeny Retiaining  BBRTO01  Training Plan 1 E
-1 Mew Mabile Upgrades Bandi Neal U_8232_Simulator  *w/aringtan Team 1 Modesto  First Ditect Mational Bark  Blackbery Rstisining  BBRTOM  Training Plan 1 E
-1 New Product Launch [e-leaming) Ben ™ 118997 Gionlatee Wianincbs | Tasm 1 Moroctr | Eirot Piroct Moinmal Bank | Blacbhar Babisivinn  BRETAM  Tesininn Blan 1 1Y
T Mew Tariff Launch <
% % Freserving Fiooms & Training
- Expart
@ Completed = el Ewpor
. 80 Item(s)

i o prefarences ~
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Completion Status Report

Report information can now be viewed at a higher level than selecting the individual training request.

Select the Main Menu ‘Completion Status’ option and the report template appears in the main window.

The option to filter by the following is then available:

1.
2. Course Code
3. Date

4.

Training status, for example, Missed, Scheduled .

Status of training session, for example, Pending Approval, Active .

The information can be filtered further by the Location, Team, Site and Business Unit as normal.

= Training Manager

[ME)[x]

Fle Wew Iraining Help
Main Menu

S Training Managsr
=[] Training Requssts
@ Completion Status
{=] Reponts
[T Meetings
5 Resources
%7 Scheduler
S Training Managsr Portal
[ Users
Bt WM
[ Exception Types
[T User Selection
=8} Configuration

== Trsining Manager

[ Training Cateqories
[L] Mesting Types

| Booking Categories
Flesources

%
[ Fiooms

Sub Menu
= @D Complstion Status
2] 1 Apr2003- 2 0ct 2010
% @ Pending Approval
= @ Active
= @ Completed
+ @ Rejected

§ o prefarences ~

Master Schedule | Scenarios

Training Request Fiters

] Enable Status Fiter

[[] Enable Code Filter

Training Session Filters

Enable Date Filter

Start Date End Date

01 dpr 2010 [w 094ug 2010 [w
Enable Status Filer

Scheduled v [EE

ie Jna Trainig Session buf mo Alfendance or Compleiion stafus recoided yef

Columns
[ Location  [/] Tesm  [#] Site  [¥] Business Unit

First Name Last Mame | Employee 1D Ja) Location| & Team
E Abel Penunuri  UU_B250 Smulstor  ‘waninaton Team 3

B Al Wang UU_8358_Simulator  ‘Wanington Team &

B Alesandia Washington Ul_B361_Simulstor Warington Team B

B Alison Smith U_B310_Simulator  Wantington Team 5
Ef Amy Fieicher UI_8343_Simulator  ‘Wanington Team 3

E Amy Jay 10_B306_Simulator Wanington Team1
Ef fngela Thomas  U_8342 Simulator ‘Wanington Team 5
Ef Bandi Neal U_8232_Simulator  ‘Wanington Team1

<

97 Item(s)

B Sitel & BusinessUnit

Modesta
Fieston
Reston
FReston
Muodesto
Modesta
Fieston
Muodesto

First Direct Mational Bank
First Direct Mational Bank
First Direct Mational Bank
First Direct Mational Bank
First Direct Mational Bank
First Direct Mational Bank
First Direct Mational Bank
First Direct Mational Bank

8 Training Request
Mew Product Launch (e-leaming]
Andiea Test
Andrea Test
Andrea Test
New Product Launch (e-leaming]
Mew Product Launch (e-leaming]
Andiea Test
New Product Launch (e-leaming]

0 Codel
NPLOO1
ATOO!
ATOO!
ATOO!
NPLOOY
NPLODY
ATOO!
NPLOOY

i~
Traininc
Training
Traininc
Trainine
Training
Traininc
Training
Training ¥

& Expon
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Individual Agent Training Summary Report

This reports individual agent activity across all of their scheduled training.

Expand ‘Training Requests’ in the ‘Main Menu’ window and select ‘Completion Status’. A list of all of the

training status will then be available, for example, Pending Approval.

Training Manager

e

Ele Wew Iraining Help

tain bMenu

Training Manager
Training Requests
@ Completion Status

=] Reports
[T Meetings
# 5  Resources
=] Scheduler

Training Manager Portal

T Users
WM
I Exceplion Types
T User Selection
=8k Configuration

== Training Manager

[ Training Categories

[ Meeting Types

[ Booking Categories
g Resources

T Rooms

Sub Menu

= 4D Completion Status
2] 1.4p1 2009 - 2001 2010

WM

- First Direct National Bank

= & Modesto

w- & <Mane>
=& Te

5 58 Simuistor |

& Ardrew Faust [Ll_7004_Smulstor]
& Arn Larson [U_8224_Simulator]
£ Bandi Neal [U_8232 Simulator]
& BenLin [U_8227_Simulator]

& Brian Chen [U_7002_Simulator]

§ G Preferences -

~

Master Schedule | Scenarios
Training Session Filters

[[] Enable Date Filter

Start Date End Date
[[] Enable Status Filter
2 Fefresh
Columns
[l Location  [] Team  [#] Site  [] Business Unit
First Mame LastMame | Employes D Lo Location & Teaml B Sitel & BusinessUnit i Training Request W Code Flan
Amy Jay U_8306_Simulatar  waringtan Team1 Modssta  First Direct Mational Bank  Seenaria Test SCTO0! Training Plan 1
£ amy Jay U_8306_Simulator Wanington  Team 1 Modeste  First Direct Mational Bank | Mew Froduct Launch (eleaming) NFLODT  Training Plan 1§
EF amy Jay U_8306_Simulatar  waringtan Team1 Modesta  First Direct Mational Bank  Mew iPhons Launch WIPLOOT Training Plan 1
Amy Jay U_8306_Simulator Wanington  Team 1 Modeste  First Direct Mational Bank  Elackbeny Fetraining BBRTODT  Training Plan1 §
EF amy Jay U_8306_Simulatar  waringtan Team1 Modesta  First Direct Mational Bank  Mew Mobils Upgrades WMUOD2  Training Plan 1§
Amy Jay U_8306_Simulator Wanington  Team 1 Modesta  First Direct National Banks | Test Training Flequest TTROO  Training Plan 1§
.‘. >
| Espott
& Tham(s)
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Select the status to report against and then right click to get the additional option of ‘View by WFM

database’.

= Training Manager

File View Iraining Help
Main Meru
= Training Manager
=] Training Requests
@) Complation Status
{=] Reports
[] Mestings
g o Resources
@17 Scheduler
Training Manager Portal
I Users
I = WM
[] Exception Types
T User Selection
= g} Configuration
== Training Manager
[ Training Categories
[ Mesting Types
[] Baoking Categoriss
=g e Resources
[L] Rooms

Sub Menu

= & ik
2

@ Completed
@ Fieiected

&
® e
®
®

i Preferences -

i View by WFM database 7

Master Schedule | Scenarios

Training Riequest Filters

[] Enable Status Filer

[] Enable Cade Fiter

Training Sezsion Filters

Enable Date Fiter

StatDate [pf ppr 2mo [w]  EndDate [pgpyg 2010 &

Enable Status Filer

Scheduled ~| | & Refiesh

ie I Faining Session buf mo Afferndance or Complefior stafus recorded pef

Colurnins

Location Team Site Business Unit

First Mame Last Mame | Employee ID b Location @ Teaml B Sitel &  BusinessUnit i Training Request 0} Codel [] 1~
B abel Perunui U_B250 Simulator Warington Team 3 Maodesto  First Direct Mational Bank  New Product Laurich [s-leatring) - NPLODT Trairine
EF Blex Wang U_8358 Simulator  Warington Team & Reston First Direct Mational Bank  Andrea Test ATOO1 Traini
EF Alexandra Washington  U_B361_Simulator  Warington Team & Reston First Direct Mational Bank  Andrea Test ATOO1 Training
B dlison Srrith U_8310_Simulator  Waringtan Teams Reston  First Direct Mational Bank  Andrea Test ATO01 Trairine
E Ay Reicher U_8343 Simulator  Warington Team 3 Modesto  First Direct National Bank  New Product Launch [e-leaming) - MPLOO Training
Bty Jay 1_B306_Simulator  Waringtan Team 1 Maodesto  First Direct Mational Bank  New Product Laurich [s-eatring)  NPLODT Trairine
EY Angela Thomas U_8342_Simulator  Warington Team 5 Reston First Direct Mational Bank  Andrea Test ATOO1 Training
r-'ﬂ Bandi MNeal U_B232_Simulator  Warington Teamn 1 Modesto  First Direct Mational Bank  Mew Product Launch [eearning)  NPLOOT Training ¥
<

| Expart

97 Ttem(s)

This will then present a list in the ‘Sub Menu’ of the available sites or scheduling pots to select from.

Expand the tree view in the ‘Sub Menu’ down to the relevant team view to find the individual agent to

report against.
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Click on the individual agent to view all of their scheduled training activity together with the status and

any comments.

Date and status filters are also available.

= Training Manager

=)

Ele Wew Iraining Help
Main Menu

S Training Manager
=[] Training Requests
@) Complation Status
{=] Reponts
[T Meetings
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[ Booking Categories
5 & Resources
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First Naj
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EndDate
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11_8306_Simulator ‘waringtan Team 1
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E Sie
Modesta
Modesto
Modesto
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Modesto

& Business Unit
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First Direct National Bank
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New Mabile Upgrades
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Training Flan 1
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Training Plan,

Taining Plan 1

>
i Exon

& Item(s)
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Exportable Training Overview Report

This report is available by expanding ‘Training Requests’ in the ‘Main Menu’ and select ‘Reports’.

Select the required report from the pull down ‘Report’ box. Change the date range in ‘Start Date’ and

‘End Date’ if required and then click on ‘Refresh’.

Training Manager

[BEI]

Fle Wew Training Help
Main Menu
= Training o ~
= [ TAming Requests
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[T Meetings
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&[] Schedulsr
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Sub Menu
=r- ]
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Ay Jay U_B306_Simulator  Waringtan Team 1 Maodesto  First Direct Mational Bank  Scenario Test SCTO0T Training Plan1
EF &my Jay U_8306_Simulator  Warington Tean 1 Modesto  First Direct National Bank. New Product Launch [e-eaming] - MPLOO Training Plan 1
B fmy Jay U_B306_Simulator  Waringtan Team 1 Modesto  First Direct Mational Bark  New iPhone Launch MIPLOOT  Training Plan1
Ay Jay U_8306_Simulator  Warington Tean 1 Modesto  First Direct National Bank  Blackbery Retraining BERTOM  Training Plan1 €
E?Amy Jay U_8306_Simulator  Wamington Team 1 Modesto  First Direct Mational Bank  Mew Mobile Uparades MMLUO02 Training Plan 1
Ay Jay U_B306_Simulator  Waringtan Team 1 Modesto  First Direct Mational Bank  Test Trairing Request TTROOT Training Plan1
< >
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& Item(s)
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Any training activity between the selected date range will then be displayed.

This information can also be exported by selecting the ‘Export’ button.

= Training Manager l'_]li]
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Sub Menu
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£ dnhew Faust [U_7004_Simulstor]
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& Gurutej Kaur [U_B322_Simulator] < Ed
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Export
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Multiple Trainer Courses Report

As per the Training Overview, this report is selected in exactly the same way and will display any training

activity where there have been multiple trainers, in the required date range.

This information can be exported if required.

= Training Manager

Elle Wew Iraining Help
Main Menu
- Training Manager
=[] Training Requests
& Complation Status
£=] Reports
[ Mestings
%5 @ Resources
% 7| Scheduler
= Training Manager Portal
[ Users
FM
[ Exception Types
[T User Selection
=8¢ Configuration
=& Training Manager
[ Training Categories
[ Mesting Types
[] Booking Categoriss
Srg e Resources
L[| Aooms

Sub Menu
T Aeports

§ G preferences ~

Select the required report

(B[]

Report /

v

Training Overview
TraMuliple Trainer Courses

Start Date

End Date

Export if required although the
data could be immediately out

of date.
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Useful Tips

When scheduling for a full days 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, have a schedule or are not

on holiday 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) re the

11 hour 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, first export it and save as a csv file. Open
excel and then open the csv document as

‘delimiter’ this will then transfer the file into Excel.

One of the Rooms previously used, is now not

available.

Select the Room from within the Resources main
menu option and deactivate the Room to make

sure it is not used in the future.

Genesys Training Manager — Administrator Guide

207




	Genesys Training Manager 8.0 Administrator Guide
	Table of Contents
	Preface
	About Genesys Training Manager
	Intended Audience
	Making Comments on This Document
	Contacting Genesys Technical Support
	Related Documentation Resources
	Document Conventions
	Document Version Number
	Screen Captures Used in This Document
	Type Styles

	Genesys Training Manager Administrator
	Genesys Training Manager
	Logging On
	Logging Off

	Genesys Training Manager Components Overview
	Configuring Genesys Training Manager
	Creating Locations
	Deleting Locations
	Creating Rooms
	Deleting Rooms
	Creating Trainers
	Working Hours
	Working Rules
	Locations
	Remove the Home Location
	Skills
	Creating Trainer Skills
	Deleting Trainer Skills

	Deleting Trainers
	Create Managers
	Set Your Regular Working Hours
	Set Exceptions to Your Regular Working Hours

	Associating Managers to Teams and Teams to Locations
	Deleting a Manager
	Skills Portal - Creating & Managing User Access
	Creating a WebPortal Administrator
	Deleting a WebPortal Administrator
	Trainer & Manager WebPortal Access
	Managing the Welcome and Header Titles in Training Manager Portal
	Managing Room Bookings
	Deleting a Manual Room Booking
	Enhanced Trainer Configuration & Visibility
	Trainer Hierarchy

	Trainer Calendar
	Delete a Trainer Calendar Entry

	Scheduler
	Date Exclusions
	Removing a Date Exclusion
	User Exclusion
	Removing a User from Exclusion
	Completion Status Report View

	Configuration
	Training Categories
	Deleting a Training Category

	Meeting Types
	Deleting Meeting Types

	Raising a Training Request
	Site Selection
	User Selection
	Team or Individual


	Creating Training Plans
	Creating a New Event
	Resources
	Workforce Schedule
	Scheduling a Combination of Trainer, Room, and Agent
	Scheduling a Combination of Room and Trainer Only
	Agent Only Scheduling


	Optimization Algorithm Window
	Event Details
	Training Window
	Excluding Training Dates

	Interruptible Activities
	Optimization Algorithm Template
	Time and Travel Constraints
	Transition Time (minutes)
	Minimum Activity Gap Before
	Minimum Activity Gap After
	Trainer Travel
	Coverage Tolerance
	Maximum Team Offline (%)
	Retrieve Fresh Data from Genesys 7.5

	Booking Strategy
	Training Sessions
	Optimized Algorithm Results for Trainer and Room Only Scheduling
	Committing Training Activity into Genesys WFM
	Cancelling a Training Session(s)
	Cancelling a Training Session for an Individual

	Scheduling Mop Ups
	Trainer and Room Hot Swaps
	Using Scenarios for ‘What If’ Scheduling
	Manual Scheduling
	Deleting a Training Request
	Create Meetings
	Copying a Scheduled Meeting to Other Teams

	Group Scheduling of Recurring Meetings
	Training Request Start Date Filter

	Reports
	Training Request Completion Report
	Training Summary by Status Report
	Agent Detail Completion Report by Training Event
	Completion Status Report
	Individual Agent Training Summary Report
	Exportable Training Overview Report
	Multiple Trainer Courses Report

	Useful Tips


