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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 8.1 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 email 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 10.

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 7
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portal. This automatically updates Training Manager with who has attended; if there
were any non-attendees they can be "mopped up" automatically as part of the scheduling
process.

Making Comments on This Document

If you especially like or dislike anything about this document, feel free to email 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.

Contacting Genesys Technical Support

If you have purchased support directly from Genesys, ,see the Contact Information on the
Tech Support website. 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.

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

8 Genesys Training Manager 8.1 S
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Genesys product documentation is available on the:
* Genesys Technical Support website at http://genesyslab.com/support.

» Genesys Documentation Library DVD, which you can order by email from Genesys
Order Management at ordermanegenesyslLab. 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.

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
«  Emphasis Migration Guide for more
e Definitions of (or first information. _ _
references to) unfamiliar Do not use this value for this
terms option.
e Mathematical variables A customary and usual practice

is one that is widely accepted

Also used to indicate o X
and used within a particular

Administrator Guide 9
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Document Conventions

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).

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.

e 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.

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)

10
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Logging In
Providing that the user has authority to access the application, the Login screen will appear as

follows:

I'g 5 Welcome to
3{1[;5" Training Manager
It

User Mame :

Password :

| ok || Cancel || Detais>>

Genesys Training Manager — Administrator Guide
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Complete the details as required and select oK.

Logging Out
To log out of the application, click FiLe and then Exit or click on the red X in the top right hand

corner.

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

w. Training Marager Portnl Liners
b o WEM

| # Conbguabon

os = ondy Tusedsy, 12 e 2012 1007GMT Dkt Sevngs)  Tene Zooe,. EJ
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Genesys Training Manager Components
Overview

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

1. Training Requests — select this menu option to create a training request.

o Completion Status / Reports

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

the team manager is also required.
3. Resources

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 with room booking, all trainer activity will be visible here,
from manual holidays and scheduled meetings, to training activity booked as part of
the optimized (or manual) scheduling process. Trainers now have the ability to keep
their calendar up-to-date directly through their web portal access.

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 team meetings.
Managers keep their working hours and unavailability up-to-date-through their web

portal access.

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

the web portal.

Administrator Guide 13
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5. WFM - select this menu option to view exceptions directly out of WFM, and to associate

teams with managers and locations.

6. Configuration -

(0]

(0}

(0]

Training Categories — the different categories used in training activity for example,
Trainer Led.

Meeting Types - the different types of meetings associated with the specific meeting

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

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

Holidays. They are also color coded for easy visibility.
Selection & Exclusion — record excluded users and the reason e.g. long term absence

Resources — locations, trainers and rooms are created, configured, and managed here.

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

visibility of training schedules in the web portal.

8. Skills Assessor — this component will only be available if Skills Assessor already exists

within the organization.

These components are covered in detail in the document.

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.

14
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Time Zone
When first accessing Training Manager, check that the correct time zone has been selected as this
will affect the scheduling activity.

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

or if your working time zone changes.

Choase Your Time Zone ]

GMT

e ox — '| Select Time Zone to

' update your working
time zone and then
select the correct time
zone from the
drop-down box.

i Preferences =

= « Fnady Tueaduy, T3 Juna 2072 126 GMT [Dayigre
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Creating Locations

Genesys Training Manager must be configured to identify the location that agents, trainers, and
rooms are associated to. Training Manager needs this information to schedule training activity. The
locations therefore must first be created in Genesys Training Manager.

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

Manager, then Resources and then click on Rooms & Locations.

Sub Menu

4 Preferences =

.+ Fnady Tuesday 12 dne 2017 10:1 GMT Colght Srvings)  TmoZone . &7
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Expanding the Internal Sub Menu displays a list of the internal sites. Expand the site to reveal any

associated rooms.

i tiia — New Location template to
complete.

Frea o g

Right-click on Internal

il / for additional menu
T _ options.

i —— - -
a g e 1] s B A 07 Dk i i L )

To create a new location, right-click Internal in the Sub Menu; additional options will appear.

Select New Location, and complete the details as required. If the location is a satellite site, select it
from the Parent Location drop-down menu. Once the location has been created, rooms, trainers, and

agent teams can be associated to it.

Administrator Guide 17
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Deleting Locations
To delete a location, select it from the Rooms Sub Menu and then right-click the location and select

Delete Location.

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

18 Genesys Training Manager 8.1 S
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Creating Rooms
Rooms are created using the Resources option, similar to creating locations.

Select New Room from the Rooms Sub Menu; this will associate the new room with the location.

Configuring Genesys Training Manager

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

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

training will take place) and any other necessary details.

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

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

Enter the room constraints, for example, the minimum and maximum number that the room can
accommodate for training. Leave the minimum capacity of the room as 1 and manage the training

group size as part of the scheduling process.

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

appear as available when selecting rooms in which to schedule training.

Administrator Guide

19



Genesys Training Manager Administrator Configuring Genesys Training Manager

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

S Enter the details as required. It
is recommended that the
= e ; minimum capacity be left at 1.
| miim e rf gl wha =an b aenénd in the oo o
' il i Clear Active if the room

becomes no longer available.

Select Apply to save.

| 5t oers

Rooms & Locations

| (3 Prefesences lisbnetises) {asiCuonaty|

* Feady Tuesday, 12 June 2012 11:07 GMT Daybght Savngs) e Zooe.. 5§

Deleting Rooms
To delete a room, expand the location and select the room that you want to delete. Right-click the

room and select Delete Room as in the example below.
The room will only be deleted if there has been no activity associated with it.

There is, however, the option to make the room inactive, which removes it from the list of available

rooms. Uncheck the Active box; the room is now inactive.

20 Genesys Training Manager 8.1 e
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Creating Trainers
Trainers are created and managed from the Configuration option under Main Menu.

Select configuration, then select Training Manager, and then select Resources. Select Trainers; the
tree view will appear in the Sub Menu below.

Right-click Internal to view any configured internal trainers.
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Configuring Genesys Training Manager

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

displayed. Right-click Internal in the Sub Menu; the following options will be available:

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

reveals the associated trainers.

File View Training Help
Main Menu
» ‘= Training Manager
‘= Training Manager Portal Users
s = WEM
4 % Configuration
4 = Training Manager
[{] Training Categories
[[] Mesting Types
[ Bocking Categories
£ Selection & Exclusion
4 3% Resources
] Rooms & Locations
> L] Trainers
[0 Managers
&= Training Manager Portal

= Skills Assesser

Sub Menu
4 [ Trainers
o Viewing Active by Location
4 @ Internal
Lol <No Location>
> Ll Londen
> Lzl Manchester
@ Exernal

8 Preferences ~

22
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Configuring Genesys Training Manager

2. View by Hierarchy - this lists the trainer manager and any associated trainers (creating the

Trainers hierarchy will be covered later in the document).

File View Training Help
Main Menu

= Training Manager
Training Manager Portal Users
= WFM

1 Configuration

= Training Manager
[0 Training Categories
[T Meeting Types
[T Booking Categories
&= Selection & Exclusion
4 a5 Resources
(] Rooms & Locations
> [ Trainers
ED) Managers
= Training Manager Fortal

< Skills Assessor

Sub Menu
a [ Trainers
 Viewing Active by Hisrarchy
4 @ Internal
4 £ Daniel Oliver

3, Lucy McDonald
£ Rachel O'Neill
@ External

¢ Preferences +

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

File View Training Help
Main Menu

> = Training Manager

Training Manager Portal Users
= WEM
4 4 Configuration
4 = Training Manzger
[ELJ] Training Categories
[ Meeting Types
EC Booking Categaries
£ Selection & Exclusion
4 3% Resources
[T Rooms & Locations
» [T Trainers
[{] Managers
Training Manager Portal

(4

Shills Assessor

Sub Menu
a [ Trainers
 Viewing Active by Alpkabetical Order
4 @ Internal
Daniel Oliver
Luey McDonald
Rachel O'Neill

{ (1] F:«emal

3 Preferences -

Administrator Guide
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Configuring Genesys Training Manager

A new trainer can be created either by right-clicking the location, or by right-clicking Internal. The

option to create a new trainer will then appear.

]
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3 Prabasima g1 4

Select New Trainer; the Trainer screen will appear on the right-hand side of the window.

File View Training Help
Main Menu

== Training Manager

Training Manager Portal Users
= WFM

-# Configuration

= Training Manager

] Training Categories

] Meeting Types

(L] Booking Categories

5 Selection & Exclusion
4 22 Resources

L] Rooms & Locations
a [T Trainers

[ Trainer Skills

[[] Managers

Training Manager Portal

i

Skills Assessor

Sub Menu
2 [T Trainers
o Viewing Active by Alphabetical Order
4 @ Internal
£ Daniel Oliver
£, Lucy McDonald
£, Rachel O'Neill
@ External

¢ Preferences ~

Trainer
First Name
Lzst Name
Employee 1D

Trainer Details

Manager <None>

Active

Working Hours Working Rules

Working Hours

Start End
Mon  p0:00 | 00:00
Tue 0000 {24 00:00
Wed  00:00 | 00:00
Thu  00:00 | 00:00
Fi 0000 B o000
Sat 0000 | o000
Sun 00:00 |2 o00:00

<New Trainer>

| R LR R R RED R

Locations

Lunch

Earliest Latest
00:00 |4 00:00
00:00 15 00:00
00:00 |4 00:00
00:00 | 00:00
00:00 |4 00:00
00:00 |5 00:00
00:00 1% 00:00

Skills

| B | B BB BF| BF| B

=
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Enter the details as required. If the trainer is external, an external reference can be included.
The option to mark the trainer as inactive is also available.

Information entered in Working Hours and Locations identifies when and where the trainer is
available.

The skiLLs tab is used to associate specific skills with individual trainers.

Working Hours
Genesys Training Manager needs the following information for the application to understand what
hours the trainer can work.

Working Hours:

e Start—the earliest time that the trainer can start work.

e End-the latest time the trainer can finish work.

e Lunch—the earliest and latest times for lunch.

e Earliest—the earliest time the trainer can have their lunch.
e 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.
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Configuring Genesys Training Manager

File View Training Help
Main Menu
+ ‘o Training Manager
“— Training Manager Portal Users
e WEM
4 2 Configuration
4 = Training Manager
[ Training Categories
[ Mesting Types
[[] Booking Categories
£ Selection & Exclusion
¥# Resources
[T] Rooms & Locations
4 L] Trainers
[ Trainer Skills
[ Managers
Training Manager Portal

S

Skills Assessor

Sub Menu
4 (L[] Trainers
F fewing Active by Alphabetical Order
2 @ Internal
2, Daniel Oliver
£, Lucy McDonald
£ Rachel O'Neill
@ External

2 Preferences -

Locations Skills

Trainer
First Name Dariel
Last Name Oliver
Employee ID daniiel
Trainer Details
Ferres <Nane>
Active
Working Hours Working Rules
Working Hours Lunch
Start End Eariest
Mon 0700 [ 1900 B 1100 B
Tue 0700 [ 1900 | 1100 &
Wed 07.00 [ 1900 k& 11:00 |
Thu 0700 |4 1900 k& 11:00 |2
Fi 0700 k& 1900 B 1100 [
Sat 0700 [ 1900 B 1100 [
Sun 0700 K 1900 B 1100 |2
LUpdate Information
Created Monday, 18 July 2011

Last Updated  Sunday, 14 August 2011

Latest
14:00
14:00
14:00
14:00
14:00
14:00

B R RE R |ORRORE R

14:00

by SYSTEM
by GenesysWFM\demo

Close

Working Rules

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

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

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

against their maximum hours per week.

e Minimum Hours Between Working Days—the mandatory minimum rest time between shifts.

e 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.

e 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.
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Configuring Genesys Training Manager

File View Training Help
Main Menu
. = Training Manager
& Training Manager Portal Users
- = WFM
4 b Configuration
a = Training Manager
[EL] Training Categories
[ Mesting Types
[E[J Booking Categories
£ Selection & Exclusion
* ¢ Resources
[[J Rooms & Locations
4 L] Trainers
[T Trainer Skills
EO Managers
%= Training Manager Portal

S

Skills Assessor

Sub Menu
a [ Trainers
«F \|dewing Active by Alphabetical Order
4 @ Internal
£, Daniel Oliver
£ Lucy McDonald
22 Rachel O'Neill
@@ External

5 Preferences -

Trainer
First Name Daniel
Last Name Qliver
Employes ID daniel

Trainer Details

Manager

<None> -

Active

Warking Hours Warking Rules Locations Skills

Maxmum Hours Per Day 8/% Hours

Maximum Hours Per Weelc 3615  Hours

Trainer Week Starts On Monday A

Minimum Hours between Working Days 235 Hours

Minimum required Lunch Break in the Working Day 305 Minutes

Total minutes for all Breaks in the Working Day 60[5 Minutes

Update Information
Created Monday, 18 July 2011 by SYSTEM
Last Updated Sunday. 14 August 2011 by GenesysWFM'\demo

[ome )

Locations

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

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

selected.

When the Location tab is selected, a list of locations in the application appears. Select the relevant

location and check the box to the left of the location name. Do the same for each location where the

trainer can deliver training. The trainer's home location must be clearly identified, as Genesys

Training Manager will always prioritize training to trainers at their home location.

To set a location as a home location, click the icon to the left of the location name and then right-

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

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

W@ w

K"

il

File View Training Help

Main Menu

Training Manager
Training Manager Portal Users
WFM
Configuration
&= Training Manager
[ Training Categories
[[J Meeting Types
[{] Booking Categeries
£ Selection & Exclusion

.

“ ¥ Resources
[ Rooms & Locations
4 [ Trainers
[ Trainer Skills
E[] Managers
< Training Manager Fortal

= Skills Assessor

Sub Menu
4 [T Trainers

" \iewing Active by Alphabetical Order
4 @ Internal
£, Daniel Oliver
& Lucy McDonald
2, Rachel O'Neill
@ External

Preferences -

Trainer

First Name: Dariel
Last Name Oliver
Employee 1D daniiel
Trainer Details

Manager <None>
Active

Working Hours Working Rules

Locations Skills

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

4 Ll Locations
1Ll Lenden
Ll Manchester

Update Information
Created Monday, 18 July 2011
Last Updated Sunday, 14 August 2011

by SYSTEM
by GenesysWFM\demo

Remove the Home Location
The option to remove the current home location is available by right-clicking the location and

selecting Remove as Home Location.

You now have the option to select a different home location for the trainer.
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Configuring Genesys Training Manager
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Skills
Select the ski LLs tab and any skills associated with the trainer will be visible.
To add an additional skill, right-click in the SkiLls pane and select Add Ski LL.
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e e e

A drop-down menu appears, from which you can select the skill that you want to add.
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Configuring Genesys Training Manager
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Once you have selected the skill you want, click ok, and then click AppLly to save the new skill against

the trainer.

Creating Trainer Skills

The option is available to associate skills with trainers as part of the trainer configuration.

In the Resources option, expand Trainers to reveal Trainer Skills.

The available skills are located in the Trainer Skills Sub Menu.
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File View Training Help

Main Menu
» ‘== Training Manager
== Training Manager Portal Users
> s WFM
4 2 Configuration
4 & Training Manager
[{] Training Categories
[ Mesting Types
[T] Booking Categories
55 Selection & Exclusion
4 nn Resources
[ Rooms & Locations
a [ Trainers
[T] Trainer Skills
[[] Managers
Training Manager Portal

i w

Skills Assessor

Sub Menu

4 [ Trainer Skills
MSEXCEL - Microscft Excel
MSOUTLOOK - Microsoft Outlock
MSPOWERPOINT - Micrasaft PowerPoint
MSWORD - Microsct Word

15 Preferences +

To create a new skill, right-click Trainer Skills and select New Trainer Skill.

S
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wrwy Marwge Pt
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~ - |
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s e
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The option to create a new skill code and name is now available.

Click App Ly when you are finished.
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Configuring Genesys Training Manager

File View Training Help
Main Menu
. o Training Manager
. Training Manager Portal Users
s = WEM
4 "7 Configuration
4 = Training Manager
] Training Categories
[ Mesting Types
[[] Booking Categories
£ Selection & Exclusion
4 1% Resources
] Rooms & Locations
4 (L] Trainers
[T Trainer Skills
[0l Managers
 Training Manager Portzl

= Skills Assessor

Sub Menu
4 L] Trainer Skills
MSEXCEL - Microsoft Excel
MSOUTLOOK - Microsoft Outlook
MSPOWERPOINT - Microsoft PowerPoint
MS\WORD - Microsoft Word

& Preferences -

Trainer Skill Code

Skill Code <New Trainer Skill Code>

Name of Skill

o

Once the skills have been created they are available to select as part of the trainer configuration.

Deleting Trainer Skills

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

Delete Trainer Skill.
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Deleting Trainers

The option to delete a trainer is available by selecting the required trainer, right-clicking it and then
selecting Delete Trainer.

A trainer can only be deleted if there is no activity associated with them. There is, however, the
option to make a trainer inactive and therefore unavailable for selection by clearing the Active box.
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Creating Managers

Configuring Genesys Training Manager

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

and one to one sessions.

To create a new manager, click Configuration, and then click Training Manager to expand it. Select
Resources, and then select Managers. Right-click Managers to select options from a list.

File View Training Help
Main Menu
4 = Training Manager
s [T Training Requests
[T Mestings
4 an Resource Calendars
| Room Calendars
£, Trainer Calendars
& MWanager Calendars
= Training Manager Portal Users
> = WFM
4 2 Configuration
a4 = Training Manager
[ Training Categories
[C] Meeting Types
[[] Booking Categories
25 Selection & Exclusion
4 2% Resources
[ Rooms & Locations
. [ Trainers

717 Managers

Sub Menu
4 [[] Managers
F Viswing Active by [ocation
Lol <No Location>
> [l Londen
4 Lol Manchester
£ Charlie White
£ Oliver Wilson

& Preferences -

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

View by Location is selected, a list of locations is available.
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Sub Menu hints will identify which option has been selected.

File View Training Help

Main Menu
4 = Training Manager
b [[] Training Requests
) Mestings
4 % Resource Calendars
&l Room Calendars
£ Trainer Calendars
& Manager Calendars
= Training Manager Portal Users
> = WM

4 & Configuration
4 = Training Manager
[ Training Categaries
[ Mesting Types
[T Booking Categories
£ Selection & Exclusion
4 3% Resources
0 Rooms & Locations
v [ Trainers
[T] Managers

Sub Menu
a ] Managers

£ Lovise Spencer

& Oliver Wilsen

i Preferences

Below is an example of the View by Location option.

File View Training Help

Main Menu
4 ‘= Training Manager -
» ECJ Training Requests
[T Meetings
4 »n Resource Calendsrs
| Room Calendars
£, Trainer Calendars
& Manager Calendars
= Training Manager Portal Users
; WFM

4 & Configuration
4 ‘= Training Manager
[{] Training Categories
[ Meeting Types
[ Booking Categories
&5 Selection & Exclusion
4 3% Resources
[T Rooms & Locations

o E] Trainers
[] Managers T
Sub Menu
a ] Managers

o Viswing Active by Location
Ll <No Location>

b [al Manchester

L5 Preferences
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Configuring Genesys Training Manager

To create a new manager, right-click an existing manager and select New Manager from the list.

o e D

e T
W e Slee Maragers

e rczive Maraigeen |

LS S——_—

The Manager screen appears, with options to configure information for the new manager.

Configure the manager's default working hours in the Working Hours tab.

File View Training Help
Main Menu
4 = Training Manager
» (] Training Requests
[ Meetings
4 ag Resource Calendars
8| Room Calendars
£, Trainer Calendars
& Manager Calendars
= Training Manager Portal Users
b = WFM
4 ¢ Configuration
4 = Training Manager
[ Training Categories
[ Mesting Types
[T] Booking Categories
&2 Selection & Exclusion
4 ap Resources
[T} Rooms & Locations
» 0 Trainers
[[] Managers

Sub Menu
4 [T Managers
& Viewing Active by Location
Jl <Mo Location>
4 [l Londen
£ Alice Talbot
& Louise Spencer
» [al Manchester

i Preferences -

Manager

First Name: <New Manager>
Last Name

Employee ID

Manager Details

Active

Working Hours

Start End Enable
Mon  pg:00 b2 1800 =
Tue o000 2 o0m0 |2
Wed 0000 (] 0000 2
Thu 0000 0000 B2
Foo o000 1 Do fe
Sst 0000 R 00:00 |2
Sun D000 [ 0000 2

o
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Configuring Genesys Training Manager

Once the default working hours have been set in Genesys Training Manager, they can be changed in

the manager's training portal.

The example below displays a manager’s training portal home page with the following two options

available under your working hours.
= set your regular working hours

= set exceptions to your regular hours

< Genesys

Lucation : Main Menu

lice Talbok - [alice]

o my options

o training roadmap

Starting between 12 May 2017 and 12 lul 2012
& maximum of 5 items are shawn below]
View the full Training Roadmap

W New Product Training (MPTOOL)

12
w SeH Learning Time [SAT001)
18 Jun 2012 - 30 Jun 2032

Genesys Training Manaper Samal .11

Training Manager Training Portal

Comyrigre D 2012 Shear Uning Sofutioes Lag Al Sigms Reserved.
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Setting Your Regular Working Hours

After selecting an option, the following window appears, enabling the manager to change their
default working hours. The working hours must be defined since Genesys Training Manager needs to
know the manager's working hours.

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

= Genesys Training Manager Training Portal

Location ; Main Menu » et Working Day Defauns

Alice Talbot - [alice]

Set Your Regular Working Hours

O Information Day Of week  Start Time EndTime 15 Warking Day

Change the data to 5 monday |07[=]|00[=] [1a[=][00[=] B

haurs. This highlight repn

Tuesday |11[x][00[x] [22]x][00[=] &
wednesday |07[=]|00[=] [18[=]|o0[z] &
Thursdey |07 [=][00[=] [19]=][0n[z] =
eriday |07[x](00[=] [19[=] 00[=] ¥
Saturday

sunday

Ea

Genesys Training Manager Porai £.1.1 ‘Capyright I 2002 Siver Lising Ssiutians Lod. All Rigms Reserved
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Setting Exceptions to Your Regular Working Hours
This option allows the manager to define non-standard working hours where they are different from
their default hours for whatever reason.

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

= Genesys Training Manager Training Portal

Location ; Main Merw > Set Wurking Devs

Alice Talbot - [alice]

Set Exceptions To Your Regular Working Hours

0 Information nMonthfvear |June [Fll0a2[=]
Change the data below to set your default working davs  pay of Week Use Defsult Hours  Start Time EndTime  |saWarkingDay  Dayof Week Use Default Hours  Start Time EndTime s a Werking Doy
and haurs

Fil Sal 16
This highlight repretents 3 nan warking day !

fat2 fun 17

v Important
fum 3 Man 18

Please o not use this farm to define periods of
sthedited stsence (e.g. Holidays, Trainng Days) where ey e
you would atheruise be working

This form s for speedying UNPAID, NON-WORKING time Toe S R0
b Wed &
Thu? Friz
Frig St 23
st 9 Sun 24
Sun 10 Mun 25
Mon 11 : - - Tue 26 s
Tuelld . Wed 27 L
Wied 13 - - - Thu 38 &
Thu 14 - Frizs i
£ 15 sata0 Y.
S |
Ganesys Traieing Marager Foral B1.1 Caaymiget © 2012 Shvar Lining Sourioss s Al Sigrms Seserved
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Configuring Genesys Training Manager

From the Locations tab, check the box to the left of the location that you want to associate with the

manager. This is required as part of the meeting scheduling process, and will be covered in the
Meeting section of this document.

After checking the relevant location, click Apply.

File View Training Help
Main Menu
4 = Training Manager
. [[] Training Requests
[TT] Mestings
4 3% Resource Calendars
& Room Calendars
2, Trainer Calendars
& Manager Calendars
. Training Manager Portal Users
» = WEM
4 & Configuration
a4 ‘= Training Manager
[{] Training Categories
[T Meeting Types
[[] Bocking Categories
£ Selection & Exclusion
4 3% Resources
[EC] Rooms & Locations
» [ Trainers
E0) Managers

Sub Menu
a E[J Mznagers
F Viewing Active by L acation
Lal =Mo Location
4 Lal London
& Aice Talbot
& Lovise Spencer
» [2l Manchester

5 Preferences -

Manager
First Name
Last Name
Employze 1D

Manager Details

Active

Working Hours

4 lnl Locations
[ London
[l Manchester

<New Manager>

o
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Associating agents with Locations and providing an
exclusion reason for an Individual agent

There are now two tabs in the main window:
1. Selection —to associate locations either with teams of agents or with individuals.

2. Global Exclusions—to mark individuals with reasons for nonscheduled activity, for example,
long-term sick, reassignment, and maternity.

File View Training Help

4 32 Resource Calendars
8| Room Calendars

Main Menu
Selection Global Exclusions
4 = Training Manager =
> (L] Training Requests Display Mode ~ WFM Hierarchical T
[] Meetings

4 & First Direct National Bank
4 B Modesto

£ Trainer Calendars - @@ <Mone>
£ Manager Calendars 4 G Team 1

= Training Manager Portal Users = .
= £ Andrew Faust (Long Term Sick
£ Am Larsen

£ Amy Jay

4 b Configuration
£ Bandi Neal

A Benlin
& Brian Chen

4 = Training Manager
E0) Training Categories

ED) Meting Types
£ Candi Stolpe

& Dick Clarkson
£ Edusrdo Garci

[T Bocking Categories
& Selection & Exclusion

4 1 & Resources s
£ Gurutej Kaur

T Rooms & Locations
£ Henry Dunn

> E0 Trainers

-
T Manzgers & Ian Johnson

£, Joan Stuart

£ Kai Lemieux

Sub Menu £ Kathy Gurin
[] Selection & Exclusion B Kim Lewis
A LamyFin

£ Linds Sweeney
£ Lynne Suzanne
£ Mary Gail

£ Nicole Stutts
2 Pele Lolani

£ Shane Carlsen
£ Stan Goldman
£ Tianni Ayala

» @ Tesm2

» @ Tesm3

. @ Team4 o

& Preferences +
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Right-click the team to set or change the location, as in the example below.

[T -

i Mo <

For an individual agent, there are additional options available to mark them for exclusion.
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Configuring Genesys Training Manager

Once the teams or individuals have been associated, the locations will appear to the right.

Fle View Teining  Help
Main Menu
4 ‘= Training Manager
» L] Training Requests
[ Meetings
4 % ¥ Resource Calendars
] Room Calendars
2 Trainer Calendars
& Menager Calendars
= Training Manager Portal Users
WM

£;# Configuration

[N

a4 ‘= Training Manager
[[J Training Categories
BT Mesting Types
[ Booking Categaries
& Selection & Exclusion
4 2% Resources
ET] Rooms & Locations
b EL] Trainers
L] Managers

Sub Menu
E0 Selection & Exclusion

o2 Preferences -

Selection Global Exclusions

Display Mode ~ WFM Hierarchical

s & First Direct National Bank
4 [ Modesto

b & <None>

4 & Team 1 (Location: Manchester)
Amy Jay (Location: Manchester)
(Long Term Sick] (Lo
Ann Larson (Location: Manchester)
Bandi Neal (Location: Manchester)

Ben Lin (Location: Manchester)

Andrev

Brian Chen (Location: Manchester)
Candi Stolpe (Location: Manchester)
Dick Clarksen {Lecation: Manchester)
Eduardo Garcia (Location: Manchester)
Gurutej Kaur {Location: Manchester)
Henry Dunn (Location: Manchester)

lan Johnsen (Location: Manchester)
Joan Stuart (Location: Manchester)

Kai Lemieux (Location: Manchester)
Kathy Gurin (Location: Manchester)
Kim Lewis (Location: Manchester)
Larry Fin (Location: Manchester)

Linda Sweenay (Location: Manchester)
Lynne Suzanne (Location: Manchester)
Mary Gail (Location: Manchester)
Micole Stutts (Location: Manchester)
Pele Lolzni (Location: Manchester)
Shane Carlson (Location: Manchester)

Stan Goldman (Location: Manchester)

B BbhbhOoobHmmEo bbb

Tiznni Ayala (Location: Manchester)
b @ Team?2
B lﬁ Team 3
o @ Team4
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Configuring Genesys Training Manager

Please note that the associated locations will not appear against the teams or individuals until those
teams or individuals are selected. This is so that Training Manager does not purge the database for

each team in order to identify the required location.

File View Training Help
Main Menu
4 = Training Manager
» [ Training Requests
] Mestings
4 2% Resource Calendars
8| Room Calendars
£, Trainer Calendars
& Manager Calendars
= Training Manager Portal Users
> = WFM
4 ‘b Configuration
4 ‘= Training Manager
[E[] Training Categories
[[] Meeting Types
[[] Bocking Categories
£ Selection & Exclusion
4 35 Resources
] Rooms & Locations
> [ Trainers
ED Managers

Sub Menu
[ Selection & Exclusion

5 Preferences ~

Selection Global Exclusions

Display Mods ~ \WFM Hierarchical

4 & First Direct National Bank
4 B Modeste
. & <Nonex
. & Team 1
. & Team2
. & Team3
. BB Team 4
- B Reston
» B Cincinnati
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There is also the option to change the view.

Configuring Genesys Training Manager
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Individual agents can be selected for exclusion by right-clicking the individual and selecting
Globally Exclude. There is also the option to view any training requests that the individual has been

selected for by selecting Completion Status.
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Configuring Genesys Training Manager

An exclusion window appears in which to enter the reason against the individual for exclusion.
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The individual will then be grayed out with the reason for exclusion appearing to the right, as in the
example below. This information will appear in the Completion Status Report.

File View Training Help

Main Menu
a = Training Manager
1> EJ Training Reguests
] Mestings
4 4% Resource Calendars
| Room Calendars
2 Treiner Calendars
£ Manager Calendars
%= Training Manager Portal Users
= WFM

4 4 Configuration

3

4 = Training Manager
[[] Training Categories
] Meeting Types
[{] Booking Categories

&5 Selection & Exclusion

4 5 Resources
[{L] Rooms & Locations
b [ Trainers
[0 Managers

Selection Global Exclusions

Display Mode ~ WFM Hierarchical -

4 & First Direct National Bank -
a Modesto

3 lﬁ <Mones

4 &8 Team 1 (Location: Manchester)
£ Amy Jay (Location: Manchester)
& Andrew Faust (Long Term Sick) (Loca
£ Ann Larson (Location: Manchester)
£, Bandi Neal (Location: Manchester)
£ Ben Lin (Location: Manchester)
£ Brian Chen (Location: Manchester)
£\ Candi Stolpe (Location: Manchester)

JWW

on: Manchester)

7~ & Fduardo Garcia (Long Term Sick) (Location: Manchester) N\

Sub Menu
[[] Selection & Exclusion

<3 Preferences -

2. Gurutej Kaur (Location: Manchester)
; Manc]

£ 1an Johnson (Location: Manchester)
£ Joan Stuart (Location: Manchester)
£ Kai Lemieux (Location: Manchester)
£ Kathy Gurin (Location: Manchester)
£ Kim Lewiis (Location: Manchester)
£ Larry Fin (Location: Manchester)
£ Linda Sweeney (Location: Manchester)
£ Lynne Suzanne (Location: Manchester)
2 Mary Gail (Location: Manchester)
£ Micole Stutts (Location: Manchester)
£ Pele Lolani (Location: Manchester)
2 Shane Carlson (Location: Manchester)
£ Stan Goldman (Location: Manchester)
£ Tianni Ayala (Location: Manchester)

b @ Team2

b @ Team3 =

b @ Team4 -
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The excluded individuals will appear in the Exclusion List table. You can view the table by clicking

the Global Exclusions tab.

File View Training Help
Main Menu
4 = Training Manager
» [[] Training Requests
[ Meetings
4 3% Resource Calendars
&l Room Calendars
[, Trainer Calendars
£ Manager Calendars
‘= Training Manager Portal Users
b s WFM
a4 4 Configuration
4 == Training Manager
[T Training Categories
(] Mesting Types
[T] Booking Categories
& Selection & Exclusion
4 44 Resources
[C] Rooms & Locations
> ECJ Trainers
O] Managers

Sub Menu
[T Selection & Exclusion

<2 Preferences ~

Selection Global Exclusions

Exclusions List

By Date

&' Refresh

& Andrew  Faust
£ Eduarde Garcia

First Name  Last Name Employee ID Exclusion Reason

U_7004_Simulstor Long Tem Sick
EGarcia Long Tem Sick
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There is also the option to exclude either locations or teams for a specific date.

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

File  View Training Help

Main Menu
Selection Global Exclusions
4 ‘= Training Manager
> [L] Training Reguests
] Mestings
4 4% Resource Calendsrs
@ Room Calendars

] »

Exclusions List By Date

@) Choose dates which will be excluded for all scheduling, and then click the items to apply the exclusions to

£, Trainer Calendars 4 September 2011 » 4 & First Direct National Bank
& Manager Calendars W T w T F & s 4 [ Modesto
‘= Training Manager Portal Users | 5 3 4 O Team1
> = WFM s e 7 8 8w 1 & Team?2
% °"_F‘rg”_m_“°"M r R IR R R - A gg :aami
= lraimn anager eam
‘ [Em] Tr:mng antegome.s woeaoa = mou B 4 [JE Reston
(] Mesting Types % 27 2w 1 N C1&B Teams
] Bocking Categories & Team5
£ Selection & Exclusion s Teamé
4 nr Resources [J& Cincinnati
0] Rooms & Locations
> L Trainers
[ Managers 7

Sub Menu
[E[] Selection & Exclusion

.2 Preferences -
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This will then highlight the date against the team.

To deselect a date and / or team, click the date and then clear the team to remove the exclusion.

Configuring Genesys Training Manager

When an exclusion has been set, the team or site can be selected as part of a training request but will

not be scheduled on the configured exclusion date.

File View Training Help
Main Menu
4 = Training Manager
» ] Training Requests
[T Meetings
4 a5 Resource Calendars
& Room Calendars
2, Trainer Calendars
& Manager Calendars
‘. Training Manager Portal Users
» s WM
4 "7 Configuration
4 ‘= Training Manager
[ Training Categories
[[] Meeting Types
[T Booking Categories
& Selection & Exclusion
4 a5 Mesources
] Rooms & Locations
> [ Trainers
[{] Managers

Sub Menu
[T Selection & Exclusion

.2 Preferences ~

I

Selection Global Exclusions

Exclusions List By Date

©) Choose dates which will be excluded for all scheduling, and then click the items to apply the exclusions to.

1 September 2011 3
M T W T F s s
1 2 3 4
5 [ 7 g 9 nm n
12 13 14 15 16 17 18
19 Eevl 1 32 23 2 35
% 27 2 » N

4 & First Direct National Bank
4 1B Modesto
[ Team 1
O Team2
1§ Team3
I Team 4
4 C1E Reston
1§ Team4
& Teams
(I Teams
1@ Cincinnati
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Deleting a Manager
To delete a manager, right-click the manager and select Delete Manager from the list.

Configuring Genesys Training Manager
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Skills Portal — Creating and Managing User Access

After selecting Training Manager Portal Users from the Main Menu, the following user options are

available in the Sub Menu:

Administrators—are manually created; see the instructions below.

e Managers—this portal view is automatically created when a manager is created in Genesys

Training Manager. The manager does have to be granted access to it.

e Trainers—this portal view is automatically created when a trainer is created in Genesys

Training Manager. The trainer does have to be granted access to it.

e Agents—this portal view is automatically created as soon as the agent has been selected for

training or they have been granted access from WFM.

File View Training Help

Main Menu
4 = Training Manager
» ] Training Requests
T] Mestings
4 a2 Resource Calendars
&l Room Calendars
2., Trainer Calendsrs
& Manager Calendars
= Training Manager Portal Users
= WFM

& Configuration

Sub Menu
4 [T Training Manager Fortal Users
. @ Administrators
@ Managers
. @ Trainers

@ Agents

18 Preferences ~
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Creating a Training Portal Administrator
A new Training Portal Administrator can be created by right-clicking Administrator and then

selecting New Training Portal Administrator.
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To create a new administrator, enter the required details, leaving the Login Detai Ls fields blank to

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

A Training Manager Portal Administrator has access to any trainer calendar, room calendar, and
agent calendar.

File View Training Help

Main Menu Training Manager Portal Administrator
a = Eammq Manager @ The Administrator fa oty
» [T Training Requests d fles and assign pemissions
] Meetings
P First Name <New Training Manager Portal Administrators
4 an Resource Calendars
1] Room Calendars st Name
2, Trainer Calendars Employee ID
-
Manager Calendars
- < Login Details
= Training Manager Portal Usej
> = WRM User Name

» 4 Configuration Password Reset

Leave blank to preserve existing password

Sub Menu

a E[ Training Manager Portal Users
4 @ Administrators

L& Administrator Test

> @ Managers
> @ Trainers
@ Agenis
o Prferences - =
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Deleting a Training Portal Administrator

An administrator can be deleted by right-clicking the required administrator and selecting Delete
Training Manager Portal Administrator.
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Granting Trainer and Manager Training Portal Access

Once trainers and managers exist in Genesys Training Manager, they must be granted access to their
training portal. Click Trainer or Manager in the sub menu to expand the tree view, select the trainer or
manager you want from the list, and then check Access Granted in the Training Manager Portal

Manager Screen.

File View Training Help

Main Menu Training Manager Portal Manager

4 == Training Manager O
, [ Training Requests Access Granted

ELC] Meet
(1] Weetnoz Name Alice Talbot
4 5% Resource Calendars
5| Room Calendars Employze ID alice
2, Trainer Calendars ] _
- Login Details
& Manager Calendars
= Training Manager Portal Users User Name ice
> = WEM Password Reset

> g Configuration Leave blank to preserve existing password

Update Information
Created Wednesday, 31 August 2011 by GenesysWFM\demo

Last Updated  Saturday, 3 September 2011 by GenesysWFM\demo

Sub Menu
a [ Training Manager Portal Users
4 @ Administrators
£, Administrator Test
4 @ Managers
& Alice Talbot
& Charlie \white
& Louise Spencer
& OliverWilsen
» @ Trainers
@ Agents

s Aop Close
15 Preferences +
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Granting User Access to the Training Manager Training Portal
There are three options for granting an agent access to the Training Manager Training Portal.

1. Agents will automatically be granted access to the Training Manager Training Portal once
they have been selected from the User Selection tab in a training request.

2. Select Agents from the Training Manager Portal Users Sub Menu; a list of agents from WFM
will appear, similar to the example below. Select 6rant access and the WFM hierarchy will
appear, allowing access to be granted at team or individual level.

3. Select 6rant access to all from WFMand Training Manager will grant access to the Training
Manager Training Portal to all agents who are in WFM. If there are any agents not in WFM,
Training Manager will remove their access. It is recommended that if this option is selected,
it is done out of hours. Depending on how the agent accesses their webportal if they have to
login, then their User Name will be their surname and their Password will be password.

File View Training Help

Main Menu
4 ‘= Training Manzger
> EC] Training Requests
O Meetings

4 ag Resource Calendars
8| Room Calendars
£, Trainer Calendars
& Manager Calendars
= Training Manager Portal Users
> = WEFM
a4 "2 Configuration
a4 = Training Manager
[ Training Categories
0] Meeting Types
[ Booking Categories
&) Selection & Exclusion
4 g Resources
D Rooms & Locations
s O Trainers
D) Managers

Sub Menu
4 (L] Training Manager Portal Users
- @ Administrators
- @) Manzgers
> @ Trainers
@ Agents

5 Preferences -

. Grant access... <% Grant access to all from WFM... 3¢ Remove all Access... i Reset all User Names and Passwords... /& Refresh

First Name Last Name  EmployesID o
B Amy Jay U_8306_Simulator
£ Andrew Faust U_7004_Simulztar
p=y-n) Larson U_8224_Simulator
£ Bandi Neal U_8232_Simulator
£ Ben Lin U_8227_Simulatar
£ Brian Chen U_7002_Simulator
£ Candi Stolpe 1U_8329_Simulztar
£ Celeste Mumphrey U_8230_Simulator
E,\ Diana Clson 1J_8241_Simulator
£ Dick Clakson  U_8353 Simulator
£ Eduardo Garcia EGarcia
£\ Blenison Qlson U_8242_Simulator
£ Gunitej Kaur 1_8322_Simulator
5 Henry Dunn HDunn E
Btan Johnson  U_6008_Simulstor
E;Joan Stuart 1J_8330_Simulator
£ John OReily  U_8233_Simulstor
E,\ Kai Lemiew 1J_8225_Simulator
2 Kathy Gurin U_8223_Simulator
£ Keny Nedham  L_8236_Simulator
2 Kim Lewis KLewis
£ Lany Fin U_7005_Simulator
£ Lesie Lyn 1U_8326_Simulztar
£ linds Sweeney  U_8332_Simulstor
£ Lindsay Marie 1U_8335_Simulztar
B Usa Low U_8298_Simulstor
B Lod Osbom  Ul_8244_Simulstor
B lysna Muchow  U_8229_Simulstor
£ Lynne Suzanne  LJ_8304_Simulator
£ Mary Gail U_8307_Simulztar
£ Megan Parker U_8351_Simulator
E; Monica Ozelle 1J_8293_Simulator
£ Muhammed Fouad Muriner  U_8231_Simulstor
E,\ Nancy Nelson 1J_8237_Simulator
2\ Nathaniel Parish U_8247_Simulator
£ Nicole Stutts U_8331_Simulator
£\ Patty Ann Nibecker  L_8238_Simulator
£ Pele Lolani U_8292_Simulator
£\ Rachel Padawer Ul 8246 Simulstor Y2

=l Bwort

52 ltem(s)
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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 available in the Training Manager Portal Configuration
window.

Training Manager Portal Configuration

sl CAUTION; Mariy of these corfigurnon sefings are for scvanced users crly

1“:1m”w bz Amend the welcome
e / and header titles
T e here.

Vesihility

Tranwy Roadmep #ems vishie on the Home Page foax. 100) 0
Dusplay "Pendng Approval”™ Tranng Reguests and Meetngs

Manager Mreeze Window

4 Enabied 145 days fnax 50

Manage visibility in
Training Manager.

Sub Monu

Manage the manager
freeze window, i.e., the
number of days that
cannot be edited.

s Preferences -

+ Ready Tuesday, 12 June 2012 1233 GMT Davboht Sewngs)
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Training Manager Portal home page view.

= Genesys

Lozarion : Lagin

To togim, enter your User Name and Password below

& These detalls are case-sensitive
0 tnter Your Detalls
User Name

Password

© Trouble logging in?

Toun w20 et b B ke o rimasbas gt GRS I oUr BRowIar i UnARM T AeTRE Eoakies, i will not e 48 15 iapn
T2 By Bt rweaty A, ERAS EREE LT Rtatar 1 M 1S Reapt atkat, BF by Sleing yaur Caskist taem,

Garays Trairiog Manages Portsl E1 2

Genesys Training Manager Portal

Copytight © 2012 Siver Lising Schutions Lud. Al Rights Reserved.

Training Roadmap visibility in the Training Manager Training Portal.

In the example below, a maximum of 10 Roadmap items will be visible on the home page.
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= Genesys Training Manager Training Portal

Lscarhan 1 Main Meny
Logout

Alice Talbat - [alize]

o my options o training roadmap

S e 2 Wy o12 s 2 k2
ns are shown below)

W mansger calendar

i thee full Training Roadmap

u  agent calendar

* New Product Training INPTO01)
Butiness Sponszes - & N Onher
18 Jun 2042 - 30 bun 2012

® Seif Leaming Time (SLT0O1}

18 Jur 2042 - 30 bun 2012

roam ralendar

your warking hours

vel your regular working hours.

st enceptions to your regulss hours

change your time zene
YO Carran e e ST

Copyright © 2012 Shvae Liring Soiutions L. AN Rights Reswrrwdl

Sy Trafriiog Marager Porial E11
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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 must be kept up-to-date, as the application will avoid using

any rooms that are not available.
Any scheduled room activity will automatically update the room calendar.
To manually enter a room booking, select Room Calendars from the Main Menu.

A similar tree view will appear in the Sub Menu listing all of the locations.

File View Training Help

Main Menu
4 = Training Manager
. [[] Training Requests
] Meetings

4 3% Resourge Calendars

4| Room Calendars

£ Manager Calendars
< Training Manager Portal Users
s = WM
4 ¢ Configuration
» = Training Manager
= Training Manager Portsl

= Skills Assessor

Sub Menu
4 [[] Room Calendars
" Viewing by Location
lal <Ne Location>
» il London
4 Lol Manchester
&l Location 1 Room 1
| Location 1 Room 2
@l Location 1 Room 3

s Preferences -
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When you expand the location a list all of the rooms associated with it appears.

Right-click the required room and the New Room Booking option appears.
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After selecting New Room Calendar Entry, the room booking form appears.
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Complete the details as required and click Apply.

File View Training Help

Main Mers Room Calendar Entry
4 = Training Manager
. [ Training Requests Room &l Location 1 Room 1 -
] Meetings Booking Category
4 42 Resource Calendars
| Room Calendars
£ Trainer Calendars EESlEE 13Sep 2011 [~
£ Manager Calendars Start Time 00:00 2
i Training Manager Portal Users Notes
» = WEM
& Configuration :
‘ Select the Booking Category from
. = Training Manager
. Training Manager Portsl

R the drop-down box and complete
the start and end time. Any notes
can also be included. Click on
App Ly once completed.

<None> -

Purpose

Sub Menu
a L] Room Calendars
o \iewing by Location

Lol <No Location>
. Ll London
4 [l Manchester
| Location 1 Room 1
8| Location 1 Room 2
]| Location 1 Room 3

s sterences - oo

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.

Only manually entered room bookings 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 the calenda

Calendar Entry.

Configuring Genesys Training Manager

r entry and then select Delete

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

Calendar.

File  View TIraining Help

[Main Meru Room Calendar © Location 1 Room 1

Stat Date  [ng Sep 2011 -

4 = Training Manager _
EndDate [730ci 2011 =] | = Refiesh

4 1 Training Reguests

49 Completion Status Start Time | End Time [ Booking Categary [ Purpose
17| Reports Saturday, 10 September 2011
| Meetings 7 . ; .
10 5ep 2011 13:00 10 Sep 20111300 Training Session UAT [UAT) - Event 1 with Daniel Oliver

= = Resource Calendars

3 Room Calendars

2 Trainer Calendars

& Manager Calendars
= Training Manager Portal Users

Wb
Exception Types

» Configuration

w

junda}l, 11 September 2011
111 Sep 20111800 11 Sep 200111900 Training Session UAT [UAT] - Event 1 with Daniel Oliver

Tuesday. 27 September 2011

_] New Calendar Entry..

/| Edit Calendar Entry.

Training Manager
EC] Training Categories

Pl

4 Delete Calendar Entry...
] Mesting Types
| Booking Categories
£ Selection & Exclusion
[ »
| 50 Menu

Room Calendars
" Viewing by Locaton
Lok ¢Mo Locations

a

4 Lol Location 1
4| Location 1 Room 1
@ Location 1 Room 2
9 Location 1 Room 3

ol Location 2

¢ Preferences ~

Lzl Export

=~ Ready

Wednesday, 14 September 2011 10:29 i-H‘:g
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Enhanced Trainer Configuration and Visibility

Trainer Hierarchy
The ability to create trainer hierarchy is now available in the Trainer menu option.

After selecting Trainers from the Main Menu, select a specific trainer. The Working Hours tab will be
available in the Trainer screen (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.

File View Training Help

Main Menu

Trainer
a ‘= Training Manager =
» [ Training Requests Firs: Neme buey
ED Meetings Last Name McDonald
4 a5 Resource Calendars Employze ID lucy
@ Room Calendars
Trainer Details

£, Trainer Calendars
& Manager Calendars
= Training Manager Portal Users
> = WFM

4 ' Corfiguration

Manager

2, Daniel Oliver [daniel]
4 = Training Manager =

[] Training Categories
[EC] Mesting Types

[[] Bocking Categories Warking Hours Working Rules Locations Skills

£ Selection & Exclusion

4 %% Resources Working Hours Lunch
[T] Rooms & Locations Start End Eaiest  Latest
> [ Trainers Mon  07:00 |3 19:00 | 11:00 |34 1400 15
E] Managers Tue 0700 2] 1900 B 1100 B 1400 [
Wed 0700 [ 1900 (3 1100 [3 1400 [=
Sub Menu -
_ v 0700 [ 1900 B 1100 B 400 &
4 [ Trainers
F Viewing Active by Location Fi o700 [ 1900 B 1100 B 400 &
4 @ Intemal St 0700 [+ 1900 [ 1100 [ 1400 2
4l <NoLecation> Sn 0700 [ 1900 2 (1100 R 1400 2
. [l London
4 Lol Msnchester
£ Dsniel Oliver
- Updte Information
2, Lucy MeDorsld
B, Fachal ONail Crestsd Monday, 18 July 2011 by SYSTEM
@ Exemal Last Updated  Saturdsy, 3 Septembsr 2011 by GenesysWFM\dsmo

Hpply Close
18 Preferences -
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To view the trainer manager hierarchy, change the Sub Menu view to View by Hierarchy by right-
clicking the Trainers option in the Sub Menu.
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Expanding the detail in the Sub Menu will display the trainers that report to the trainer manager.

File View Training Help

Main Menu
4 = Training Manager .
» [ Training Requests
[ Mestings
4 2% Resource Calendars
] Room Calendars
£, Trainer Calendars
& Manager Calendars
== Training Manager Portal Users
> & WEM

4 2 Configuration

4 = Training Manager
[[] Training Categories
] Meeting Types
[ Bocking Categories
£ Selection & Exclusion
4 an Resources
[ Rooms & Locations
o [ Trainers
[[] Managers

Sub Menu
a [T Trainers
o Viewing Active by Hierarchy
4 @ Internal
A Daniel Oliver

£ Lucy McDonald
£, Rachel O'Neill
ternal

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

£ Genesys Training Manager Training Portal

Location : Main Menu = Trainer Calendar

Hello, Eddie Talbot ] g

trainer calendar

s Required fields are all shaded in this colour

“ ~
Key Standard View \  Planner View

" scheduled

Training ar mesting partially orfullys cheduled

'o completed

Training no langer requiring action

Search Start Date [16 July 2010 4@. End Date |13 August 2010 [ sart By [ Trainer [v] E
Goto AdvancedSearch

@ Information

There is currently no data to show.

Other

Non-Training Activity

trainer

O wiew by Location
® view by Alphabetical Order
O wiew by Hierarchy

SelectAll | Unselectall

=1 @ Internal
A Alyson Bushel [T00657979]
2, David Hill [12345678]

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

Training Manager, or individual trainers updating their web portal calendars.

To manage trainer availability in Training Manager, select Trainer Calendar from the Main Menu. The
locations are then listed in the Sub Menu. Right-click Trainer Calendar to amend the view if required.
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To create a new calendar entry, right-click the required trainer and select New Trainer Calendar

Entry. There are also the options available to change the view.
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Complete the details as required; select Booking Category from the drop-down menu, and then click

App Ly once all of the details have been entered.

File View Training Help
Main Menu
4 ‘= Training Manager
> B[ Training Requests
[{] Mestings
4 32 Resource Calendars
| Room Calendars
£, Trainer Calendars
& Manager Calendars
= Training Manager Partal Users
b s WEM

> 4g¢ Configuration

Sub Menu
a [ Trainer Calendars
 Viewing by Locatian
L&l <Ne Location>
» &l London
4 [zl Manchester
£, Daniel Oliver
£ Luey McDonald
£ Rachel O'Neill

L& Preferences ~

Trainer Calendar Entry

Trainer
Booking Category
Purpose

Start Date

Start Time

Notes

2, Daniel Oliver [daniel]
| Holiday
Holiday

14 Sep 2011 [E~v End Date 14 Sep 2011
08:00 2 [ eamime 0z00

Apply
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To delete a Trainer Calendar entry right-click the calendar entry and select Delete Calendar Entry.
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The trainer can also manage their availability through their training portal. The option to insert any

new activity is available within the PLanner View Of the Trainer Calendar by right-clicking in the
calendar and selecting New Entry.

@GenesyS' Training Manager Training Portal

Location : Main Menu = Trainer Calendar
Hello, David Hill T

trainer calendar

/% Required fields are all shaded in this calaur

Key Standard Wiew T Planner View

o |

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

Management Meeting

David Hill
G to today
z 3 Show 24 hours... 5 b 2 2
9 10 11 12 13 14 15
16 17 18 19 20 21 22
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Configuration

Training Categories

The training categories are linked to the exception codes in Genesys WFM, and a training category
must 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 must already exist in WFM. Genesys WFM
takes into account the impact of the exception code on the staffing levels as part of the WFM

configuration.

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

categories appears in the Sub Menu.

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

File View Training Help

Main Menu
> = Training Manager
‘= Training Manager Portal Users
> s WFM
4 ¢ Configuration

S
.

[ Training Categories

[ Booking Categories
&2 Selection & Exclusion
4 ag Nesources
T] Rooms & Locations
> [ Trainers
EL] Managers
& Training Manager Portal

= Skills Assessor

Sub Menu
4 [ Training Categories
o Viewing Active
CBT/e-Learning
Trainer Led

L3 Preferences ~
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After clicking Training Categories, any existing categories are displayed in the Sub Menu.

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

Category.

e B |y e

Enter a new name together with any relevant notes.

Click choose and a list of all available exception codes from WFM will appear. You can then select
which exception code to associate with the new training category. After selecting the required

exception code, click ok, and then click Apply.

Please note that Genesys Training Manager does not create exception codes in WFM.
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File View Training Help
Main Menu e b e
» == Training Manager
- Training Manager Portal Users Name <New Training Category>
4 = WFM Motes
[E] Exception Types
4 “b Configuration
4 = Training Manager
[0 Training Categories Exception Type
[[] Meeting Types
[EC] Booking Categories ptive = T = |
- i ‘= Genesys Exception Types
5 Selection & Exclusion
b %% Resources £ Name Cincinnati Modesto Reston
= Training Manager Portal [T Closed Key [kev ]
 Skills Assessor \ [l coaching | |
[ Eleaming
] Famiy Leave
[C]  Group Mesting LT
O Holiday HOL
[l dob Training m
O dury Doty B
[C]  Morthly Business Review
i L New Hre NEW
Select which B N b bt o
Sub Menu . [[]  MNew Product Training
. Tenmcssenes | €XCEPLiON cOde to £ overime o
L MI7] Personal Day [ —
' Visuing fctive . . ] Guatterly Business Review -
o eameteaming| - @SSOCIAtE With the Bl sk Day O S
. Trainer Led o ] Spscial Frojsct R
M MG MG
training category and B Tean Mecing
ime Off |
. [[]  Training TRN
then click on oK. (S [Tp— [FE—

Deleting a Training Category
To delete a training category in Genesys Training Manager, right-click the training category and

select Delete Training Category.
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Meeting Types

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

meeting type.

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

Main Menu

Training Manager

ning Manager Portal Users

[E] Exception Types
4 % Configuration
4 ‘= Training Manager
[T Training Categories
[ Meeting Typas
(L] Bocking Categories
£ Selection & Exclusion
. 52 Resources
‘= Training Manager Portal
= Skills Assessor

Sub Menu
4 ] Mesting Types

« Viewing Active
£ OneTeOne

£ Team Huddle
£ Team Mesting

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

W e duies Mty T

o T By Troes

i

Frafaatri, <

Complete the details as required, selecting the correct booking algorithm from the drop-down menu:

Meeting—Group and team manager

= One To One—individual agent and team manager
Meeting types are configured the same way as training categories. As with training categories used in

training requests, the WFM exception code must already exist in WFM and exactly match the

Default WFM Exception code entered.
q.-“--lj-ﬂ- .-I-.-'r:l' = e T 1
i i . - Select the correct |
booking algorithm. f
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Meeting Types

Click choose to select the exception code in WFM from the available exception type matrix as in the

example below.

After selecting the exception code you want, click ok and then click App Ly to save your selection.

File View Training Help

Main Menu
b i Training Manager
& Training Manager Portal Users
a = WFM
[[] Exception Types
4 4 Configuration
4 = Training Manager
[T Training Categories
[EC] Meeting Types
L] Booking Categories
&5 Selection & Exclusion
b 2% Resources
‘~ Training Manager Portal

= Skills Assessor

Sub Meru

4 [T Mesting Types
o Viewing Active
&) One ToOne
£ Team Huddle

£ Team Mesting

;2 Preferences -

=~ Ready

Meeting Type

Name <New Mesting Type>

Booking Algorthm

Motes

Exception Type

Click choose to
reveal the correct

Choose. .

Active ‘e Genesys Exception Types

It

(

exception code.

Name

Closed Key
Coaching

Eleaming

Family Leave

Group Meeting
Holiday

Job Training

Jury Duty

Monthly Business Review
New Hire

New Hire Meeting
New Product Trairing
Overtime

Personal Day
Quarterly Business Review
Sick Day

Special Project

Team Meeting

Time Off

Training

Unexcused Absense

OO0O0000000000000000300®

Cincinnati Modesto Reston
Eaa—
[CR—r—
L —
[ T—
[ I—
L E—
[new ]
R
JETL—
[ a—
[ —
[ [ [se ]
PRI
M MTG (MG
7 —
TRN
[Bs—]
q
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Deleting Meeting Types

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

Meeting Types

Booking Categories

Booking categories are created for use in the webportal for recording non-available time for

managers and trainers.

Management meeting and Training session booking categories are for use when scheduling training

and meetings in Training Manager and cannot be deleted or amended.
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File \Vew Trainng Help

M e

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

¥ Pueferences =

- Feoty Toosday. 13w 212 2251 GUT Dapoht Savigs)  Te Zore . 5]

Give the booking category a name and select a color to be displayed in the webportal.
There are several options now available for selection:

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

e Trainer Calendar Category—Selecting this in the booking category applies to the room
calendar.

e Manager Calendar Category—Selecting this in the booking category applies to the room
calendar.

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

e Active—The booking category is active and available for selection.
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Houm Cawrdar Catogury
Trairuee Crienciar Categery
Marager Caiendar Categent
Is Wodang Time.

Active ]

Uiniale bdummalion
Lresled Mon, T8 il 2077 0000 by SYSTEM
Lnst Updaied  Tue 12 ke 2012 2300 by CereapiFilidem

=

i Preferences -

+ Feady Tuesday, 12 June 2012 2302 GMT Dayhght Savngs) Time Zooe

Raising a Training Request
To raise a training request, select Training Request from the Main Menu; the training request status

menu will appear in the Sub Menu.

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

clicking the Training option above the Main Menu.

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

application will automatically store the request.
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Meeting Types

File View Traging Help

Main Menu
4 = Training Manager
» [[] Training Requests
[ECJ Meetings
4 1% Resource Calendars
] Reom Calendars
£, Trainer Calendars
& Manager Calendars
&= Training Manager Portal Users
b= WFM

» s Configuration

Click Training to
Create a new request.

Sub Menu

4 [ Training Requests — |

4 4Jul 2011 - 25 Sep 2011
» @ Pending Approval

> @ Active
» @ Completed

Right-click

Training Requests.

& Preferences -
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Meeting Types

When the New Training Request option is selected, the template will appear, as in the example

File View Training Help \
Main M |
=n e Stat | UserSelection  TriningEverts | Traning Sessions | Completion Status  Statistics

4 = TeamimgTEnageT
@) Erter various descriptive and key information about this Training
] Meetrg

4 2% Resource Calendars
&l Room Calendars
£ Trainer Calendars
£ Manager Calendars
‘= Training Manager Ports| Users
+ s WFM

. i Configuration

Sub Menu
4 [[] Training Requests
4 Jul 2011 - 25 Sep 2011
4 @ Pending Approval
&% <Mew Training Request>
> @ Active
. @ Completed

.2 Preferences -

Main Title & Reference <Mew Training Request>

Training Category

Description & Objectives

Business Sponsors

Stakeholders

Additional Notes

Status (@ Pending Approval A

Training Manager Potal [ Also displayed on the Training Roadmap

Dates
Window Start Date 13 Sep 2011 [Ehd
Window End Date 13 Oct 2011 B~

Update Information
Created Tuesday. 13 September 2011 by GenesysWFM'demo
Last Updated Tuesday, 13 September 2011 by GenesysWFM\demo

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

Start Tab

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

(this is mandatory).

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

e-learning content.

e Training Category—identifies the category of training and the exception code that will be
inserted into the agent schedules in WFM. The categories are available from a drop-down

menu.

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

against the training in the training roadmap.
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Business Sponsors / Stakeholders/Additional Notes—enter any information here that is

relevant to the training request. This information will also appear against the training in the

training roadmap.

Status—three options are available from the drop-down menu:

O Pending Approval—used in the first instance when a training request is raised.

O Active—used when the training request has been committed to Genesys WFM and is
""good to go." For a training request to be visible in the web portal, the training

request must be shown as Active and have Disp Llayed selected on the Training

Roadmap.

O Completed—used to store any completed training request.

Meeting Types
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By default the training window dates will display one month from today’s date. This can be manually
changed so that training will be scheduled within a different date range.

The template will be updated with the administrator details (who created or updated the request and
the date).

- e [T SEeee g Lrarm Powrwg fmacre  Campleion S Smac
- haress ooy
Amend the date
b e Cmrwy Vg Toma R N e B L T = range aS
e e rre required.
e e —
& Cuan by Syt
il ghs 2 & & B
| fl = ol
e i [ T

Once all of the information has been completed, select AppLy, or click the User Selection tab to move
to the next stage.
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Site Selection

Meeting Types

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

In the example below, there are two sites or Scheduling Pots to select users from. Full teams or

individual users can be selected by expending the team and selecting individual agents. A user count

will be visible at the bottom of the screen. There is also the option to change the display mode from

WFM Hierarchical tO WFM Alphabetical.

File  View Training Help
Main Menu
a4 = Training Manager
> [ Training Requests
] Mestings
4 a5 Resource Calendars
@ Room Calendars
£, Trainer Calendars
£, Manager Calendars
== Training Manager Portal Users
- = WFM

. Configuration

Sub Menu
a [ Training Requests
4 Jul 2011 - 25 Sep 2011
@ Pending Approval
> @ Active
» @ Completed

5 Preferences -

Start User Selection Training Everts Training Sessions Completion Status

©) Choose from Workdforce Management who will be receiving this Training.
Selection Global Exclusions

Display Mode WFM Hierarchical

4 & First Direct National Bank

4 B Modesto
. T8 <Nonex
s 189 Team 1
c&men2 | Select a full team
s 8 Team3
D& e | OF expand to
» [E Reston
. B Cincinnat reveal the
individual team
members.
0 Selected

Statistics

- Choose...

e

Change the view
from the
drop-down box.
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Activity

The option to select agents by activity is available by clicking the Choose button. The User Selection

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

File View Training Help

Main Menu
Start User Selection Training Evenis Training Sessions Completion Status Statistics
4 = Training Manager
> ECJ Training Requests
[T Meetings
4 5% Resource Calendgars
| Room Calendars
£, Trainer Calendars

€) Choose from Workforce Management who willbe receiving this Training.

Selection Global Exclusions

Choose...

Display Mode  /FM Hierarchical

& Menager Calendars 4 & First Direct National Bank

& Training Manager Portal Users 4 B Modesto
b = WFM » CI@p <Mone> H
» & Confgraion O Team Click on Choose
» [ Team2
» 18 Team3 to access
> C1ER Team4 ..
. 8 Restn additional
> B Cincinnat
Sub Menu
4 [T Training Requests
J 4Jul 2011 - 25 Sep 2011
@ Pending Approval
b @ Active
> @ Completed
0 Soictd
i Preferences - <Provious | | Mt > foply | [ Close |
File View Training Help
Main Menu : .. '
Stat || UserSelection | Training Everts || Training Sessions || Completion Status | Staistics
4 ‘= Training Manag— — T
- E77 Training Rl 5, User Selection Fitters - - =
[L] Mestings @) The selections on alltabs combins together to apply the filtering Columns
« {
aan ;;”"’e Location [¥] Team [J] Ste (] Business Unit /_\
oom Actities | Sklls | Skils Assessor | SkilsAnalysis || Pattem Matching
BT
& Tring FistNa.. LostMNa.. Employ.. [ L. & T Ste & B
& Manag » & First Direct National Bank - = . . = =
i Training Mana > @ Cincinnati
b WM

b e Configuration

Different selection
options are then

available.

Sub Menu
4 [ Training Reque
5 4Jul 2011

@ Pending A

> @ Active

> @ Completed

0 Matchiss)

o Preferences ~
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Activities are the activity sets in Genesys.

Meeting Types

In the example below there are three activity sets under Modesto: Customer Care, Email, and New

Accounts. If training is to be delivered to agents who have a specific activity in their Genesys WFM

profile, this filter will allow dynamic selection of those agents.

When you select an activity and then click the Add Matches button, the agent names are displayed in

the pane to the right, together with an agent count at the bottom of the screen.

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

Main Menu

File View Training Help

4 = Training Mana;
> [] Training Ry
] Mestings
4 2% Resource
@] Room
2, Traine
£ Manag
= Training Mana
» = WM
> +¢ Configuration

Sub Menu
a [ Training Requs
4 Jul 2011
@ Pending Ad

> @ Active
. @ Completed

i Preferences -

| Start User Selection Training Events Training Sessions Completion Status Statistics
£, User Selection Filters s o|[EB] OB
©) The selections on all tabs combine togsther to apply the fitsring Columns
Location Team Site Business Unit
Activities Skills Skills Assessor SkillsAnalysis Pattem Matching 7
4 & First Dirsct Ntional Bank First Na... lastMa.. Employ.. L1 L. &% T. B Ste & B..
a [B Modesto
[ 4 Customer Care SeIeCt the
[ % Email . .
Da mns | Felevant Activity
: [E Reston .
B Ciniora to filter users by.
Add Matches
displays the
selected users in
the box on the
right.
[
0 Matchies)
oK Cancel
[ ok ]
[[<Previous | [ MNew> | [ Close |
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Meeting Types

Below is an example showing users in the right-hand pane who have the Customer Care activity in

their profile.

Main Menu

File View Training Help

15 Preferences +

T Start User Selection Training Events Training Sessions Completion Status Statistics
= ~ u_éla‘:rn:in‘i:l:l 2., User Selection Filters a =@ %
D) Mestings @) The selections on all tabs combine together to apply the fitering. Columns
4 aw Resource Location Team Stts Business Unit
& Room - Activiies || Skils || Skils Assessor || SkilsAnalysis || Pattem Matchin
£, Traine - =
& Mansg 4 & First Direct National Bank First Name Last Name | Employee ‘_D Gl Locaion §
Abel Perunui  U_B250_Smulator Manchester  Tj
& Training Mana 4 B oo Amy Jay U_8306_Smulator Manchester Ty
> = WEM ¥ @ Customer Care Amy Reicher U B349 Simulator Manchester Ty
> 2 Configuration N& Emall Andrew Faust U_7004_Simulator Manchester  T{=
18 New Accounts Aon Larson U_8224 Simulstor Manchester Ty
. B Reston Bandi Neal U_8232_Simuator Manchester Ty
. Cincinnat Ben Lin U_8227 Simulstor Manchester Ty
Brian Chen U_7002_Simuater Manchester T
Candi Stolpe U_8329 Simulstor Manchester T
Cassandra Pooman  U_8258_Simuator Manchesier T
Celeste Mumphrey  U_B230_Smulstor Manchester  Ti
Crystal Ramos UU_8285_Simulator Manchester T
Debra Proctor U_8262 Simulstor Manchester T
Diana Olson U_8241_Simuator Manchester T
Eduardo Garcia EGarcia Manchester T
Elerison Olson U_8242_Simulator Manchester T
Sub Menu Enei Peletier ~ U_8249_Smuator Manchesier T
4 ] Treining Reqd Fettisha Ramero U_8285 Simulstor Manchester T
Guadalupe Perepelin  U_8251_Simuator Manchesier T
4Jul 2m7 Gunite] Kaur U 8322 Smustor  Manchestsr T
@ Pending Ag Helena Peters U_8254_Simulator Manchester T
, @ Active Henry Dunn HDunn Manchester T
, @ Completed fan Johnson  U_G008_Simuator Manchester T
Jennier Rand U_8265_Simulstor Manchester T
Jennifer Reppet  U_B268_Smuator Manchesier T
Jennier Rhoades  U_B270_Smulator Manchester T
Jessica Peterson  U_8255_Smulalor Manchester  Ti -
< m »
95 Matches

Choose..

Clear...

[ < Previous ][ Next > ]

[ Close

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

» Add to existing—add any agents that are not already in the user selection list.

= Replace existing—only show 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.
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Meeting Types

File \View Training Help
WMain Menu
Start User Selection | Training Events || Training Sessions || Complefion Status || Statistics
4 = Training Mana -
Tr e — =|E] B |
] Training A5 User Selection Filters e -
[T Mestings @) The selections on all tabs combine togetherto apply the fitering Columns
2 R
4 ax nosoueE Location Team Site Business Unit
2l Reom “Activities || Skils || Skills Assessor || SkillsAnalysis Pattem Matchin
-
£, Traine "
First Name Last Name  Employee 1D Location & *
£ Manag 4 & First Direct National Bank ey — £
Modest Abel Pemunui  U_8250_Smulstor Manchester Ty
Training Man 4 & Mocesio Amy Jay U_8306_Simulstor Manchester Ty
> = WEM C1 @ Customer Care Amy Reicher  U_B343 Simulator Manchester Ty
» <4 Configuration [v] @& Email Andrew Faust U_7004_Simulstor Manchester Ty =
[] % New Accounts Ann Larson U_8224_Simulator Manchester Ty
» B Reston Bandi Neal U_8232 Simulator Manchester Ty
> Cincinnati U_8227_Simulator Manchester T
i U_7002_Simulator Manchester T

£ User Selection

Manchester T
Manchester T

There are 5 match(es).

Add to the existing 95 matches or Replace all the existing matches in favour of thess new matches?

Addtoeusting | [ Replace existing Cancel

I

Manchester T
8265 _Simulator
8262_Simulator

8241_Simulater Ianchester T
arcia anchester  Ti
8242 _Simul Manchester T

¢ Preferences ~

Sub Menu stor  Manchester T
— Fertisha Ramero Manchester T
i Re

4 [ Traiing Reaug Guadalups 0 8251 Simulstor Manchester T
i) 4.Jul 2011 Gurute U_8322 Simulator Manchester T
@ Pending Aq Helena Peters U_8254 Simulstor Manchester o
b @ Active Henry Dunn HDunn Manchestsr T
b @ Completed lan Johnsan U_600B_Simulator Manchestsr T
Jennifer Rand U_B266_Simulator Manchester T
Jennifer Reppert U_8268_Simulator Manchester T
Jennifer Fhoades  U_8270_Simulator Manchester T

Jessica Peterson  U_8255_Simulater Manchester  To .
< i ] »

95 Matches
[<Previous | [ nNea> | ppy | [ Close

Once oK is selected the users are displayed in the user selection tree. See the example below.

File View Training Help

Main Menu
4 = Training Manager
» E[] Training Requests
[ Mestings
aw Resource Calendars
8| Room Calendars

£, Trainer Calendars

a

& Manager Calendars
Training Manager Portal Users
FM
» ¢ Configuration

Sub Menu
a [T Training Requests
i) 4Jul 2011 - 25 Sep 2011
@ Pending Approval
b @ Active
o @ Completed

52 Preferences ~

Start User Selection Training Events Training Sessions Completion Status

©) Choose from Worlforce Management who will be receiving this Training.

Selection Global Exclusions

Display Mode WM Hierarchical

4 & First Direct National Bank
P Modesto

> (1@ <Nenes

> m Team 1 (Location: Manchester)
&5 Team 2 (Location: Manchester)
& Team 3 (Location: Manchester)
m Team 4 (Location: Manchester)
> Reston

Statistics

> Cincinnati

Users are selected
automatically from the
previous filter screen.

95 Selected

<Provious | [ MNet> || ] [ Cancel

Aoply
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There is also the option to remove or add any user to the 6lobal Exclusions list.

Meeting Types

File View Training Help
Main Menu
a4 = Training Manager
> [{L] Training Requests
[} Mestings
4 3% Resource Calendars
@ Room Calendars
£, Trainer Calendars
& Manager Calendars
= Training Manager Portal Users
> = WRM

+ 4% Configuration

Sub Menu
4 ELJ Training Requests
4 Jul 2011 - 25 Sep 2011
@ Pending Approval
> @ Active
. @ Completed

i Preferences ~

Start User Selection Training Events Training Sessions Completion Status Statistics

@) Choose from Workforce Management who will be receiving this Training

Selection Global Exclusions

Exclusions List By Date

£' Refresh
Fist Name  Last Name Employss ID Exclusion Reason
£ Andrew  Faust U_7004_Simulator  Long Tem Sick
£\ Eduardo Garcia EGarcia Long Tem Sick
95 Selected

Clear...

< Previous | ‘ Mext >

fopy | [ cancel |

Skill and /or Proficiency Level
The second option in the Choose menu is Ski L Ls.

Skills identify the call types; users can be selected by their skill and/or by their level of proficiency.

Select the ski LLs tab; a drop-down menu will appear with all of the skills in Genesys listed.

Highlight the relevant skill and select Add (multiple skills can be selected).
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Users can be
selected by
their associated
Genesys Skill.

Once the skill has been selected, additional filtering is available.
This allows Genesys Training Manager to select agents who have a proficiency level of >, <, or =.

In the box on the right-hand side, enter the proficiency level; for example, < =5 for billing skills less

than proficiency level 5.

BE o i o e Cosirw e T s e Sy
o e O Tess W S W B o
ey T Pl e Fames W re
el At Dephy. 2 L T H e & 0

Select the proficiency
level.
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Then select Update Matches to identify the number of agents selected.

Meeting Types

The individual agents are listed in the pane on the right. Click oK to return to the User Selection tab,

where the users are confirmed as selected.

Main Menu

File View Training Help

‘ Start

52 Preferences ~

User Selection | Training Events || Training Sessions || Complefion Status || Statistics
4 ‘= Training Mana 7
" | S = =3 = |
] Training R|. 2 User Selection Filters e -
[T Mestings @) The selections on all tabs combine togetherto apply the fitering Columns
2 R
4 ap “oeomee Location [7] Team [9] Ste [¥] Business Uni
2l Reom Activiies || *Skils || Skills Assessor || SkillsAnalysis Pattem Matchin
-
£, Traine -
2 Maneg T Eiling - First Name Last Name  Employee ID Ll Locaton & Team
. " = Adam Tores U_8344_Simulator Team5  Re
= Training Mana
Bibbert Teska U_8333_Simulator Team6  Re
. Bil ) _8339.
> s WFM s Jessica  Walace  U_8355_Smulator Team6  Re
» ¢ Configuration Kim Lewis Klewis Manchester ~ Team 1 Mol
Latashia  Sommers  U_8320_Smulator Team5  Re
Lyana Muchow — U_8229 Simulator Manchester ~ Team2 Mo
Macy Stay AD2 Team5  Re
Martha Wash A3 Team6  Re
Mayiin Spangler  UU_8321_Smulator Team5  Re
Ramona  Privett U_8261_Simulator Manchester ~ Team3 Mo
Add Matches >
Sub Meru |
4 [ Training Requd
i &.Jul 2011
@ Pending A
b @ Active
b @@ Completed|
<] i v
10 Maiches

Choose..

Clear...

(< Pravione | |

Next > ][

Aoply

J [ Cancel |
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Skills Assessor

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

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

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

File View Training Help

Main b
an tend ‘ Siart || User Selection || Training Events || Training Sessions || Completion Status || Statistics
4 = Training Mana
) Training Rl (& User Selection Fifters a B =
B Mectings @) The selections on all tabs combine together to apply the fitering. Columns
R
g Qes;”me Locstion ] Tesm [] Sts (] Business Uit
| Room Activiiss | Skils (| * Skills Asssssor ) SkilsAnslysis | Pattem Matchin
& Tring First N Last N Employes 1D 1 Location @ Te &
& Manag|| SttDate  13a92011 v EndDate 13Sep2011  [Dv et ame e | Smeavee 4l ‘tocstion ==m
Teaiming b Amy Jay 1J_8306_Simuator Team1 Moy
=3 [ranng Mang » Clillly Agent Annusl Feedback [Customer Services Feedback] Candi Stolpe U_8329_Simulator Team 1 Mo
> WEM » Clily Agent Annual Feedback 2 [] Joan Stuat 1/_8330_Simulator Team1 Mol
. % Configuration inda weensy  U_8332_Smulator zam o
Configurat , [l Blackberry Torchd800 [ Lind S U_8332_Simul Team 1 W

- Dk cussmersmr-conssrn | A\ list of completed

4 Clgllly Handsets - iphone 4 - June 2011 []
> FAC Hardware assessments names.
> ] Operating System
» (]G iphone 4 Centracts
> ] Features

. [illly Leadership Capability Program [Leadership Capability Program] #dd Matches >

Handsets - iphone 4 - June 2011 ) > Hardware
Sub Menu

4 [ Training Regud
4.0 2011 Result Between 0 and 90
@ Fending Ag
. @ Active
> @ Completed

< n b

4 Matches

[ <Previous || MNea> | Apply ][ Caned |

8 Preferences ~
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SkillsAnalysis

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

Meeting Types

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

File  View Training
Main Menu

a = Training Mana

Help

| Start User Selection Training Events

Training Sessions Completion Status Statistics

] Training R| 42 User Selection Fiters - = [=TH =
ED Meetings ©) The selections on all tabs combine together to apply the fittering. Columns
2R |
4 ax Nesource Location Team Site: Businzss Unit
Qu Room Activities Skills Skills Assessol SkillsAnalysis Pattem Matching
£, Trainef N
& Manzg| SkillsAnalysis Sessions and Training Plans Clear Z Refresh Firt Na, Last Na Employ. &L 'ﬁ T Ste & B
= Training Man3 Training Data Set Training Data Name # Users
g “:) M Session 1 / Created by 'System Administrator' / Thursday, 8 Septem...
» i Configuration Call KFI 2 Call KFI 2 2
Training for KPI12 Call KPI 2 22
Session 2 / Created by 'System Administrator' / Thursday, & Septem...
Call KPI 2 Call KPI 2 22
Add Matches >
Sub Menu 1 '
. [T Training Requq
1 4 Jul 2011
@ Pending Af
> @@ Active
» @ Completed|

0 Matchies)

Choose...

. Preferences -

[ < Previous ][ Next > ][

Apply

H Cancel ]
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Pattern Matching

This allows for keyword searching as in the example below.

Meeting Types

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

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

5 Preferences ~

File View Training Help
Main Menu L - T
Start User Selection Training Events Training Sessions Completion Status Statistics
4 = Training Mana = = =
= ion Fil =
T Training R|. & User Selection Filters a
KL Mestings || ) The sclections on all tabs combine together ta cpply the fitering. Columns
= R
4w o Location [7] Team [7] Ste [¥] Business Unt
Bl Room{ | Activities Skills Skills Assessor SkillsAnalysis Pattem Matching
£, Traine - _
;‘M FirstNa.. LastNa. Employ. [ L. & T Ste & B
& Manag|
5 [ Case Sensitive
== Training Mana
b = WM .
» 4 Configuration sem flame Is
Starts With
Contains
Ends With
First Name e
Starts With
Add Matches >
Cortains
Ends With
Last Name s
Sub Menu
& [T Training Requd Starts With
4 4dul 2011 Contains
@ Pending A Ends With
b @ Active
> @ Completed|
0 Matchies)

Choose

Clear.

[ <Previous | [ Nea> ][ Aeply

J [ cancel |

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

Training Events

This is where an event is created for the training request. For example:

Once the training event template appears, select the icon for the option to create a new event. The

training request name will automatically appear.

File View Training Help
WMain Menu
4 = Training Manager
. [[] Training Requests
] Meetings
4 a7 Resource Calendars
& Room Calendars
£ Trainer Calendars
& Manager Calendars
= Training Manager Portal Users
> = WM

» & Configuration

Sub Menu
4 [T Training Requests
4Jul 2011 - 25 Sep 2011
@ Pending Approval
. @ Active
. @ Completed

15 Preferences +

Start User Selection Training Events

©) Create and manage Training Events to specify ho

Training Sessions Completion Status Statistics

w you will deliver this Training,

®@®

v Froduct Training \

Select to create

The training request name
will automatically be
populated from the Start
tab.

the new event.

< Previous ] [ Next >

Aoy Close
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Creating a New Event

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

File View Training Help

Main Menu
Start User Selection Training Events Training Sessions Completion Status Statistics
4 = Training Manager
> E[] Training Regquests
E[] Meetings

4 4% Resource Calendars

@) Create and manage Training Evertts to specify how you will deliver this Training

MK ®@® Event Detais
4 &% New Product Training

| Room Calendars : Description Public Description |nC| ude an
£, Trainer Calendars 5 Ereg . . y
& Marager Clendre description
& Training Manager Portal Users

» = WIFM d
e Rename the event here.
- H Trairing Manager Portal Cortergignk
if required.
Training Category Trainer Led -
Dotvey Motbod 5 s S URL can be entered here for
Schediing Options e-Learni ng.
Durstion firmm} (7.0 (2] Feeest Days [IE
Duration includes Trainer Lunch Break
Sub Menu Min. Group Size [E 5] Scheduie Event._|
4 [ Training Requests
4.Jul 2011 - 25 Sep 2011 Maxc. Group Size 0 4D Completion Status
@ Pending Approval
. @ Active Codls
> @ Completed Event Cost 0.001%
4 Preferences - <Previous | [ Next> Aol Close

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

= Public Description—information entered here will be visible in the web portal and can be

used to communicate any pre attendance requirements to the delegates.

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

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

= Delivery Method-this is selected from the drop-down menu; there are two methods
available:

O Classroom—the agents will be scheduled in groups.
0 e-Learning—the agents will be scheduled individually.

Main Menu
4 = Training Manager
[ Training Requests
[ Meetings
4 3% Resource Calendars
8| Room Calendars
£, Trainer Calendars

& Wanager Calendars

. WM

+ L Configuration

File View Training Help

= Training Manager Portal Users

Start User Selection

DX®®
4 &% New Product Training
B Event 1

Sub Menu
4 [T Training Requests
4l 2011 - 25 Sep 2
@ Pending Approval

To access the
scheduler either right-
click on Event 1o0r
click on Schedule
Event.

@ Active

Training Sessions

Event Details

Description

Training Manager Portal Content Link

Training Category

Delivery Method

Min. Group Size

Maxx. Group §

Costs

Completion Status

Statistics

@) Create and manage Training Events to specify how you wil deliver this Training.

Public Description

Trainer Led

Enter the course duration.
Repeat Days is selected if the
training is for more than 1
consecutive day.

B Classroom -

0 (5 Scheduls Evert...|
0 (40 Completion Status...

Selecting this will exclude the trainer lunch requirements as
the trainer will manage lunch as part of their training session.
If this is not selected then the application will try and schedule
training around the trainers lunch break requirement, which
will be impossible if the training is all day.

<

Select Completion Status to
view the agents who were
selected in the user
selection.

< Previous |

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

Scheduler.
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Training Events

The Scheduler contains the Event Details information, brought over from Scheduling Options in the
Training Events tab. The training request name and training window are carried over from the

training request Start tab.

If any information is changed in the template, the information must be saved before continuing.

= =] & |

[ Select All 3 Delete... (& Refresh [ Export

Exceptions Legend
§ EJ OK  £7 Some/All Missing

Master Schedule (0} || Scenarios (0)

™! StartDate EndDate @] Room Max Seats

Repeat Days 1=

File T Hal
1 [ Event 1 - [Schedule Event]
Main Men{
4« =Ty Event1
> [
Duration (hh:mm) . = Duration includes
e 01:00 = [ Toner Lunch Bredk
43y
Training Time Slots
Resources Intemuptible Activiies | Optimised Search
= T Workforce Schedule
=W
% C & 3% Resources
~ [l Londen
+- [al Manchester
Sub Menu |
4 EO Trf

£ Trairer 2

Min. Group Size e Max. Group Size 0k

Manual Search

Employes ID & Users # Attended #Completed Created /2 Namefs) Sh Exception

)

is changed in the
event, click on

If any information

Save Event to save.

0 Itemi(s)
e —
L Pref = __TUESdaY‘B_SeptemberZDHuM = ﬁ
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Schedule Event

There are five tabs in the Schedule Event section:

Training Events

= Resources
= Interruptible Activities
= Scheduling Options
= QOptimized Search
= Manual Search
File  View Training  Help
Mo Wors | - Furnt 1 - [Schedule Fuent] 4 = B ﬁ.
| | et dcivbes || Sobddog Osfone | Opfried S Msud&sa\;:—>
‘.d
&) Chouee the Schedusis) whers the Evend will be bouked. and sis the Rovrs ard Trsiners Lo hosl ared debves i Traming
:“‘"‘""': JSelect Al 3 Detete... @ Refresh o Bxpont
Escaptions £ 0f & Musing
: Sme Stahs .;MEI!! Er\dDahe & Foom Sests G Traner EmployeelD HUses Rimendsd Blomoleted Crested 5 Nemels)
L
0 lernis)
“':’f__ Toowdar, 12 A 2012 1434 GNT Dadht Sevvosl T " L
Resources
This is where the rooms and /or trainers are selected as part of the training request.
Expand the location(s) for the training, and any associated rooms and trainers are then visible for
selecting.
Select the room(s) and trainer(s) by clicking the box to the left.
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If no room(s) and / or trainer(s) are required, nothing should be selected.

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

Places.

-,

Reserved Places (0 = Reset]

[ Ok ] [ Cancel ]

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

- gk Thurza

= .'_nL Mdarmngton [20 Reserved Places);

|:|§|J B4E "W arrington 2
|:|§|J B&E W armington 5

Select the preferred rooms by checking the box to the left of the room name. Genesys Training
Manager will reserve room(s) up to the number of places requested as part of the scheduling process.

Remember to select the rooms to be reserved and the trainers, if required.

To remove Reserved Places, enter 0 to reset.

-,

Reserved Places (0 = Reset)

[ 0k ] [ Cancel ]

There is also the option to select the required schedule in WFM to use to schedule the training
sessions. Click < Choose Schedule >and a pop-up window appears, prompting you to select either the
Master Schedule or a Scenario from WFM. Multiple Scenarios can be selected if required.

Workforce Schedule is where the Genesys WFM schedule is selected in which to schedule the
training activity.
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There are two options:
" Use the Master Schedule (this is the "live" schedule)

= Use a Scenario or Multiple Scenarios (this is where "What If" schedules can be played
with without impacting the live schedules)

If Use the Master Schedule is selected, any training activity is scheduled directly into the agent’s live
schedules.

File  View Trining Help
Mo Mony | (1] Event 1 - [Sehedule Event] o B E
Teai
m Feoutes || idemupthie Adiviies | Scheddng Oplioen | Optimised Search | Marsal Search
e Weddirce Schadde . | cMaster Schocudes |
b 4 5% Besmrers
f Al losden
s T a al Merchesien =
o WEN BAG Manchester Fioom 1 7 Chosse Sehedule(s)
o Choase the o b sniwch and hock
T Uk fhe Waster Schoduie
Ussa a Scenasn or mubiple S
Nave Stst Oate End Dete
) Chages the Scheduein] where the Evert wil b bosked, and slsa the Rooms and |
SR 3 Select A1l X Deletr_ 2 Refresh o Beport .
T
o Somby Descendeg Dte @ San Aphobesealy
« B * | A S
L Masinr Schecie [T || Soeraris
A Sia Date |
! = SycSeus SatDee EwdDele @] Aoom Sess B Treoe Bl End Dote I
+ 0
kL —_—
4 T .
il \
i
i
¢
0 feem(s}
Complelion: Slatus. ([
Pleady Tutsday, 12 June 2012 1448 GMT Daboht Savngs)  Tme Zark, B )
= 4Ol
J Prefeenie ' .|
- Feady Tussday. 12 Jue 2012 14,30 GMT (Dayight Savigs)  Tove Jonw . 5§
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If Use a Scenario or Multiple Scenarios is selected, the option to select the relevant scenario from

a drop-down menu appears.

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

highlighting the scenario(s) required and selecting Add Scenario.

Scenarios can be sorted by descending date or alphabetically.

.| Choose Workforce Schedule(s)

Chooze the Schedule(s] that will be uzed to zearch and book

() Usze the Master Schedule

(%) Usze a Scenario or multiple Scenarios

Mame Start D ate End Date
: o 2 0weeks21-24 23 May 20010 19Jun 2010

Scenanios

@nding Date {(*) Sort Alphabetical
- =\ -
| 20 eeks1-24 | Add Scenario

A O ek 2] 24 T~
2| 201 Dineeks25-28 |
7| 20104weeks23-32

L M0wWesks333
7] 20104Weeks37-40
7] 201 0wesksd1-44 .
7] 2010-Weeksd5-48 | | Concel |
| 7| 20104Wesks43.52 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, we can 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 with

them.

| Event 1 - [Schedule Event] =

Resources || Intemuptible Activiies | Scheduiing Options || Optimised Search || Manual Ssarch

Workforce Schedule

% / Select the Location(s) and

4 Lol Manchester

] Manchester Room 1 expand to reveal the

(V1] Manchester Room 2

| MarchesterRoom 3 associated trainers and

Daniel Oliver

, Lucy McDanald rooms

£ Rachel O'Neill

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

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

Once the room(s) and trainer(s) have been selected, click the Interruptible Activities tab to

confirm/select what activities are interruptible.
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Interruptible Activities

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

If a new Activity has been created then it will not be retrospectively selected as interruptible. If this

needs to be included in the training request it will have to be manually selected.

Fir View  Training  Help
ok orat Evert 1 - [Schedule Event] = @8 8
4 Trant i o — —
Rewnauas lemulide Activiies pichehiig Uptions Oplimized Search Manual Search
Aty e
s Artivity
LU 4 .
4 @ Cuslomes Care
Vi & Emal
| @ Mew Accoures
Tran @ Temng Actvty
» Artity Set
Conl .
LS M D Select Al 3 Dedere.. ¥ Refresh o Biport
Trai
Exeeptions ([0 2] Masng
«0
il Magter Schedule () Scenanas )
U
_ Smc Rstus ot Dete EndDse @l Moom Sests B Tner Erchyee D MUsen ®Atended #Comoieted Crested [ Mameis)
.0
ul
Al
4
Ul
L
0 remi(s]
Completion Stabus UK,
o
+ Pesdy Tuesday, 12 June 2012 14.50GMT Dot Savingsl  TeeZoow., 57 o[
J Preferences - =dlote
- Feady Turesday, 17 June 212 1450 GMT Dimdght Snvngs)  TmeZone . 57
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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 must be configured with all of the relevant information. This

excludes the User Selection up to the Scheduler stage, as in the example below.

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

appears.

Right-click on the Location and

7| Event 1 - [Schedule Event] =B P

select reserved places. The
—_| reserved places window will

Woriforce Schedule <Master Scheq

23 R then appear.

lal London /
| Lol Manchester
[ Manchester Room 1
[¥ ] Manchester Room 2
[#4]] Manchester Room 3
£, Daniel Oliver
2, Lucy McDonzld Reserved Places (0 = Reset)
[¥ 2. Rachel O'Neill

Resourcss || Intemuptble Activities

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

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

7| Event 1 - [Schedule Event] == P

Resources || Intemuptible Activiies | ScheduingOpfiors | Optimised Search | Manual Search

Workforce Schedule <Master Schedule>

2% Resources
e serden Enter the number
o e o of places.

[#15] Manchester Room 3
[A £ Daniel Oliver

[A £ Lucy McDonald
[A £ Rachel O'Neill

Reserved Places @ Reset) =

'

20

s |

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

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

|| Event 1 - [Schedule Event]

Resources Intemuptible: Activities Scheduiing Options Optimised Search Manual Searct
adoren S Places reserved against the
Py location. Select the
?35%:;;235;;??%) required trainers and
S i o rooms.

£ Lucy McDonald
[#] £ Rachel O'Neill

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

Once the resources have been identified, click the Interruptible Activities tab. Select any
activities that can be interrupted by Training Manager. By default Activities are automatically
selected, but Activity Sets, breaks, and lunches have to be manually selected. Click Optimized Search

to move to the next tab.

File £ sl

7] Event 1 - [Schedule Event] =@ = [} |

Main Meny
=T Event1

= Duration includss = = ; ~
Durston fhm) (1.0 [2] [ Dumloniecides | Repeat Daye 112]  Min. Group Size 02]  Max Group Size e & Save Evert

[Em
aa

Resources Intemuptible Activities Optimised Search Manual Search

Activity
Activity
@ Customer Care
& Email
 New Accounts
Activity Set
[ & Emal
Meals
[7] & 236Min Meal
71 & Meal
Breaks
[ &5 Break 1
1@ 8reakc 2

(4

o o= o

n

Sub Msnus il
enlr .
4@ [3) Select All 3¢ Delete... (& Refresh [ Export
Exceptions Lagend
% EJOK  £] Some/Al Missing
Master Schedue (I) || Scenaios (0)

M SiDate EndDate @] Room Max Sests /3 Tminer [ EmployeelD #Users #Atended #Completed Created 3 Mamel) Sh Ercepton

0ltem(s)

Conplein St

<+ Ready Tuesday, 13 September 2011 1252 £ e

Preft
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Agent Only Scheduling

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

Scheduling Options

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

| Event 1 - [Schedule Event] =B &%
Resouses | Intemuptile Activiies | | Scheduling Options || Optimised Ssarch || Marusl Search
Durtion () )y = Repeat Days 2=
Duration includes Trainer Lunch Break
Keep teams together
Min. Group Size 3=
Max Group Sze | 10/
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Optimization Algorithm Window

Optimization Algorithm Window

The Optimization Search Template (see the example below) uses business constraints when
scheduling training activity.

It is divided into six sections:

5.

6.

106

Event Details

Training Window

Time & Travel Constraints
Performance Constraints
Booking Strategy

Training Sessions

1 - [Schedule Event]

=B 8]/

curces | Iniemuptble Activites || Schedulng Options || Optimised Search || Manusl Search

| | Optimised Search Algorthm Template

Working Hours (Local) Window : 18 Jun 2012 to 30 Jun 2012 Buid Dates
T 1 3] ot e
3 Time & Travel Constraints Mon o700 T2 1900 B amr 2

Transition Time (mins) 0 Tue 0700 = 1900 = Start Date Time End Date Time
Min. Activity Gap Before (mins) fJES Wed 070 & 9w B 1842012 0700 184n2012 1800
- — - 19un2012 0700 1942012 19:00
Min. Activity Gap After fmins) 0 Thu 0700 (3] 1900 |5 200n2012 0700  204un2012  18:00
Trainer Travel [ = 0700 1| 1500 1= 21un2012 0700  214n2012 1900
- - 224un2012 0700 24un2012  13:00
C i Sat 0700 & 1900 | 230n2012 0700 23un2012 1300
= = 244n2012 0700  244n2012 1800

G Tol a0p % S o700 1 (1900 [
4 overge foerenes = 264n2012 0700 Ban2012 1300
Coverage Target [ Ste (Forecast) - Booking Strategy 264n2012 0700 264un2002 1300
Eqonit Load (Maximise Group Size)  ~. 270n2012 0700  27dn2012 1800
28002012 0700 284n2012 1500
@) Define templates to control the behaviour of 6 Search algorithm 290un2012 0700  284n2012  15:00
042012 0700 Dn2012 1900

Refrieve fresh data from WFM
[ select All 3 Delete... &' Refresh [ Export
Excaptions 50K & Missing 5
Master Scheduls (0) || Scenarios (I)

= SmcSwtus St Date EndDate @] Room Sests /& Trainer EmployseID #Users #Aftended #Completed Created [ Namels)

0ltem(s)

Completion Status

/v Ready

Time Zore... &

Tuesday, 12 June 2012 15:50 GMT (Dayiight Savings)

Close

hces -

T TT T v T

Tuesday, 12 June 2012 15:50 GMT (Dayight Savings)  Time Zone.. 57
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Event Details

This information is brought over from the information entered in the Scheduling Options window.

Training Window

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

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

Once the training window has been configured with the required days and times, click the Bui Ld
Dates button. This will create the training window slots based on the dates and time constraints.

File \jaw Tesinina  blal
- 7] Event 1 - [Schedule Event] o B R
Main Meny
«=T1 Event1
: % Dursion bhmm) ()10 [ [7] Dustionnchudes Repeat Daye 112]  Min Group Size 0] MaxGowSee [ O] [ Save Event
4 A T T T T T T T T T T TS T ST T e e e e e T e e e e e e e e e e e e e . ':
Resourcss || itemptble Activties || Optimised Seafch || Manual Search i |
1 1
Optimised Search Algorthm Template 1 1
T - | Working Hours Window © 10ct 2011 to 210t 2011 1
= Al days - @ 1
< e & 1w - T End Enable StatDate  Tme EndDate  Time / = !
x- Xv ime Corssirainia M 0700 [+ 1800 [ 10e2011 0700 10ct2011  19:00 \
Transttion Time (mins) 0 Tle 0700 = 1900 k= 20ct2011 0700 20ct2011 1900 . 1
= | 30ct2011 0700 30ct2011  13:00 i !
Min. Actvi Gap Before i | W mw = BN E 0t 70 30az a0 SeleCtlng Build Dates ,
1
Min. Activity Gap After {ryfs) 5 v 7m0 = Im 50ct2011 0700 50ct2011  13:00 H o )
j soemn oo sann oo | Will populate the training |
Trainer Travel F{ 07.00 (= 1900 |2 70e2011 0700 70ct2011  19:00 . . 1
— — S o700 &) Te00 |2 80ct2011 0700 80ct2011 1900 windows with the dates !
. o — 1500 90ct2011 0700 90ct2011  19:00 '
Coverage Tolgfance 25 % 700 =900 100ct 2011 0700 100t 2011 19:00 1 |
covoagifset Ay e+ Bpoking Sireteay 11042011 0700 110ct2011 13:00 and start and end times. 1
iV orecas h 74 ¥
[ty (Forecast) 7] Asndonly Diswibits (Maamss Gop §_v| | | 12012011 0700 120ct2011 19:00 !
i
1 1
Use the save button to create @ |t - - - oo oo '

new template. Any existing
templates are available for
selection from the drop-down
list.
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Excluding Training Dates
To exclude specific dates from scheduling training activity, right-click the specific date within the
training window and select Remove.

Evert 1 - [Schechule Eveet] i - ] P L2 ot
: — £
| . [T TTEoy e Sieboeck dry e [ Marwisl Seesh
Crirmsed Search Agorthm Templale
| Werbirg Hours [Local) Window 184 20012 b 30 Jun 2002

Bociung Steategy
Frovt Losd (Massuse o B2e) -

26 Jun HI12
WhndM2 W0
WanZ 13N
2540 012 1500
HNdn 212 1500

W Deling templatis 15 contssl the befuaour of #a Optimsed Seach sigoe

Flatraren bugh dais b WEW [ Seach

o Select il 3 Deiete. & Refrmb [ Bxpont

l:hm“_;c-. L Mg

Master Scracbe [ Scenancs [
Src Rats SotDae EndDate @ Poom Sess S Tane Eobyeei) Bl DASended SCompleied Cmated S Named)
| O Remis)
Cormpsnter Statun 0K
= PResdy Tusaday, 12 Are 3012 1545 GMT Dibght Sevrgal TmeZors . 97

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. Training Manager will also look to see if it can scheduled the transition gap of 15 minutes at

the start or end of the shift so as to minimise non-productive time.
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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. 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 Minimum Activity Gap 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 agent's shift, as the agent may not sign back on the
phones, which would affect their adherence.

Trainer Travel

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

Performance Constraints

Coverage Tolerance

This is the difference between staffing required (calculated) and the actual coverage for the duration
of the training session or how tolerant scheduling the training can be.

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

For example, if the 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 doing so the
coverage would then drop below the -20 requirement.

Coverage Target
There are four options to select from using either an absolute figure or a percentage (%).

e Site —Forecast: uses the overall Site Forecast figure.
e Site — Required: uses the overall Site Required figure.
e Activity — Forecast: uses the overall Forecast figure for the agent's selected activity.

e Activity — Required: uses the overall Required figure for the agent's selected activity.

Administrator Guide 109



Genesys Training Manager Administrator

Optimization Algorithm Window

An Intra-Day view in Genesys WFM.

&7 WFM Web Supervisor - Microsoft Internet Explorer

File Edit View Modules Actions Help

[e|o[n]] [=

f= 2 %11%‘. BB B &= Schedule -[Master Schedule Intra-Day // =]

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

=28

/

Calculated-

h Moduleshiews #| Scheduled agents: 74 Edited schedules: 0 Full-Day View Date: |1 zmyzu/ua{»_z .
T Comtouon Required
o il Calentar ;| Target: [E Modesto l:l Chart Type: |Cal|:ulaled |V| Granularity: E/ /
L fﬁ Forecast : - -
# &4 Seneauie ! staffing against
ID scenarios .(L:BBBM 60|
Master Schedule Ce OVErage a0
%Masterachedule\f\u: M Calculated 4| forecast.
T Master Schedule Int -| [0 Required
I3 Master Schedule Ay 12 A1 j j 49‘.1‘( j j SJLM 12FPM 4PM sﬁM ' 12ln.M
B Waster Schedule u
T Waster Schedule St Teamn Agant 12 Abl [4.am [2.Am [12 Pm [4 Pm [2 Pm
T3 Master Schedule o | & Outbound ... | B |abel Penun... =
L ﬁTrading Customer 5. ! Amy Jay
o & Performance | Joutbound & | B lamy Reicher I N N
o g Adharence A |customers...| G4 [Andrew Faust L
o &b Repors A 7 loustomers..| B [ann Larson I
/] 1 ] D] | # lcustomer .| B, TBandi Neal [ = ]
T AT A e Customer S ﬂ Ben Lin \
? 2 [ Customer 5. Q Brian Chen > Agent SChedUIes
b EESD i| § |Custamer 5 Candi Stalpe H
o LI B Reston . g Outhound 5 % CaSSanﬂf; I T in Genesys WFM'
| # Inbound ser..| G4 [celeste mu.
| [outbound 5...| B3 [crvstal Ra..
Cuthound 5 ﬂ Debra Proctar|
H Inhound Ser... ! Diana Olsan l
i ¢ [Customer S... @ Dick Clarks... ?
Legend: B Exception ElDay off ll Work ] Activity Set B Time Off F]Break ElMeal E Marked Time B Training /

Retrieve Fresh Data from WFM

An Exception.

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.
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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 maximize the group size.

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

Worbirg Hours (Local) Window . THAam 20012 b2 30 Jun 2002
Hart =] Enatle
= B GHT
SatDee  Tew  EndDae Teem
Wihn2i2 700 12 18I0
BAn200E 0700 BRAnd2 TR0
Hin203 TN Hini012 180
NAn2E 0700 NamINZ 1900
RDan2 0700 VeI 1800
Bandn2 G700 BhnA2 1800
MAn 202 0700 MAn 2072 19D0
Hin2n2 00 2BkndN2 WK
Bin2N2 N0 W12 W
Fin2N2 0 e BN
[BandN2 TN W7 BN
FHAn2Z T Hhaml 190
Wan2002 0700 Nhn002 1800

Lv——

3 Select Al 3 Dedete. & Refresh [ Brpot
Exaptions £ 0 £ Mising

Marster Schediule i Soenance (0
Spciea Smlaoe EodDase @] Poom Sestn . Twne Blope D Tlsen O ftended SConpieted Cested 5 Mamed)

@ Renis)
| Compieton Bae_ | oK
o v Pesdy Tussdey, 12 June 3012 1655 GMT [Dapighe Seergs) Temelore ]
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Select Randomly Distribute from the drop-down menu under Booking Strategies and Genesys
Training Manager will try to schedule the training activity across the training window, taking into
account the performance constraints, as in the example on the next page.

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

Click search to retrieve fresh data from WFM.

7] Event 1 - [Schedule Event] =] = |
Resources | Intemuplible Activiies | Schedulng Options || Optimised Search | Manual Search
Optimised Search Algorithm Template
Working Hours {Local) Vindow : 18 Jun 2012 to 30 Jun 2012
Start End Enable
Time & Travel Constraints Mon o700 12 (1300 B [ERel
Transition Time {mins) 0700 |2 1300 |2 StatDate  Time  End Date Time
Min. Activity Gap Before (rins) 00 e oo = 1842012 0700 18An2012 1500
) 194in2012 0700 194n2012  13:00
Min. Ativity Gap After fmins) 07.00 [ (1800 2 042012 0700 0dn2012 1900
Trainer Travel [ w00 1| 1900 = 21un2012 0700 21J;n2012 1900
- - 220n2012 0700 22un2012 1300
Performance Constraints 07:00 (=] 1900 [= 23n2012 0700 23Jun2012 1900
Coveraga Tolrance 0= % B 0700 1 1500 = 240n2012 0700 2402012 1900

254n2012 0700 254n2012 1500
Booking Stretegy 264n2012 0700 26J:n2012 1900
274n2012 0700 27dn2012 1300

Coverage Torget [ Site (Forecast)
[From\Load (Maxmise Group Size) -
28002012 0700 284in2012 1900

@) Define templates to control the behaviour of the Optimised Seakgh agorthm. 29Jun2012 0700  2%Jun 2012 13:00

Algorithm Template Title =
o ‘

st %00, 2 GIVE the template a new
seemiens cjo s Name after clicking on Save,
s | s OF Update an existing

= SyncStatus  Start Date t I t ompleted  Crested 2 Namefs)
0 Ttem(s)
v Ready Tuesday. 12 June 2012 1658 GMT (Dayiight Savings)  Time Zone... &7
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Genesys Training Manager is retrieving information from Genesys WFM, and information about
what the application is doing will appear at the bottom of the window.

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

File View  Tramng Help
Ma Merma | 21 Event 1 - [Schedule Event] == =
2 bx Traidy|
T etouces | Feemotble Avids | ScheddngOotions || Octmeed Search | Manusl Search
-t i Optmized Search Agorthm Tomplate
aaxfl S Warking Hourn (1 ocal) Virdow 18.Jun 2012 10 30.Jn 212 Buid Cates... |
L] L = St e Ersbie
| Time & Travel Constraints. Moo 0700 & 1900 & ¥ & GMT
i = ¥ !
u Tl Tiaculion Thes i) s Tee 0700 4 180 1 © Smlain  Tme  EndDate Time,
el M Activey G Befom fmina) 4 Wed @00 B Tebh el B BAn2012 0700 Wan22 1300
P Fr: : = 18402012 0700 19An2M2 1800
z M. Activty Geao After fmns) Ll The 0700 B 1900 R [ FAn T 0700 MenIT 1500
Trsines Travel W roo il mar il B WanAN2 G0N D22 E0
et L m Ran2z 070 R0 1300
Peromance Conairminta Sa 0700 [ 1900 [ WanH2 THO DA 150
. - = MAn01? 0700 Mhn2M2 1900
o -0 % S 0700 3 1% e @
Sevongs T ZanZZ 00 Han2 150
Coverage Tagel  [Sin Fomens) v BookrgSeweqy HanFz 0N ‘o2 150
Font Lond (Mmamise Group See) = a2z 0M0  Tae22 1500
MAn21? 0700 MBhnIMT 1800
K@) D temmplnten o et he behavrietr of the Cptimised Search rigorthm MAnN? 0700 MhnHD 1900
N2 G0N WA H0
Fietneve freshn dats from WFM (4] [ Search =
Sy Mo s
- 7 Select A8 X Detete.., & Refresh [ Expont
a [0 Traigit
| Eeomptions gFom £] Mo
PR
il Master Scheduie (D) Seanasics (I}
4
,1|: s SymeStats SteqDaste EndDmte @ Room Semts 5 Trarer Cmplovee D #lsens DAtended SComoleted Crested S Mamels)
PR
1
|
4
i
4
oY
0 Remis)
| Compleson Status. oK |
< s+ Hew Pmduct Training 3 Evert 1 - Rirang 25 Jun 2012 - 31 Jun 2012 feom WFM m - Tuesday, 12 4re 2012 1713 GMT Dimdght Saengs)  TmoZore . 5
ap— T T — B —— e S|
- 1
i+ New Product Traning > Event 1 - Retneving 25 Jun 2012 30 Jun 2012 from WEM... ik o Cancel) - Tutsday, 124une 2012 17:13GMT Dokt Savingsl  Tere Zone.,. 5
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Notification that Genesys Training Manager has finished will be given at the bottom of the screen.

File  Virw  Training  Help
M Merss | | Event 1 - [Schedulr Event] = B 8
o = Tood |
i ” Fesoross || iegtible Ackvites | Schedulig Oplioes || Uptimssd Serch || Manual Search
Oplimised Search Algortém Tersiale TNT—
L e ————— i Wodking Hours (Local) Window:  1B.Jun 2012 ta 30 Jun 2012 | Budd Do
»| (> L
4 [ — = . L =P Enable
. G
} Tirme & Travol Consrains (MO oy ra ey e ) Bur
Traif)| Transton Time jmns) 0 Toe 0700 M 1900 B Start st Tme B Date Time
— Wi, Activiy Gap Befors rins) 5 Wed TTo0 = 1vm = [ WAn2H2  07H0  1BAn2017 1800
] : WanANZ TN WAz 1900
# Cendif Min Activiey Gap Mber frina] bfs T 0000 B 1900 B 0700 D012 130
Trarer Traved [ 00 & a0 e 0700 2an202 1300
e oo W0 2An30? 1800
Pesfosmance Constrainis S 0TI g 000 B 0700 MAn20R 1800
21 i 5 W Aoz 1900
Cowerage Tolerance a0k % Sn gron o 1900 o &
- 00 HaAnINZ 190
T ([ = Backing Simngy 070 HAn202 1300
P — #rend Luad Masmise Groops Sm) - 070 PAn2N2 190
ManINI 070 ZRAn201? 1800
o Doefirem fmryaliatene 46 cxwired S Badurcicnr of hee Optisionc] Smarch signebn T9Jun JN3 o7 e FHhn N7 15
Whn2W2 70 VA2 1900
Figtneve fresh datafrom WN V] | Seamch =
Bk Mo | | ) Sebet A1l 3 Delete & Reliwsty [l Gapot |
& U] Trmi
4| Cxowptmrs 0J 00 £F Masng
a0k
¥ Matle Schedhde (16) || Scension (1)
4 -
{| = Smesss Sst0de & Date & Hoom Seats [ Toawer rokyee I Usen 7 Allorded 7 Cospleled  Grealed 8 Naoei)
ol fventl
Ch 194020120830 15An20120500  Monchesor Boom1 185 lucyMcDonad by 3 [} ] Loy Fin_ Fachel Padawer. Trmcy Neal
4 i Tmiing ey ¥ nmy ey
{‘ =] Ty WAn01206I0 04020120900 Manchester Rosom | 15 LucyMcDonsld gy 3 o ] 15 Lamy Fin, Rachel Padawer, Tracy Neal
5] Tranng HAn20121300  0An20121330  Manchester Room | 15 lucyMcDonald ey 3 o ] Kary Medham, Shemy Lymn, Stan Gokdman
W o Ty An02130 N0 0121330 Manchester Room | 145 LoyMcDonskd ey E] o ] Hary Medham. Shery Ly, Stan Goldman
W iy WA TZNZH BRI INZVMW Manchesder Room ] 146 Darsel Obver dariel 3 [} t Lyaria Bhucham, Pede Lolars. Yishan Molabb
1 B Tiring DA 22N DA NZ1300 Manchester Room 1 16 Dl (hver il 1 0 0 Lyaras Musshermr Poln Lolirs, Yishars Mchlabh -
O =«
| 16memisy |
Gompietion Status. | e
0 Training Manager
| = = Ready Tussday. 12 June 2012 1716 GMT {Daybght Savings] I The Optimised Searches are finihed.
(b Preferences = ™
=+ Rnadly Tursday, 12 krw 2012 1718 GMT MNiméght Savrga)

Training Sessions
Once completed, the training sessions are visible in the Training Sessions window, and the red flag
to the left indicates that the training has been created in Genesys Training Manager but has not been
committed to Genesys WFM.

As the training sessions were created using the Master Schedule, the information is visible on the
Master Schedule tab, together with the number of sessions created. In the example below, the number

of sessions is 16.
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If a scenario is chosen to run the schedule against to view any created training sessions, the Scenario

tab must be selected to view the session details.

7] Event 1 - [Schedule Event] == = |
Resources || Intemuptible Activiies | Scheduiing Options | Optimised Search || Manual Search
Optimised Search Algorthm Templats -
e Working Hours {Local) Window : 18 Jun 2012 to 30 Jun 2012 Buid Dates.
oms  CJ[H[x Statt End Enable
Time & Travel Constraints Mon (700 1a] [1s00 B Gur
Transtion Time fmins) 0E Tee 0700 [ 1900 12 StatDate  Time  EndDate Time
Min. Activily Gap Before (mins) 1512 Wed om0 1 1900 = BN 2012 0700 184n2012 1300
) - 19wn2012 0700 194n2012 1900
Win. Acthty Gap Ater mins) 0E T o700 b 1900 % D4n202 0700  20unZ012 1300
Trainer Travel 7] F o o e e B 21hn2012 0700 214n2012 1900
—— - 22un 2012 0700 224un2012 1300
Performance Constraints Sst 0700 [+ 1900 14 Bdun2012 0700 23un2012 1900
Coverage Toleranee 05 % | sn om0 & om0 B 24002012 0700 244n2012 1300

25Jun2012 0700 250un2012  19:.00
Coverage Toraet [ Site (Forecast) = Booking Streteay Ban2012 0700 2BIn2012 1300

Front Load (Maximise Group Size) - 270un2012 0700 270un2012  19:00

28Jun 2012 0700 28Jun2012  15:00
@) Define templates to control the behaviour of the Optimised Search algarithm 2%Jun 2012 0700  29un2012  19:00
30Jun 2012 0700 30Jun2012 1500

Retrieve fresh data from WFM

Csaenn x0aee @ reen @ewor | AS the schedule selected was the Master

e Schedule, the training sessions will
Master Schedule (1 W 1 1N
reree appear in the Training Manager Master

& Syne SN0 St Date End Date h d I ed £ Nameis) o
Event1 Schedule.
Taining 18 Jun 2012 08:30 18 Jun 2012 03| n 20121715 Lany Fin, Rachel Padawer, Tracy Neal
raining 20Jun 20120830  20Jun 20120900  Manchester Room 1 16 Lucy McDonald lucy 12Jun 20121715 Lany Fin, Rachel Padawer, Tracy Neal
raining 20Jun 201213:00 20Jun 201213:30  Manchester Room 1 16 Lucy McDonald lucy 12Jun 20121715 Keny Nedham, Shemy Lynn, Stan Goldman

raining 21Jun 201213:00  21Jun 201213:30  Manchester Room 1 16 Lucy McDorald lucy 12Jun 20121715 Kemy Nedham, Shemy Lynn, Stan Goldman
Taining 22Jun 201212:30 22Jun 201213:00  Manchester Room 1 16 Daniel Oliver daniel 12Jun 20121715 Lyana Muchow, Pele Lolani, Yishan McNabb

n

o w
cooaa
coooo

& Training 23 Jun 2012 12:30 23 Jun 2012 13:00 Manchester Room 1 16 Daniel Cliver daniel 12 Jun 2012 1715 Lyana Muchow, Pele Lolani, Yishan McNabb -
< [ »
16 frem(s)
=~ Ready Tuesday, 12 June 2012 17.13 GMT (Daylight Savings) Time Zone. q‘

A breakdown of the information in the Training Sessions window is as follows:

e Start Date—identifies the date and time that Genesys Training Manager has scheduled the

session.
e End Date—identifies the date and time that the session is scheduled to end.

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

hold for training.
e Seats—the capacity of the room.

e Trainer —the scheduled trainer. Genesys Training Manager will have checked the trainers’

calendar to make sure that they are available and can train in the required location.
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Emp LoyeeID—the trainer's Employee ID.

#Users—the 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.

#Comp Leted—as per Attended.

Created—the date and the time that the training sessions were created.
Name (s)—the names of the delegates.

Completion Status—selecting this will present the status of all agents selected for training, as

in the example on the next page.

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

following information:
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e Location
e Team
e Sijte

e Business Unit
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7] Event 1 - [Schedule Event]

SR

Click on completion

T Status to view any
additional information.

v Ready

Resources | Intenuptible Activiies || Scheduling Options || Optimised Search || Manual Search
Optimised Search Algorhm Template
Working Hours {Local) Window : 18 Jun 2012 to 30 Jun 2012 Buid Dates...
E1E3) St B Eveble
Time & Travel Constraints Mon o700 12 1300 & B aur
Transtion Time (nins) o Tue 0700 2] 1900 = Start Dste  Time  End Date Time
Min. Activity Gap Before fmins) 15[= Wed 0700 12 1900 [ 1802012 0700 1284n2012  13.00
- - - 190N 2012 0700 194n2012  13:00
WMin. Activity Gap After {mins) Ll Thu 0700 [2| 19:00 [% 20n2012 0700 200un 2012 19:00
Trainer Travel [ Fi 0700 1= 1500 1= 2Wn2012 0700 2142012 1800
- - 22un2012 0700 224n2012  13:00
Performance Constraints Sat 0700 [+ 1900 |+ Bdun2012 0700 234n2012 1900
- - 244n2012 0700 2442012 1800
[« Tel a0 % Sun 0700 |2 1900 |
ouermge laeranee B Ban2 R0 Ban212 1900
Coverage Target | Ste (Formcesl) = Booking Strategy 264n2012 0700 2642012 1800
Front Load (Maimise Group Size) - 7un2012 0700 2742012 1900
284n2012 0700 2842012 1900
@) Define templates to cortrol the behaviour of the Optimised Search algorthm. 294n2012 0700 2842012 1800
D202 0700 30n2012  19:00
Retrieve fresh data from WFM
[ Select All 3 Delete... & Refresh [ Export
Exceptions &7 oK ] Missing
Master Scheduie (16) || Scenarios (1)
“ SyncStstus Start Date End Date & Room Seats [ Trainer Employes ID # Users # Attended  # Completed  Created £ Nameis) o
Event1 L
190un 20120830 19un201209:00  Manchester Room 1 16 LucyMcDonald  hucy 3 0 ] 124un 20121715 Lany Fin, Rachel Padawer. Tracy Neal
204n 20120830  20Jun 20120300 Manchester Room 1 16 LucyMcDomald ey 3 0 ] 124un 20121715 Lany Fin. Rachel Padawer. Tracy Neal
200n 20121300 20Jun 20121330 Manchester Room 1 16 LucyMcDomald ey 3 0 ] 124un 20121715 Kemy Nedham. Shenry Lynn. Stan Goldman
214n 20121300 21Jun 20121330 Manchester Room 1 16 Lucy McDomald  lucy 3 U] ] 124un 2012 17:15  Kemy Nedham, Shenry Lynn, Stan Goldman
224un r daniel 3 U] ] 124un 20121715 Lyans Muchow, Pele Lolar, Yishan McNabb
23Jun 2 - denie 3 ] ] 124un 20121715 Lyana Muchow, Pele Lolar, Yishan McNabb -

.

Tuesday, 12 June 2012 17.24 GMT (Daylight Savings) ~ Time Zone.. &

—

See the following example.

A gauge has also been included that allows you to view the completeness of the training event. There
is an export option in the bottom right-hand corner where you can export the information into Excel.
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file  View Training Melp -
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L O Tl oy 11_8308_Smuiator Team | Madeza Hew Preduct Trining 300 M2 1415 20 2002 144
. £ L Twam | L sl Bk " -y L0y Everd
<O tn Menchester  Team | Modesto Pt DvectMetorsl Back  MewProduct Tanng  NPTOOI  Cvent |
Ll Chen U_TD02 Smuistor  Menchester  Team | Modeso Pt Dvect Matieral Bank  MewProduct Tonng  WPTOO!  Evemt 1 255un 120500 25 Jun 2012 08:3
qi Then U_T00?_Smudsor  Manchester  Team | Modesn Pt Dimct Matirad Bankk MewProduct Tmnng  WPTO0D Fuent hn M0 264 2012083 =
il [ekn  U_S329 Smisier Marcheser  Team| Modesta Pl Cwwcd Naorial Bk~ Mew Frod Trsiirg NPTOO1 Evend 1 Z9dun N2 WAL 2 Jun 12NN
L0l Sicbs  U_0329 Seustcr Manchester  Team | Modesia  Fst Disct Matcrsl Bank Hew Product T MPTOOS  Cuscal 0k 3003 1NE 0 Jun 2012 101
Musohrey U 0230 Smustor  Menchestsr  Team2 Modesto  Fist Dvect Netorsd Bark  Hew Product 1] bun 201209
L Momphy  U_8230 Smustnr  Manchester  Team? Modesn Pt Dimct Mational Bank Howw Prodict 7] Export the fun 2012 083
L LI Clwkroe U_8353_Srmisdor Marchmeter T | Fant Dhrmed Mlicrusl Rk Mo Pt 1
L | ST EG Marches Fred Lt M k - - .
i ten o e INfOrmation into \
i N =
| L Excel if ired -
i ___ xcel if required. =
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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.
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Agents can be scheduled into these training sessions at a later date, either by cancelling the room and

trainer sessions and then re-running the Scheduler after selecting the users from the User Selection

tab,

OR

by selecting the agents in the User Selection tab and then right-clicking the individual training

sessions, as in the example below.
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Manually select the users from the right pane and click <Add>. This will assign the user to 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 deleting the training sessions
and re-running the schedules 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 conflicts with the trainer or

room, or whether the agent schedules still fit within the training session times. If the time is
extended, the coverage tolerance will not be taken into account due to the change being manual.

Administrator Guide
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Committing Training Activity into Genesys WFM

The training must be committed to Genesys WFM in order to view the impact. Highlight the training
sessions (this can be done in bulk or individually) by highlighting one session and then right-clicking

it and selecting 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, either click Delete or click Select All and then click the

3L Delete. ..
T button.
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If you select PubLish, Genesys Training Manager will then start to commit the training to Genesys
WEFM. A pop-up window will appear alerting you that publishing the training sessions may take a

few minutes. Click Yes to continue.
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When publishing is complete, flags will turn green to confirm that the training exceptions have been

committed to Genesys WFM.

[T Select All 3 Delete.. &' Refresh [l Export

Exceptions Legend
fi? oK E{ Some/All Missing

Master Scheduls (14) || Scenarios (0)

t Start Date End Date ﬂ Room Max. Seats /2 Trainer £, EmployseID #Users # Attended #Completed Created £ Namefs)
ent1

q 3Pct 2011 10:00 30ct 2011 11:00  Location 1 Room 1 6 Daniiel Cliver daniel 3 0 (1] 14 5ep 2011 12:41  Linda Sweeney, Mary Gail, Tianni Ayala
30ct 20111730 30ct 20111830 Location 1 Room 1 6 Rachel O'Neil  rachel 3 0 0 14 5ep 2011 12:41  Amy Reicher, Monica Perez, Robert Rice

< 1 ] v
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In Genesys WFM, select Get Data to refresh Genesys WFM with the new exceptions.

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

Genesys Scheduled Intra Day view.

time and duration of the training.

You can also select a

Master Schedule is selected.
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Cancelling a Training Session
Training sessions created through Genesys Training Manager should 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

3L Delete. .

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

There is also the option to just remove the training sessions from WFM to view whether the training
needs to be cancelled if by taking agents of the phone for training will impact performance.
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Select Delete after
highlighting the
session.
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Select Remove to just remove the exceptions
——— from the agents schedules and keep the
training sessions in Training Manager.
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The session will be removed from the Training Sessions window and the agents that were scheduled

for that session will be identified as unscheduled when viewed in the Completion Status Report.

The exceptions will be removed from 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 expanding the training session, right-clicking

the session, and then selecting Training Session Details. This will list all of the delegates for that

training session together with the room and trainer if they have been scheduled as part of the training

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

inthe Not in Training Session pane on the right.
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The agent will then appear in the Completion Status Report as unscheduled.
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0.0 % H Trained ljl
# Untrained / Partially Trained
Colurnirs
Location Team Site Business Unit
First Mame LastM... Employes |D u Location lﬁl Team| [§ Site é Business Unit E;} Training Request E;_} Code Flan (ﬁ Ewent  Starl#
EJ fibel Penunuri U_8250_Simulator  Modesto Building  Team 3 Modesto  First Direct National Bank. Health & Safety Follow Up - HS005 Health & Satety Follow Up  Event 1 20
Ef dmy Jay U_8306_Simulator  Modesto Bullding  Team 1 tModeste  First Direct National Bank. Health & Safety Follow Up - HS005 Health & Safety Follow Up ~ Event 1 22)s
Ej Ay Reicher U_8349 Simulator  Modesto Building  Team 3 Modesto  First Direct Mational Bank. Health & Safety Follow Up - HS005 Health & Safety Follow Up  Event 1 23
EJ Bandi Neal U_8232_Simulator - Modesto Building  Team 1 Modesto  First Direct Mational Bank. Health & Safety Follow Up - HS005 Health & Safety Follow Up - Event 1 184
EJ Candi Stolpe U_8329_Simulator  Modesto Bulding  Team 1 Modesto  First Direct National Bank. Health & Safety Follow Up - HS005 Health & Satety Follow Up  Event 1 20
EJ Cassandra Poorman  U_8258 Simulator  Modesto Bulding  Team 3 tModeste  First Direct National Bank. Health & Safety Follow Up - HS005 Health & Safety Follow Up ~ Event 1 18
EJ Celeste Murnphrey  U_8230 Simulator  Modesto Building  Team 2 Modesto  First Direct Mational Bank. Health & Safety Follow Up - HS005 Health & Safety Follow Up  Event 1 24 )z
Ej Crystal Ramos U_8265_Simulator  Modesto Building  Team 3 Modesto  First Direct Mational Bank. Health & Safety Follow Up - HS005 Health & Safety Follow Up - Event 1 214
il !—-":J;lahnai 4 r BB SIlator . Modesto Bulding T earm 3 Modesto Fust Ditect Mahonal Bark | Health & Satety Folow 0p - As00s HEaitT i SatetrFotew-te—Evenl 20
<-% Olzon U_8241_Simulator - Modesto Bullding  Team 2 tModeste  First Direct National Bank. Health & Safety Follow Up - HS005 Health & Safety Follow Up  Event 1 P
EJ Dick Clarkson 8383 _Smutator - Modese ST e T trortestr—F et Bt et E e Heat e Sty ot O HS 0D Fealh & Sarety Fallow Up  Event 1 2Bz
EJ Eduardo Garcia EGarcia Modesto Building  Team 1 Modesto  First Direct Mational Bank. Health & Safety Follow Up - HS005 Health & Safety Follow Up - Event 1 19.J:
EJ Elenisan Olson U_8242_Simulator  Modesto Building  Team 2 Modesto  First Direct National Bank. Health & Safety Follow Up - HS005 Health & Satety Follow Up  Event 1 19.Je
Ef Enej Pelletier U_8249_Simulator  Modesto Bullding  Team 3 tModeste  First Direct National Bank. Health & Safety Follow Up - HS005 Health & Safety Follow Up ~ Event 1 27 )
Ed Fertisha Ramero U 8285 Simulator  Modesto Building  Team 3 Modesta  First Direct Mational Bark  Health & Safety Follow Uo - HS005 Health & Satety Follow Uo - Event 1 2044
4 >
el Expoit

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

training numbers in a session.

To schedule agents that have either not been scheduled or have missed training, return to the
Scheduler. To access the Scheduler, click the Training Events tab, select the event, and then select

Schedule Events.

o Py L iieam
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To re-run the Scheduler, select Search; the Scheduler will schedule any unscheduled agents for

further training sessions, taking the original constraints into account.

i7] Event 1 - [Schedule Event] o|la] = |
Resoursss | Intsmuptile Adtivies || Scheduling Options | Optimised Ssarch | Manual Search
Optimised Search Aigorthm Template
Working Hours {Local) Window: 18 Jun 2012 to 30 Jun 2012 Build Dates.
(=] St B Encble
Time & Travel Constraints Mon o700 1&] 1900 & B GuT
Transtion Time (ins) 0 Tee 0700 [ 1300 |2 StatDste  Tme  EndDate Time
Min, Activity Gap Befars imins) 151 Wed 0700 2 1900 2 18n2012 0700 18Jun 3012 1800
M At on A = 12012 0700 194n22 1800
In. Actvity Gap After fmins) = T 700 1900 12 Wwn2 700 W22 1500
Trainer Travel [F] F oo B e B 4n202 0700 22012 1300
- - 20n2012 0700 24n2012 1900
Performance Constraints Sat 0700 |2 1900 |8 Ban2012 0700 234n2012 1500
T = an T A EEE Un2  OF0  an2012 1300
Coverage Tolerance B Ban2 700 HBan2Z 1500
B e~ Booking Sirategy 6an2012 0700 264m2012 1500
Front Load (Madmise Group Size) = Fn2  OF0  ZFan202 1300
BAnZ 700 Ban202 1500
@) Define templates to Gorirol the behaviour of the Opimised Search algorthm. DWn2012 0700 294n2012 1300
WAN2012 0700 WAn 22 1900
Rerieve fresh data from WFM .‘ )
[ Select Al 3¢ Delete.. & Refresh o Bxport
Exceptions & 0K & Missing
Master Scheduie (16) | Scenarios (1)
o SmeSastus St Date End Date | Reom Seats [ Trainer Employes D #Users # Altandsd  # Completed  Crested £ Mameig) -
Event 1 L
1N 20120830  194n 20120900  Manchester Room 1 16 LucyMcDonald iy 3 0 0 124un 20121737 Lany Fin, Riachel Padawer, Tracy Neal
00n20120830  204n 20120900 Manchester Room 1 16 lucyMcDorald ey 3 0 0 124un 20121737 Lamy Fin, Rischel Padawer, Tracy Neal
00n20121300 204N 20121330 Manchester Room 1 16 LucyMcDorald ey 3 0 0 124un 20121737 Keny Nedham, Sheny Ly, Stan Geldman
N 20121300 210n 20121330 Manchestsr Room 1 16 lucyMcDorald ey 3 0 0 124un 20121737 Ky Nedham. Sheny Lynn. Stn Goldman
224n20121230  220n 20121300 Manchestsr Room 1 16 Danisl Cliver daniel 3 0 0 124un 20121737 Lyaris Mushow, Pels Lolari, Yishan Mohisbh
& 234n20121230  234n 20121300 Manchestsr Room 1 16 Danisl Gliver daniel 3 0 0 124un 20121737 Lyaris Mushow, Pels Lolari, Yishan Mohisbh z
« [ L3
16 Item(s]
v Resdy Tussdsy, 12 Juns 2012 18:03 GMT (Dayight Savings)  Tms Zons &

Once the Scheduler has finished, the Completion

agent training sessions.
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Scheduling Mop Ups

In the example below, Amy Jay has been scheduled for training and the red flag identifies that some

or all of the training session are missing in the Master Schedule.

Eve',:] Event 1 - [Completicn Status] | = |8 = ‘
Durat)
Master Schedule Scenarios
Trainiry Statistics for this Evert
# Scheduled =
A Overall Completion # Unscheduled
00% o —
# Untrained / Partially Trained 72 ]
(¥ Trained / # Scheduled) N
x 100 -
Training Session Filters
] Ensble Date Fiter T
Start Date |07 Sep 2011 End Date (21 5ep 2011
7] Enable Status Fiter 1
& Refresh
Columns -
Location Team Site Businsss Unit E
9
First Name Last Na..  Employes ID ol Llocation @& Team Site & Business Unit &% Training Request &% Code (§ Event Start Date End Date  *
[l sef Penunuri  U_8250_Simulater  Manchester Team 3 Modesto  First Direct Mational Bank  New Product Training ~ NPTO01 Event 1 190ct 2011 78:00 19 0ct ZDT‘—‘
Excd icher U_8349_Simulator Manchester Team 3 Modesto  First Direct Mational Bank  New Product Training  NPTDO1 Evenrt 1 30ct201117:30 30ct 2011
U_8306_Simulator  Manchester Team 1 Modesto  First Direct Mational Bank  New Product Training ~ NPTDO1 Event 1 50ct 20110900 50ct 2011
:JG u_ Simulator  Manct Team 1 o FrstD nal Bank Nev raining  NPTO01 120ct 2011 17:30 12 01
U_8224_Simulator  Manchester Team 1 Modesto  First Direct Mational Bank ~ New Product Training ~ NPTDO1 130ct 20110745 130ct 201
Ma | Bandi Neal U_8232_Simulator Manchester Team 1 Modesto  First Direct Mational Bank New Product Training  NPT001 90ct201109:00 90ct 2011
| Ben Lin U_8237_Simulator  Manchester Team 1 Modesta  First Direct Mational Bank ~ New Product Training ~ NPTDO1 210ct 201117:30 21 0ct 201°
2} | Brian Chen U_7002_Simulater  Manchester Team 1 Modesto  First Direct Mational Bank  New Product Training ~ NPTOO1 130ct 2011 07:45 12 Oct 201 i
Evd il Candi Stolpe U_8329_Simulator  Manchester Team 1 Modesta  First Direct Mational Bank New Product Training ~ NPTDO1 180ct 201117:30 18 Oct 201 4
£ 3 £ Cassandra Poorman  U_8258_Simulater  Manchester Team 3 Modesto  First Direct Mational Bank  New Product Training ~ NPTOO1 280ct201118:00 80ct 2011 —
i « m v
= 4) l 2
<[ = Bwort r
15item|| 7 temE)
Comgss=—=== K
=~ Ready Wednesday, 14 September 2011 15:48

To schedule the additional training into either the Master Schedule or the Scenario, return to the main

Optimization Search Algorithm Template and select the affected training session. Right-click it to

select the relevant option, for example, copy into the Master Schedule Or schedule into Genesys.
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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, as in the example
below. To hot swap a room or a trainer, click the icon to the right of the room or trainer and the tree

view with the trainer and room details by location appears. See the example below.

:I-yhlaﬂ'r\gw'-it:'
i | e

Pt | Ly 1 P 1
o Tirery Semasers - " Pokd — bl Sl
T

F i ) Tesw [ S 0 s T

o Pt O Vsl
]

G taes Lo S s D A
¥ by Faer M0 S M T
B s Foem ) St M
F] ot Faoe T B Marwteer

L=

gaagh gL .

“IFFFFFFEEFFRFFFEFFEFFiFER

f
i
|

Phairemi 1 Sepmeemer EN0 1551
— e el s
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Trainer and Room Hot Swaps

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

After selecting an alternative room, click oK.

In Training Session - ~ Bold = Not Saved
Columns

Location Team Site Business Unit

EVela Trining session =/8] = |
Durat
Distsils
Trainir Training Aequest | New Froduct Training (NFTOO01) ‘
q Evert [Event 1 |
Trainer [Rachel O'Neil fache) | SEiEES 03 Oct 2011
Room Location 1 Room 1 En
| | & Choose Foam

@ View Active Rooms (7 View Inactive Rooms

2 @ Internal

Izl <Mo Location:

m

. > [al London
) : ) A
Em Name Last Name  Employee 1D il Llocation @& Team [F 4 Ll Manchester [ Location @& Team [
= Amy Reicher  U_8343_Smulstor Manchester  Team 3 o Brchester  Team 3 Mo L |
Ej Monica  Perez U_8253_Simulstor Manchester  Team 3 o Brchester  Team 1 Mo
=] Robert Rice U_8272_Smulstor Manchester  Team 3 4 DIl Lecation 1 Room 2 Brchestsr  Team 1 10| =
[l Location 1 Room 3 brchester  Team1 Mo
@ Exderna Brchester  Team 1 Mo
Brchester  Team 1 Mo
o £l
H Mo
a After selecting an o iR
. . Mo
- alternative room, click e
[ el Mo
M
e OK. :
Mo
25 q o
TS TEE Mo
Ma: nchester Team 3 Mo
nchester Team 3 Mo
izl nchester  Team 3 Mo -
B ncreder  Team1 Mo -
gi E nchester Team 3 Mo
=3 Dunn HDunn Manchester Team 1 Mo
= 4 <
‘” — Johnson J_6008_Simulator Manchester Team 1 Mo _ N
1. - | (5 Boets e LA ednee Me—boam  To——=n -
15 ltem
% Delete... Publish automatically to WFM [7]
Comte— K
S~ Ready Wednesday, 14 September 2011 15:55 &

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

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

selected.

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

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

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

be made in the associated calendar entries.
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Apply the same process when changing the trainer.

Error due to room

conflict.
Evwent Details
MName : Training Plan: Trainj indiaw to
Druration [hb:mm] Fl
Detail:
Trairing Time Slots Event: Training Session / ] .
Resources | Dptin Trairing Plar: Sy, there waz a problem committing this Training 5ession, ] adl
‘wiarkforoe Schet | —————| / & \ Clashing Room: 2 Dec 2008 09.00 to 2 Dec 2008 10:00 F
. — - BLE "W arrington 2 already booked for 'Meeting'
Start Date: =
~d = Care
4
g InTraining Sess :counts
v
g Firzt Mame D »| get
“f Candi ulator
04 | Cord '
4 Enej ulator
¢ |EFEnei |
4 !"E Guadalupe ulatar
4 EF Jennifer ulatar
¢ !"E Kery ulator el
¢ !"E Linda ulator
ﬂ_ EF Muhammed F ulator
[ | Ef Rachel ulatar
Trairing Sessi EY Sandia ulator
) raining Sessions EJ Tifany lator
i X | 2 ulator
H Start D ate ulator
£ 2 Dec 2008 09 ulatcr
Ef 2 Dec 200209 ulator
E 2 Dec 200810
EJ 2 Dec 200810 ulator
B 2 Dec 2008 11 ulator
B 2 Dec 2008 11 ulatar
B 2 Dec 200812 ulator ]
EY 2 Dec 2008 13
!'? A Dec 2008 09 Commit automatically to Genesys 7.5 [ oK ] [ Cancel ]
Ef nr  nnonon
$ 21 ]|
Completion Status... ok
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Using Scenarios for "What If" Scheduling

When using scenarios to view the impact of the training before committing it to Genesys WFM, the
process is exactly the same until you reach the Resources tab. In the Workforce Schedule select the
required scenario from the list of available scenarios in Genesys WFM. In this example multiple
scenarios have been selected to cover the training window.

Note: Itisimportant 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.

Event 1

Duration {hh:mm) 01-00 = Duration includes Repeat Days 1|= Min. Group Size 3 Max. Group Size 10[=

Trainer Lunch Break bl Save Event

Training Time Slots

Resources Intemuptible Activities Optimised Search Manual Search

Workforce Sched

2% Resources

+- sl London

a ‘nl Manchester
[l Locstion 1 Room 1
[#4] Location 1 Room 2
VI Location 1 Room 3
[v] £ Daniel Oliver
Lucy McDonald
[v] 2 Rachel O'Neill

) Choose the Schedulefs) where the Event will be booked. and also the Rooms and Trainers to host and defiver this Training

[ Select All 3 Delete... & Refresh [ Export

Exceptions Legend
ZJ OK & Some/All Missing

Master Schedule (1) Scenarios {0}

'™ StatDate EndDate @] Room Max. Seats /[ Trainer /3 Employee D #Users #Attended #Completed Created /2 Namels) b FException

0Item(s)

Completion Status oK
v Ready

Wednesday, 14 September 2011 15:55 £

After selecting the Scenario, continue as usual, 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. To view any training sessions using a Scenario click the Scenarios tab, otherwise there
will be nothing visible.

File Vi || Feent - [Sehedule Event] =8 8
Main Merws |
Traf| | Pesouces | ilemptble Adibes | Scheduig Opbons || Optsed Search | Manusl Search
| Cptired Saarsh Ariten Tamsiale e
uf || e Working Hours (Local) Windsw . 18.Jun 2012 1 30 Jun 2012 Budd Dintra
L0 |omn  |[d]%] Stan Tt Bt
L Times & Trawel Cormtrairds Mon D700 e 1500 @ @) Bamr
{ ; z
| Tranasion Teve ) O Tus 7 St Date Tene  End Dale Tine
r=;| Man. Activty Gap Defore fans) 155 Wed i 1BAnIF 0700 WReRINIT 1500
! 2 Whn2Z U0 1WknA2 19N
s WFE| Mo Activey Gap M fira) ok Thy ¥ Nan202 0700 0hn2012 1900
i Trares Traved N T saw F A2 0 A2 10
el ' DAnM? OO0 Dend2 180
Performance Constramnts S opree 4 s00 e D2 N B2 BN
c Tohorarice il % an W & ew @ @ HandZ W B2 BN

Baniz 0700 Bhn012 1900
= e Backing St - . 1
Coversge Toget  |dm Fommcant). = 5 Siralegy BAn1Z P00 W/hn0Z 1300

| rond. Load (Masimise Grou Size) > Tan2012 0700 T2 150
BdndN2 W Bhn2Z  WNH
1)) Defirm Lemplates to cordeol the behuniou of e Ocmised Search sigodtm BN U0 WhndN2 18K

WVin2012 0700 30dn2012 1300

Retmeve fesh doga from WFM [ Seach
8| 3 Sdeczill M Delate. & Refresh [ Bxpont
L T | Eeoepioms cyoc g

0l Master Schedue (1} Scenanos (16)

fl Smc Sous Ron Dwe EncDste @) Poom Sests B Toine Evployee D #Uses #Atended #Comleted Crested 3 Mamels)

Click on the Scenario tab

1 omemis H ini
— ¥~ toview the training —

iy sessions when scheduling R am———
into a scenario. Cchwonn | [_hee> || oo | [_Owe ]

L Preferences +

=+ Rrady Tuesday, 12 kre 2012 1214 GMT Dimdght Swvngs)  TmeZonn | 5]
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Below is an example of training sessions visible in the Scenarios tab.

Using Scenarios for "What If* Scheduling

File Wil Eventl. [Schedule fvent] = =]
Ma Menu |
ol Vil Resoures | Iismotble Acvbes || ScheddngOptions || Optmised Search || Manial Search
Octmsed Search Mgothe Temoiste ;
. Warking Hours {Lacal) Virdow 184 2012 o 30 Jn 2012 | Bhad .
|28 e 2] |ied |26 S Erd Erbln
| Time & Trawel Constraints Mo 700 14 1900 e B L
Treration Tere: frie) LIE T G700 1Y 1300 9 at Date £ Diste Time
= M. Activty Gio Defore frans] 1502 Wod G o B 18 & 2012 AN 1300
g 2 = 15 4un 2012 15hn 2012 1500
athial M, Actnly Gap Atar jena) L T gio0 w00 o @ 204on 2012 Ddn 2002 1300
Cor 214 2012 NaAn2 1800
Traies Traed B = 500 i B n 20 dn 2012 D
= Hoi H 22 4n 2012 Mhn 2 1800
Pedomance Constrants S 0 600 e W 23 da 202 Danmmz 1§50
Wil an 0 & B0 e 9 4 dun N2 MnINZ 1200
o T ; Zan 2z Bannz 1900
Cowope Togst St Famcant) = _HM'M; Sntegy dun 2012 Hhnd2 13200
Frond Load (Masdmion Gt Size). = T an 2012 Tan? 1800
an 2012 MAn12 1800
Dl berrwiates o corl the behanious of lhe Climised Search sigorthien 0 012 [anWZ 180
0 han 2012 Wan 12 1900
Fistrere fiesh data from W7 (] [
3 Select A 3 Deletr... & Refresh [ Fapart
Sub Merus
o ] Tray|  Ememetiors gjow £f Mamng o] ingin Masiel ] Calendar lroms 88 0i 2 paging
|
a0 Master Schackin 3~ .
N &y Syne Stanm BB Scenmn S Dote End Date @] Roo= Sents [ Teminer Empioyes i) 2 sem & Mtended & Comploted  Cenabed & Homefs) -
U
| Event1 -
P B g Tenining 19 Jun 2012 06:30 Manchester floom 1 16 Luey McDontld ey 3 0 o 120un 2012 1814 Larey Fin. Rachel Padwest. Trasy Nest
A e Traming Marchesler Foom 1 T Lucy McDonsld  lucy 3 o o 1} Larry Fan Rachel Fadiwer. Trcy Hesl
M EE Teming Manchantar Foom 1 V6 Lucy Melonsid sy 3 o n T2 Jun P 1E18 Haery Maclhien Sharey Lynn, Stan Grddms
i o7 Troining 1 Jun 3012 1200 Manchester Boom1 16 Lucy MeDonsld  lucy 1 o o 12.Jun 20121214 Keary Nedham, Sherry Lynn, Stan Goldma
N | %% Troining 22 Jun 2012 12:30 Marchester Poom1 16 Daniel Oliver daniel 1 (] [ 12Jun 20121874 Lyana Mochow. Pele Lolari, Yishan Mcte
i =] Trsiniog TRa012120 2DIn 20121300 Manchester Room 1 16 Daniel Oliver dariel 3 0 0 12Jun2012 1318 Lybne Mochow. Pele Loters. Yishan Mctie =
| = .
LT Hernds)
e d - -
e Click to view the e
oo C I . S Tuesday, 12 ke 2012 1816 GMT [Dadcht Sovings)  Time Zars. 97
L Prelerences - P | |ooMemtae | o
s = Resdy Report Tuseday. 12 June 2012 1816 GM | Dokt Seviga)  Dimdone, 57,

The Completion Status Report can be viewed at this stage to see how successful Genesys Training
Manager has been in scheduling any training sessions.
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Using Scenarios for "What If* Scheduling

In this example it clearly identifies that the results are for the Scenario.

EVERGvent 1 - [Completion Status] [=l=] = | H
Durat]
Master Schedule
Traininy Statistics for this Eve
| Overall Scheduled & Unscheduled
88.7% 0
{# Scheduled / & Users) I
=100 =
Training Session Fiters
] Enable Date Fiter I
Start Date (07 Sep 2011 End Date (21 5p 2011
7] Enable Status Fiter |
2 Refresh
Columns -
Location Team Site Business Unit g
L
First Name ~ LastNa.. Employes ID il Llocaton €& Tesm [ Ste & Business Unit &% Trining Request &% Code (3 Event Stat Date End Date 4+
\_B Sel Penunui  U_8250_Simulstor  Manchester Team 3 Modesto  First Direct Mational Bank  New Product Training ~ MPTDD1 Evert 1 110ct 2011 17:30 11 0ct 2011 18:30 Ulf‘
Exce Reicher U_8349_Simulstor  Manchester Team 3 Modesto  First Direct Mational Bank  New Product Training ~ MPTDD1 Evert 1 200ct 20111730 200ct 20111830 D
Cl Jay U_8306_Simulator Manchester Team 1 Modesto  First Direct Mational Bank New Product Training  NPTOD1 Event 1 20ct201117:30 20ct201118:30 R
q Faust U_7004_Simulstor  Mancl r Team 1 o FirstD Mational Bank New Product Training ~ NPTD01 Event 1 20ct 2011 17:30  20ct 201 0 L
Larson U_8224_Simulstor Manchester Team 1 Modesto  First Direct National Bank New Product Training  NPTOD1 Event 1 120ct 201118:00 120t 20111300 R
Magy| Neal U_8232_Simulator Manchester Team 1 Modesto  First Direct Mational Bank New Product Training  NPTOD1 Event 1 30ct 20111715 30ct201118:15 D
o Lin U_8227_Simulator Manchester Team 1 Modesto  First Direct National Bank:  New Product Training ~ NPTDD1 Evert 1 10ct201117.00 10ct201118:00 D =
L= Chen U_7002_Simulator Manchester Team 1 Modesto  First Direct National Bank:  New Product Training ~ NPTDD1 Evert 1 110ct 20111030 110ct2017117:30 R m
Stolpe U_8329_Simulator Manchester Team 1 Modesto  First Direct National Bank:  New Product Training ~ NPTDD1 Evert 1 110ct 20111730 110ct 201112:30 L b
Cassandra  Poorman  U_8258_Simulator Manchester Team 3 Modesto  First Direct National Bank  New Product Training ~ NPTDD1 Evert 1 180ct 20111730 180ct 201118:30 L~ Fou
< i ] v N_
Il Bwot v
6ltem| | 7t=mE)
e K
=~ Ready Wednesday, 14 September 2011 1652 & ;| [

To publish the training sessions into the Genesys Scenario, select the training sessions and then right-
click to select Genesys WFM and then PublLish.

Once the training sessions have been published the flags to the left of the training sessions will
change color.

Note:

Committing to Genesys WFM on the Scenarios tab will only commit to the

Genesys Scenario.

138

Genesys Training Manager 8.1 =



Genesys Training Manager Administrator

Using Scenarios for "What If* Scheduling

Fetsore bt dstabom WM 7] | Soarch =]

Tumsday. 12 Jne 2012 13 17GMT Dayight Swergel

Buie Dates.

T
Too 2w 5]

Fle
- Tend FResources. Intemotble Actvbes Scheduling Optora Optrmsed Search Manual Search
- Cptimsed Search Mgerthm Terriste
[1s] — Working Hours {Local) Virdow 180 2012 10 30 dn 2012
T T S— = S B Bek
Time: & Tenved Conatraints o T H BEE ¥ R our
et 9| e e B0 M GutDme  Tme Endlme  Tme
Mo Aty Gap Befors ] B | we 0 2 WanFIZ 0700 1Ean0Z 1500
T 00 100
i . = i Wan212 0700 15dn2012 1800
e W WA Ry g M ey U | T o o W N2 O Wi 10
o o Trarar Torve P ! Zanz PO Ddn2nz %00
il i s NN N BinN2 10
Perdomance Constrainia S o0 i a0 e W NanE 7N DanAE 190
Covange Tomn 0 Sn gron o o e M HAnEIZ GO0 MAnAR W0
H o i Ban  GT00  BhANE W00
Covmpe Twget  [SiaFomone)_v] | Dok ey EAnHZ W0 BT 190
___________ =) FanA W0 FaadR W0
Man12 00 Mandmz 1800
- o HanX2 0700 Hind2 10
WinXHi2 000 Win2i2 190
. Al D seectan X Oelete.. & Refresh [ Expent
50t Mers
o7 Traff|  Eoeetions SFoC EJ Masng 2] OK Masng i Musiwd £ Mg Masier O Csleror Hws 183 00 184 Mg
£l
a0
Emgioyee ID SUseny & Apended SCompisted Cmated
«0
1
(L]
Congleton st |
i Preferences =
= Fendy

Tuesday. 12 dne 21210 17GMT Dadght Sovngs) T Jone . 5] .

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.

To copy the training sessions over to the Genesys Training Manager Master Schedule for publishing

to the Genesys WFM Master Schedule, select the training sessions and then select Copy to Master

Sch

edule.

Workirg Hours {Local)

am et 2
Moo oo W B
T 00 4= 0 ®
Wt 0700 B D0 B
T mw o B g ¥
L wm e e g B
S oo 4w W
Sn o0 o B

Ml T3 Selectan 3 Delete. i Refvesh [ Expent

Hour

Stant Cute. Time
Wan 2 E700
WanX2 00
HVinX12 0
Han12 o700
ZanX2 0
Danm2 TR
Han2 W0
BanZ2 T0
EanI2 @O
W2 0700
Ban2 0
HanX2 00
MinXi2 o0

End Date

18 2002
5.4 2012
240 2012
214 2012
Ldn X002
T 2002
Mdn
W 2002
X202
a0
2dn 2012
Hdn 2012
Xdn 2002

Trd Exompuiors £ 0K E] Masng =] OK (Masng in Mustar} £ Matsing (Masier O Colorlor binwm. %53 01 24 Mg

a0 Manter Schecla [0} | Seanaeca (16}

&l o=

Seas [l Traewr

Wirdow 1820 2002 10 30 Jun 2012

o
1500
]
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Click the Master Schedule tab to view the training sessions.

Using Scenarios for "What If* Scheduling

File Vi Event1- [Schedule Feent] o [l &
L ey
4 s Teol Reswces | ismgible Activies | Scheduing Ogfone | Outiieed Serch || Marual Search
. Optvised Sesrch Syorien Temlse T —
| _———— Worlang Hours (Local) Window 18 Jun 2012 10 30 Jun 2012 ¥ Busdd Dinben
R Mty ) |36 T End Eratie
il T & Trawed Corslraints e Do W o B . @ Gmi
Transtion Tne fmns] i Tur  groo Y s & & Sl Dete  Tme  EndDae T
el M, Actrviy Gag Before frins) 15 Wi TR vnE B Whn2012 0700 VheIN2 1800
£ . . Whn22 090 Wan 202 1500
e M Acteety Gop Miar frin) o T 0 A 1800 % @ Whn2012 070 WheR 1900
g Con +
b Traner Travel IR ~ B B AhnZ 0700 NhnIZ  1H0
R W a0 @ MWhn N2 0700 Mhn N2 1900
Perfommance Constraints S 00 B 1900 & M Ban22 0K Do 1500
2 T w G o B a2 0700 WiniNZ 150
Covermon Tohos z Ban2012 07N BheHR 190
Coverne Tt [S0n Gommen) =] | ook Sraley Ehn2012 0700 kN2 1500
: | ot Lomd o Sus) = MenINI TN MThnINM2 1800
W22 0N M2 150
W @ o - B2 07N B2 150
Whn2012 0700 Whn202 1900
Fitteen fmsh ot fmes WFM (2] | Swarch
[ Select il 3¢ Delete... | .. .
5 o . . .| The training sessions are now
o [T Trai Exceptions g ok &f My
ol in Planner Master Schedule.
W Sync Satus Soa Dot End Date & PRoom Seets G Traer Employes [0 # Users  # Atended 8 Completed  Crested S Hameis) el
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« 9 5§ Tesieirny NInWZWH  Whn 22050 Machesler Roon 1 16 Loy McDemskd ey 3 ] [ T2 221814 Loy Fin Rachel Padawer. Tracy Neal
N | = Tewi HenZ1EW0 WhnA1Z1EHN Machedes Room T 16 Loy Melknsd by 3 u (] 124 2121818 Kemy Nedham. Sty Lyrer, Slan Gokman
N | £F Tering A2 1HO  F1An2N2 1330 Machester Faem1 16 LuyMelomdd  hiy 3 ] 1 124 2171814 Kemy Hindhum, Shemy Lyme, Sion Goldnan
N AT ZAnMNI 123 PAnAN2 1300 Marcheser Faom1 16 Tloried Clver daried 1 ] [ 1240 2012 1814 Lynnn Mashenw, Feln Lelnni Yishan Mehiabh
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To commit the training session to Genesys WFM Master Schedule, select the training sessions and
then right-click Genesys WFM and select PubLish.
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Using Scenarios for "What If* Scheduling

The same option is available to remove the training sessions in Genesys WFM without deleting them

by selecting Genesys WFM and then selecting Remove.
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Kawy Meckham. Sheey L. San Gokdman
Faery Heckham, Sheey Lyen, Sian Goldman
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Once the training session has been committed to the Genesys Training Manager / Genesys Master
Schedule, continue scheduling using the Scenario. The training sessions must be deleted in the
Master Schedules. To delete training sessions in the Master Schedules, select the Master Schedule

training sessions and then select De Lete.
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Using Scenarios for "What If* Scheduling

To continue using the Training Request directly with the Master Schedule in Genesys WFM, the
Scenario must be changed to the Master Schedule on the Resources tab.

File Wi 5 Event 1 [chedule Event] =
s e = =
Tl Fesouces || emoible Acvies | Schedng Optora | Optewsed Search  Manual Search
_—_I : Weddorce Schedie . | 2012 June
assfl # sy Fomsurces
i A Lenden
,l u L Manchesser (20 Reveryed Places)
o ! Sl Marchester Room 1 Chatiie Schaduleli] _ E
ey | Crooes the Schedued] that wil be used 10 ssarch and Book
¢ ol
@ Lise a Scerang or multple Soonasce
Right-click the Scenario and
select Remove, then click the
Master Schedule.
Wl Cheoss the Scheduel) whem e Evert wil be beoked and sise e Ao and)
| [ [J%elect Al X Defete . & Fefresh [ Expent
b Mer
o T Ty S o ] by
|
« 0N Master Schadule (16) Seanance (16)
1 Syrc Saba St Dase B Do & Reom B Mamed}
Evemt 1 i
i 5] Traning BAn 012080  Hhn 20120500  Manchester ' 201208 Ly Fin, Fachel Padawer. Tracy Neal |
« 0N l-)i Trarwryg HAan 22080 204un 2012 0500 Manchester 12 dun 2012 1814 Loty Fn, Rachel Padewer, Teacy Noal
] Taneg Wan N0 BhnZR1H  Hanchesier [12.4m 20128814 Koy Hedham, Sheey Lynn. Stan Gokivan
l] Trarirg DNAn2N21300  Ndn20M213%  Menchesier T2 dun 20121814 ey Hedham, Shey Lynn, Stan Guidman
] Taneg RAnWIN  RINWLIHG  Mancheser Rosms | 0 124 20128814 Ly Muchenw. Pels Lotars, Yishan Mclioth
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File Vil Fueent 1 = [chedule fomni] s B = |
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Manual Scheduling

Using Scenarios for "What If* Scheduling

This option is available in Genesys Training Manager; however, we see its usage being very limited

if at all and recommend that the Optimization Algorithm Template be used instead.

To schedule training session manually, the Training Request template needs to be completed up to

the Scheduler or Optimization Algorithm Template option.

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

Select Manual from the tabs available; the Training Time Slots window will change as in the

example below.

Event 1
Duration (hhzmm) 01-00 = ?;’:‘téﬂrurﬂﬁdg;ak Repeat Days 1|2 Min. Group Size 32 Max. Group Size
Training Time Slots
Resources Interuptible Activities Scheduling Options Optimised Search Manual Search
Start Date Performance Daig

&= |14Sep 2011 [ | =

Start Time £ ot in the list to see the Performance Data during that slet.

Specify the date to

search.

Search =
) Find slots manually for Training delivery. Manual searches ignore all Time & Travel Constrairts, Performance Constraints and Trainer working hours.
[ Select All 3¢ Delete.. &' Refresh [ Export
Exceptions Legend

£ OK (and Master) = ] OK (Some/All Missing in Master) £ Some/All Missing (and Master) = Some/All Missing (Mastsr OK)

Master Schedule (16) || Scenarios (1)

™! StartDate EndDate Scenaro @] Room Max. Seats /& Trainer /5. Employes ID #Users #Aftended #Completed Created

0 Item(s)

Completion Status

=+ Ready

10 G Save Event

2 Namefs) &h Exception

0K

Wednesday, 14 September 2011 20:47 (‘

The Event Details information is still visible, which identifies the name of the training together with

the training window, duration, and minimum and maximum group sizes. This can be amended if

required.
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The date to search for users who fit the training criteria must be specified in the Start Date
drop-down menu. After you have selected a start date, click Search.

Genesys Training Manager will present the time slots that fit the criteria in the training request.

Highlighting one of the time slots and selecting More 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 about when to schedule training.
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Using Scenarios for "What If* Scheduling

Highlight the

time slot.

Event 1
Duration (hh — = Duration includes Repeat D =] Min.Group § s Max. Group §
uration fhh:mm) 01-00 = ] e lepeat Days 1 in. Group Size 3e lax. Group Size [l Save Evert
Training Time Slots
Resources Intermuptible Activities Scheduling Options Optimised Search Manual Search
t Date = [145ep 2011 [F~ | = Peformance Data
it Time  End % Available it Coverage Group : Modesto -
ednesday, 14 September 2011
0945 1045 3 B Coverage W Stafing Calc
1000 1100 3 E 0
@115 1115 5 s
@1030 1130 5 s
10:45 1145 4
45
@115 7215 3 o
@130 1230 3 2;
@145 1245 4 1045 11:00 11:45 1:30
@120 1300 5 i
R Chart Type : | Calculated - (=] Show Detail
[ Show Al
@) find slots manually for Training delivery. Manual searches ignore all Time & Travel Constraints, Performance Constraints and Trainer warking hours
[CJl Select All ) Delete... =' Refresh [ Export
Exceptions Legend
£ OK fand Master) = OK (Some/All Missing in Master) 7 Some/All Missing (and Master) = Some/All Missing (Master OK)
Master Schedule (1) Scenarios (0)
"™ StatDate EndDate Scenano @] Room Max. Seats /2 Tainer /2 Employee D #Users #HAtended #Completed Created /2 Name(s) &k Fxception
0 Ttemi(s)
=~ Ready Wednesday, 14 September 2011 20:51  EJ
[= Performance Data =B % /
Date/Time Coverage Staffing Calc. Staffing Req.  Service Level ASA Diff. Calc. Diff. Req.
14 Sep 2011 10:45 353 45 26 ]
14 Sep 2011 11:00 425 54 T4 17
14 Sep 2011 11:15 433 56 67 22
14 Sep 2011 11:30 37.0 45 21 15
|
| Export

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

agents available, the date, and the time of the session.
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Event Detailz
Mame : Training Flan: Training "Window to
Diuration (Fk:mrm) = Training Session E]@
D etails
Trairirg Tirne Slat Event: Foam: Activities
R Olpti v
Eeourees | el Training Plan: Trainer:
Start D ate: End D ate: E
Start Time | End pr Care
(TR VT
O 01:00 02:0/ InTraining Session-*Bold= Mot Saved Mat In Training S eszzion counts
01:15 021
801_30 123 First Mame | LastMame | Employee 1D First Mame LastM.. | Emplopee 1D *| |5et
O i :45 02:4 & Enej Pelletier U_8249 Simulator & Abel Penunui U_8250 Simulator
@ 2: e 3: n S Kim  Lewis Klewis & Amy Jay 1l_8306_Simulatar
O & Linda Perez U_8252_ Simulator & Ay Reicher LI_8349 Simulator
02:1 5 Daf‘ & Lydia Hamirez U_8264 Simulator & Andrew Faust L_7004_Simulator
O 0230 033 & Lynne Suzanne U_8304_Simulator & Ann Larzon L_8224_ Simulator aal
9 0245 034 | 2 Shery Lynn U_8305_Simulator & Band Neal LJ_8232_Sirmulator
[ Show Al & Stan  Goldman U_B0O6_Simulator S Ben Lin 1J_8227_Simulator
& Brian Chen 1J_7002_Sirnulator

PR & Candi Stolpe 1J_8329_Simulater
- e eslons 2 Cassandra Paoorman U_8258_Sirulator
S S

& Celeste Murphrey  U_8230 Simulator
Y ciat Date & Crystal Ramos LI_8265_Simulator
o 2 Debra Practar U_8262_Sirnulatar

3 Diana Dlsan 1J_8241_Simulatar

& Drick, Clarkzon LI_8353 Simulator

& E duardo Garcia EGarcia

& Elenigon Olzon L_8242_ Simulator

& Fertizha Famero L_8285 Simulator -

=W - e e e

< >

Commit autarmatically to Genesys 7.5 [ oK ] [ Cancel ]
I

Completion Status... Ok
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Using Scenarios for "What If* Scheduling

To include a trainer and / or a room, use the Trainer or Room selection icon.

Evvent D etailz

Mame :

Training Time Slots

Fesources | Optin
Start Time | End
Ly uui4n Uy
@ oo 020
@omas o021
@ota 023
@045 024
@ozo0 030
@oz15 03
@oza 033
@oz45 034
[ TRy e
[ Show Al

Training Sessions
i X |2
A Start Date

Diuration [hh:mm]

Detail:

Event:

Training Plan:

Start D ate:

Training Plan:

Training ‘wWindow

In Training Session - *Bold =

First Mame
é Enej
& Kim
& Linda
2 Lydia
& Lynne
& Sherry
£ Stan

Lazt Mame
Pelletier
Lewis
Perez
Ramirez
Suzanne
Lynn
Goldman

§._] Choose Room E]@
@ aActive () Inactive
#y0l Plimouth ~
# .l Portadown
#-y 0l Rugby
En 445, Sheffield A
u_ # 0l Shrewsbury unun
KL #-Jal Skelmersdale
u_| H0l Stoke cher
u_ #,l Sunderland 3t
u_| # ol Thursa on
u #ynl Trumo Bl
u =45k W arington
[¥]4] B&E Wartington 2 Ln
[[Ji&| BEE Wwarrington 3 Ipe:
|:|§Lj BLE Warrington 5 [man
DQJ BLE Warringln.n 7 phiey
DEJ BSALES Warington 10 s
DQJ CSALES Warington 4 "
[]&,| CSALES Wartington & cLar
[CI49, CSALES wWaringtan 8 P
[]5,, CSALES Wartington 9 o [fEeon
LT cia
jul s H Lancel ] P
ero
= u

Commit automaticaly o Genesps 7.5

Room and Trainer icons.

2 Activities —
&) ]

[}

= Care

:counts
Employee D | Get
U_8250_Simulator
U_8306_Simulator
U_8349 Simulator
L_7004_Sirmulatar
U_8224 Simulatar

Weal

U_8232_Simulator
U_8227_Simulator
U_7002_Simulator
L_8329_Sirmulatar
U_8258 Simulatar
U_8230_Simulator
U_8265_Simulator
U_8262_Simulatar
U_8241_Simulatar
U_8353 Simulatar
EGarcia
U_8242_Simulator
U_8285_Simulatar -

——— I)

Completion Status...
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Once the trainer and /or room has been selected, click oK.

Using Scenarios for "What If* Scheduling

1= Training Session

BEX

First Mame | Lazt Mame
& Enej Pelletier
& Kim Lewis
.Eg Linda Perez
& Lydia Ramirez
& Lynne Suzanne
& Sherry Lynn
& Stan Goldman

In Training Session - * Bold = Mot S aved

Employes 1D
U_8249 Simulator
KlLews
U_8252_Simulator
U_8264_Simulator
U_8304_ Simulator
U_8305_Simulator
U_6006_Simulator

D etails
Event: Room:
Training Plar: Trainer:
Start Date: End Date:

Once co
click ok.

mpleted,

Commit autornatically to Genesys 7.5 [

Hat I Training Seszsion

First M ame

=% Abel
& Ay
& By
& Andrew
Eg Ann
£ Bandi
& Ben
& Brian
¢ Candi
Eg Cazzandra
& Celeste
& Crystal
& Debra
Eg Diana
=4 Dick.

& Eduardo

LastM...
Penurnun
Jay
Reicher
Fauzt
Larzon
Meal
Lin
Chen
Stolpe
Poorman
turphrey
Farmoz
Proctaor
Qlzon
Clark.zon
Garcia
Olzan
Famero

Employes 1D
118200 Simulator
1J_8306_Simulatar
1J_8343_ Simulatar
IJ_7004_Simulatar
118224 Simulataor
IJ_8232_Simulataor
J_8227_Simulatar
IJ_7002_Simulatar
11_8323_Simulatar
I1_8258 Simulataor
1J_8230_Simulataor
|J_8265_Simulatar
IJ_8262_Simulatar
118241 _Simulatar
I1_8353 Simulator
EGarcia

1J_8242_ Simulatar
11_3285_Simulatar

P S

Y

W

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

= Scheduler g@
Event Detail
MName : Training Plan: Training ‘indow to
Diuration [hh:mrm] 01:00 a) Dayz 1 = Min. Group Size |2 = Max. Group Size |10 - [] Covrse Duration includes Lunch Break
: -
Training Time Slotz Interuptable Activities
Resources | Optimised | Marual [E Modesto |
StartDate: | = |020ec2008  [v]| = Performance Data Activity
Site
Start Time| End | # Users ~ [ Modesto b Customer Care
Tuesday. 2 December 2008 ' Emal
uesday. £ December B Coverage B Staffing Calc, New Accounts
@015 015 2 " Activity S
@ o 2 8 | ctivity Set
@oods o145 2 5 ] E-mai
@00 ozo0 2
@oz00 0400 B 4 Meals
@o31s 0415 3 2 )
@030 0430 4 = o [ 36-Min Meal
e T . 200 A 215 Aw 230 An 245 an [ Meal
[ Show &1
Breaks
-Tralnlng Sesijns [ Bresk 1
HwR. A= | | [ Break 2
M Start Date End Date Schedule/Scenaio| @ Room ¢ Trainer| #Users| f#Atended| #Completed| Sh E
L -_r-,"§2 Dec 2008 02:00 2 Dec 2008 03:00  Master Schedule B&E “wWarmington 2 Alyzon Bushel 7 0 ] Training
< >
Comnlebinn Stab [k

Once the training sessions have been created, they can be committed to Genesys WFM to view the

impact on the coverage as per the Optimization Algorithm Template.
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Deleting a Training Request

Using Scenarios for "What If* Scheduling

To delete a training request, any attached information must be disassociated and deleted first. The

step-by-step approach must be done in reverse, and only when there is nothing associated with the

training request can it be deleted.
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- e

[T g Cr—,
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e 1 % &

B oo Ceees
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e
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T Mg

T ey gl

R ]

iy Comgrrss

L e
= n Fowserom
[ TE—"

e U
¥ Timeng Fagarrs
B el 0T 1 - D e 2T

o O Pty Sgpron
B s
[ PR _J
(o] T —

i Praberrain

T [rarma

Temrvig S Cewmmee Tt amap

L e e

[

- B g ey
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FTapam "o
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+ Forem—m L L ]

Facdraspoms 18 Sacsampe 2010 2100 1
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Create Meetings
To create a meeting, select Meetings from the Main Menu. This is the same process that is used for

creating team meetings, team huddles, and one-to-ones.

Using Scenarios for "What If* Scheduling

File View Training Help
Main Menu

4 = Training Manager

4 1 o TReSTOTEE Calendars
| Room Calendars
£, Trainer Calendars

& Manager Calendars
‘= Training Manager Portal Users
. = WFM
4 i Configuration
4 = Training Manager
[T Training Categories
FT Mesting Types
EL] Bosking Categories
& Selection & Exclusion
. %% Resources
 Training Manager Portal

= Skills Assessor

Sub Menu

> [al Manchester

Right-click on
Meetings to see
the different
view options.

3 Preferences ~

A list of the locations will appear in the Sub Menu. The view can be changed from View by Location

to View by Manager by right-clicking on Meetings in the Sub Menu.
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Different view options.

Using Scenarios for "What If* Scheduling

[ ——

s T
4 g U e
T Py, Pacomrs
[T,

R ———
)
B Tomes Cabimrn
2 Mwage
Tomeng Wirages Fariad Lt
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Expand the location to reveal the associated managers.

File View Training Help

Main Menu
4 = Training Manager
v [EC] Training Reguests
[T Mestings
4 22 Resource Calendars
| Room Calendars
£, Trainer Czlendars
£ Manager Calendars
= Training Manager Portal Users
> = WEM
a "2 Configuration
a ‘= Training Manager
[[J Training Categories
[ Mesting Types
[{) Booking Categories
£5 Selection & Exclusion
» am Resources
= Training Manager Portal

‘= Skills Assessor

Sub Menu
a L] Meetings
«F \lewing by Location
&l <No Location>
b [5l London
a mll Manchester
& Charlie White
£ Oliver Wilson

.. Preferences -
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Using Scenarios for "What If* Scheduling

After clicking either the location or a manager, the meeting view will be presented in the Main Menu

window (once meetings have been scheduled they will appear as a list in this window).

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

File View Training Help
Main Menu
4 = Training Manager
» [ Training Requests
7] Mestings
4 o Resource Calendars
| Room Calengars
£, Trainer Calendars
& Manager Calendars
Training Manager Portal Users
WFM
Configuration
= Training Manager
[ Training Categories
[C] Meeting Types
[C] Booking Categories
£ Selection & Exclusion
> %% Resources
Training Manager Portal
Skills Assessor

Sub Menu

4 ] Mestings
F Viewing by Location

Lzl <Mo Location>

& Charlic White
& Oliver ilsg

3 Preferences ~

Mesting Filters

[] Enable Status Fiter
[5] Enable Type Fiter

Show items needing critical attertion
Show ftems needing attention soon
Show items needing no attention

[] Only show items without Next Dates

’@ [5 Check All % Delete...

3
10

2| dayswaming {Only applies to Meetings with Recumence)

days waming (Only applies to Mestings with Recurence)

! Refresh % Mext Dates... [iF] Optimised Searches...

Status  Main Tile Type Status B Manager [ Employee D @ Team Start Date End Date Next Start Date  Next End Date D
[T1@  New Team Meeting Team Mesting Active Charie White  charlie Team 1 1Sep 201108:00 30 Sep 20112200 &l
1@  Team Mesting Team Mesting Active Charlie White  charlie Team 2 15ep 201108:00 30 Sep 2011 2200 6l
“ i B
|l Bxport

2Ttem(s)
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Click New Meeting; the step-by-step meeting template appears, with the tabs at the top of the page. In
the Start window, complete the relevant sections to create the required meeting.

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

2. Meeting Type—Select the relevant Meeting Type from a drop-down menu. There are three
options to select from: Team Meeting, Team Huddle, and One-to-One (Team Meeting and Team
Huddle 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 . Manager—Select which manager to associate with the meeting request.
5. Status—There are three options:

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

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

c. Inactive isused so that the meetings no longer appear as active.
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Start User Selection Meeting Scheduler Worldorce Management

@) Enter various descriptive and key information about this Meeting

Man Tée MNow Westing> Enter a main title and use the drop-down
Mestng Type - list to select the correct meeting type.
Enter a mandatory description.

Description & Objectives

Select the manager from the drop-down box
+—— | and this will list all of the managers

(@ Pending Approval -

If this configured in Training Manager.
template is /

Manager

to be used 12402012 G- [>] Fdbae 242012 @

each Select the start and End Date and
month, 0030 : Latost End Tms. 00:00 + | if this template is to be used each
then select @) This time range applies 1o every day in the above Date range month, the date/time frame
Active to 01-:00 | \ selected here will be the span of
pyblish Select the duration time used in the future.

f:llrectly for the meeting.

into WFM.

Apply to save and
Next to move to the
next tab.

ous || MNed> |[ Appy ][ Cancel

6. Start Date—By default the meeting window will be set to the current date.

7. End Date—The end date can be selected by using the drop-down menu or by clicking the

button, which then presents three options to select from. Click any of the options and
Genesys Training Manager will automatically populate the end date.

8. Select the earliest start and latest end time that the meeting can happen.

9. Select the meeting duration.
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On the user Selection tab, select the team that the meeting is being created for.

In this example, Team 1 has been selected.

The associated location will only appear once the team or individual has been selected.

File  View Training Help

Main M
2in Menu Start Meeting Scheduler | Workforce Managsment
a ‘= Training Manager

» [ Training Reguests ©) Choose Stes, Teams and individuals from Workforce Management who will be in this Mesting.
[ Mestings
4 a5 Resource Calendars Selection Global Exclusions

@ Room Calendars

&, Manager Calendars 4 & First Direct National Bank
= Training Manager Portal Users 4 Modesto
b s WM o I <Nonex
a b Configuration » (V@@ Team 1 (Location: Manchester)
4 = Training Manager b (1 Team?2
D] Training Categories b Dlﬂ Team3
[E] Meeting Types o O Teams
[E[] Bocking Categaries b Reston
&5 Selection & Exclusion > B Cincinnati

> ag Resources
= Training Manager Portal

. Skills Assessor

Sub Menu
4 [T Meetings
& Viewing by Location
J5l <No Location>
> ‘nl London
4 L Manchester
&, Charlie white
£ Oliver Wilson

25 Selected

i Preferences +

Administrator Guide 157



Genesys Training Manager Administrator

Once the relevant team has been selected, click Next or click the Meeting Scheduler tab.

The meeting scheduler is where the elements of the meeting are defined.

Using Scenarios for "What If* Scheduling

File View Training Help

Main Menu
4 ' Training Manager
» [ Training Requests
] Meetings

4 22 Resource Calendars
@ Room Calendars
2 Treiner Calendars
£ Manager Calendars
= Training Manager Portal Users
b = WFM
4 4% Configuration
4 ‘= Training Manager
[[J Training Categories
] Meeting Types
[] Booking Categories
£ Selection & Exclusion
» 2% Resources
‘= Training Manager Portal

= Skills Assessor

Sub Menu
4 ] Mestings
«f Vfewing by Location
Ll <Ne Locations
» J5l London
4 Lzl Manchester
£ Charlie White
& Oliver Wilson

3 Preferences -

Start User Selection Meeting Scheduler Worldorce Management
@) Choose Rooms, Interuptible Activities, set up constraints, recurence options and perform the search

Resources Intermuptible Activities Optimised Search Manual Search

Workforce Schedule :

@ View Active Rooms (@ View Inactive Rooms

» @ Internal
@ External

@) Choose the Schedulefs) where the Mestingls) will be booked. and alse the Rooms and Managers.

=

There are four tabs available for completion:

1. Resources—Select the required schedule. There is the option to select a room to schedule for

the meeting.

Start User Selection

Wordorce Schedule :

@ View Active Rooms

> @ Internal

i@ External

Meeting Scheduler Wordarce Management

©) Choose Rooms, Intemuptible Activities, set up constraints, recumence options and perform the search.

Intemuptible Activities Ciptimised Search Manual Search

| <Master Schedule>

i) View Inactive Rooms

158

Genesys Training Manager 8.1 =




Genesys Training Manager Administrator Using Scenarios for "What If* Scheduling

2. Interruptible Activities—Select which activities can be interrupted as part of the scheduling
process.

€ Choose Rooms, Intemuptible Activities, set up constraints, recumence options and perform the search.

Resources Intemuptible Activities Oiptimised Search Manual Seanch

Activity
Activity
& Customer Care
# Email
i New Accourts
Activity Set
["] % E-mail
Meals
[ & 36 Min Meal
[ % Meal

Breaks

7] @5 Break 1
195 Break 2
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3. Optimised Search—Select the required constraints as per scheduling training. Under Recurrence,
select whether the meeting can be Dai Ly, Week Ly, Or Monthly and on what days the meeting can be
scheduled.

) Choose Rooms, Interruptible Activities, set up constraints, recumence optiens and perform the search.

Resources Interruptible Activities Cptimised Seanch Manual Search
Constraints Recumence
Time Constraints Active
Min. Activity Gap Before {mins) =
= Daity Monday Tuesday Wednesday
Min. Activity Gap After (mi =
in. Activiy Gap After fmine) = 5 Weeky Thursday [@] Friday Saturday
Min. Gap Between Sessions (days) )= @ Monthly Sunday
Pesformance Constraints Arecumence pattem set to Maonthly will try to book a meeting once a month on any of the days that are
< ticked between the Start Date and End Date.
Coverage Tolerance 2B4 = @
Coverage Targst Activity (Forecast) -
Attendance Constraints
Min. % of Attendees Required puil=
Booking Strategy
[Randemly Distribute -

Retrizve fresh data from WFM Search =

@) Desciibe when this Meeting will take place. for how long. and whether it will reaccur.

Fscunence 2] i

© Daiy [IMonday [ Tuesday []Wednesday
©) Weekly [ Thursdsy [ Friday [ Saturday
© Monthly [ Sunday

There are three recurrence options available, Dai Ly, Week Ly, and Monthly:

e Daily—A recurrence pattern set to Dai Ly will try to book a meeting on each day that is
checked (Monday — Sunday) for every week between the Start Date and the End Date.

e Week Ly—A recurrence pattern set to Week Ly will try to book a meeting once a week on any of
the days that are checked between the Start Date and the End Date.

e Monthly—A recurrence pattern set to Monthly will try to book a meeting once a month on any
of the days that are checked between the Start Date and the End Date.

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

Booking Strategy—Select Front / Random Or Back Load as with scheduling training.

Click search to retrieve fresh data from Genesys WFM.

Select the Workforce Management tab to reveal the suggested meetings.

File View Training Help
Main Menu
4 = Training Manager
» ] Training Requests
[ Mestings
4 a5 Resource Calendars
3 Room Calendars
£, Trainer Calendars
& Manager Calendars
== Training Manager Portal Users
» == WFM
4 5 Corfiguration

4 = Training Manager

Start User Selection Meeting Scheduler Workforce Management
@) View all Meetings and synchronization status with Worlforce Management.

Meeting Sessions Status
[l Select All ¥ Delete... &' Refresh [ Export
Exceptions Legend
EJ 0K £] Some/Al Missing
Enable Date Fiter
Stat Date |01Sep 2011 [Gv | EndDate 3psep 2011 [+

EL] Training Categeries

[T Meeting Types

[T] Booking Categories

& Selection & Exclusion
> ag Resources

Master Schedule (1) Scenarios (0}

M Start Date End Date | Room Max Sealts [ Manager [ Employes|D #Users Created £ NameB)

] 9 5ep 2011 08:45 95ep 201109:45 <None> Charlie White  charlie 7 18ep 2011 12:01  Eduarde Garcia, Gunite] Kz
Training Manager Portal

Skills Assessor

Sub Menu
4 [T Mestings
o Viewing by Location
J:l <Mo Lecation>
» Lul Londen
4 Lol Manchester
& Charlie \white
& Oliver Wilson

P 0 »

1ltem(s)

< Previous Next Close

5 Preferences ~

The Master Schedule tab identifies the number of meetings created if Master Schedule has been
selected to schedule meetings against.

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

Main M
e Start User Selection
4 = Training Manager
v [L] Training Requests
[{] Meetings
4 an Resource Calendars
& Room Calendars
£, Trainer Calendars

Meeting Sessions Status

Exceptions Legend
EJOK ] Some/Al Missing

& Manager Calendars
Training Manager Portal Users
WFM

4 'iz¢ Configuration

Enable Date Fiter

4 = Training Manager Stat Date  015ep 2011 [A=
[[] Training Categories

[T Mesting Types

Master Schedule (1) Scenarios (T)
[EC] Booking Categories
£ Selection & Exclusion " Start Date End Date
b 4% Resources £ 95ep 201108:45 9 5ep 2011 09:45

= Training Manager Portal

= Skills Assessar

Sub Menu
4 [T Meetings
" \|fewing by Location
il <No Locations
5 [l London
4 lal Manchester
& Charlie White
& Oliver Wilson

Meeting Scheduler

Worlforce Managemert

[ Select All 3 Delete... & Refresh [ Export

End Date (3 Sep 2011

| Room Max Seats [ Manager [ Employes|D #Users Created

<None>

@) View all Mestings and synchronization status with Worldforce Management

[ER4

Charlie White

£ Namel)

charlie 7 15ep 2011 13:01  Eduande Garcia, Gurutej Ke

<

[

1 Item(s)

b Preferences +

162

- =
Genesys Training Manager 8.1 =




Genesys Training Manager Administrator Using Scenarios for "What If* Scheduling

There is also the option to view the Status of the meeting as per the example below.

Fle View Tramng  Help

Man Meru

Rt | UserSeleclion | Mesting Schedder | Worklorse Management
a &= Trairing Manager
[0 Trmning Rrguess W View ol Meatngs and synchmnizabon status wieth Woddore Mansgement,
T Meetings .
4 54 Resource Calendars Menm':g.m
4| Poom Calendars
B Traines Colendars Master Schedkin Seenmos
& Merisger Calendars Moetng Session Ples
2= Traning Manager Furtsl Users
——l Enable Dete Fiter
4 W@ Cooliguration Sien Date o5 End Date (15 0 2002
4 s Training Manager 71 Bk Stae Fiter
T Trawmng Calagonres .
D Mestieg Types & Bolmsh_

] Bocking Categeries
24 Selection & Exelusion
b 54 Frsourees
Trasrurs; Marager Fortal
= Shills esessor

W

A leeaten @ Teom [{d S S Fusnes U 2 Meeng Srovt Tinen End Dt -

Ay dny Team 1 Modestn
Bad tod oam 1
Bn n Tesm |
Bran Chen Team 1
ok Sinpe Team 1
e Dick Clarkseri Team 1
ardo Lirtin aar dcdesto
a [ Meetings Gty Kaur Team 1 Modesto
o Viening by Locsbon Henry o Team 1 Modestn b
Bl Mo Locations 5 lan Jobron Team 1 Modesls ZAnTZNW 2 dn 121500
vl Lenden = Joan Stuat Team 1 Modesto ZAnTZNMW 24 12150
A 5] Wathy Gun Tesn | Modesto LA 200 24 20121500
a LS Lewss Team 1 Modesto WAnMI UM 24022 1500
8 see Toitet 5] Loy Fn Team 1 Modestn NAn UM 240 M2 150
& Charte vihute Lids Sweerey Tean 1 Moderle  Fied Diect Naltional Bark. Herwr Team Meelg
B Ofiver WWilson 5] Moy Gal Team 1 Modesty st DvectMatonsiBark  Hew Team Mestng  Z2An 2012 1400 224 20121500
] Naccke St UL833)_Sedstor  Mencheser  Team | Modesto s Drect Nationf Bark. New TesmMestng 2200 20021400 224un 2012 1500
Feln Lol U522 Sminer  Manchesnr  Team Modesin  Free Dimct Nationnd Barke N T Meting |
Shem  Caleer UG Srdstor Machestss  Team 1 Modesle P Dvecd Naiondl Bk New Team Mestig
I Sian Goldran  U_G006_Serulstor  Mancheser  Tesm | Modoets  Fist Dvact Nstionsi Bark  New Toam Masting =
bl m *
1 bemis)

B Pretrences - [P | | e Aok | [ Com ]

i~ Faatly Tuesdy, 12 ke 2012 2200 GNT Dbht Savngs)  Tme Zorw, B

The Meeting Session Details and Performance Data options are also available, as when creating
training sessions.
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There is also the option to remove the exceptions and keep the meeting sessions that have already
been created, rather than removing the exceptions by deleting the meeting or training requests.

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

B s mas Traey Hep
|1—-'-|-.. i [Ty p— Momrg S Feoaesars Maragaesy
| - Ty Mg
| LR — W e e ] el G e T M e
| Seiren
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| B Vi Colemmern
B g Cbpotiars |y e
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o
o 1 Ciparuiies o b Gy Sl
- e Bt il 7 e (5011 - Bl Db 32 o
il DR S
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After closing the meeting request template, the meeting session now appears in the Meetings window,
as in the example on the next page.
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File View Training Help

Main Menu

4 ‘= Training Manager

i» [E[] Training Requests

D) Meetings

4 2% Resource Calendars
| Room Calendars
2 Trainer Calendars
& Manager Calendars

‘= Training Manager Portal Users

= WFM

4 32 Configuration

4 = Training Manager
[T Training Categories
[T Mesting Types
L] Bocking Categories
& Selection & Exclusion
© A Resources
== Training Manager Portal

“= Skills Assessor

Meeting Fiters

[7] Enable Status Fitter
[7] Enable Type Fiter

Show items needing critical attention

Show items needing attention soon

Show items needing no attention

[T Only show items without Nexd Dates

] New Meeting [ Check All 3¢ Delete... & Refresh i Next Dates.. |7 Optimised Searches...

3
10

days waming (Only applies to Meetings with Recumence)

{4

days waming (Only applies to Meetings with Recumence)

Sub Menu
4 ] Meetings
«F Viewing by Location
Ll Mo Location>
» [5l London
4 lol Manchester
& Charlie White
&, Oliver Viilson

2 Preferences ~

Status  Main Title Type Status B, Manager & Employee ID @ Team Stard Date End Date Mext Start Date  Mext End Date D)
@ New Team Meeting Team Meeting Active Charlie White  charlie Team 1 1Sep 2011 08:00 30 Sep 2011 22:00 [
[[1@ Team Mesting Team Meeting Active Charlie White  charlie Team 2 15ep 2011 08:00 30 Sep 2011 22:00 6|

e

2 Item(s)
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Copying a Scheduled Meeting to Other Teams

Once a meeting has been created, it can then be copied over to other teams using the same format
(this can be edited once created if required).

Right-click the meeting request and select Duplicate meeting to other Team(s) from the available
menu options.

[ T
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s e L]

[T

o ¥ Vot
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B Mg o ma—

¢ Fam Brem el s alefens
Trmemeg Maages Farse Lasn

B e e el

] s Bty ] E 8 B Piiena R N L L e b
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S == gy | s Wk | ornt | Tawe B B THOROR W R EE D
O Tess 5 il esing || Dot Wil o T 7 1 e FN1H RN N R 2 N O L

e

e e | |

The Duplicate Meeting window from WFM appears, allowing you to select from the meetings you
want to copy.

- -~
£2 Duplicate Meeting -

force Manager/Team relationships from your HR system

4 & First Direct National Bank
4 Modesto
 C1Eh <None>
> CI@h Team 1
p (& Team 2
b Dﬁ Team 3
o & Team 4
> Reston
> Cincinnati
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By default, the main title shows as Copy of Team x Monthly Meeting.

File  View Training Help
Main Menu
4 = Training Manager
» [ Training Reguests
[ Mestings
4 5% Resource Calendsrs
@ Room Calendars
£, Trainer Calendars
&, Manager Calendars
‘. Training Manager Portal Users
WFM

{4 Configuration

[N

4 ‘= Training Manager
D] Training Categories
[{] Mesting Types
[E[] Bocking Categaries
£ Selection & Exclusion

> aR
= Training Manager Portal

Resources

. Skills Assessor

Sub Menu

4 [ Meetings
Viewing by Location

4

L5l <No Location>
> ‘nl London
4 Ll Manchester
£ Charlie white
& Oliver Wilson

<2 Preferences -

Meeting Fitters

[7] 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 Nest Dates

| days

10 | days

waming (Only applies to Meetings with Recurence)

waming (Only applies to Meetings with Recurence)

79 New Meeting () Check All_3¢ Delste. & Bafrach—-bert-Botes—=—1-Op d b

Staty Te Type

@ New Team Meeting
B__Team Meeting

Status
Copy of New Team Mesting Team Meeting Active Charlie White
Team Meeting Active Charlie White
Team Meeting Active Charlie White

£ Manager & Employee D
Team 2
Team 1

charlie
charlie
charlie

T

& Team Start Date
1Sep 2011 08:00
1 Sep 2011 08:00
1Sep 2011 08:00

30 Sep 2011 22:00
30 Sep 2011 22:00
30 Sep 2011 224

Mext Start Date  Next End [

|l Bxport

3 ltem(s)

The main title can be changed by either double-clicking the main title team name, or by right-
clicking and selecting Edit Meeting from the available menu options.

Main Menu

== Training Manager
[T Training Requests
1] Meetings
& Resources
17| Sehedulst
== Training Manager Portal
] Users
Shis WM
[ Exception Types
[T User Selection
=84 Configuration
= Training Manager
[T Training Cateqaries
[T Mesting Types
[T Booking Categories
g 8 Resources
Rooms
[T Trainers
] Managers

Sub hMenu

= [T Meetings
s WM
¢y First Direct National Bank
=] Modesto
& Team 1
& Team 2
& Team 3
Reston
Cincinnat

o
X

i preferences -

)

Mesting Fiters

[] Enable Status Fiter

[] Enabls Type Fiter

Show items needing critical attention |3

Show items heeding attention soon

Show items needing no attention

[] Only show items without Mext Dates

i ) New Mesting [,

Meeting Main Title

Status | Main Title

2 days warming [Dnly applies to Mestings with Recuence]

10 [ days waning (Dnly applies to Meetings with Recunence]

3 o arches...

Y id Dater Next Start Date

O Team1Te
DA Tem1d Copy of Team 1 Team mesting

lep 2010 22:00
jug 2010 22:00

Team 2 Ted
04 Team20ng

lug 2010 22:00

oK Cancel
jug 2010 22:00

O/ Coppof Team ] Tea.

(2]

Team Meeting  Active

Team 3

3Aug 20100300 2 Sep 2010 2200

Mewt End Date

Durstion [Minutes)| Recunence
Ell Honthly [Tue Med,]
kil Monthly [(Mon, Tue.
Ell Honthly [Mon, Tue.
kil Monthly (Mon, Tue.
kil Hanthly [Tuewed,]

(i)

i Expon

5 Ttem(s)
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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 checking the boxes to the left and then selecting

Optimized Searches.

The Meeting Scheduler Options message appears, as in the example below. By leaving
Automatically Publish Exceptions to 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 to Genesys WFM.

If the meetings are to be visible in the Web Portal make sure that the status is changed to Active.

Using Scenarios for "What If* Scheduling

Main Menu
= = Trairing Manager
- E] Trairing Requests
[ Meetings
@, 5 Resources
-] Scheduler
= = Trairing Manager Portal
T Users
o = WM
] Exception Types
[ User Selection
= {5} Canfiguation
= Training Manager
] Training Categories
[T Mesting Types

Meeting Filters

[] Enable Status Fiter
[] Enable Type Filter

Show tems needing eriical stention
Show tems needing attention soon

Show items needing no attention

[] Orly show tems without Nest Dates

i 7 Mew Mesting () Select Al J€ Delete... 7' Refresh - &MNext Dates... [ Optimised Searches. .

3
10

daps waming (Only applies to Mestings with Recurrence)

days waming [Only applies to Mestings with Recurrence]

Mext Start Date | MextEnd Date | Duration [Minutes) | Recurrence

é EBooking Categories Status | Main Title Tupe Status
= g 5 Resouces [#] /% Team1Tesmmesting Team Mdgling Active 340g 20100300 2 Sep 2010 2200 0 Monthly [Tus wed,]
= ?W“ O/ Team1OnetoOne  OreToO Active  Tadm 1 10.ul 2010 0%:00 9 Aug 2010 22.00 30 Monthly (Mo Tue
* o Traner @ Team2T T an Morthly (Mon, Tuey
g " Meeting Scheduler Options 52| v o
Ll Managers O Team20i™ = L X £l Monthy (Man.Tue.y
Sub Menu & Te‘@ Automatically publish Excaptions to WFM for all Mestings 0 Monthly (Tuewed.]
= [ Meetings :
S WM @) Impartant Note: IF you da not tick, this option, then Caverage Tolerances may not be
= respected. This is because unpublished Mesting Sessions wil not keep Coverage Data in
=& Fist Direct Mational Bank WM upetordate, and could result in bookings which violate the desired Coverage
=-E Modesto Trlrranee
& Team1 M Tarcel ]
& Team2
& Team3
#-@ Reston
% @ Cincirnati
< >
e Export
i iPreferences ~ < Item(s)
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Once the optimized search has been completed the schedules can be viewed by double-clicking the
required meeting to reveal the meeting template, and then selecting the Workforce Management tab to

view the scheduled sessions. As the flags are green, the exceptions will have been committed to
Genesys WFM.

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

= Training Manager uli]ﬂ
file Wew Iraining Help
Wain Menu

Stait | User Selection | Meeting Scheduler | Workforee Management

- Training Manager
# [ Training Requests @) View all Meetings and the status of theit Exceptions in Workforce Management
[T Meetings

% o 2 Resources i ) Select Al € Delete.,, /2 Refresh
) (2] Scheduler

|
= Training Manager Fortal Exceptions Legend:
[T Users EJ 0K €] Somesal Missing
B WRM

[{] Exception Types
[ User Selection
-8} Configuration
== Training Manager

Eriable ke Elier |

StatDate | 340ug 2 v| EndDate |n2gen2mn v

[ Training Categoriss
[] Mesting Types

[] Booking Categories Fq Start Date
g Resources

Master Schedule [2) | 5pénarios (0]

End Date 3] FRoom Man Seats| /& Managel & Employee Dl #Users| & Namels)
qZ?Au;ZEﬁ 915 27 Aug 2010 09:45  <None>

] Rooms 0900 2S5ep20100%30  <None»

=[] Trainers
[ Managers

DavidJohnson  second_manager 11

Ahel Penunuri, Enej Pelltier, Fertisha Ramero, Jennifer Re)
DavidJohnson ~ second_manager 7

£my Reicher, Jennifer Rhoades, La Tasha Ponas, Lydia R:

Sub hMenu

= [ Mestings
o = WM
=& First Direct National Bank
= [ Modesta
& Team1
& Team2
& Team3
# [ Reston
@ @ Cincinnat

<

>
2 Ttem(s)

5 < Previous Cloze
T o - (@
L y /

There is&n export option to view the training session detail.

ooltip

Start Date End Date Room Max. Seat Manager EmployeeID  #Users Name(s)

Ann Larson, Bandi Neal, Candi Stolpe, Eduardo Garcia,
Exceptions are OK

Gurutej Kaur, Joan Stuart, Kim Lewis, Nicole Stutts, Pele
in Genesys WFM. 8/05/2010 12:30  28/05/2010 13:30 <None> Gordon Bens first_manager 9 Lolani

Exception

Team Meeting
Amy Jay, Dick Clarkson, lan Johnson, Kai Lemieux, Lynne
Exceptions are OK

Suzanne, Mary Gail, Nicole Stutts, Shane Carlson, Tianni
in Genesys WFM. /' 09/06/2010 12:00 09/06/2010 13:00 <None> Gordon Bens first_manager 9 Ayala

Team Meeting

Within Tooltip is an indicator of whether the exceptions are OK in Genesys WFM. If any exception
had been altered in WFM, the tooltip changes 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 checking the boxes to the left, and then click Next Dates. The Meeting
Next Dates message box will appear, as in the example below.

There are three options available:

» 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 one month, then Genesys Training Manager will
suggest dates for one 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

click ok.

Main Menu
S5 Tiaining Manager
% [T Training Requests
T Meetings
g & Resources
% 2| Scheduler
== Training Manager Portal
T Users
S WM
I Exceplion Types
T User Selection
=8k Configuration
== Training Manager
[ Training Categories
[ Meeting Types
[ Booking Categories
g Resources
T Rooms
% [T Trainers
T Managers

Sub hMenu

= [ Mestings
o = WM
=& First Direct National Bank
= [ Modesta
& Team1
& Team2
& Team3
# [ Reston
@ @ Cincinnat

§ o prefarences -

Meeting Filters

[] Enable Status Fiter

[] Enable Typs Filter

Show items needing ciitical attention |3

Show items needing attention soon |10

Show tems needing o attention

[7] Oy show ftems without Next Dates

days warning (Only appliss to Mestings with Rscunsnce)

| [

daps wamning ([Only applies to Meetings with Recunence]

| |5 Item(s)

. é" Meeting Next Dates
i 7] New Mestin 5.

Status | Main T| (%) Suggest Mext Diates for &l selected Meetings te: Next Start Date | Mest End Date | Duration [Minutes] | Recurrence
O/ Team 1| ) Clear suggested Next Dates for all selected Mestings 10 2200 0 Manthly (Tue Wed.]
O/ Team 10 22:00 30 Marthly (Mon, Tue v,
0@ TeamZ ) apply Nest Dates for al selected Mestings 1022:00 0 Monthly (Mon.Tue Y
[/ Teamz 10 22:00 30 Marthly (Mon, Tue v,
ﬁ‘ Team 1022:00 a0 Monthly [Tue Wed.])
< >

I Evport
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The new suggested dates will then appear under Next Start Date and Next End Date.

Training Manager

[EEX|

Fle Wew TIraining Help

Main Menu

== Training Manager
=[] Training Requests
[ Mestings
g & Resources
%7 Scheduler
5= Trsining Manager Portal

T Users
S WM
I Exceplion Types
T User Selection
=8k Configuration
== Training Manager
[ Training Categories

Meeting Filters

[] Enable Status Filter

[] Enable Type Filter

Show items needing critical attention
Show items nesding ttention soon

Show items needing na attention

[] Only show items without Mext Dates

10

i 7 New Mesting [ Select Al 3¢ Delets... & Refresh 3MNext Dates,.. || Optimised Searches...

days warming (Only applies to Meetings with Recursnce)

days waming (Only applies to Meetings with Recunence)

[ Meeting Types
) Buoking Catsgories Main Title Type Status| @ Team| StatDate End Date et Start Date | Mewt End Date Duration [Minutes] | Recurence
Sq g Hesouces Team1 Team meeting  Team Mecting Active  Team 1 3hug 20100300 25ep 2010220 35ep 20100300 20ct20102200 3 Marthly (Tue
= ?”0’"3 Team10OnstoDne  OneTaOre  Active Team1 10Jul 2010 08:00 9 Aug 2010 2400 a0 Manthly (Man, Ty
s M’a'“e's Team2 Team meeting Team Mecting Active  Team 1 10.Jul 2010 03:00 9 Aug 2010 2200 ki) Marthly (Mon, Ty
1| Managers Team2OnetoOne  OreTaOre  Active  Team1 10Jul 20100800 3 Aug 2010 22X0 an, Morthly Mon, T
Sub Menu Team 3 Teammeeting  Team Meeting Active Team 3 Jhug 2010 09,00 2 Sep 2010 222003 Sep 2010 03.00 2 Dct 2010 2200 Manthly (Tue W
= [ Mestings
= s WM
=& First Direct National Bank
= B Modesto
& Team1
& Team2
& Team3
# [ Reston
@ @ Cincinnat
| Export
i sPreferences ~ | |5 Item(s)
If the meeting dates suggested are correct, select Next Date again, and then select the option Apply
Next Dates for all selected Meetings.
Main Menu Meeting Filters
= == Tiaining Manager -~
5 [T Traring Recuedts /| [ Enable Status Fiter
] Meetings
527 Resowces [] Enable Type Filter
% ] Scheduler
Training Manager Portal Show items needing criical attention |3 | days warring (Only applies to Mestings with Recunence]
\jﬂa““ Show items needing attention soon |10 (3] days waming (Only applies to Meetings with Recurrence]
" [ Exception Types Show items needing no attention
[ User Selection
= {8k Configuration [[] Only show items without Nest Datss
== Training Manager o
I Training Categories P T L b, Shiaalhiaiii .
T Meeting Types | J
) Booking Categories Stalus. MainT| O $uggest Next Dates for all selected Meetings lte Mext Stat Date | MestEndDate | Duration (Minutes) | Recurrence
Sig g Resources A" Team 1| () Clear suggested Nest Dates for all selected Mestings 02200 35ep201009.00 20ct 20102200 30 Manthly (Tue W/
ou| ?00"'3 17 Team 0 22.00 il Monthly (Mon,Ti
3 rainers
N | D@ Team 3T et Do o o seeiied Heas 103200 El Monihly(Hon T
& N O Team 10 2200 il Monthly (Mon,Ti
Sub Menu F & Team 02200 35ep 20100800 20ct 20102200 30 Monthly [Tus W/
= [ Mestings
= WM
=& First Direct National Bank
= & Modesto
& Team1
& Team2
& Team3
[ Reston
@ @ Cincinnati
< >
I Ewpott
i bpreferences - |5 1temis)

Administrator Guide

171



Genesys Training Manager Administrator Using Scenarios for "What If* Scheduling

The new dates will now replace the previous dates under Start Date and End Date.

= Training Manager u[i]ﬁ
Flle Wiew Training Help
Main Menu Mesting Fiers
= &= Tiaining Manager ~
= ] Enable Status Filt
% [T] Training Requests 0 R
[ Meetings
527 Resowces [ Enable Type Filter
# | Scheduler
== Training Manager Portal Show items needing criical attention |3 2| days warring (Only applies to Meetings with Recunence]
-Wﬂa““ Shaw items needing attention soon 10 [#] days waming (Only spplies to Meetings with Recurrence)
E] Exeeption Tupes Shaw items hesding no attention
[ User Selection
=8¢ Configuration [[] Only show items without Nest Datss
== Training Manager
I Training Categories : - = "
T Hesting Types i YNew Meeting [~] Select Al 3¢ Delete... (&' Refresh &Mext Dates... || Optimised Searches, ., J
) Booking Categories Status | Main Title Tupe Status | @ Team| StgtDaie re-Dhate Mext Start Date| MestEndDate| Duration (Minutes) | Recunence
Sr-q g Resolices A&’ Team1Teammeeting TeamMesting Active Team 1 35ep 2010 03.00 2 Ot 2010 22.00 El] Monthly (Tue Wed,1
I Rooms [0/ Team10OretoOne OneTaOne  Active Team1 TR 0S00 S g -20Ha-351T 30 Monthly (Man, Tue V.
#i L’a'“e's 1@ Team?Teammesting TeamMesting Active  Team 1 10Jul 2010 09:00 9 Aug 2010 2200 k| Manthly (Man, Tue¥
L Managers Y| [/ Team20OretoOne DneToOne  Active Team1 10Jul 22:00 a0 Monthly [bon, Tus ¥
Sub Menu [7] 57 'Team 3 Team mesting  Team Mesting Active | Team 3 Sep 20100800 2 Ot 2010 2200 ] Wonthiy (Tue wed 1
= [ Mestings
= WM
=& First Direct National Bank
= & Modesto
& Team1
& Team2
& Team3
%[ Reston
@ [E Cincinnat
< >
|l Export
i s Preferences = || 5 Ttem(s)

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

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

Main Menu Mesting Fiters
S5 Tiaining Manager ~
= = Enable Status Filt
% [T Training Requests [ IEREE
T Meetings
£ 22 Resources [ Enable Type Filter
% 2| Scheduler
=5 Training Manager Portal Show items needing criical attention |3 2| days warring (Only applies to Meetings with Recumence]
wnﬁm Showilems needing alteniionsoon 10 (2] days waining (Only ppes to Meelings with Recunence]
[T Exception Tupes Show items neading no attention
[ User Selection
=8} Configuration [[] Only show items without Nest Datss
= = Training Manager .
7] Trairing Categories . ... | &5 Meeting Scheduler Options
T Meeting Types ) J
Tl Booking Categories 5 Automatically publish Exceptions to WFM for all Mestings Mest Stat Date | MextEnd Date| Duration (Minutes] | Recunence
g o Resouces
“* = Roams M4 @) Impartant Note: If you do nat fick this aption, then Coverage Telerances may not be 0 Monthiy [Tuswed.]
Trai O respected. This is because unpublished Mesting Sessions will not keep Coverage Data in 30 Manthly (Mon, Tue.¥
M“i'"e's od WM upto-dats, and could result in hookings which violate the desired Coversge 30 Monthly [Mon, Tus.y
LS Managers [ I:l y Trleranne 0 Monthly [Meon, Tue
Sub Mer B4 e Maribl Tue ed
= [ Mestings
= s WM
=& First Direct National Bank
= B Modesto
& Team 1
& Team 2
& Team 3
% [ Reston
@ [E Cincinnat
< | >.
I Expott
i o 3Preferences - J S Item(s)
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There are filter options available on the Meeting Fi Lters screen 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-0ne.

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

Creating Meetings Manually

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

File View Training Help

Main Menu
Start User Selection Meeting Scheduler Worldorce Management
4 == Training Manager
» [ Training Requests ©) Choose Rooms, Intemuptible Activities, set up constraints, recumence options and perform the search
] Mestings
4 3 & Resource Calendars Resources Intemuptible Activities Optimised Search Manual Search
& Room Calendars —
- ¥ Master Schedul
£, Trainer Calendars Wordoree Schecte - [ <Master Schedule> |
£ Manager Calendars
. Training Manager Portal Users @ View Active Rooms () View Inactive Fooms
s = WFM s @ Internal
4 "Lk Configuration @ External
4 ‘= Training Manager

[T Training Categories
F0) Mecting Types
E[] Booking Categories
i Selection & Exclusion
. 4% Resources
Training Manager Portal

Skills Assessor

Sub Meru
4 [[] Meetings
o Viewing by Location
1l <Me Locations
» 5l London
4 sl Manchester
& Charlie white
& Oliver Wilson

@) Choose the Schedule(s) where the Meeting{s) will be booked, and also the Rooms and Managers

Previ Next > Appl Cl
.2 Preferences - < Previous lose

After selecting the date, click Search to reveal the number of available agents by time slot.
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Stat | UserSelection || Meeting Scheduler || Workforce Management
@) Croose Rooms, Intemuptible Activities, set up constraints, recumence options and perfom the search
Resources || Irtemuptible Activiies || Optimised Search | Manual Search
Start Date : | o |14 Sep 2011 [J= | = | — Pefomance Data
Stat Tme End & Availzble ~ @) Cickaslotinthe listto see the Perfomance Data during that slot
Wednesday, 14 September 2011
@o000 01:00 1
@o015 0115 2 L
@3 03 2 I
@o045 0145 1
@010 0200 1
@015 0215 1
@030 0230 1
@o1d5 0245 2
@oz00 0300 2
@oz15 0315 2
@o230 0330 1
@o245 0345 1
@0300 0400 1
@0315 0415 1
@0330 0430 1
@0345 0445 1
@000 0500 2
@os15 0515 2
@n430 0530 2
@445 0545 2
@500 0600 2
@os515 0615 2
@530 0630 2
@0545 0645 2
dlinean n7ran a S
[ Show Al
@) Find slots manualy. Manual searches ignore all constraints and Manager working hours

Clicking the required slot reveals the performance data in the right-hand window, as in the example

below.

File View Training Help

Main Menu

Start User Selection Meeting Scheduler Worldorce Management

4 ‘= Training Manager
» [[] Training Requests
[{] Mestings

©) Choose Rooms, Internuptible Activities, set up constraints, recurence options and perform the search,

4 2 ¥ Resource Calendars Resources || Intemuptible Activites || Optimised Search || Manual Search
| Room Calendars St Date - [ 14509 2071 [+ | 5| — Pefommance Deta
£, Trainer Calendars
& Manager Calendars Start Time  End  # Available ~ | Coverage Group © Medesto
. Training Manager Portal Users Wednesday, 14 September 2011
WM @ 010 | B Coverage M Stafiing Calc
b W ¥
4 # Configuration @015 0115 2 L
4 = Training Manager Goozn 020 2
[T Training Categories Qovss 0145 1
] Mecting T @o100 0200 1 B
o Mestng Types @015 0215 1 L
[T Bocking Categaries 15
& Selection & Exclusion ,
> 4% Rescurces
‘. Training Manager Portal 88
i Skills Assessor 5
55
5
Sub Menu
4 [ Meetings 45
' Viewing by Location 4
j‘; <Ne Location 35
> lal Londen
4 o] Manchester E

& Charlie \white 25

& Oliver Viilsen

2
0145

ozoo

@nenn 70 2 Chart Type © [Calouimted -
[ Show Al
@) Find slots manually. Manual searches ignore all constraints and Maniager working hours

[=| Performance Data =8 £

Staffing Calc.  Staffing Req.  Service Level ASA  Diff. Calc.

[=] Show Detail

Apply

Date/Time Coverage Diff. Req
L| | 145ep 2011 01:45 40 8 54 60

14 Sep 2011 02:00 4.0 2 63 3k

14 Sep 2011 02:15 4.0 2 63 L 4.0

14 Sep 2011 02:30 3.0 3 62 15 00
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Double-click the time slot to view a meeting session window similar to the meeting below. Click 0k
to create a manual meeting session.

File 1\ T Llal,
- " Meeting Session lo|@] =
Main Meny —
FRER Details
» B
= Meeting [ New Team Mesting
. Manager <None> | Start Date 145ep 2011 [F~ 0415 |2
Room <None> | End Date 145ep 2011 [F~ 0515 [&
In Meeting - * Bold = Not Saved Mot In Meeting
= T Columms Columns
b= W
- Location Team Site Business Unit Location Team Site: Businzss Unit
-
« - -
First Name Last Name Employee ID ol Location ﬁ Team Site i H < Export First Name Last Name Employee ID sl Location Iﬁ Team Stte ﬂ By
Ben Lin U_8227_Simulator Manchester Team 1 Modesto  Firs| Jay U_8306_Simulator  Manchester Team 1 Modesto  First Dirg
lan Johnson U_6008_Simulater Manchester Team 1 Modesto  Firs Faust U_7004_ Mancl Team 1 A
Larson U_8224_Simulator Manchester Team 1 Modesto  First Diry
Meal U_8232_Simulator Manchester Team 1 Modesto  First Dirg
P Chen U_7002_Simulator Manchester Team 1 Modesto  First Dir|
= Stolpe: U_8329_Simulator Manchester Team 1 Modesto  First Dirg
= Claricson 353_Simulator Manchester Team 1 Modesto  First Dir|
= Garcia e ter eam to  Firs
Kaur U_8322_Simulater Manchester Team 1 Modesto  First Dirg
1 Dunn HDurn Manchester ~ Team1 ~ Modesto First Din
Sub Menu Stuart U_8330_Simulater Manchester Team 1 Modesto  First Dirg
o O M LemieLnx: U_8225_Simulator Manchester Team 1 Modesto  First Dir|
oA Kathy Gurin U_8223_Simulator Manchester Team 1 Modesto  First Dirg
Kim Lewis Klewis Manchester Team 1 Modesto  First Dir
& Lamy Fin U_7005_Simulator  Manchester Team 1 Modesto  First Dirg
> 4:1 Linda Sweeney  U_8332_Simulator Manchester Team 1 Modesto  First Diry
P Lyrne Suzanne  U_8304_Smulstor Manchester  Team 1 Modesto  First Dir
Mary Gail U_8307_Simulater Manchester Team 1 Modesto  First Dirg
MNicale Stutts U_8331_Simulator Manchester Team 1 Modesto  First Diry
Pele Lolani U_8252_Simulator Manchester Team 1 Modesto  First Dirg
Shane Carlson U_6007_Simulator Manchester Team 1 Modesto  First Dir|
Stan Goldman  U_6006_Simulator Manchester Team 1 Modesto  First Dirg
Tianni Ayala U_7001_Simulator Manchester Team 1 Modesto  First Dir|
« I v | [ Exot> « I | 3
Publish automatically to WFM 7]
B Pref —— — -

The option to select a manager will appear. After selecting the manager, click oK. A meeting session
will appear in the Workforce Management tab.

Meeting Sessions Status

Exceptions Legend
L OK £ Some/All Missing

Enable Date Filter
Start Date 01 Sep 2011 [E~

Master Schedule (2) Scenarios (0}

™ Start Date End Date

] 9 Sep 2011 08:45 9 Sep 2011 09:45
Y 14 Sep 2011 04:15 14 Sep 2011 05:15

[J Select All 3¢ Delete.. = Refresh [ Export

End Date |30 Sep 2011

@ Room Max. Seats

<None>
<None>

Start User Selection Meeting Scheduler Wordorce Management

€) View all Mestings and synchronization status with Wordorce Management

B~

& Manager & Employee|D #Users Created

Charlie White
Mlice Talbot

charlie
dlice

-
7

2

1 5ep 2011 13:01

2 Nameig)

Eduardo Garcia, Gurutej Kz
14 Sep 2011 22.23  Ben Lin, lan Johnson
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Clicking Status displays the scheduled meeting activity in report format for the users selected.

File View Training Help

Main Menu
4 = Training Manager
» [[] Training Requests
] Meetings
- % Resource Calendars
& Room Calendars

£ Trainer Calendars

a4

£ Manager Calendars
Training Manager Fortal Users
WEM

4 4 Configuration

4 ‘= Training Manager
[ Training Categories
[ Mesting Types
[ Booking Categories
& Selection & Exclusion
> 2% Resources

= Training Manager Portal

{

= Skills Assessor

Sub Menu
4 [ Meetings
« \iewing by Location
Lol <No Location>
> Lal Londen
4 Lol Manchester
£ Charlie hite
£ Oliver Wilsen

<2 Preferences -

Start User Selection Meeting Scheduler

Worldorce Management

©) View all Meetings and synchronization status with Worldorce Management

Mesting Sessions

Master Schedule Scenarios
Mesting Session Fitters
[] Enable Date Fiter

Start Date |07 Sep 2011

[ Enable Status Fiter

&' Refresh

Columns

End Date

Location Team Site: Business Unit

21 Sep 2011

First Name Last Name  Employes ID Ll Location & Team Ste & Business Unit & Mesting Start Date E~
Amy Jay U_B306_Simulator Manchsster  Team 1 Modestas  First Direct National Bank  Mew Team Meeting
Andew  Faust U_7004_Simuiater Manchester  Team 1 Modesto  First Direct National Barlk | New Team Meeting 1
Ann Larson U_8224_Simulator Manchsster ~ Team 1 Modestas  First Direct National Bank  Mew Team Meeting 3
Bandi Neal U_8232_Simuiater Manchester  Team 1 Modesto  First Direct National Barlk  New Team Meeting

‘Zﬁ' Ben Lin U_B8227_Simulator Manchester Team 1 Modesto  First Direct National Bank Mew Team Meeting 14 Sep 2011 04:15 1—
Erian Chen U_7002_Simuiater Manchester  Team 1 Modesto  First Direct National Barlk  New Team Meeting
Candi Stalpe U_8329 Simulator Manchsster  Team 1 Modestas  First Direct National Bank  Mew Team Meeting
Dick Clatkson  U_8353_Simulator  Manchester  Team 1 Modesto  First Direct National Barlk  New Team Meeting

5}' Eduardo Garcia EGarcia Manchester Team 1 Modesto  First Direct National Bank Mew Team Meeting 9 Sep 20110845 9

& Gunite Kaur U_8322_Simuiater Manchester  Team 1 Modesto  First Direct National Barlk  New Team Meeting 5 Sep 20110845 9
Henry Dunn HDunn Manchester Team 1 Modesto  First Direct National Bank Mew Team Meeting

fﬁ‘ lan Johnsen U 6008 Simulator Manchester  Team 1 Modesto ﬁrst‘DlrEcI National Bark  New Team Meeting 14 Sen 20110415 1~

4 L3

25 ftemis)

=
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Training Request Start Date Filter

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

Using Scenarios for "What If* Scheduling

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

below.
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Enter the required start date range and then click oK.

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

File View Training Help

Main Menu
4 = Training Manager
> [ Training Requests
[ Meetings
4 3% Resource Calendars
& Room Calendars
£, Trainer Calendars
£ Manager Calendars
 Training Manager Portal Users
b s WFM

[ Configuration

[N

4 ‘= Training Manager
[0 Training Categories
D) Mesting Types T
[ Booking Categeries Training Window Start Date Filter
£ Selection & Exclusion

Set 2 date fitter so that only Training Requests with a Training Window Start Dats

2 r Resources betwaen the dates specified below wil be shown

Training Manager Portal

W~

Skills Assessor §lat Date 04 Jul 2011 [=ke EndDate 30 0ct 2011 @~

4 [T Training Reguests
J 4Jul 2011 - 30 Oct 2011
» @ Pending Approval
> @ Active
» @ Completed

8 Preferences -
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Team Based Scheduling

When scheduling training activity that requires the teams to be scheduled together create the training
request as normal up to the Training Events tab as per the example below.

Select Keep team together and the Optimised Search Algorithm will keep the team members

together.

Fle View Trmining  Help
Main Morei

4 = Tsinieg Marager

g Peguests
Meetings
4 52 Fesouee Calendars
@] Acom Calendars
3 Tramer Caberars
& Manager Calendars
Training Manager Portal Users
M
4 L Configarntion

4 == Training Marager

2 Selection & Exclusion
2 Resnurces
.. Trnining Marager Pertnl

Shills Fesessar

Suh Monu
o [T Tranng Reqoests
& 0yl 2011 - 24 Jun 2012
b Pending Appeoval
o ¥ Letive
) Cusinmer Services Self Laaming Time
B New Product Trarng
@ Sell Learmursy Time
il Soft Skills Training
) Training Mansger Cinertstion
) Completed

§ Preferences -

=+ Ready

Snn | UserSelection || Training Everta

Trmining Srssicra

Completion Strtus Smterics

W) Crnate ared maviage Tisrirg Everis to specdy how you will dever L Traming,

DX®E®
o & New Proue Tramng
2 Event 1

Event Detads.

Devcrptien

Pl Descngton

Trasnng Manager Poral Content Link:

Trmining Categery
Debyrey Mrshod

Sehetury Unliorn

Dhradion fvmem)

Min. Growp Sae
Max. Group Sze

Costs

Evert Cost

Trainer Led -

& Clnsarcom E

00:30 5| e e =

Durntion inchudes Trainer |urch Rmak

gy~ ||
3 o Sthecus Cyets

= T

Select Keep
teams together.

[LePreven | [ Meas |

Wedneaday, 13 June 20117 1458 GMT [imylght Smanga)

Time Zore I
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This will also be visible in the Scheduling Options tab.

e View _Towing_Heo : | .
M Mg | (21 Event 1 - [Schedule Event] lele] &
4 = Temi
T Rrsouces || iinmupthie Acvties || Scheding Options | Optimised Search  Manuaal Search
L Duston Bl ey oy [+ Feweat D =
4 — Tamirionr Eummehy Frmak,
1 7 e toams logethes
2 Trai Mo Grop Se i
< Wi
4 Corl Max Gmup Sz s
-
i
ot ! [ Select All % Delete. &' Refresh b Export
4 [T Trai
Exceptions 1ok £ Masng
]
+ 0 Master Schadile () || Scenancs ()
i
4 Sync Sttus StatDete EndDste @ Poom Sests 5 Traner Ermployes |D Hlsens # Atended HCompleted Cremed 5 Mameis)
L
A
Ll
L]
0 Itemis)
Comphetion Satus | ok |
-+ Ready Wedheaday, 13.hmn 2012 1458 GMT Dogloht Savngs)  Time Zorw . 5 .
b Prefesences - T S - |
- Peady Wednesday, 13 June 2012 14:55GMT [Daybght Savings) T Zone... 51
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Training sessions will be created around the minimum and maximum numbers of delegates required.
View the training session details to confirm that the teams have been scheduled together as required.
See the example on the next page.
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In this example only Team 1 members have been scheduled for this training session.
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Schedule Sessions into Calendar

Schedule the training using a scenario and the training sessions will appear as per the example below.
The icon to the left of the training session indicates that the training sessions are not calendar items in
WEM.
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To insert the items into either the WFM Scenario, Calendar or both, right-click on the training
sessions and select WFM > Pub Lish as per the example below.
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After selecting Pub Lish, four options will be presented:

e Exceptions—Publish the exceptions in the WFM scenario.

[ ]
agents.
[ ]
e Cancel—Cancel the transaction.

Both—Publish the exceptions into the scenario and calendar.

Schedule Sessions into Calendar

Calendar Items—Publish the training exceptions in the WFM calendar for the individual
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In this example the exceptions have been copied into the WFM scenario and into the calendar, and
the icon to the left of the session has been updated.

Deleting the training sessions will remove the training sessions from the scenario and the calendar.

The training sessions then need to be copied into the Planner Master Schedule. Therefore, select all
of the sessions and Copy to Master Schedule.
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The training sessions will then appear in the Master Schedule. The flag will remain red until the
WEFM Master Schedule has been created. The flags will then change to green to confirm that the
training sessions are now in the agent schedules.
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Change the schedule to the Master Schedule for future use if required.
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Save the Master Sched

ule.

Schedule Sessions into Calendar
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Reports

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. Clicking the training request name displays

a view similar to the example below.

The gauge will give a visual representation of how near to completion the training is. The

information is presented in a table format on the right-hand side.
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Training Summary by Status Report

An overall summary report, by status, is available for each of the training requests.

Reports

When you click the actual status, for example, Active or Comp Lleted, a summary appears for each of

the training requests within that file, similar to the example below.

File View Training Help
Main Menu

4 = Training Manager

Training Requests: Completion Status Sumi

Select Training
Requests and then

4 [ Training Reugeets
4P Completion Status
1= Reports

] Mestings

4 Resourcs Calendars
| Room Calendars
£, Trainer Calendars

& Manager Calendars

= Training Manager Portal Users
WFM

4z¢ Configuration

S

4 = Training Manager
[T Training Categories
[T Meeling Types
[T] Booking Categories
& Selection & Exclusion
b 4% Resources

= Training Manager Portal

Sub Menu
4[] Training Requests

3 Preferences ~

New Product Launch

Overall Completion

# Scheduled across all Events

# Unscheduled across all Events
# Trained across all Events

# Untrained or Partially Trpffed across all Events

Test

‘erall Completion

# Scheduled across all Events

# Unscheduled across all Events
& Trained across all Events

# Untrained or Partially Trained across all Events

UAT

Overall Completion

# Scheduled across all Events

# Unscheduled across all Events
# Trained across all Events

# Untrained or Partially Trained across all Events

the relevant status.

80
101

# Training Sessions ljl

First Training Session [

Last Training Session [

(# Trained / # Scheduled)
x 100

101

# Training Sessions
First Training Session 10 5ep 2011 18.00
Lest Training Session 10 5ep 2011 1800

(# Trained / # Scheduled)
x100

80
101

Wi QG

(# Trained / # Scheduled)
x 100
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Agent Detail Completion Report by Training Event

A Completion Status report for the training event is available that lists all of the agents assigned to

attend training.

Reports

This report is available by selecting Completion Status, found under Training Requests in the Main

Menu window.

Select the relevant status, and then expand the view to locate the relevant training request in the Sub

Menu. Selecting the last option displays a list of all of the agents that were selected for training. This

view can also be filtered by either clicking at the top of the column heading, and/or using the

available filters, for example, Enable Status Filter, Or Enable Date Filter.

File View Training Help

Main Menu
a = Training Manager
a ] Trgining Benie
i Compistion Ss
i= s
[ Meetings
4 4% Resource Cslendsrs
i Room Calendars
£, Trainer Calendars

£ Manager Calendars
= Training Manager Portal Users

L = WM
4 2 Configuration
a4 = Training Manager
[ Training Categories
[T Mesting Types
[l Bocking Categories
£ Selection & Exclusion
, 4% Resources

‘. Training Manager Fortal

Sub Menu
4 99 Completion Status
o Viewing by Training Requests
4Jul 2011 - 30 Oct 2011
> @ Pending Approval
4 @ Active
4 3 New Product Launch

> &) UAT
» @ Completed

18 Preferences -

Master Schedule

Statistics for this Event

Scenarios

# Scheduled

T Overall Completion  Unechocidod
P 0.0% # Trained
O 00
# Untrained / Partially Trained
{# Trzined / # Schedued
Select Completion
Status.
1 End Date |21 5ep 2011
[7] Enable Status Fiter
2 Refresh

L 9
L ¢
[

Columns
Location Team Site Business Unit
First Name: Last .. Employes ID il locaton @ Team [ Ste @& Business Unit &% Training Request @ Code (% Event Startl*
Ahel Penun | U_8250_Simulator Team3  Modesto  First Direct National Bank  New Product Launch  NPL1 Event 1 &
1J_8349_Simulator Team 3 Modesto  First Direct National Bank Mew Product Launch  NPL1 Event 1
Expand the statuS | ulsws smisor Menchesier  Teem1  Modesto  Fist Dict Notional Bari New Froduct Lounch  NPLT  Event 1
| 7004_Smustor Manchester  Team1  Modesto  First Direct National Bank  New Froduct Launch  NPL1 Event 1
menu to f| n d the U_8224 Smulator Manchesier  Team1  Modesto Fist Direct National Bank  Mew Product Launch  NPL1 Event 1
U_8232 Smulator Manchesier  Team1  Modesto Fist Direct National Bank  Mew Product Launch  NPL1 Event 1
.. U_8227 Smulator Manchesier  Team1  Modesto Fist Direct National Bank  Mew Product Launch  NPL1 Event 1
relevant traini ng U_7002_Simulator Manchester  Team 1 Modesto  First Direct National Bank  New Product Launch  NPL1 Evert 1
U_8329 Smulator Manchesier  Tesm1  Modesto Fist Direct National Bank  Mew Product Lsunch  NPL1 Event 1
req uest U_858_Simulator Team3  Modesto  First Direct National Bank  Mew Froduct Launch  NPL1 Event 1
. U_8230_Simulstor Tesm2  Modssto  First Divsct Natiorsl Bank  Mew Product Lsunch  HPL1 Evert 1
U_8265 Simulstor Tesm3  Modssto  First Divsct Natiorsl Bk Mew Product Lsunch  HPL1 Evert 1
Debra Proctor  L_B262_Simulstor Tesm3  Modssto  First Divsct Natiorsl Bank  Hew Product Lsunch  HPL1 Event 1 i
k] n L3
|l Ewort
95 ttemis)
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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 Completion Status option on the Main Menu. The report template appears in the main
window. The option to filter by the following options is then available:

1. Status of training session; for example, Pending Approval Or Active.
2. Course Code

3. Date

4. Training status; for example, Missed or Scheduled.

The information can be filtered further by the Location, Team, Site, and Business Unit as usual.

File View Training Help

Main Menu

Master Schedule | | Scenarios
4 = Training Manager
4 [ Training Requests Statistics for this Event
&l Completion Status # Scheduled l:l
Qverall Completion
1= Repors # Unscheduled lj|
[T Mestings 0.0% # Trained ]

4 a5 Resource Calendars ) 4 Untrained / Partally Trained —
5‘ Room Calendars (# Trained / # Scheduled)
« 100

£, Trainer Calendars

& Manager Calendars

Training Session Fiters
= Training Manager Portal Users

WM [7] Engble Date Fiter

a ;2 Configuration Start Date (07 Sep 2011 End Date |21 Sep 2011
4 = Training Manager

[T Training Categories [T] Enable Status Fiter

] Meeting Types & Refresh

[T Booking Categories

& Selection & Exclusion

> am Resources Columns
= Training Manager Portal Location Team Site Business Unit
Sub Menu First Name LastN.. Employee ID 1l Location @& Team [E Ste & Business Unit &% Training Request &% Code (E Event Statl*
4 4 Completion Stetus Abel Perun... U_8250_Simulator Team3  Modesio  First Direct National Bank  New Product Launch  NPL1 Event 1 E
o Viewing by Training Requests Amy Reicher  Ul_8349_Simulator Team3  Modesto  First Direct National Bank  New Product Launch  NPL1 Event 1 b
£ 30l 2011 - 30 Ot 2011 Amy Jay U_8306_Simulator Manchester  Team 1 Modesto  First Direct National Bark  New Product Launch ~ NPL1 Event 1
. Andrew Faust  U_7004_Simulstor Manchester  Team 1 M Fir National Bank New Product Launch  NPL1 Event 1
+ @ Pending Approval Ann larson  U_B224 Smulstor Manchester  Team1  Modesto Fist Direct National Bank  New Product Launch  NPL1 Event 1
4 @ sctive Bandi Neal U_8232 Simulstor Manchester  Team 1 Modesto  First Direct National Bank  New Product Launch  NPL1 Event 1
4 &% New Product Launch Ben Lin U_8227 Simulstor Manchester  Team 1 Modesto  First Dirsct National Bank  Mew Product Launch ~ NPL1 Event 1
(g Event1 Brian Chen  U_7002 Simulstor Manchester — Team 1 Modesto  First Direct National Bank  New Product Launch  NPL1 Event 1
C @ Test Candi Stolpe  U_B329_Simulstor Manchester  Team 1 Modesto  First Direct National Bank  New Product Launch ~ NPL1 Event 1
" assandra 'oom.. | _Simulator eam lodesto irst Direct National Ban lew Product Launcl vent
@ AT Cassandra P U_B258_Simuil Team3  Mod First Direct National Bark  New Product Launch  NPL1 Event 1
Eleste ump... | )_Simulator eam lodesto irst Direct National Banl lew Product Launcl vent
Comleted Cel M U_8230_Simu Team2  Mod First Direct National Bark  New Product Launch  NPL1 Event 1
+ @ Comple Crystal Ramos  L|_8265_Simulztor Tesm3  Modesto  First Direct National Bank  New Product Launch  NPL1 Event 1
Debra Proctor  U_8262_Simulator Team 3 Modesto  First Direct National Bank  Mew Product Launch ~ NPL1 Event 1 =
« I v

Il Bwort

95 ftemis)
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Individual Agent Training Summary Report
This reports individual agent activity across all of their scheduled training.

Reports

Expand Training Requests in the Main Menu window and select Comp letion Status. A list of all of the

training status will appear; for example, Pending Approval.

File View Training Help
Main Menu
4 ‘= Training Manager
a [ Training Reguests
50 Completion Status
1= Reports
(] Mestings
4 5% Resource Calendars
3| Room Calendars
£ Treiner Calendars
& Manager Calendars
= Training Manager Portzl Users
> = WFM

Configuration

4 ‘= Training Manager
[] Training Categories
E0) Meeting Types
[T} Booking Categories
& Selection & Exclusion
» 4% Resources

= Training Manager Portal

Sub Menu
4 4 Completion Status
o Viewing by WFM database
4 = WFM
4 & First Direct National Bank
4 Modesto
» & <Nonex
a4 G Tesm 1
A2 Tianni Ayala
£, Shane Carlson
£, Brian Chen
& John Cisco
£ Dick Clarkson
£ Henry Dunn

£ Andrew Faust

.2 Preferences -

Master Schedule Scenarios
Training Session Fiters

[} Enable Date Fiter

Start Date (07 Sep 2011 End Date |21 Sep 2011
7] Enable Status Fiter

2 Refresh

Columns
Location Team Site Business Uit

First Name Last Name  Employee ID il Llocation @& Team Site

& Business Unit

&% Training Request @ Code (& Event Start Dal

‘-‘T;:J Tianni Ayala U_7001_Simulator  Manchester Team 1 Modesto  First Direct National Bank  New Product Training ~ NPTOD1 Event 1 4 0ct 2
Tianni Ayala U_7001_Simulztor  Manchester Team 1 Modesta  First Direct National Bank  Mew Product Launch ~ NPL1 Event 1
Tianni Ayala U_7001_Simulator  Manchester Team 1 Modesto  First Direct National Bank  UAT UAT Event 1
< . r
|l Export
3 ftemis)
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Reports

Select the status to report against, and then right-click it to display the additional option of View by

WFM database.
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This will display 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 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.
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Exportable Training Overview Report
This report is available by expanding Training Requests in the Main Menu and selecting Reports.

Select the required report from the Report drop-down menu. Change the date range in the Start Date
and End Date fields if required, and then click Refresh.
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Reports
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Any training activity in the selected date range will then be displayed.

This information can also be exported by clicking the Export button.

= Training Manager

ME%]

File Yiew Training Help

Main Menu Master Schedule | Scenarios|

= Training Manager ~

- Training Session Filters
= ] Training Requests

hable Date Filter

[ Meetings Start Date
2 Resources

04May 2010 || EndDate [ggaug 2010

3]

[] Enable Status Fiter

=] Tiaining Manager Portal __ Fefresh
] Users 3
= WM

[ Exception Types

Sub hMenu

=@ Team 1
£ By day [U_8305_Simulatar]
&3 Andrew Faust [U_7004_Simulator]
£ frn Larson [U_8224_Simulator]
& Bandi Neal [U_8232_Simulator]
£ Ben Lin [U_8227_Simulator]
& Brian Chen [U_7002_Simulator]
& Candi Stolpe [U_8329_Simulater]
&% Dick Clarkson [U_B353 Simulator]
& Eduardo Garcia [EGarcia]

[T User Selection Colurrs
=5 Configuration [&] Location Team Site  [] Business Unit
= = Training Manager

[T Training Cateqaries
[ Meeting Types AT First Name LastMame | Employes |0 s Location & Team Sitel & Business Uit @ Trairing Request @ Code [ ] Plan
{T] Booking Categories EF oy Jay U_B306_Simulator ‘Warington  Team 1 Modesto  First Direct National Bark | New Product Launch [edeaming) NPLOD1  Training Plan 1 £

E"%ﬁouwes B Ay Jay U_B306_Simulator ‘Warington  Team 1 Modesto  First Direct Nationsl Bark  New iPhone Launch NIPLODT  Training Plan 1 £

Rooms 4

i iPreferences - J

£ Gurtei Kaur [U_8322_Simulator] =l m B
& Heny Dunn [HDunn] V- s
£ lan Johnson [U_BI08 Simuiato] (] ez M
= e 2 Itemfs) (
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Multiple Trainer Courses Report

Reports

This report is selected in exactly the same way as the Training Overview, and will display any

training activity where there have been multiple trainers in the required date range.

This information can be exported if required.

= Training Manager

Fle Wew TIraining Help
Main Menu
- Training Manager
= [ Training Requests
@D Completion Status
£=] Reports
[T Meetings
# 5  Resources
7| Scheduler
- Training Manager Portal
[ Users
Bt WM
[{] Exception Types
[ User Selection
=8} Configuration
=& Training Manager
[ Training Categories
[ Mesting Types
[] Booking Categories
g Resources
[ Rooms

Sub hMenu
[ Repotts

§ G Preferences -

Select the required report. mEx

Fiepart /

v
Training Overview

T rAMulipe Traingr Courses
Start Date End Date

Export if required, although
the data could be immediately

out-of-date.
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Useful Tips

Useful Tips

When scheduling for a full day's training session

there are no schedules created.

Check in Scheduler to make sure that breaks and

lunches have been selected as interruptible.

No schedules have been created for certain

agents even though they are in WFM.

Check in WFM to make sure that they are
available. For example, that they have a schedule
and are not on vacation or scheduled to do

something else.

No schedules have been created even though the

agents are available in WFM.

Check to make sure that the trainer(s) and the
room(s) selected are available for the training

window specified.

A trainer has been selected, but is only being
scheduled from 11:00 and | need to schedule
them from 08:00.

Check to make sure that their previous shift ends
at the correct time and not 00:00 (midnight) per

the 11-hours-between-working-shifts rule.

Overtime has been created to increase the
number of agents available for training, but they

aren’t being scheduled.

Check in Scheduler to make sure that the
overtime activity has been selected as

interruptible.

Training Overview report is only exported into

CSV.

To view an exported Training Overview report in
Excel, export it and save it as a csv file. Open
Excel, and then open the csv document as

"delimiter." This transfers the file into Excel.

One of the rooms previously used is now

Select the room from within the Resources main

unavailable. menu option and deactivate it to make sure that it
is not used in the future.

o =
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