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Preface

1 Preface

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

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

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

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

Administrator Guide 13



Intended Audience

3 Intended Audience
This document is primarily intended for system administrators or other individuals who currently
schedule using Genesys WFM.
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Training Manager Administrator

4 Training Manager Administrator

The first time you run Training Manager you will be presented with a configuration screen as shown
below. Enter the URL to the IIS virtual directory that contains the Training Manager services in the first

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

wieb Services LIRL Ihttp: Aplannerzerver/plannerservices!

Location of the ‘\web Services
e.0. httpe A fuour-zerver/Semrvices

Prosy Server URL [Optional] |

Location of wour prosy server uged for both
YWeb Services and “WFM APz

Wieb Service Connection Timeout IEEEIEIEI

Time [in milizecondz] to wait when connecting to the
"Weh Services.

WP Connection Timeout |25IZIIIIIII

Time [in millizecondz] to wait when connecting b SwEk.

Wweb Service Authentication [T Uze NTLM [Integrated ‘Windows Authentication]

Leaving thiz unticked will aszume Anonpmous Suthentication

ok LCancel

Figure 1: SkillsTraining Manager Configuration Screen

41 LoggingIn

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

Administrator Guide 15



-+ Genesys Login

Genesys Login

Training Manager Administrator

User Mame: |

Password: |

Cancel

Corfiguration Details <=

WFM Server: | TS

Host Name: |demnsw.genes'_.rslab.cum

St |

Port : |5m?

St |

] HTTPS Remember on successful login

Figure 2: Login screen

Complete the details as required and select OK.

16
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4.2 Logging Out

Training Manager Administrator

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

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

SfskillsPlanner - Version 3.4

fle Wew Iraning Hep

ISETES|

Main Menu
a % SkillsPlanner
v [ Training Requests
[T Mestings
4 3w Resource Calendars
& Room Calendars
B, Trainer Calendars
& Manager Calendars
£+ SkilsPortal Users
4 Configuration
4 9 SkillsPlanner
71 Training Categories
[ Mesting Types
[T] Booking Categaries
£ Selection & Exclusion
b ne Resources
£+ SkilksPertal
 Skilshssess

Sub Menu

| iPreferences -

[EE~ Ready

silver

solutions

Mondap. 134ugust 2012 11:37  TimeZone . B

Administrator Guide

Figure 3: Logging out
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5 Training Manager Components Overview
Training Manager has several key components with a further component available for integration into
the 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

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

process.

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

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

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

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

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

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

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

Trainer Led.
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Training Manager Components Overview

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

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

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

example, Holidays. They are also color coded for easy visibility.

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

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

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

managed here.

6. SkillsPortal — select this menu option to manage authentication, branding, and visibility of

training schedules in the web portal.

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

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

= Agent WFM schedules.
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Configuring Training Manager

6.1 Time Zone

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

affect the scheduling activity.

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

your working time zone changes.

I RCIE
Choose Your Time Zone = X . .
v

T~ Show Time Zoem Actorgm on Status Bar oK I Lancel I
SIverining

solutions

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

\

Mondoy, 13Auguat 20121147 TimeZonn . &7

Figure 4: Setting your time zone
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6.2 Locations

6.2.1  Creating Locations
Training Manager must be configured to identify the location that agents, trainers, managers and rooms

are associated to. Training Manager needs this information to schedule training activity. The locations

therefore must first be created in Training Manager.

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

and then click on Rooms & Locations.

AfkillsPlanner - version 3.4

Fie Yew Iranng Help

Main Menu

a7 SkilkPlanner
> [ Training Requests
[T Mestings
s 7% Resouce Calendars
¢+ SkilsPoital Users

‘ “m\ Expand Configuration
and Resources to
/
reveal the Rooms &

: ; Location option.
SL\\Em::Nge'S p . .

Skillshssess

silver

solutions

Figure 5: Managing locations

Expanding the Internal Sub Menu, displays a list of the internal sites. Expand the site to reveal any
associated rooms.
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Configuring Training Manager

HfeskillsPlan 34
Bl  yew Jranng e
Mt Mens
& 4 ShiPlaroe
[0 Trammng Requests:
[T Mestng:
51 Resoiace Coendass
A SkilsPortal Users

D e Right click on Internal for

s additional menu options. : C
* Sklhrress .

sares silver/ining

solutions
A =

iPreferences -

Figure 6: Viewing additional options within the Internal sub menu

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

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

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

managers and agent teams can be associated to it.

PRI
Ele  Yww  Iraring  Help

Man Meru

a - SkilsPlanne

Location

] Trsiring Flequssts Lacalion Hosm. .
0 e Y Complete the detail as
3% Resource Calendars

¢~ SkilsPortal Usess

[<Mew Location>

[ <Mores
[ Trawing Catngoins

+ © Coruaion required and associate the
* " O T — relevant time zone. Click on
T Masing Type: .
2 o Apply once completed.
£2 Selecton b Exchuson

4 5 Resources
[T Piesns b Locations

T Teanes

Lol L

[T Manager:
f ShilsPoral
* SkilsAssess

Sub Monu
4 [T Rooms & Locations
" VewngActve
4 0 Intemal
Lol ¢NoLocatiors
Ll ks

Lk Proferences

oy | Gt |

Figure 7: Creating a new location

6.2.2 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 are no activities associated with it.
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eskillsPlanner - Version 3.4

a 7 SkilsPlanner
» [T Training Requests
Mestings
I % Resource Calendars
¢+ SkilPortal Users
4 %} Configuiation
4 4+ SKilsPlanner

“Noner =
(UTC -08:00) US Pacific =]

Training Categories
heeting Tupes
Booking Categorizs
£ Selection & Exclusion
4 nu Resouces
Flooms & Localions
b [ Trainers
Managers
2+ SkilsPortal
4 Skilshssess

4 [T Rooms % Losations
F ViewingActive

4 @ Irtemal
el <NoLocation>

Al
i gawa % New Room

b L Lo _nmmﬁm\
4 LME] 3¢ Delete Location >
3| « | Viewactive Rooms
Bl |Viewnsctive Rooms

Figure 8: Deleting locations

6.3 Rooms

6.3.1  Creating Rooms

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

Select New Room from the Rooms Sub Menu; this will associate the new room with the location.
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B Yew Danng el
Man Mern
& *f SkilsPlanne:
Tiaining Requssts
Meetngs
23 Resouce Caendars
e ShilsPol Usee
4 4 Conbgustion
2 2 SkBPlarca
[ Training Categorie:
| Mesting Types
Booke Caregrons
£ Selection k Exchison
4 3% Resouces
| Reoms & Locabiont
Tesners
Managers
#f+ SkilsPoral
Shiledrsess

SubMenu
o [ Rooms & Locastions

o ViewingAeive

2 D vt

L Mo Locations
L Aena
Ll Glssgow
L Lodon

LD
&l i

B % osstsLocsen

" View Active ooms

View Inactive Rooms

iPreferences -

Configuring Training Manager

Location Hame [Manchestes

Parerd Location [ <Homa:

Ll 1o

Time Zone [TC 003001 EvaopeLordon

Update Informtion.
Crested Thes, 09 Aug 2012 1355 by IEXTotaNiewimasten
LastUpdated  The 09 Aug 20121708 by IEXTotaNiewAmasten

Figure 9: Creating rooms

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

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

training will take place) and any other necessary details.

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

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

Enter the room constraints. For example, the minimum and maximum number that the room can

accommodate for training. Leave the minimum capacity of the room as 0 and manage the training group

size as part of the scheduling process.

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

as available when selecting rooms in which to schedule training.

26
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Configuring Training Manager

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

S SkillsPlannes - Version 3.4 =l=lx
Ele  Yew Jranng Hep
HanMenu Foom
. Sfl:mnm!“ o [d‘mnm» . .
e p— Enter the details as required. It
3 2 Resowoe Calendas .
i et is recommended that the
a 1§ Conhguaion
E e Iy Al minimum capacity be left at 1.
] Mesting Types " ! (|
T Bocking Caegaies - S e D == . i
| St i 5 Deselect Active if the room
Fiooms & Locations .
D T becomes no longer available.
5HsPa‘.Jw
Skilshss .
Click Apply to save.
O eyt
2 O Intsngl
Al <Mo Locaons
- Bty
Lol Glatgem
A Londn
5 B bemsaront
& Manchester Room 2
] Manchester Floom 3
— o |_oeed |

Figure 10: Setting room options

6.3.2 Deleting Rooms

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

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

There is, however, the option to make the room inactive, which removes it from the list of available
rooms. Uncheck the Active box; the room is now inactive.
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Figure 11: Deleting rooms

6.4 Trainers

6.4.1 Trainers

Trainers are managed in SkillsAssessor. Preferably using OrgData.

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

the tree view will appear in the Sub Menu below.

Expand the tree view to view any configured internal trainers.
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Bl Wew Tranng  Heb

Main Meru

4 76 SkitsFuanne
T Tiaig Requests
] Mestings
53 Resouce Candss
2 ShilsPonal Usess
4 ) Configuaation
- ShiliPlarrer
Traring Categoes
(1] Mestng Type:
] Booking Categerics
£ Selection Exthusion
# b4 Resources
T Rocma b Locations
1 Temners
T Manager
- SkiPortsl
+ Shiludsess

Sub Menu
[T Tramet:
o Viming dctivs by L ocation
4 @ Interal
Lol Mo Location:
L aiaren
Uil Glaspom

il Masbasial

| preferences +

silver in

solutions

Figure 12: Creating trainers

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

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

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

reveals the associated trainers.

Administrator Guide

29



Configuring Training Manager

Bl few Traning el

ManMenu
o - ShliPlarra
[T Training Requests
[T Meeings
= Fimsource Calendrs
- SkiliPoral Users
a (G} Configaration
& 74 SkibiFlanne
[T Tesining Categories
I Mesting Types
[T Boaking Categonss
£ Selaction & Exchision
4 5% Resousces
[T] Reooms & Locations
M Traiower
[T] Manegers
- SklPatal
+ Sl

Sub Menu
T Trainwrs
o Vg dctvs bt ke,
% O Wtemd 7Y How Traine
B Moleow b

N Loca
» 1l Glasgow (iwtpHimachy

Ll London Viow by Alphabetical Oider
L Monchesle e ctive Trainess
£ Chatel Wiew Insctive Trsnar:
£ Elsine Forester

St

silver/ining

solutions

Figure 13: View trainers by location

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

Trainers hierarchy will be covered later in the document).

Fle iew Iraining Help

Main Meru
4 % SkikPlanner
i ] Training Requests
7] Mestings
b 25 Resource Calendars
£+ SkilkPonal sers
4 b Configuration
4 % SkilsPlanner
[T Tisining Categoiies
[T Mesting Types
[T Booking Categaries
£ Selection & Exclusion
2 n Resouces

[T Roams & Locations

o [T Treiners

[T Mansgers
<+ SkilsPortal
v Skilshesess

Sub Menu
2 [ Trainers
o Viswing Activa by Hiearchy
o @ Intemal
2 Angie Baker
£ Chalie Dison
£ Elaine Forsster

silver/ining

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

fle Yew Iraning Help

Main Meny
a %~ SkillsPlanner
» [ Training Requests
[T Meetings
> % Resource Calendars
¢+ SkilsPortal Users
4 8 Configuration
4 % SkilkPlanner
[T Training Categories
[T Meeting Types
[T Booking Categaries
£ Selestion & Exclusion
4 5% Resouces
[T] Rooms & Lacations
v L Traners
[T] Managers
- SkilsPonal
Skillshssess

Sub Menu
a [ Trainers
o Viening Active by Alohabelical Orcer
a @ Intermal
£ Angie Baker
£ Charlie Dikan

2, Elsine Farester

silver

solutions

Figure 15: View trainers by alphabetical order

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

Fle  View Traiing  Help

Main Menu
4 - SkillsPlanner
» [T Trairing Requests
[ Meetings
> % Resouce Calendars
¢+ SkilsPortal Users
4 8 Configuration
4 % SkillPlanner
[T Training Categories
[T Mesting Types
[T Booking Categaries
£ Selestion & Exclusion
4 22 Resowces
[ Frooms & Locations
b L Trainers
L Managers
#+ SkilsPortal
Skilshssess

Sub Menu
4 L Trainers

o Viewing Active by Alphabatizal Order
oM

2 1) New Tiaper
View by Location
View by Hisrarchy
« View by Alphabeticgrder
 View Active Trainer

Wiew Inactive Traigrs

silver

solutions

Figure 16: Creating a new trainer

Select New Trainer (only for external Trainers); the Trainer screen will appear on the right-hand

side of the window.
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Trainer (Extemal)

First Name * “ ‘

Last Name * ‘ ‘

Employes 1D * ‘ ‘

Trainer Details

Active
Skills

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

Figure 17: Creating a new trainer

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

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

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

6.4.2 Working Hours

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

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

trainer can work.

Working Hours:

Start —the earliest time that the trainer can start work.
End —the latest time the trainer can finish work.
Lunch: —the earliest and latest times for lunch.

Earliest — the earliest time the trainer can have their lunch.
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Latest — the latest time the trainer can finish their lunch.

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

flexible they are with their working hours.

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

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

First Mame = Jos
Last Name * DePlummer
Emplayee 1D * 232
Email Address
Trainer Details
Manager <Mone
WFMID 2C990604-108E-FIAD-0110-914780590E0E
Active
Working Hours Working Rules Locations Skills
Working Hours Lunch
Start End Earliest Latest
Mon [09.00 ¢ 1700 & [1200 f& [13:00 B
Tue  [po:00 B3| 1700 b5 1200 & [1300 B
wed [po:00 B| 1700 B [1z00 B 1300 B
Thu (0300 [#f| [17.00 ;¢ [1200 B| 1300 [4]]
Fi [oeoo k] (700 B [1200 B oo 5]
T R e |
sn (0000 ] o000 (& [o0.00 f+] o000 pe

€) These working hours specify local time to whichever Time Zone the Trainer is warking.

Figure 18: Creating a new trainer: working hours

6.4.3  Working Rules

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

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

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

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

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

the trainer receives this minimum amount of time for their lunch break.
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Total Minutes for all Breaks in the Working Day - the time entered here will ensure that the

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

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

flexible they are with their working hours.

Working Hours Working Rules Locations Skillz

Manirmum Hours Per Day (= Hours
Madmum Hours Per Weel 40,008 Hours
Trainer Week Starts On Monday e
Minimum Hours between Working Days 8= Hours
Minimum required Lunch Break in the Waring Day 60s{ Minutes
Tatal minutes for all Breaks in the Warking Day 602 Minutes

Figure 19: Creating a new trainer: working rules

6.4.4 Trainer Locations

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

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

selected.

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

will always prioritize training to trainers at their home location.

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.

34 S Training Manager 8.5.648



Configuring Training Manager

Working Hours Working Rules Locations Skills

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

P _&L Locations
[#] ..l Central Time - America Chicago

[1/al London

Figure 20: Creating a new trainer: locations

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

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

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

Wharking Hours Warking Rules Locations Skillz

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

4 Lol Locations
[l Atanta
ol Remove as Home Location
[ ol Coraoe
[ ol Manchester

Figure 21: Creating a new trainer: removing a home location

6.4.5 Deleting Trainers
The option to delete a trainer is only available for external trainers. Internal trainers are managed

through SkillsAssessor.
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Ele Wew Traning Help

Main Menu
4 %+ SkillsPlanner
» ] Training Rrequests
[ Meetings
4 52 Resource Calendars
] Room Calendars
£ Trsiner Calendars
& Manager Calendars
- SkillsPonal Users
4 5b Configuration
4 % SkillsPlannes
[T Training Categories
[T Mesting Types
[T] Bocking Categories
£ Selection & Exclusion
4 55 Resouces
[T] Rooms & Lacations
4 [T] Trainers
[T] Trainer Skills
[T Managers
4 SkillsParal
Skilkissess

Sub Menu

a [T Trainers
o Vizwing A ctive by Alphabesizal O

8 A
B oy ) NewTranet
£ Bl 3 Delete Trainer,
Wiew by Location
Wiew by Hierarchy
7 View by Alphabetical Oider

 View Active Trainers

View Inactive Trainers

i Preferences -

Figure 22: Deleting trainers

Configuring Training Manager

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

their skill data.

6.5.1  Managing skill information

To create new skills browse to the Configuration —> Skills Training Manager —> Resources —> Trainers —>
Trainer Skills option from the Main Menu. Right click on the Trainer Skills option from the Sub Menu

and select New Trainer Skill. The Trainer Skill screen will appear.
Trainer Skill
Skill Code =

Mame of Skill *
Maimum Skill Level =

j10

Figure 23: Creating new skills

=]

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

button.
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6.5.2  Associating skills with trainers

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

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

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

Warking Hours Waorking Rules Locations Skills

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

T3 Add Skill...

Figure 24: Adding skills to trainers

The Choose Trainer Skill dialogue will appear. Select a skill from the dropdown list, set a Skill
Competency for the trainer and (optionally) set the Train the Trainer Date. Once you click OK the skill
will be added to the selected trainer.
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Locations Skills
)J_ ﬁ; Choose Trainer Skill EI

Skl | 7 AS125 - Advanced Sales |

Skill Competency (1) }

Train the Trainer Date |_|7 26 February 2014 ||

February 2014
LTI ... |

Mon Tue Wed Thu Fi 5at Sun i
27 28 29 30 A 1 2

3 4 5 & 7 8 5
0 11 12 13 14 15 18
17 18 15 20 21 22 23
24 25§ 7 23 1 2

-
B ]

o

[_| Today: 26/02/2014

Figure 25: Resources view after setting required skills

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

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

E Event 1 - [Schedule Event]

Skills Resources Intemuptible Activities Scheduling Options Optimised Seanch Manual Search

Code | Mame |
AS125 Advanced Sales

[ Bss74 Business Strateqy

O im143 Intermediate Marketing

Figure 26: Setting required skills for a training event

Once you have selected the required skill/skills click on the Resources tab. The left side of the screen
shows Resources, including locations, rooms and trainers. The right side of the screen lists trainers,
trainer skills and their values. This section is divided into sub-sections per skill. All trainers that hold the
skill will be included in the relevant skill section and their records will be sorted based on highest skill
competency first.

This section will show all skills regardless of whether they were selected in the Skills tab, however, skills
that were selected will appear highlighted. For example, the following screenshot shows the Resources
tab after selecting only the “Advanced Sales” skill from the Skills tab.
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[E Event 1 - [Schedule Event]

Skills Resources Interruptible Activities Scheduling Options Optimised Search Manual Search

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

H |:|§“ Main Meeting Room Tricia Stephens 6
2, Robert Cinelli Robert Cineli
‘ Terry Bobbins

=, Tricia Stephens

B5574 - Business Strategy

Figure 27: Resources view after setting required skills

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

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

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

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

Feature Notes:

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

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

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

Managers are maintained in SkillsAssessor. Preferably using OrgData.

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

Fle View Traning  Help

bhain Menu
o - SkilsPlanner
> [ Training Requests
[T Meetings
4 5% Resource Calendars
| Roam Calendars
B Trainer Calendars
£ Manager Calendars
4 SkilsPonal Users
o 4 Configuaiion
4 - SkilsPlanner
[ Training Categeiies
] Mesting Types
[ Booking Categories
) Selection & Exclusion
4 52 Resouces
[ Rooms & Locations [ ] |

4 [T Tesiners P

EE ) [l
o
f- SR .

Skilshssess

silver

4 [T Managers

& Viewingdcse by Lacaton solutions

Ll Mo Lecation>

LiL Aflanta
LiL Glasgaw
Ll Londan
Lol Manchester

Figure 28: Creating new managers

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

Main Meru
a4 SkilPlanner
» [ Training Requests
7] Meetings
4 2% Resouce Calendars
] Froom Calendars
2 Trainer Calendars
& Manager Calenders
22+ SkilsPortal Users
4 3 Confiquration
4 7 SKikPlamner
[T Training Categories
] Meeting Tppes
[T Booking Categories
£ Selection & Exclusion
4 2% Resources
] Rooms & Locations
a [T Trainers
[T Trainer Skile
] Managers
£ SkilsPora
Skilshssess

Sub Menu

e
7 Viewing Aciive tyrLocation
L <He e

Ll Atlanta

Lol Glssgow

L2l London
Lol Manchester

silver

solutions

Figure 29: Creating new managers

Below is an example of the View by Location option.

File View Training Help
Main Menu
4 = Training Manager
» E[J Training Requests
[ Meetings
4 3% Resource Calendars
& Room Calendars
£ Trainer Calendars
& Manager Calendars
= Training Manager Portal Users
= WFM

%k Configuration
a

[

‘e, Training Manager
[ Training Categories
[{] Meeting Types
[ Booking Categories
£ Selection & Exclusion

£ Rescurces

[T Rooms & Locations
» B0 Trainers
[T] Managers

4an

Sub Menu

 Viewing Active by Location

Ll <No Location>
» Igl London

» Izl Manchester

Figure 30: Viewing managers by location

The Manager screen appears, with options to configure information for the new manager. Configure
the manager's default working hours in the Working Hours tab. Managers are maintained in
SkillsAssessor so the top section is not editable.
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a “F SkilsPlanner
Training Flequests [<New Manager>

Meetings

4 nw Resowce Calendars
& Raom Calendars
£, Traines Calendars
& Manager Calendars

- SkilsPontal Users

4 % Configuration

% SkilsPlanner

Training Categories

Mesting Typss wiorking Hours

Booking Cetegories
£ Selection & Exclusion Working Hours (Local]
Stat End Enable

Flooms & Locations

Tainers

Trainer Skilk
Managers

#- SkilsPoral

% Skilshssess

Managers
7 Viewsing Active by Locaiion
Lol <No Location

Lol Atlanta

2l Glasgow

Ll London

Lo\ Manchester

These working hours specify lacal time to whichever Time Zone the Manage is working,

Figure 31: Configuring a new manager's working hours
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Location : Main Menu

Roger Harlan - [roger] Logout

o my options

B calendars

o training roadmap

Starting between 13 Jul 2012 and 13 Sep 2012
(& maximum of 5 items are shown below)

View the full Training Roadmap

Thanager calendar
3 agent calendar
QQn calendar
» setyour regular working hours
8 set exceptions 1o your regular hours

B settings

. change yaur time zone
“aur current time zone is (UTC +00:00) Eurape Londan

SkillsPortal (IE%) 3.4.0727 Copyright © 2012 Siver Lining Selutions Ltd. Al Rights Reserved

Figure 32: The training portal

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

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

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

6.6.1  Setting Manager Regular Working Hours

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

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

Location @ Main Mer > Set Working Day Defallts

Set Your Regular Working Hours

© Information Day Of Week  Start Time End Time  Is 2 Warking Day

Change the data to set your default working days Monday |08 »| |00 =] |22 =} |00 =]
and haurs, This hichliht represents a nen-werking

day. Tussday [08)7] [007] [227] [o0 =]

wednesday [0 =] o0 =] [22=] [o0 =

Thursday |06 | |00 =} |22 *| |00 =

Fricay [08 2] [00 =] [22=] [oo 2

Saturday |08 w| |00 =) |22 =| |00 =

Sunday |06 | |00 =} |22 ] |00 =

qAToa [ oA

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

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

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

Set Exceptions To Your Regular Working Hours

@ Information Month/Vear: [warch v | (2014 ¥
;g\?;gi;‘;uzia belows 0 set your default working Day of Wesk Use DefaultHours  Start Time EndTime  IsaworkingDay  Day of Wweek UseDefaultHours  Start Time End Time  Is a Working Day
7
This highlight represents a non-warking day. at 1 onvjloov] |0ovjjooy Hon 17 wrjorfjorfjmy
1Y Important Sun 2 oo v | |00 v 0o v | |oov Tue 18 Cd 0o v | (00w 00 v | (00 ¥
Please da not use this form tn define periods of Mon 3 oow| g [0+ oo wed 19 v wv|[mv| [oov| o~
scheduled absence (g.g. Holidays, Training Days)
where you would otherwise be warking. Tue 4 vl (oo w| (00w oo Thu 20 “ oo v| oo w| |00 v |00 v
This form is for specifying UNPAID, NOM-WORKING
time only. Wed 5 on v (oo ] [0 ] [onr Frizl CJ oo v| v (o0 [mow
Thu & oo v | |00 v 0o v | |oov Sat 22 Cd 0o v||oov 00 v | (o0 v
Fri7 oo v | |00 v 0o v | |oov Sun 23 Cd 0o v | (00w 00 v | (o0 v
Sat8 oo v | |00 v 0o v | |oov Mon 24 Cd 0o v | (00w 00 v | (o0 v
sung 00 w| |00 00 v | |oov Tue 25 Ci 00 v||0o0v 00 v||oov
Mon 10 00 | |00 00 v | oo v Wed 26 # 00 v| |00 v 00 v||od0 v
Tue 11 00 | |00 00 v | oo ¥ Thu 27 v 00 v| |00 ¥ 00 v||od0 v
Wed 12 Ci oo v||oow| (00w oov Fri2s 4 o v|joov| [oov||oov
Thu 13 L oo v||oov| [00v)|oov Sat2g L oo v||oov| {00 v (oY
Fri 14 Ci oo v||oow| [00v)|oov Sur 30 Cd o0 v||oov| |00 v (oY
Sat 15 L4 oo v | |00 v 0o v | |oov Mon 31 Cd 0o v | (00w 00 v | (00 ¥
Sun 16 7 oo v||oow| [00v] 00w

Figure 34: Setting exceptions to regular working hours

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

After checking the relevant location, click Apply.
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First Name * Lorenzo
Last Name * Bratzo
Employee 1D *

Email Address

Manager Details

WFMID 2C353021C-1850-38D8-0118-5224B5060250

Active
Working Hours Locations

4 lol Locations
D_u.'. Central Time - America Chicago
_nl Lendon

Figure 35: Associating locations with managers
6.6.3  Deleting Managers

Managers are maintained in SkillsAssessor. Updates there will populate through to SkillsAssessor.
6.7 Globally excluding agents

There are two tabs in the Meetings User Selection tab:
Selection — Allows for the selection of agents for the meeting

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

To globally exclude an agent:

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

e Enter a Reason for Exclusion

e Click OK

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

There is also the option to exclude either locations or teams for a specific date.

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.
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8] Room Calendars
£, Trainer Calendars
& Manager Calendars

£+ SkillsPortal Users . a2 4 ‘
4 % Configuration M T w T F 5 S
a % SkilsPlanner 1 2 3 4 5
[T Training Categaries E 7 8 9 w0 1 2

[T Mesting Types B w415 15 7 18 19
[T] Booking Categries
£ Selection & Exchasian
4 2% Resouces
[T Riooms & Locations
& [T Trainers
[T Trainer Skills
[ Managers
- SkillsPortal
Skilsbssess

Sub Menu
[T Selection & Exclusion

i Preferences -
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@ Mu:

@
0@ Mu:
O Mu:
@ M

o

@ MU:
@ M

0@ w
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File Wew Training  Help
Main Menu Start Date 13Aug2mz x| EndDate 13402012 | | £ Refiesh
4+ SkilsPlanner
> [ Training Requests Main || Global Exclusions
[T Meetings
4 » 5 Resouce Calendars Exclusions List By Date.

) Choose dates which wil be excluded for all scheduing, and then click the items ta apply the exclusions to.

: 1 MU Ormicron Test
10.John's Test

100 Mile High MU

1000 Dallas MU

10071 MASH 4077

1002 San Francisco MU

1003 PN - Copy Test MU

1004 Lagriappe Managerent Urit
1005 Calleywile Service ML

1006 Centervile Sales MU

1007 Centermark Fretal Sales MU
1010 Same Name Enities

1011 TEST ADD ITEMS

1014 Same Name Differsrt Numbers
10151015 MU

1088 1088

11 Gold Service

1119 Trace's MU

12 Siver Service

12001 Smartgpnc

12002 SmanSync2

13 Servien

13500 Mercedss Services

13550 Mercedes Sales

13570 Mercedes Support

14 New 14

15 MU Oklahoma City Sales

1500 Arlington Managsment Unit
16 MU Oklahoma City Research
17 Test making copy

Figure 36: Excluding locations or teams by date

This will then highlight the date against the team.

To deselect a date and / or team, click the date and then un-check the team to remove the exclusion.
When an exclusion has been set, the team or site can be selected as part of a training request but will

not be scheduled on the configured exclusion date.
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Ele  View Traning Help

Main Menu
4 4 SkillPlanner
» [T Training Requests
7] Mestings

4an

Resource Calendars
| Room Calendars
£ Trainer Calendars
£ Manage Calendars
SkillsPortal Users

4 i} Configuration
4 % SkilsPlanner
[T Training Categories
[T] Mesting Types
[T] Baoking Categaries
£ Selection & Exclusion
4 7% Resouces
] Rooms & Locations
a [T Trainers
[T] Trainer Skils
] Managers
4+ SkilsPartal
Skillshssess

Sub Menu
[T Selestion & E kelusion

Preferences +

Sanbade  [13agzmz =] EndDate

Main Global Exclusions

Enclusions List By Date

13fug 212 x| | £ Refiesh

@) Choose dates which will be excluded for all scheduling, and then cick the items to apply the exchusions to.

‘ August 2012

M T 2 T F S

1 2 3 4
78 3 m o1
14 15 18 17 18

% 2@ 228 WA

12
13

I MU: 1 MU Omicron Test

CIE MU: 10 Jobn's Test

CIE MU: 100 Mile High MU

1 MU: 1000 Dalas MU

1 MU: 1001 MASH 4077

I MU: 1002 San Francisco MU

L1 MU: 1002 PN - Copy Test MU

I MU: 1004 Lagriappe Management Unit
1 MU: 1005 Colleyvile Servics MU
1 MU: 1006 Centervills Sales MU
I MU: 1007 Centemark Retail Sales MU
1 MU: 1010 Same Name Enities

[ MU: 1011 TEST ADD ITEMS

1 MU: 1014 Same Name Different Humbers
LI MU: 10151015 MU

O Mu: 1088 1088

[ MU: 11 Gold Service

CIE MU: 1119 Trace's MU

1@ HU: 12 Sibver Service

I MU: 12001 SmartSynct

I MU: 12002 SmarSpnc2

CIE MU: 13 Serviga

I MU: 13500 Mercedes Services
1 MU: 13550 Mercedes Sales
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I MU: 18 New 14
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I MU: 1500 Arlington Management Urit
1 MU: 16 MU Oklahama City Research
1@ MU: 17 Test making cony
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6.8 Viewing Scheduled Training Activity for an Individual

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

Selection Global Excluzions

Dizplay Mode IWFM Hierarchical j

4 & Blug Sky Ailines
4 B London

. &5 <None>

4 ﬁl IJE_Supervizar & [Location: Landon HO)
&k F_Agent UK_Agent_002 [Location: London HA]
& UK_Agent UK—taset 003 0 anabion: |oedan LIOL
£ UK_bgent UK Lol SetLacation...
& UK_tgsnt UK 3¢ Remove Lacation...
£, UK_Agent UK
& UK_Agent UK J@ Campletion Status...
B UK Agent U oy Fuciude.
& Fk_Agent UK sger oo oocanor: conoor e
& Fk_Agent UE_Agent_010 [Location: London HA
& Fk_Agent UE_Agent_011 [Location: London HA
& Fk_Agent UE_Agent_01 2 [Location: London HA

Figure 38: Viewing a user's past training activities

Master Schedule Secenarios

Training Session Fiters

= Egeb‘e;a'ej"ﬂ — - Any past training activity will then
tart Date 05 har 2014 L2 ndDate [19 har 2014 - L. .

= Erate S it be visible and can be filtered by
[ =l & Refesh

date and status.

Calumns

I Location I Team M Sie ¥ Business Unit

First Name [ Last Name | Employee 1D [ | Location [ @ Tesm| B Site[ & BusinessUnit| &% Training Aequest| &% Code[ (4 Event| StartDate| EndDate [ 2 Tiainer| 2 Trainer EmpID [ ) Foom [ Status [ Tiainer Comments | User Comments | Exclusion Aeason [

Figure 39: Viewing a user's past training activities

6.9 Room Bookings

6.9.1  Managing Room Bookings

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

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.
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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.

Ele  Wiew Iraning  Help

Main Menu
4 7% SkilsPlanner
> [T Training Requests
[T Meetings

frEsetice Lalendars
1| Foom Calendars
L5 Tramer CaEnaeTE

& Manager Calendars
4 SkilsPonal Users
4 5 Configuation
%+ SkilsPlanner
(1] Training Categories
[T7] Mesting Types
(7] Booking Categeries
£ Selection & Exclusion
b 3% Ressurces
4+ SkilkPrtal
Skillbssess

Sub Menu
4 [T Room Calendars
" Viesing by Location
Lol <MaLoeation
> Lol Alanta
> Ll Glasgow
> sl London
> il Manchester

JéPreferences -

silver

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

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

e ¥ew Iraning Help

Main Henu

4 7% SkilsPlanner

» ELJ Training Requests
sl

- & Resource Calendars

oS
£ Trainer Calendars
£ Manager Calerdars
4+ SkilsPortal Users
3 Configuration
4 % SkilsPlanner
[T Training Categories
[T] Mesting Types
[T Booking Categories
£ Selection & Exclusion
. 22 Resowces
4+ SkilsPartal
Skillsssess

Room Calendar

Manchester Room 1

Start Date (37 A 2012

=] EndDete 71 g2z

~| | & Refiesh

Start Time | End Time | Booking Category | Purpase

Sub Menu
4 1] Room Calendars
o Vieming by L ocation
Lol <Mo Location>
» L Atlanta
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» Ll London

Bl Mg
51| g L) NowFoom CalondarEnty

] MereRETErR

i Preferences ~

After selecting New
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Figure 41: Manually creating a room booking

Room Calendar Entry the room booking form appears.
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Complete the details as required and click Apply.

e Vew Traning Hep

Main Wenu Room Calendar Entry
4 74 SkillsPlanner
> 7 Training Requests e [ Marchester Foom 1 = |
[T Meetings Booking Category |<Nm> =l
4 22 Resource Calendars Fupase I
& Room Calendars
B Trainet Calondars Start Date [iagarz 5] EndDate [14Aug 2012 x|
e >
& Manager Calendars Start Time. [oo:00 = EndTime | po0p =
4+ SkilsPortal Users Notes

4 ¢ Configuration
4 % SkillsPlanner
[T Training Categories
[T Mesting Types
[T Booking Categories
£ Selection & Exclusion
» 32 Resources
- SkillsPoral
Shilséssess

Select the Booking Category
from the drop down box and
complete the start and end time.

. [T Room Calendars

& Vonnoty e Any notes can also be included.

L Mo Locations

» L Atanta

5 S Click on Apply once completed.

» i London

4 .l Manchester
| Manchester Raom 1
| Manchester Room 2
& Manchester Room 3

) Cancel
i Preferences ~

Figure 42: Manually creating a room booking
The Room Calendar will now be updated with the new booking and Training Manager will avoid

scheduling any training on the date and time in question.

Only manually entered room bookings can be deleted in the Room Calendar.
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6.9.2

Deleting a Manual Room Booking

Configuring Training Manager

To delete a manually-entered room booking, right-click the calendar entry and then select Delete

Calendar Entry...

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

Fie Yiew ITraining  Help

bain Menu
4 4+ SkilsPlanner
> EJ Training Requests
] Meetings
4 &% Fesouce Calendars
@ Room Calendars
£ Trainer Calendars
& Manager Calendars
- SkilPoral Users
4 3 Configuralion
4 7% SkilsPlanner
[ Trairing Categories
] Meeting Types
[ Booking Categories
£ Selection & Exclusion
» 34 Resouces
- SkilsPortal
Skilshssess

Room Calendar :  Manchester Room 1

StatDate [g7augzorz =] EndDate [o1ag2m2 =] |2 Refiesh

Start Time [ End Time. [ Backing Category | Purpose

Sub Menu
a [T] Floom Calendars
o Viewing b Location
L2l <NoLocation
> Ll Allarta
> Ll Blasgow
- il London
4 Lal Manchester
] Manchester Room 1
| Manchester Room 2
| Manchester Room 3

b Preferences

Wednesday. 15 August 2012

|| Edit Calendar Enin

‘ 3¢ Delete Calendar Entry.
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Figure 43: Deleting a manual room booking

S Training Manager 8.5.648



Configuring Training Manager

6.10 Enhanced Trainer Configuration and Visibility

6.10.1 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. The drop
down list will contain all of the configured trainer names and therefore the manager must exist in the
trainer list.

Fle Yew Tranng Help

Main eny Room Calendar : Manchester Room 1
4 7 SkilsPlanner
. 7] Trairing Requests statDate [o7pugooiz x| EndDate [xangomz x| | 2 Refiesh
[T Mestings Start Timne [ End Time [ Bosking Category | Purpese
4 g Resowse Calendars ‘Wednesday. 15 August 2012
| Room Calendars [ e

£ Trainer Calendars 1 New Calendar Eniry

& Hanager Cldas 4| Ecit Colendar Entr
##+ SkiliPortal Lsers
a "2 Corfiguration 2 Delete Calendar Entry.
4 7 SkilsPlanner

[ Traking Categories
[ Mesting Types
[T] Booking Categories
£ Selection & Exclusion
» 2% Resouces
#+ SkilsPortal
Skillsbesese

Sb Men
. [ Room Calendars
o Viewing by Locaiion
Lol <Mo Location>
L Allanta
.+ Lil Glasgow
.+ Lal London
4 Lil Manchester
81| Manchester Floom 1
8| Manchester Room 2
8| Manchester Room 3

B

Figure 44: Creating a trainer hierarchy
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Ele View Training Help

4 Lal Manchester
£ Ange Boker

& Elaine Forester

Created

Last Updated

Thu, 03 Aug 202 1401 by IEXTotalView\mastsr

Mon. 13 fug 2012 16:04 by IEXTotalView\mastsr

Main Menu Trainer
4 % SkilsPlanner
» [T Training Requests () [Bngi=
[T Meetings Last Mame [Baker
4 2% Resource Calendars EnplopeelD i
@] Room Calendars
£ Trainer Calendars Trainer Detals
& Manager Caendars
S+ SkillsPortal Users
4 ¥ Carfiguiation
4 % SkilsPlanner Manager [hone>
[T Training Categories s
[T Mesting Types eie |12 Charle Dixon [23456]
T Booking Categaries |22 Eleine Farester [4567)
£ Seleotion'& Exclsion WorkingHows | WorkingRules | Locations | Skils
&
4 3% Resouces
1 Fiooms & Locations Working Hours Lunch
> E Trainers Stant End Ealiest  Latest
7] Managers Mon  [ogo0 = [zzoo =1 [1:00 = [1s00 =
< SkilsPartal _ _ _ _
Herorta Tue  fogoo = 2200 =5 [100 =5 [1500 =5
SkilsAssess
Wed [og:00 = 2200 =5 [11:00 = [1500 =5
Th o fogoo = (2200 =5 [11:00 =5 [1500 =5
Sub Menu Fi fozoo = 2200 = [11:00 = [1500 =
s [T Trainers Sat fozoo = [2zo0 =5 [0 =5 1800 =
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4 @ Intemal
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b Ll Glasoom
b ‘l London Update Information

Figure 45: Setting a trainer’s manager

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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Ele Wiew Traning  Help

Main benu
& #4 SkilsPlannes
» [ Training Requests
[ Mestings
4 3% Resouce Calerdars
] Fioom Calendars
£ Trainer Calendars
& Manager Calendars
7 SkilsPartal Users
4 433 Configuration
o 76 SkilsFlanner
[T] Trairing Calegories
[T Mesting Types
[T Booking Categories
£ Selection L Exclusion
4 3% Resouces
[T] Rooms & Locations
p [0 Trainers
[T Managers
- SkikPortal
Shillshssess

5ub Menu
& [ Trai

| L1 NewEstemal Tisines Category

a® View by Location
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b Preferences ~
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Figure 46: Viewing the trainer hierarchy
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Expanding the detail in the Sub Menu will reveal the trainers that report to the trainer manager.

File  View Traning Help

Main Menu

4 % SkillsPlanner
> [ Training Requests
[ Meetings
4 3% Resource Calendars
& Room Calendars
£, Tsines Calendars
£ Manager Calendars
4+ SkillsPontal Users
4 s Configuration
4 % SkilsPlanner
[T Trairing Categaries
L] Mesting Types
[T Booking Categories
£ Selection % Exclusion
\ 2 Resoures
(] Rooms & Locations
o [T Trainers
[T Managers
- SkilsPortal
Skilshssess

S

Sub Menu
4 [T Trainers
o ViewingActive by Hiersichy
s @ Intemal
a £ Charie Divon
£ Ainge Baker
£, Elaine Forester

i Preferences +

silver

solutions

Figure 47: Expanding trainer detail

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

the training portal.

trainer calendar

s Required fields
Legend
! Scheduled

Events partially or fully scheduled

(i ] Completed

Events no longer requiring action

Other
Other calendar entries
trainer selection
© Vigw by Location
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Select All | Unselect Al
= @ Internal
I 2, Angie Baker [12345]
™ 2 Charlie Dixon [23456]

—————
Standard Wiew \  Planner View

Search
Go ko Advanced Search

@ Information
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Start Date 1 Ju 2012 7] End Dote 5 Aug 2012 5 sert ey [Traimer =]
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Figure 48: Viewing trainer schedules within the SkillsPortal
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6.11 Trainer Calendar

Configuring Training Manager

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

Manager, or individual trainers updating their web portal calendars.

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

required.

fle Yew Iraning Help

Main e
4 % SkilkPlanner
» [ Training Requests
7] Meetings
4 3% Resouce Calendars
&l Room Calendars
£, Trainer Calendars
£ Manager Calendars
24 SkilsPoral Users
4 43 Configuration
4 % SkilsPlanner
F7] Trairing Categories
FT] Meeting Types
T] Booking Categaries
£ Seleotion & Exchusion
4 5% Resouces
1] Fiooms & Locations
» [ Trainers
1] Managers
- SkilsPortal
Skilshssess

Sub Menu

2 [ TraimCalss
o /@ | View by Location

Wiew by Hierarchy

Wiew by Alphabelical Order

» Ll Manchester

i Preferences v

silver

solutions

Figure 49: Setting trainer availability

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

Entry. There are also the options available to change the view.
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Fle  View Traiing  Help

bhain Mer
4 % SkilsPlarner
» EL] Training Frequests
7] Meetings
4 2% Resouce Calendars
1] Foom Calendars
2, Trainer Calendars
& Manager Calendars
£+ SkilsPonal Users
. # Configuiation
4 7 SkilsPlanner
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Sub Menu
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Figure 50: Setting trainer availability

Complete the details as required, select Booking Category from the drop-down menu, and then click
Apply once all of the details have been entered.

File View Training Help

Main Menu
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Figure 51: Setting trainer availability

57



Configuring Training Manager

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

File Vew Iraning Help

bain Menu
4 4 SkilsPlannes
» [ Training Requests
[T] Meetings
4 2% Resource Calendars
] Froom Calendars
S Trainer Calendars
& Manage Calendars
2 SkilkPortal Users
4 b Configuation
4 4 SkilsPlanner
[ Training Categories
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Skilsassess

Trainer Calendar :  Angie Baker

StanDate [o7augomz  w| EndDae [s9sepomz v | 2 Refiesh

Start Time [ End Time [ Baoking Category | Pupose.
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9 New Calendar Entry.

SubMenu
a [T Traner Calendars
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2 Charlie Dison
£ Elaine Forester

‘ 3 Delete Calendar Enty,

Figure 52: Deleting a trainer calendar entry

The trainer can also manage their availability through their training portal. The option to insert any new

activity is available within the Training Manager View of the Trainer Calendar by right-clicking in

the calendar and selecting New.

trainer calendar
%\ Required fields

Legend

Mo Categary

Sickness

Training Session

[ Standarg View | Plannerview \

[= open in new window ' Click here to Refresh

Vour current time zane is (UTC +00:00) Europe,/London.

gam
MNEW...
ay
10 Togule 24 HoursiBusiness Day.
11:m

k. Month

Figure 53: Managing trainer availability through SkillsPortal

6.12 Training Categories

The training categories are linked to the exception codes in WFM, and a training category must be

selected when creating a training request. When training is scheduled it is the exception code that is

displayed in the agent schedules, and therefore must already exist in WFM. Genesys WFM takes into

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

categories appear in the Sub Menu.

Eile  Yew Training  Help

Main Menu
4 % SkilsPlanner
T Training Requests
1] Meetings
4 5% Resowce Calendars
& Room Calendars
2 Trsiner Calendars
£ Manager Calendars
24+ SkilsPoral Users
4 2 Configuiation
4 SkilkPlanner
7] Trairing Categaries
T Meeting Types
7] Booking Categaries
£ Seleotion & Exchasion
4 3 Resources

T Rooms & Locations [ ] | ]

L Trainers
T Managere o
“+ SkillsPortal .
Skillsdssess

.

silver

4 [ Traffing = .
./ solutions

EL % View Active Training Categaries
Tia

Wiew Inactive Trairing Categories

Figure 54: Creating a new training category

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

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

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

Use the drop down Activity Code list to select the correct activity code from WFM to associate to the

training category (this will ensure that the WFM rules and reporting is correct). After selecting the

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

File  ¥iew TIrasining Help

Hain Menu
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Figure 55: Creating a new training category
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6.12.1 Deleting a Training Category
To delete a training category in Training Manager, right-click the training category and select Delete

Training Category.

Ele  Wew Iraning  Help

Main Men Training Category
4 SkilsPlanner -
» [T Trairing Frequests R [E-Leatning Sel eCt Whl Ch
[T Meetings Motes
4 5% Resource Colendars - d
* & oo Cara exception code to
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D] Bosking Categoris LostUpdated  Thu 0340 20121328 by IERTotaiowmaster

£ Selection & Exclusion
4 5% Resources
[T Rooms & Locations
» [ Trainers
[T Managers
£+ SkilsPortal
Skilstissess

Sub Menu
4 [T Training Categaries

7 ViewingActive
Els

7 View Aotive Training Caltegories

Wiewr Inactive Training Categories

Apply Close
. Preferences - |

Figure 56: Deleting a training category

6.13 Meeting Types

Meeting types are used when creating and scheduling meetings and one-to-ones that include the team
manager. Different algorithms have been created to manage team group meetings or individual agent
meetings which include the team manager. These algorithms must be associated with the correct
meeting type.
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Select Meeting Type from the Main Menu. Any existing meeting types are now visible in the Sub

Menu.

fle Vew Tranng Help

Main Menu
4 ¥ SkilsPlanner
b ] Training Requests
L] Mestings
4 n% Resource Calendars
& Room Calendars
& Manager Calendars
£+ SkilkPental Users
4 b Corfiguration
4 - SkillsPlanner
L] Training Categories
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[T] Booking Categaries
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[T Rooms & Locations
» [ Trainers
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£+ SkilsPortal
Skillsssess

Sub Menu

4 ] Mesting Types
o ViewmgActive
£ OnetoOne

£ Team Mesting

silver

solutions

Figure 57: Viewing existing meetings by type

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

Type.

e Vew Iraining  Help

Main Menu
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1] Foom Calendars
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Figure 58: Creating a new meeting type
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Complete the details as required, selecting the correct booking algorithm from the drop-down menu:
= Meeting — Group and team manager
= One To One -individual agent and team manager
= Solo Task - individual agent

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

Fle  View Traing  Help

Main Menu Meeting Type
4 % SkilsPlanner

0] TerigReqess Select the correct

] Mestings Booking Algoiithm =
4 5% Resoucs Calendars Meeting ﬂi b k g Ig i h
] Room Calendars fletes One Ta One ooking algorithm.

& Trainer Calendars

£ Manager Calendars
2+ SkilkPortal Users

4 3 Configuration

Activity Code:

q

4 % SkilsPlanner Aclive
T Training Categories
[ Meeting Types
[ Booking Categories
£ Selection & Exclusion
4 5% Resources
T Rooms & Locations
T Tralners
T Managers
24 SkilsPonal
Skilstissess

Sub Menu

4 [T Mesting Types

S Team Meeting

Apply Cancel
_iPreferences ~ |

Figure 59: Creating a new meeting type

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

4 % SkilsPlanner
[ Training Requests
Meetings
4 5% Riesource Calendars
& Room Calendars
£ Trainer Calendars
£ Manager Calendars
4+ SkilPortal Users
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Tiaining Categories

Meeting Types
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Figure 60: Associating an activity with the meeting type
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6.13.1 Deleting Meeting Types

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

4 % SkilsPlanner
i+ 0 Training Requests
Meetings
4 2 Resouice Calendars
& Room Calendars
£ Trainer Calendars
& Manager Calendars
4+ SkillsPartal Users o O o0 5
4 b Configualion %
4+ SkilsPlanner
Training Categories
Meeting Types
Booking Categories
£ Selection & Exclusion

4 3% Resouces
Flooms & Locations
3 Trainers
Managers
- SkilsPortal
% Skilshssess

- Mesting Types

o _Viewig Active
One ta One M bigating Tune
Leam Meeling & Dl Meeting Type.

View Active Meeting Types

View Inactive Meeting Types

Figure 61: Deleting a meeting type
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6.14 Booking Categories

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

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

Els  Wew Iraning  Help

Main Menu
4 - SkilsPlanner
» [ Training Requests
1] Meetings
4 2% Resource Calendars
] Room Calendars
£, Trainer Calendars
& Manager Calendars
- SkilsPortal Users

“E To create a new Booking
L Category, right click on
‘“E Booking Category in the >
T Sub Menu and select New °
" anins Booking Category. 4
s

1] Holiday

' View Eeive Baoking Categories
1] Manage

1] Mesing ViewInactive Bosking Categoriss

1] sickness
1] Training Session

i Preferences +

Figure 62: Creating a booking category

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

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

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

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

Active —The booking category is active and available for selection.
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<Hew Booking Category>

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

Figure 63: Creating a booking category
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SkillsPortal

7 SkillsPortal
7.1 Skills Portal Users

Skills portal users are now configured in Skills Assessor.

7.2 SkillsPortal Configuration

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

7.21  Authentication

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

Authentication
@ User Name and Password

) SteMinder Authorization Header |HTTP_EIN
) JZero LMS

(©) SLS Third Party  Authenticate with Employee ID
Login URL
Logout URL

Figure 64: Portal authentication configuration

7.2.2 Display of ltems in Portal

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

Branding

Welcome Title * Welcome

Header Title SkillsPortal

Visibility

Training Roadmap items visible on the Home Page (max. 100) 5k
Display "Pending Approval" Training Requests and Meetings [
Manager Freeze Window

Figure 65: Portal item display configuration
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7.2.3  Attendees in Calendar Requests

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

Configuration

Include names of all participants
in the body of mesting and Dont Include
training notifications

Figure 66: Attendees in calendar requests configuration
7.24  Pre-requisites for the Auto-Schedule Booking Requests from Portal Feature

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

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

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

menu will appear in the Sub Menu.

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

clicking the Training option above the Main Menu.

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

application will automatically store the request.

D V\ Click Training to
4+ SkilsPartal Users Create a new

request.

Right-click Training | Silver

Requests solutions

» @ Completed

Figure 67: Creating a training request
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When the New Training Request option is selected, the template will appear, as in the example

below.

Fle Vew Traning Help

Main M

an Hend Stat || UserSelecon | Traning Events
4 - SKilPlanner

» [[] Training Requests
L] Meetings
> % Resource Calendars
7+ SkillsPortal Lsers
> b Configuration

Sub Menu
4 [ Traning Requests

| BFeb2010- 9 Sep 2012
s @ Pen
1§ <New Training Flequest>
@ Test Training Requs;
> @ Active

» @ Completed

Training Sessions | Completion Status  Statistcs

) Enter various descriptive and key infarmation abaut this Training.

Main Tile & Reference  [cHiew Traring Requesty I
Training Category I =
Description & Objectives ’

Business Sparors |
Stakehlders |

Additional Notes ’

Status |@ Pending &pproval =l

SkilsPartal I~ Also displayed on the Trairing Roadmap

Dates
Window Start Date [imganz =]

Window End Date [isepamz =]

Update Information
Cieated Tue, 14 Aug 20121322 by IEXTataliswmaster
LastUpdated  Tue, 14 Aug 2012 13:22 by IEXTataliewmaster

Figure 68: Creating a training request

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

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

File View Training  Help

bain Meru
a4 *F SkillsPlarner
» ] Training Aequests
[T] Meetings
4 % Resource Calendars
&1 Room Calendars
£ Trainer Calendars
£ Manage: Calendars
#+ SkilsPartal Users
a3 Configuration
4 4 SkilsPlanner
[T Training Categories
[T Meeting Types
[T Booking Categories
£ Selection & Exclusion
4 2% Resources
[ Fooms & Locations
> [ Trainers
[T Managers

Sub Menu
a [T] Trairing Frequests

| BFeb

0 Fen de ] Training Window Stat Date Filter

o @ betive
> @ Completed

i Preferences ~

silver

solutions

Figure 69: Training window start date filter

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

range.

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

below.

Enter the required start date range and then click OK.

Only training requests that started within the date range selected will then be visible.
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File  View Training Help

Hain Menu
4 “% SkilsPlanner
, [T Training Requests
[T] Mestings
4 % Resource Calendars
1] Room Calendars
& Trainer Calendars
& Manager Calendars
+ SkillsPortal Users
4 4 Configuation
4 % SkilsPlanner
[T] Training Categories
[T Meeting Types
[T] Booking Categaries
£ Selection & Exclusion

4 2% Resources
7 Fioams & Locations Training Window Start Date Filter x| . .
> O Trainers Set a date filer s that anly Training Requests with a Training Window Start Date
[T Managers between the dates specifizd below il be shown ® L ]
- SkilsPonsl
Skilshssass Start Date [ Feb om0 =l EndDate [3gep 2012 =l .

1T Training Requests .
8Feb 2010- 9 5ep 2012 solutions

. @ Pendrg Appiova

s (@ Active

> @ Completed

Figure 70: Setting the training window start date filter
8.2 StartTab

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

mandatory).

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

learning content.

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

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

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

the training in the training roadmap.

Business Sponsors / Stakeholders / Additional Notes — enter any information here that is
relevant to the training request. This information will also appear against the training in the training

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

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

Completed —is used to store any completed training request.

Bl Yew Traring Help

Main Menu

4 % SkilsPlanner
» E[] Training Requests
L] Meetings
» 7% Resouice Calendars
4 SkilsPortal Users
G Configuration

Sub Menu
4 [T Trairing Frequests
8 Fsb 2010 -9 5ep 2012

€% <New Training Request>

& Tes! Training Reque,
s @ Active
» @ Completed

L iPreferences +

Start User Selection Training Events Training Sessions Completion Status

%) Enter various descriptive and key information about this Training.

Statistics

Main Title & Reference

[<New Trairing Reauest> [
Trairing Category [ =
Desciplion & Obisctives
Business Sponsors ’
Stakeholders ’

Additioral Notes

Status

SkilsPartal

Dates

Window Stan Date
Window End Date [25ep 2012 -
Update Irfomation

Created Tue, 14809 201213:22 by IEXTotahiewtmaster
LastUpdated  Tue. 14 Aug 2012 13:22 by IEXTataliew\master

< Ereviaus Next > Apply LClose

Figure 71: Creating a training request

By default the training window dates will display one month from today’s date. This can be manually

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

e Wew Iraining Help

Main M
anen Stat | UserSelecion  TranngEvents | TiahingSessions  ComplelionStalus  Stalklics
4 7 SkilsPlenner
» [T Training Requests @) Entet various descriptive and key information about this Trairing.
EL] Meetings
.+ 2% Rosoure Caendars Main Titl kReference [ Training Fieauest> [
2 SkilsPortal Users Traiing Catsgon I B
. b Configualion
Description & Objectives ’
Business Sponsors |
Stakeholders |
Addiional Motes ’
1@ Perazrs u range as required
SkilsPortal I also displaed on the Training Roadmap
Dates
SubMeru
Window Start Dle [amgan: =
4 [T Trairing Requeste 4 fug 202
) BFeb 2010 -95ep 2012 wlindows End Date KN August 2012

Mo Tue Wed Thy Fii Sal_Sun
W a1 2 3 4

6 7.8 9 10 11 12
Created Tue Tl Do S 1 18 Amaster
LastUpdated  Tue, 144ug20 20 21 22 23 24 25 26 phmasler
27 28 29 W 3
3 4 5 6 7 8

<New Training Request> Update Information

&8 Test Training Feque
» @ Actve
» @ Conploted

i Preferences +

< Bieyious Newt > Aol Close

Figure 72: Creating a training request

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

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

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

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

Start Uszer Selection Training Events Training Sessions Completion Status Statistics

@) Chaose the users from workforce management wha will be getting this training.

Selection Global Exclusions
Dizplay Mode IW’FM Hierarchical j Choose... |
4 & Blue Sky bitines =
> B London
4 [E MewvYork
- [O&R <Mones

4 CIER NY_Supervisor &
2 Nvagentl NYagentdl
& Nragentl? Nvagentl2
2 Nvagentd3 Nvagentdd
& Nvagentdd Nvagentld
& Nvagentls NvAgert0s
& Nvagentds Nvagentds
02 NvAgentl? Nvagentd?
& Nvagentds Nvagentds
12 Nvigentdd Nvagent0d
& Nvagentl0 Nvagent]0
& Nragent]l Nvagent]]
& Nvagent]2 Nvagent]2
& Nvagent3 Nragent] 3
& Nragentld Nvagent]d
& Nvagent]s Nvagent]s
2 Nvagent!s NvAgent1s
& Nvagent]? Nvagent]7
2 Nvagent!8 Nvagent1d
& Nvagentld Nvagent]d
2 Nvagent20 NvAgent2d
& NragentZl Nvagent2]
& Nvagentz2 Nvigent22

0 Selected Clear... |

Figure 73: Selecting users
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There is also the option to associate a Location with an individual if required.

Dizplay bode I\n\-"FM Hierarchical

4 & Blue Sky Ailines
» [ London
a [BE New'aork
- O <Mones
4 Dﬁ NY'_Supervisor &
& NvagentDl NYAgentd]
O£, NyAgentl2 Nyhasetn2
O 2 MyAgentd3Nyd Lal SetLocation...
O£ NvhgeniDd N 24 Remove Location...
O & Nrhgent0s Ny
T2 NviAgentls Ny ¥ Completion Status. .
CI& NrAgenO7 NYE | o b i Evclude..
C8 HYhgentDs M eorms
& NvagentDd NyhdgentDd
[ 8 NYagent]DNYAgentD
& Nvagentl Nyagent!l

Figure 74: Associating a location with an individual

8.3.1 Choose

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

Stark Uszer Selection Training Events Training Sessions Completion Status Statigtics:

¥ Choose the users from waorkfarce management wha will be getting this braining.

Selection Global Exclusions

Digplay Mode IWFM Hierarchical

4 & Blue Sky Ailines

| v

> [E London C“Ck on Choose to
4 [ New'vork access additional
> Dﬁ <Maner

. D88 N_Supenisor& selection options.

& MyAgentd! NvAgentdl
[ & NyAgentD2 NyAgentd2
& NyagentD3 NyAgentd3
& HragentDd NvAgent0d
& Hragentds NyAgentds
£ Nvagentls NyAgent)s
& Nragentd? NYyAgentd?
& NYAgentDs NyAgent0d

Figure 75: Filtering the user selection
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Ele Vien Traning  Help
Main Menu
Stat  UserSeleclion | TraimingEvenls | TrainingSessions  ComplelionStalus  Stafitics
4 % SkilsPlanner
[T Training Requests @) Choose from Workforce Management who wil be receiving tis Trairing.
[ Meetings
\ 22 Resowen Cotrdrs e
¥+ SkillsPortal Users ) The selections on alltabs combine together to apply the fitering Columns
> i Configuration ' Location ¥ Managemert Unit
Skile | Skilshssess | Skilsdnahsis  PatiemMaiching
First N [ LastNa [ Empioy. [ ] L [ M| —
0 ~
i3 Add
®13
SaEl]
1 Test skil
%2 Test
Y
. gt
. 602 -
Add Malches 5
Sub Menu
4 ] Training Requests
J BFeh2010-95ep 202
o @ Pending spproval
& Test Training Riequest
b @ Active
b @ Completed
0 Matchies]
K Cancel
Y
16 Selected Clea.
r— <Erviows | New> 2

Figure 76: Filtering the user selection
Users can now be selected by the options available.

In this example users can be selected by Skill and level. Select the skill required and then click on Add.
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> % Resouice Calendars
24 SkilsPaital Users
> s Configuration

& User Selection Filters

@) The seleclions on all tabs combine togsthe ta apply the fitering.

Columns

¥ Location ¥ Management Unit

Ele Wew Traning  Help
Main M
ain Menit Stat || UserSelection || TrainingEvents | TraningSessions || Complelion Status | Stalistics
4 % SKilsPlanner
+ (1] Trairing Requests ) Choose from Warklorce Managzment whe willbe recsiving this Training.
[T] Meetings
i

4+ SkilsPertal Users
> 43 Configuralion

Sub Menu
4 [T Training Requests

a @ Pending Approval

> @ Active

> @ Completed

i Preferences ~

7| 8Feb 2010-95ep 2012

% Test Trairing Request

©) The selections on al tabs combine tagether to apply the fikering.

Skills SkillsAssess Skillstnalysis Pattem Matching
FirstNa... | LastMNa.. | Emplop. | o Lo [ M. | ]
71041 ]
3K =
":mu
% {Test kil
> 2 Test
;{aa .
ja : Select the Skill and then
click Add Matches.
o
e
Sub Menu
2 [ Trairing Requests
| BFeb 2010 -9 5ep 2012
4 @ Pending Approval
% Test Traing Request
> (@ Active
> @ Completed
0 Matchles]
oK Cancel
A
1B Selected Clear
< Bove Next > ooy || Cese |
L Preferences - |
Figure 77: Filtering the user selection
File  View  Trainng  Halp
CHal!t Stat | UserSelection | TrainingEvents | Traiing Sessions
4 7 SkillsPlanner - - .
T T © aessmmsmemmies rareons | AfLEE SKill IS selected the option to
[T Meetings
32 Femucs Gt AEEETC S, drill down to level is available e |

* Skilly Shilshssess Skilshnalysis Pattem Matching ) )
e After selecting the level, click on

Add Matches to get the users with

the exact profile.
Add Matches » k'
0 Matchles|
oK Cancel "
16 Selected

< Previous Hests Appl

Clear...

Clase

Administrator Guide

Figure 78: Filtering the user selection
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Below is an example showing users in the right-hand pane who have the Customer Service skill in

their profile.

Eile  View Training Help

bain beru
4 4 SkilsPlanner
+ (1] Training Requests
[T] Meetings

» 3% Resource Calendars
24+ SkilsPartal Users

» 43 Configuration

Sub Menu
a [T Trairing Requests
8Feh 2010~ 95ep 2012
4 @ Pending Approval
% Test Training Request
> @) Active
> @ Completed

_#Preferences ~

Stait | UserSelection || Training Events

Training Sessions

@) Choose fromWworklonee Management who will be receiving this Training,

& User Selection Filters

@) The selections on all tabs combine together to apply the fitering.
* Skills Skillsbssess Skillstnalysis Pattem Matching

=] aw

? Customer Service

Customer Service

Edd Matches >

Cornpletion Status  Statistics

Columres

¥ Location W Management Unit

-iaix

First Mame.

Cyrthia
Daniel
Diana
Emiy
Emma
Ethan
Glenda
Grace van Buren
iex
Isabella
Jacob
Jetemy
John
John
Jordan Tilson, Jr
Jose
Justin
Kathleen
Kala
Kiholk
Kyle
Lucky
Lucky
Lucky
Lucky
Madison
Malory

gl

261 Matches

OK Lancel
%

[—

16 Selected

< Previaus Newt> oy || O |

Clear,

Figure 79: Filtering the user selection

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

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

e Replace existing —only show agents with the second activity in the user selection list.

e Cancel —cancel the selection and clear the user selection.

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

aelyie) Stat | UserSelection  TranigEvents | TrainngSessions | ComplefionStatus  Statistics
4 - ShilsPlanner
» [T Training Requests ©) Choose fom Wworklonce Management who will be receiving this Training,
7] Meetings
, 3% RomosenCaeras S1=TE
¢+ SkilsPortal Users @) The seleclions on all tabs combine together to apply the fitering. Columns
» &G Configuration I¥ Location ' Management Unit
“Skils | Skilshsssss | Skilsdnabsis | Pattem Matching
Fist Hame -]
% Orders =l A Cyrthia
Dariel
Customer Service - =h % Diana
Emiy
Orders - Zf X iy
Ethan
Glenda
Grace van Buren
iex
X
There are 0 matchies).
/dd to the existing 261 maiches o1 Replace al the exising matches in favou of these new matches?
S| [
Sub Meru Kathlezn
4 [T Trairing Requests Kayla
@ Feh 2010 -9 5ep 2012 Kiholik
Kyle
Pending Approval
2 © Pending Approval Lok
4% Test Training Request Lucky
> (@) Active Lucky
» @ Completed Lucky
Madison
Malory
Mot _l;l
“ 3
261 Matches
oK Cancel
Y
16 Selected Clear
< Previous Newt> T |
2 Preferences ~

Figure 80: Filtering the user selection

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

8.3.1.1  Selecting Users for Training/Meetings by DNA Scores

If Training Manager has been integrated with SkillsAssessor it is possible to select users for
training/meetings based on their DNA scores. To do this. Select a meeting/training request and browse
to the User Selection tab. Click the right arrow button to the right of the set of tabs until the DNA tab is
visible. Clicking on this tab allows for the specification of a Job Role and/or KPI with a set of controls for
setting the score range. Clicking the Add Matches button will then add all of the users who have the job
role/KPI assigned to them and their score falls in the specified value range based on their most recent
KP1/job role score.

Clicking OK will then add the users to the meeting/training request’s user selection.

Administrator Guide 81



&\ User Selection Filters

Training Requests

©) The selections on all tabs combine together to apply the filtering Columns
Location Team Site Business Lnit
Skills Optimizer SkillsAnalysis Pattem Matching “DMA | 4
DNA Selection First Name Last Name Employee ID [i] loca. @& Team
Job Role UK_Agent UK_Agent_001 UK_Agent_001 Paul Scholes
UK_Agent UK_Agent_002 UK_Agent_002 Paul Scholes
Management -
Drill Down
Management -
User Range
Low [50.00 = Potential Matches: 3
High |100.00 |-
Add Matches >
4 n | 3
2 Matches

Figure 81: Choosing users by DNA score

Notes: Adding users from the DNA tab will result in the previous user selection being replaced by the

users who matched the DNA score search.

Fie Wew Training  Help
Main Menu
Stat | UssrSelection | TianngEvenis  TraningSessions | Completion Status | Slakistics
4 % SkilsPlamner
 [Z] Training Requests @) Chosse from workiorce Management who will be receiving this Training
[T Mestings
» 2% Resouce Calendars StatDate o Mar20t0 =] ErdDae [igmaroon x| [ £ Rehesh
22 SkilsPorta Users
» &3 Conguaion Main || Selection | (Global Exclusions
[73) select all [ Unselect Al |
FiistName | LastName | EmployeelD | | Locafion | (J Unit | Exclusion Reason | B
E) £ Servisa
) 258 Alanta Sales WU
21 21 Ailart Sales MU
326 326 Atlanta Sales MU -
308 308 Atlanta Sales MU
2 2 Alanta Sales MU | d
223 e Allanta Sales WU Users are selecte
273 2713 Alanta Sales WU .
smseen | gUtomatically from the
a3 3 Atlanta Sales MU
340 340 Atlanta Sales MU - H
amesww | Previous filter screen.
S ES Allanta Sales WU
344 34 Allanta Sales WU
208 265 Alart Sales MU
205 265 Ailart Sales MU
Sub Menu 303 303 Atlanta Sales MU
£ En Allanta Sales MU
4 [T Training Reguests 208 28 Allanta Sales WU
| &Fab 2010 - 3 Sep 2012 304 304 Atlanta Sales ML
4 @ Pending pproval 269 263 Alart Sales MU
@@ Tes Training Recuest %7 267 Ailart Sales MU
> @ Aetive 329 329 Atlanta Sales MU
. @ Completed 283 283 Atlanta Sales MU
%2 262 Allanta Sales WU
300 300 Allanta Sales WU
272 272 Alanta Sales WU
290 23 Ailart Sales MU
337 337 Atlanta Sales MU
322 322 Atlanta Sales MU
£ S Bllanta Sales MU
334 E Allanta Sales WU =l
276 Selected G|
2B Hewt s sopy | cancel |
_U}P?’EFEVEHEES - |

Figure 82: Display of selected users
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There is also the option to remove or add any user to the Global Exclusions list.

Eile  Yiew Training Help

Main Meru
Stat | UserSelection | TrainingEvents  TrainingSessions | Complefion Status  Stalisics

4 f SkilsPlanner
> [T Training Requests @) Choose flom werkfarce Management who wil be rsceiving this Training.

[T] Meetings

> 3% Resouce Calendars StatDate g1 par 2010 =]  ErdDate [14ha 2010 x| | & Refiesh Choose.
¢ SkilsPortal Users
s .» Configuration Main Selection Global Exclusions
Exclusions List || By Dale

Fist Name | Last Name | Employes D | Enclusion Beason [
Blbena Feed | 5035 Tong Teim Sick

SubMenu
4 [T Training Requests
8 Feb 2010- 3 Sep 2012
4 @ Pending Approval
4% Test Training Request
. @ Active
. @ Completed

Figure 83: Managing the global exclusions list

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

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

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

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

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

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

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

Main Menu
4 24 SkilsPlanner
» [ Training Feguests
[ Mestings
» i Confiuation

Skils  \ SkilsAssess

I Case Sensiive

First Name

Last Name

Sub Menu
a [ Training Riequests
) 8Fab 2010 -95ep 2012
4 @ Pending Approval
&) Test Trairing Request
b @ Active

> @ Completed

Stat || User Selection

Traiing Events

Training Sessions

@) Choose from Warkforee Management who will be receiving this Training.

Skilshnalysis

Swiswih [
Conlans [
L

Is
Statts With ,—
Comane [
Edswih [

to apply the fitring

Patern Matching

Add Matches >

Conpletion Status | Stafistics

Colurms

Resouice Calendars & User Selection Filters =]

- SkilsPoral Users ©) The sslections on al tabs combine taget

¥ Location ¥ Management Uit

First Na.. [ LastNa.. | Empioy

[ T |

OMatchies)

0K Carcel

references +

276 Selected

< Previous

Newt >

Clea..

o | Concel |

Click OK, and then click Apply and move on to the next tab.
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Figure 84: Using pattern matching to search for agents
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This is where events are created for the training request. An event will be created for you automatically

Training Events

for each training request when you first access the Training Events tab. Right click on the training
request and select New Event to create additional events. The training request name will appear

automatically.

Start User Selection

Training Events

Training Sessions

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

®®

d d{g Adwvanced Sales
g Event 1
g Event2

] Mew Event

Completion Status

Statistics

Figure 85: Creating an event for a training request

9.1 Creating a New Event

Once the new event icon has been selected the template will appear as per the example below. It can be

renamed and a description can be included in the Event Details area:

Fle  Vew Traning  Hel

event if required.

Include any description here.
Any information in the Public
description will appear with the
training request details e.g.
bring a notebook etc.

Main Meru
Stat  UserSelection | TrainingEvents | Training Sessions  Completion Status  Stalistios
4 % SkilsPlanner
. 1] Trairing Requests ) Create and manage Training Events to specify how you will delfiver this Training.
[ Meetings / Event Details
. Dx®®
> 2% Resource Calendars o e Hemet
- SkilsPortal Users 4 & Test Training Reques! Dessription | Public Desoription
5 Event1
» 4 Conligurstion
Skill:Portal Content Lirk
Training Category Trainer Led
Delveny Method [ Claswoom |
R th Scheduling Optians

Dwration (hh:mm) 01:00 j Fepeat Days

™ Keep teams tagether

™7 Duration includes Trainer Lunch Bref

=

URL can be entered here

woepe [0 10 swesesd  fOr @-Learning. This url link
. siing Plequests Max GroupSize [ =] 4 Completion Stal . -

T s E = === will automatically be

S bt [ oo presented to the users as

> @ Active “ .

- © ol part of the training request
detail for the users to
select.

_,aPreferences - <Brevi Hewt> Erel Clos:
Figure 86: Creating a new training event
o Description —information entered here is only visible in Training Manager.
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e Public Description —information entered here will be visible in the web portal and can be
used to communicate any pre-attendance requirements to the delegates.

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

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

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

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

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

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

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

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

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

Selecting Duration Includes Trainer Lunch Break will exclude the trainer lunch requirements
as the trainer will manage lunch as part of their training session. If this is not selected then the
application will try and schedule training around the trainers lunch break requirement which will
be impossible if the training is set up as an all-day event.
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Figure 87: Creating a new training event

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

Scheduler.

9.2 Schedule Event

There are five tabs in the Schedule Event section:

Resources

e Interruptible Activities

e Scheduling Options
e Optimized Search

e Manual Search
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Figure 88: Scheduling an event: resources

9.3 Resources

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

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

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

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

Reserved Places (0 = Reset)

Figure 89: Reserving places

Enter the number of places and click OK. This will show against the location name.
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Figure 90: Display of reserved places

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

To remove Reserved Places enter O to reset.
Training Manager can create any combination of room, trainer and agent. The following pages will
demonstrate some of the different training scenario options available.

9.3.1  Scheduling a Combination of Trainer, Room and Agent

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

Ele  Yew Iraning Hep

et | -loix
- Skills|
4 . EIST Resouces Interuptible Activities Scheduling Dptions Optimised Search Manual Search
4 4% Resouces
i - Lal Atlanta
mw + Lal Glasgow
A5 F » 5l Lond 1
I A Select the Location(s) and
& [ Manchester Room 1
F o= expand to reveal the
- Skills| DQ‘ Manchester Room 3 - .
4 & Corfy B2 Ang Baker d d
P ot associated trainers an
| & Elaine Forest
g FOOMS.
|
&

w0

@) Choose the Schedule(s) where the Event wil be booked, and also the Raoms and Trainers ta host and defiver this Trsining.

Sub Mernu [Jselect Al 3¢ Delete... (2 Refresh [ Export
4 [T Traini
g Exceptions L?DK .E,?Mwssmg
s OF
§ Scheduls (0]
@ E SynoStatus | Start Date | End Dats | §1] Room| Seats| S1 Traine | EmplopesiD | # Users |  Attended | # Complsted | Created | 5 Hamels]|

@

0 Teem{s)

Completion Satis., | x|
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T

oz

: ® = =] — T
b Preferences T

Figure 91: Scheduling a combination of trainer, room and agent

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

9.3.2 Interruptible Activities

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

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

J Class Training (Request) - [Schedule Event]

Skills Resources Intemuptible Activities Scheduling Options QOptimised Search Manual Search

Activity
@ BilingGoldEmail
& BilingGoldVoice
@ MileageCredit
# VacationPackages
Activity Set
@ MutiMedia_Activities
Meal
1 %E unch
Break
1@ 8reak 1
[ @& Break 2
1@ Meal
Marked Time
18 Mandsatory Overtime
1 &4 PW Marked Time
1 & Requested Overtime
Exception - Please note that interrupting Exceptions is irreversible.
O & Coaching Session
[ & Company Holiday
] & eleaming Class
&k FuLa
18 Full Sick Day
] & New Hire Mesting
O &One-{n{)ne
[ & Partial Sick Day
] &Team Meeting

[ Select All ¥ Delete... = Refresh | Export

Exceptions EJ ok Ef Missing & O o {cannot be

Master Schedule (0} Scenarios ()

= SyncSistus Start Date End Date | Room Seats 2, Treiner Employse D #Users #Attended #Completed Created 2 Namefs)

Figure 92: Interruptible activities
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9.3.21  Marked Time and Time Off Overlay Exceptions

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

Start User Selection Training Events Training Sessions Completion Status

©) View all Training Sessions for all Training Events and synchronization status with Workforce Mai

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

Exceptions .':',_l,? OK \E;JT Missing Eﬁr Overwritten E:ﬁr Overwritten (cannot be interupted)

Master Schedule (3) Scenarios (0)

= Sync Status Start Date End Date $| Room Seats & T
Event 1

:En' Training Class 21 Mar 2017 10:45 21 Mar 2017 12:45 Board Room 1-20  Briony !

5:;]' Training Class 22 Mar 2017 09:15 22 Mar 2017 11:15 Board Room  1-20  Briony |

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

-—'—:_fn' Training Class 26 Mar 2017 05:15 26 Mar 2017 11:15  Board Room  1-20  Briony |

Figure 93: Overwritten slots

9.3.3  Scheduling a Combination of Room and Trainer Only

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

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

] Event 1 - [Schedule Event] =B %

Resources || Intemuptble Activities || Scheduing Options || Optimised Search | Manual Search

Worforce Schedule

4w Resources
+ 5l London
#|lsl Manchester
[AS| Manchester Room 1
Manchester Room 2 . . .
%j Monchotor Room 2 Right click on the Location and
£, Daniel Oliver

Lucy McDonald Reserved Places (0 = Reset) B Se|eC'[ reserved p|aceS. The

[ 2, Rachel O'Neill . .
reserved places window will
then appear.

@) Choose the Schedulefs) where the Event wil be booked. and also the Rooms and Trainers to host and deliver this Training.

Figure 94: Scheduling a combination of room and trainer only

After selecting Reserve Places, enter the number of agents expected and click OK.

This identifies the number of places Training Manager needs to reserve for training.
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] Event 1- [Schedule Event]

== =

Resources Intemuptible Activities

2% Resources
- L London
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5| Manchester Room 3
%, Daniel Oliver

Lucy McDonald
!, Rachel O'Neill

Workdorce Schedude

Scheduling Options Optimised Search Manual Search

Places reserved against

4| Lal Manchester (20 Reserved Places) \ the location. Select the
@& Manchester Room 1

required trainers and
rooms.

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

Figure 95: Display of reserved places

Once the resources have been identified, click the Interruptible Activities tab. Select any activities

that can be interrupted by Training Manager.

92

B Event 1 - [Schedule Event]

Skills Resources Interruptible Activities Scheduling Options Optimized Search
Aictivity | B London | B Newvaok | B San Franciscnl B Tokpo
Achivity
O @ BilingGoldChat Yes Yes e Yes
O @ BilingGoldE mail Yes Yes ez Tes
O @ BilingGoldvoice ‘Yes Yes Yes
O @ BilingGoldoiceSF Ve
O % BilingSilverChat ‘Yes Yes Yes Yes
O @ BilingSilverEmail Yes ez e Yes
O @ BilingSilver/oice Yes Yes Yes Yes
O & LostLuggage ‘Yes Yes Yes Yes
O @& LopalyCard Yes ez e Yes
O & MisageCredt Yes Yes ez Tes
[ & vacationPackages  Yes Yes Yes Yes
Activity Set
[ & Email Yes
O & LostLuggage Yes
O & LopalyCard Yes
O @ MileageCredit ez
O & MuliMedia_sctivites Yes
[ % vacationPackages Yes

._J Select Al € Delete... & Refresh | Export

Exceplions [’,'JIDK e’:ﬁ'Miss\ng

Master Schedule [0] Scenarios (0]

= Sync Status StarlDalel End Date| 2| Room Sealsl Py Trainerl EmployeeIDl ﬁUsers' #Attendedl # Comg

Figure 96: Setting interruptible activities
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9.34  Agent Only Scheduling

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

9.4 Scheduling Options

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

-+ Event1 - [Schedule Event] o ===
Resources || Intemuptible Activiies || Scheduing Options || Optimised Search || Manul Search

Duration
Dustion Fhmm)  01.00 1=

[7] Duration includes Trainer Lunch Break

Repeat Days 1

Group Size

Win. Group Size 0 M. Group Size 0

Team-Based Scheduling

[C] Keep teams together ADG Name ©) Thisis a Global setting which wil apply te all Training.

Save Cancel

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

Exceptions (] 0K & Missing

Schedule (D)

X SyncSttus Stat Date EndDate @] Room Sests /3 Trainer Employss|D #Users #Attended #Completed Created [ Mame(s)

0 Item(s)

Completion Status

Figure 97: Setting scheduling options

9.5 Optimised Search

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

It is divided into five sections:
1. Training Window
2. Time & Travel Constraints
3. Performance Constraints

4. Booking Strategy
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5. Training Sessions

Eile  ¥iew Training Help
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Ml Fesowces | IntenuptbleActiviies | Scheduing Options | Optimked Search | Manual Seaich
T’ Optimised Search Algorithm T emplate
|| Working Hours [Local] Window: 1 Mar 2010 to 14 Mar 2010 Build Dates.
Alld - ’
jemllt s x| Stat End Enable
iF i i - - ) (UTC +00:00) Evrape/Londan
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Figure 98: Optimized search options

9.6 Training Window

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

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

Once the training window has been configured with the required days and times, click the Build Dates
button. This will create the training window slots based on the dates and time constraints.
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Figure 99: Creating optimised search algorithm templates

Excluding Training Dates

window and select Remove.

File  Uiew

4 - Skilsl
JOT

[}

Engs
aaxF

|

4
4

A+ Skilkl
4 s Con
PR

o

w5

Sub Menu
s [ Traini
18
OF
[
O+
> @ C

Trairing  Help

PP T B Event 1 - [Schedule Event]

Resouces | Intemuplible Activifies | Scheduing Options  Optimised Seaich | Manual Seaich

Optimised Search Algorthm Template

40l days L=E3

Time & Travel Constraints

Transition Time frins) o=
Min Activiy Bap Belfora (mine] [~ =]
Min Activity Gap Atter (i) o=

Trainer Travel [

Performance Constraints

Coverage Tolerance B= 4

Coverage Target MU a

@) Define templates to conirol the behaviour of the Oplinised Search algorithm.

[Tl Select &l 3¢ Delete... & Refresh [ Export

Enoeprions [ 0k & Missing

Schedule (0]

Working Hours [Local) ‘window: 1 Mar 2010 to 14 Mar 2010
Stat End Enable
von  [Bm = [z = P (UTC +00:00) Ewrope/London

=1al x|

Build Dates.

o StatDate__| Tine | EndDate Time _|

2200 =

]
:
KU

k

1 Mar 2010 0800 1 Mar 2010 2200
2 tar 2010 0800 2Mar 2010 2200

2200

‘::d E:EE j — ; = IMa 2010 0800 3Mar200 2200
Fi [em = [zo= F

s [mw = [zn= P & Mar 2010 7

s (B [Fo= P SMar 2010 0800 OMar20I0 2200

10tar 2010 0800 10Mar 2070 2200
Booking Strateqy 11 Mar2010 0800 17 Mar 2010 2200

= 12Mar2010 0800  12Mar2010 2200
Fiandomly Distribute (Maximis= Group S 13Mar 2010 0200 13Mar200 2200

14Mar2010 0200 T4Mar2010 2200

iEX Spric Status | Stant Date | EndDate | @ Room | Seats| S Trainer | Emplopee 1D | # Users | # Attended | # Completed | Created | 2 Name(s) |

Fietiizve fresh data from WP 7 Search =

Administrator Guide

Figure 100: Excluding training dates

95




Training Events

9.8 Time and Travel Constraints

This relates only to the room and trainer activity.

9.8.1 Transition Time (minutes)

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

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

9.8.2  Minimum Activity Gap Before

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

9.8.3  Minimum Activity Gap After

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

9.8.4  Trainer Travel

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

9.9 Performance Constraints

9.9.1 Coverage Tolerance

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

The application looks at the required staffing based on forecast service level and the scheduled open, so
actual scheduled against required. The coverage tolerance is the difference between the staffing you
have working (scheduled open) and what is required (required).

For example, if the required number of agents is 100 across the duration of the training, and the
scheduled open is 90, if the coverage tolerance was -20 only 10 would be selected, as the staffing is
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already 10 short. Training Manager would not schedule any training activity if by doing so the coverage
would then drop below the -20 requirement.

9.9.2 Coverage Target

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

9.9.3 Retrieve Fresh Data from WFM

This can be left as selected, as Training Manager will retrieve the most up-to-date information from
WFM to start scheduling training activity.
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All4 2
el 2y x| Start End Ensble
iF i i - - UITE +00:00) Eurape/Londan
. mg Time & Travel Constraints o [ 2= R [ | Europs
< Transition Time (mins) = e (o= (o= F Stait Date | Time | End Date | Time |
é Min. Actiiy Gap Before (ring) _ Bt =l TMar 2010 08.00 1Mar2010 2200
F in. Activity Gap Before (mins] = wed  [ogm0 = [zon = W
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Figure 101: Default retrieval of fresh data from WFM
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9.10 Booking Strategy

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

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

| Event1 - [Schedule Event] [ =l

Resources || Intemuptible Activtics | Scheduling Options || Optimised Search || Manual Search
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Back Load (Maximise Group Size)
Winimise Coverage Disruption

Retrieve fresh data from WM

[ Select All 3¢ Delete... & Refresh [ Export
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0 Ttem(s)
IEX~ Ready Fiday, 11 January 20131120 Time Zore... 5§

Figure 102: Selecting a booking strategy
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Select Randomly Distribute from the drop-down menu under Booking Strategies and Training
Manager will try to schedule the training activity across the training window, taking into account the
performance constraints, as in the example on the next page.

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

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

Click Search to retrieve fresh data from WFM.
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Figure 103: Saving an optimization search algorithm template
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Training Manager is retrieving information from WFM, and information about what the application is
doing will appear at the bottom of the window.

The option is also available to cancel at any time during the scheduling process. Refresh the screen

during the scheduling process will update any training sessions created or after cancelling to ensure that

there were no training sessions created prior to cancelling.
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Figure 104: Progress status
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Notification that Training Manager has finished will be given at the bottom of the screen.
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Figure 105: Notification of completed search
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9.11 Training Sessions

Once completed, the training sessions are visible in the Training Sessions window, and the red flag
to the left indicates that the training has been created in Training Manager but has not been committed
to WFM.
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Figure 106: Display of search results

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

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

Seats - the capacity of the room.

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

EmployeelD - the trainer's Employee ID.
#Users — the number of agents who have been identified from their shifts in WFM and are available.

#Attended - attendance is updated through the register by the trainer from their web portal view.
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#Completed — as per Attended.
Created —the date and the time that the training sessions were created.
Name(s) — the names of the delegates.

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

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

e Location
e Team
e Site

e Business Unit

Administrator Guide 103



Training Events

b Start End Enable
aanF Time & Travel Constraints Mon  [mm = o= ¥ (UTE +00:00) Ewape/Londen
= =
i . - -
Transiton Time [mins] =] w Bn= e ¥ Stant Date | Time | EndDate Time |
& i st o B - e TMar2010 0300 1Mar2010 2200
‘ in tiviy Gap Baforenns) [0 | wed [ogon = [z = ¥ ZMarZ0ll  0B00  ZMar2m0 2200
- - IMa2010  0B00  3Mar2010 2200
i - at o
- Skilll Min. Activity Gap After (mins] =] T [oem = [z = M AMar2010 000  4Mar200 2200
4 i Cori ) _ _ SMar20l0  0B00  SMar2010 2200
. Trainer Travel [ Fi Joem = [z = ¥ EMar2010 0300 GMar2010 2200
. - - TMaZOll 000 7Mar2N0 2200
J - = =
ai Performance Constraints st [mw = [2w=E ¥ BMa2010 0800 BMar20l0 2200
q s - Sun = =~ SMarZ0I0 000  SMar20l0 2200
g Coverage Toletsnce: F= 0B00 =5 |2200 5 10Mar 2010 DB00  10Mar2MD 2200
g Coversgs Target  [HD0 = Booking Strateay 11Mar2010 0B00  11Mar20i0 2200
P Randorly Distibute (Masimise Group 5 = E m:: gglg gg 33 E m:; ;3}3 ;; 33
b 1AMar2010 0300 TaMar2010 2200
*§ | @) Define templales to canirol the behaviour of the Optimised Search aigoritm
E
Retrieve fresh data from ‘Wi [/
Sub Menu [ select al 3 Delete... [ Refresh [ Export
o [T Traivi
|5 Eweeptions CJaK £ Mesing
“OF
4 Schedu (5]
@4 | syncStatus | StatDate | End Date | %] Room | Seats| 5 Trainer | Employee|D | #Users | #Attended | # Completed | Created | 2 Mamels) -
> @ C Event 1
] Training 2Mar 20101330 3 0 0 15Aug 20121650 First Base, Horterse Howard, Michas! Craftsman
] Training 9Mar 20001200 I H k I H w0 0 156ug 2012 1650 Abigail Adams, Joe Defaul, Kell Vargas, Khis Sanyer, Lo
] Training IMar 20101415 Click on Com p etion E] 0 0 15609 20121650 Gregow Parsans, Jos DePlummer, John Thomas, Kel Var
&] Trairing 12 Mar 201012:00 ) w0 0 154 201216:50  Celia Sharpton, Glenda James, Howard Johnson Jt., Jetenic _
i e e an - - N ol . P e
: Status to view any ] S
5 Item(s) oy . .
additional information.
Complation Status oK

- Ready Wednesday, 15 August 20121651 BST Time Zone.
= T

Fle  View Training  Help
thain beru EIE
a “7 Skillsl
Ml Resources Intemuptible & ctiviies Scheduling Options Optimised Search Manual Search
L

Optimised Seaich Algaiithm Template

Working Hours (Local) indow: 1 Mar 2010 to 14 Mar 2010 Build Dates.
41l days - | %

i Preferences ~

Close

Figure 107: Viewing additional information via the completion status report

See the example below.

A gauge has also been included which allows you to view how complete the training event is. There is an
export option in the bottom right-hand corner where you can export the information into Excel.
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Figure 108: Exporting results to an Excel spreadsheet
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Figure 109: Filtering results using the drop-down menu
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9.12 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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Figure 110: Scheduling training sessions for trainers and rooms using the reserved option
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Agents can be scheduled into these training sessions at a later date, either by cancelling the room and
trainer sessions and then re-running the Scheduler after selecting the users from the User Selection

tab,

or

by selecting the agents in the User Selection tab and then right-clicking the individual training
sessions, as in the example below.
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Figure 111: Selecting agents in the user selection tab

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

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

It is possible to amend the training session end time if required using the up and down keys. After
selecting OK, Training Manager will check that there are no conflicts with the trainer or room, or
whether the agent schedules still fit within the training session times. If the time is extended, the
coverage tolerance will not be taken into account due to the change being manual.
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Figure 112: Amending training session details
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9.13 Committing Training Activity into WFM

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

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

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

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

L PEEE button.
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Figure 113: Removing training sessions

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

window will appear alerting you that publishing the training sessions may take a few minutes. Click Yes
to continue.
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Figure 114: Publishing training sessions

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

been committed to WFM.
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Figure 115: Notification that the training exceptions have been committed to the WFM

Click Refresh to update the schedules with the new activity.

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

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

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

3 Delete, ..

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

There is also the option to only remove the training sessions from WFM to view whether the training
needs to be cancelled if by taking agents off the phone for training will impact performance.
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Figure 116: Cancelling a training session

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

The exceptions will be removed from WFM after refreshing the data.
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9.15 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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Figure 117: Cancelling a training session for an individual

Once the agent details are visible in the Training Session Details window, users can be manually
removed by highlighting the individual and clicking Remove. This will remove the user and put them in
the Not in Training Session pane on the right.

Administrator Guide 113



Training Events

Fle  View Traning  Help

[V YT i Event 1 - [Schedule Event] o [=] S}

& E Skl
e ST
O w Opti | Detais
SEEF |
P [ Tiaiing Remuest  [Tet Training Fequest TTAODT) ]
& 1 Event [Event1 J

L [oowmrne )] = Femao <R Highlight the
[

] In Training Session - * Bold = Not Saved ind ivid ual and

Colurmns

F [V Location ¥ Management Unit Se|eCt Rem ove.

C
] Abigal  Adams 5013 Manchester jon MU
Ef Glenda  James 5006 Manchester
] Gregory  Pasons 5002 Manchester
@ D (EfRaymond  Stesle 5004 London MU
5 E{ Ricki Glover 5009 M Londan MU
5 ] Ricky GloveJi 5010 Manchester  London MU

I _ ¥ |
SubMenu [ select Remove > |

2 [ Traini
)8 Except

< OF
4 Scher

Figure 118: Cancelling a training session for an individual

The agent will then appear in the Completion Status Report as unscheduled.
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Figure 119: Display of completion status report for unscheduled agents

Agents that have not been scheduled or have not attended the training and need to be scheduled later

will remain as part of the original training schedule and can then be scheduled as "Mop Ups" if required.
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9.16 Training Session Backfill

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

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

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

Notes:

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

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

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

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

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

10.1 Assigning pre/post course assessments

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

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

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

Once you have specified which assessment to assign and configured the remaining availability options,
click OK to associate the assessment with the training session.
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Figure 120: Assigning assessments

It is possible to assign the same assessment as both a pre-course and a post-course assessment.
However, the same assessment may not be re-used across multiple training events, i.e. once an
assessment has been associated with a training request (as either a pre or post-course assessment), it
will not be available for assigning in other training events.
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Figure 121: Assigning assessments

10.2 Removing pre and post-course assessments

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

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

Administrator Guide 117



Scheduling pre/post course assessments from Skills Training Manager

10.3 Events that trigger the assigning of pre and post-course assessments

10.3.1 Pre-course assessments

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

10.3.2 Post-course assessments

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

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

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

To schedule agents that have either not been scheduled or have missed training, return to the
Scheduler. To access the Scheduler, click the Training Events tab, select the event and then select
Schedule Events.
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Figure 122: Scheduling mop ups

To re-run the Scheduler, select Search; the Scheduler will schedule any unscheduled agents for further
training sessions, taking the original constraints into account.
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Figure 123: Re-running scheduler to mop up unscheduled agents

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

agent training sessions.
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In the example below, Charlie Dixon has been scheduled for training and the red flag identifies that
some or all of the training session is missing from the Master Schedule.
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Figure 124: Warning that some or all of the training session is missing from the master schedule

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

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.
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Figure 125: Manually hot swapping trainers and rooms

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

After selecting an alternative room, click OK.
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Figure 126: Manually hot swapping trainers and rooms
The application will then check to make sure that the room is available using the information in the

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

selected.

If the room is not available for any reason, an error will be displayed to the administrator allowing them
to select another room, as in the example on the next page.

Once the training session has been updated with the new information, the relevant amendments will be
made in the associated calendar entries.

Apply the same process when changing the trainer.
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Figure 127: Room conflict error notification
12.1 Manual Scheduling

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

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

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

Select Manual from the tabs available; the Training Time Slots window will change as in the
example below.
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Figure 128: Scheduling training sessions manually

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

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

Training Manager will present the time slots that fit the criteria in the training request.
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Figure 129: Display of available time slots

To schedule training, double-click the time slot; the Training Session window appears. This lists the
agents available, the date, and the time of the session.
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Figure 130: Training session window
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To include a trainer and / or a room, use the Trainer or Room selection icon.
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Figure 131: Selecting a trainer

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

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

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

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

Trainer and Room Hot Swaps

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

request can it be deleted.

Fle  View Traning  Help

Main Menu
4 -7 SkillsPlanner
» [ Training Requests
[ Meetings

4 22 Resource Calendars
] Room Calendars
A\ Trainer Calendars
& Manager Calendars
£+ SkilsPortal Users
" Corliguration
a 7% SkilsPlanner
7] Training Categories
[T Mesting Types
[ Booking Categories
£ Selection & Evelusion
4 3% Resources
[T] Rooms & Locations
» [ Trainers
[T] Managers
4+ SkilsPortal
Skillshssess

Sub Menu
a [T Training Requests
) 8Feh 2010 - 95ep 2012
4 @ Pending Approval

A Tes -
4 Delete Training Request.
T

. @ Completed

s Preferences ~

Stat | UserSelection | TranngEvenls | TraningSessions | Completion Status | Statistics

@) Creats and manage Training Events to specity how you wil deliver this Training

HX®® Event Details
a @) Test Training Flequest Description | Public Description
(B Eventi

SkillsPortal Contert Link.

TangCategoy [TTamaled 5]

Delivery Method

Scheduling Options

Duraion (hhcmm) |—01:00j Fepeat Days =

™ Duration includes Trainer Lunch Break

I™ Keep teams tagether

Min. Group Size = | Schedule Event,
Max GroupSe [ 105 ) Completion Status

Costs

Event Cost 0.00=

< Brevious Hext > Al Close

128

Figure 132: Deleting a training request
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13 Meetings

Meetings

To create a meeting, select Meetings from the Main Menu. This is the same process that is used for

creating team meetings and one-to-ones.

Fle  View Training  Help

Main Meru
a % SkilsPlanner
+ [l Lisising Egquests
4 - x PEsone Calendars
8] Room Calendars
B, Trainer Calendars
& Manager Calendars
4+ SkilkPortal Users
3 Corfiguation
a7 SkillsPlanner
[T Training Catagaries
] Mesting Types
] Booking Categories
£ Selection & Exclusion
4 35 Resauces
[T Fooms & Locations
> [ Trainers
] Managers
# SkilsPortal
Skilshssess

Sub Menu
2 [ Mestings
F Viewing By Lacation
el <NoLocations
Lok Alanta
L] Glasgon

Right click on
Meetings to

silver

solutions

L oo view the
different view
™ options.

_iPreferences -

Figure 133: Creating a new meeting

A list of the locations will appear in the Sub Menu. The view can be changed to view by manager
instead of location by right clicking on Meetings in the Sub Menu.
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Figure 134: Different view options
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Figure 135: Expanding the location to reveal the associated managers

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).
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13.1 Creating a Meeting

Click New Meeting to reveal the step-by-step meeting template (as in the example on the next page,
which contains some existing meeting templates.).
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Figure 136: Creating a new meeting

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

1.

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

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

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

Location — select a location for the meeting. A meeting’s location is based on the
location/locations assigned to the manager who has been assigned to the meeting. If the
manager is only assigned to one location, the location field will be automatically populated
when the manager is assigned to the meeting. If the manager is assigned to more than one
location, these will appear in the Location select box. Agents associated with a meeting will have
their locations updated to match the location of the meeting’s manager.
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5. Manager — select which manager to associate to the meeting request (A Solo Task meeting
does not require a manager).

6. Status —There are three options:

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

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

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

Start User Selecinn Meeling Schedul Wk Ma
Details
Main Title * [ Enter a main title and use the drop
down list to select the correct meeting
Meeting Type * = .
il I —] type. Enter a mandatory description.
Description and
Objectives *
Select the manager from the Manager drop
Manager * | =l down box. The Location field will be
automatically populated based on your
Kocetiory I —vJ manager selection and will contain all of the
Status |'J Pending Approval Ihe Status setting will locations to which the selected manager has
- affect whether meetings been assigned.
Noti rticipants by il )
otfy participants by emai will appear in Porzal.
Dates Select the Larliest Start and Latest End date. If
this meeting will be used as a template the
Start Date frwer2012 = 5 End Date [o7 war 2012 =] date/time frame defined here will be used for
future scheduling.
Times
Earliest Start Time 55300 E:H Latest End Time 00 =

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

Duration (hh:mm) |0'|00 3: | Set the meeting duration. I

Figure 137: New meeting template

7. Start Date — by default the meeting window will be set to the current date.

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

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

10. Select the meeting duration.
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13.1.1 Selecting Users

On the User Selection tab, select the users that the meeting is being created for.
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¥ Remave team leavers autornatically ¥ Fullteam synchronization

4 & Blus Sky ditines
4 [E London
. O <Mone>
. [ & UK_Supervisor &
- @& UK_Supervisor B
- &k UK_Supervizor C
- &k UK_Supervisor D
o B Mew ok
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Figure 138: Selecting the team in the user selection tab
Once the relevant users have been selected, click Next or click the Meeting Scheduler tab.
13.1.2 Scheduling

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

Fle  View Traing  Help

Main Menu
Stal | UserSelection | MestingScheduler | Workforce Management
4 *F SkilsPlanner
, [ Training Requests ©) Choose Roons, Inteinuptible Adtivites, set up constraints, recunence options and petforma the search.
] Meetings
2 27 Rosoucs Calendars Resouces || Internuptible Acliviles || Optimised Search | Manual Search
ax

] Room Calendars @ Viewactive Fooms € View Inactive Fiooms

£ Trainer Calendars
& Manager Calendars
2+ SkilkPortal Users
4 3 Configuiation
4 % SkilsPlanner
[T Training Categories
[T Meeting Types
[T Booking Categaries
£ Selection & Exchision
» 3% Resauces
4 SkilsPoral
Skilshssess

Sub Menu
4 [ Mestings
o Viewing by Location
Lol <Mo Locations
Lol Atlants
Lol Glasgow
Ll Londan
4 Lsl Manchester
& Poger Harlan

a @ Intemal
Lol <MoLocations

> 5l Atlanta

o Ll Blasgow

o L] London

4 Lol Manchester
[0 Manchester Room 1
[0 Manchester Room 2
[0 Manchester Room 3

Administrator Guide

Figure 139

: Meeting scheduler tab

133




Meetings

There are four tabs available for completion:

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

Start Uzer Selection Meeting Scheduler YWorkforce Management
) Choose Rooms, Intermuptible Activities, set up constraints, recurrence options and perform the search.
Reszources Intermiptible Activities Optimized Search Manual Search

f* ‘iewActive Rooms 7 View Inactive Faoms

2 @ Intemal
Lol <Mo Location:

> _uL Atlanta

. 1ol Glasgow

- Jal London

4 _nL Manchester
[0& Manchester Room 1
O Manchester Room 2
[O&, Manchester Room 3

Figure 140: Resources tab

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

@) Choose Rooms, Intermuptible Activities, set up constraints, recunence options and perfarm the search.
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EEEREERA

Activity Set
O & MuliMedia_Activiies
Meal

O % Lunch

Figure 141: Interruptible Activities
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13.1.2.3 Optimised Search
Select the required constraints as per scheduling training. Under Recurrence, select whether the
meeting should be every N Days, Weeks or Months and on what days the meeting can be scheduled.

Figure 143: Setting required constraints via the optimised search tab

Recumence
V| Active
Daily Monday Tuesday
Weekly Wednesday Thursday
Monthly Friday Saturday
Sunday
Recumence period: 1 =
Recurrence will try to book a meeting once within each recurence period on any of the days that are ticked between the Start Date and End Date.
Atendance Constraints Booking Strategy
Min. % of Atendees Required 100/2 == =

Retrieve fresh data [/ Search -

Figure 142: setting required meeting recurrence options

There are three recurrence options available, Daily, Weekly, and Monthly.

Within the performance constraints, select the required Coverage Target and Coverage
Tolerance.

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

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

Meeting Transition Time — It is possible to set a transition time for meetings and one-to-ones. This
will prevent subsequent sessions for the same meeting request from being booked next to each other.
For example, scheduling one-to-ones with multiple agents with a transition time of 15 minutes will
prevent the sessions from starting within 15 minutes of a previous session ending.

Notes:

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

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

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

Meetings

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

After selecting the date, click Search to reveal the number of available agents by time slot.
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Figure 143: Manually creating a meeting
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Figure 144: Viewing available agents for a meeting

Double-click the time slot to view a meeting session window similar to the meeting below. Click OK to
create a manual meeting session.
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Figure 145: Meeting session window

The option to select a manager will appear. After selecting the manager, click OK. A meeting session will

appear in the Workforce Management tab.
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Figure 146: Selecting a manager for the meeting
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13.1.3 Workforce Management

Meetings

Select the Workforce Management tab to reveal the suggested meetings.
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Figure 147: Workforce management tab options

The Schedule tab identifies the number of meetings created.

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

Clicking Status displays the scheduled meeting activity in report format.
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Figure 148: Display of scheduled meeting report

The Meeting Session Detail is also available, as when creating training sessions.
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Figure 149: Meeting session details
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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.
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Figure 150: Closing the meeting session template

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

as in the example below.
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13.2 Duplicating a Meeting

Once a meeting has been created, it can then be copied over to other teams using the same format (this
can be edited once created if required). Right-click the meeting request and select Duplicate
meeting... from the available menu options.
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Figure 152: Copying a scheduled meeting to other teams

The Duplicate Meeting window from WFM appears, allowing you to select the users you want to create
duplicate meetings for. You will be given the option to create a new meeting for each team with users
selected or a single meeting containing all selected users.
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Figure 153: Copying a scheduled meeting to other teams

By default, the main title shows as Copy of Team x Monthly Meeting.
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Figure 154: Output of copying a meeting to another team

The main title can be changed by either double-clicking the main title team name, or by right-clicking
and selecting Edit Meeting... from the available menu options.
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Figure 155: Editing the details of the copied meeting

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

Optimized Searches...

The Meeting Scheduler Options message appears, as in the example below. By leaving
Automatically Publish Exceptions to WFM for all Meetings selected, the meetings will be
scheduled using the exact criteria specified in the original meeting, and the exceptions will be

committed to WFM.

Administrator Guide

143



Meetings

If the meetings are to be visible in the Web Portal make sure that the status is changed to Active.

Eile  View Training Help

Main Menu

4 SkilsPanner

» ELJ Training Requests
[T] Mestings

4 nn Resouce Calendars
3] Room Calendars
£ Trainer Calendars
£ Manager Calendars

£+ SkilsPonal Users

4 Configuiation

a

4 % SkillsPlanner
[ Training Categories
[T] Meeting Types
[T Booking Categaries

£ Selection & Exclusion

4 5% Resources
[T] Rooms & Locations
b [ Trainers
[T Managers
- SkilsPortal
Skilshssess
Sub Menu
4 [T Mestings

o Viewing by Locaion
Ll <MaLocation>
Ll Allanta
L] Blasgow
Ll London
b .l Manchester

s Preferences «

Mesting Filters

I Enable StatusFiter | =l

I™ Enable Type Fiter [ =l

¥ Show items needing ciitical attention |3 3: days warning (Only applies to Meetings with Recurence]
¥ Show items needing attention soon 10 =] days waming (nlp applies to Meetings with Recurence]

¥ Shaw items needing na attention

T~ Only shavs tems without Next Dates

“JMew Mesting (] Check All 3¢ Delete,,, /& Refresh % Hext Dates.., 7| Optimised Searches...

Status | Main Title [ Type [ Status[ 2 Manager | &2 Employee ID | Start Date: [ErdDate | Nest Start Date [ Mext End Date | Duration [Minutes) | Recurence
TeamMesting  TeamMesting  Aclive Dianali Diana 1Mar 20100800 6 Mar 2010 22.00 Ell Weekly (Mon,Tue Wed,
TeamMesting  TeamMesting  Active RogerHaln  roger 1 Mar 20100800 8 Mar 2010 22:00 Ell Weekly (Mon.Tue Wed.

Meeting Scheduler Options

[ Automatically publish all Mestings ta WM

@) Important Note: IF you do nol ik this option, then Coverage Tolerances may not be respested
This is because unpublished Meetings wil not keep coverage data in WFM upto-date, and cauld
resultin bookings which violate the desired Coverage Tolerance.

B | |

2 Ttemis)

144
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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
WEM.

To exit the meeting template, click Close at the bottom of the window.
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Figure 157: Workforce management tab

There is an option to export the meeting session detail.

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

13.3 Group Scheduling of Recurring Meetings

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

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

There are three options available:

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

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

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

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

OK.

Note: If the date range-end date of the original meeting is in the past then Training Manager will set the
Suggested Next Dates to start from tomorrow in order to prevent a new meeting being scheduled in the
past. The duration of the window will be the same as the original meeting’s.
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Figure 158: Meeting next dates message

The new suggested dates will then appear under Next Start Date and Next End Date.
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Figure 159: Suggested next meeting dates

If the meeting dates suggested are correct, select Next Date again, and then select the option Apply
Next Dates for all selected Meetings.
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Figure 160: Confirming next meeting dates
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The new dates will now replace the previous dates under Start Date and End Date.
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Figure 161: Confirming changes to meeting start and end dates

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

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

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

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

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

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

those meetings that need attention to be visible.

13.3.1 Selecting next dates for multiple meetings

The select next dates option within the meetings screen includes the ability to set the next start and
next end dates for multiple sessions. To use this feature:

1. Check one or more meetings from the meetings table.
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Click the Next dates button at the top of the table.

Click the Select next dates option.

Select the next start and end dates via the two datepickers.
Click OK.

vk wnN

Training Manager will then update the next dates for all selected meetings to the selected date range.
The start and end times will be set to match the times specified in the original meeting.

Notes:

e Itis not possible to set either a next start or end date that is in the past.

e If the original meeting start and end times were both set to 00:00 (midnight) and a single day
next dates window is selected (i.e. both start and end dates are the same day), Training
Manager will update the end time to 23:59. However, if the start and end dates are different the
times specified in the original meeting will be applied.
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14 Scheduling exceptions over exceptions

Previous versions of Training Manager supported the ability to publish training and meeting sessions to
WFM that interrupted activities (but not exceptions) in Genesys WFM. Training Manager supports the
ability to interrupt both activities and exceptions when publishing training and meeting sessions to
WFM.

Notes:

e If atraining/meeting session is published over another exception and then removed, the
removed portion will not be replaced.

e Itis not possible to interrupt an exception that was published via Training Manager.

e Standard scheduling rules, service level calculations and booking strategies still apply.
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15 Timeoff

In Genesys it is possible to overwrite an exception with Timeoff. When this happens, the exception is
still there, but because the agent may not be in work, they may not take their training. If viewing this in
SkillsTraining Manager, you will see a purple flag indicating any agents that have time off.
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16 Marked Time

In Genesys it is possible to overwrite an exception with Marked Time. When this happens, the exception
is still there, but because the agent may be working on a project or as Overtime, they may not take their
training. If viewing this in SkillsTraining Manager, you will see a blue flag indicating any agents that have
Marked Time.
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17 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.

Team Based Scheduling

Select Keep team together and the Optimised Search Algorithm will keep the team members

together.

Fle  Wiew Traning  Help

Main Menu
4 % SkilsPlanner
» [ Training Requests
[T Meetings
4 3% Resource Calendars
1] Room Calendars
£ Manager Calendars
22+ SkilsPoral Users
4 g Configuration
4 % SkilsPlanner
[T Training Categories
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This will also be visible in the Scheduling Options tab.
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4 Skills| Repeat Days 1=
4 U Confi
P Group Size
[ai Min. Group Size = Max. Group Size 10
2§
B Team Based Scheduling
&
. ¥ Keep teams together ADG Name  [Team Leader ©) Thisis 2 Global setting which will pply to all Traiing,
H
Save Cancal
5
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a [ Traini
Jg  Ewesptions CJOK &f Missing
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Figure 163: Setting the team-based scheduling option

Training sessions will be created around the minimum and maximum numbers of delegates required.
View the training session details to confirm that the teams have been scheduled together as required
see the example on the next page.
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Figure 164: Display of training session details

Administrator Guide 155



Team Based Scheduling

In this example only Team 1 members have been scheduled for this training session.
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Figure 165: Example of scheduling a team for a training session
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18 Training Manager Outlook Integration

Training Manager includes new Outlook integration features that support the automated sending of
email notifications to meeting/training session participants. It is also possible for users to download
Outlook appointment (ICS) files from Portal for any event they are set to attend.

18.1 Portal iCalendar File Download

Users logging in to Portal are now able to download an iCalendar (.ICS) appointment file via the Add to
Calendar link for any meeting/training session that they are expected to attend. This will result in the
download of an ICS file which can be opened in Microsoft Outlook and saved to the user’s calendar.

Tuesday, 10 January 2012

Adwvanced Sales Module 1{[A5111}}
05:45 - 06:45 GMT Trainer: Garry Bobbington [ Room: Meeting Room 131
LETrﬂirﬁng Request : Advanced Sales Module 1 ({AS111])) B Trainer : Garry Bobbington

\l‘-'.r'}Training Event : Event 1 ﬁl.] Room :  Meeting Room 131

E\J Add To Calendaj

Link :
http:/fwvew yourcompany.comfadvancedsales/

Description :
Initial discussion of advanced sales techniques.

Figure 166:Add to Calendar link in Portal

Note: The cancellation of a training event or meeting will not result in an update/cancellation to the
appointments saved by attendees.

18.2 Training Manager iCalendar email notifications for meeting/training session attendees

The Training Manager meeting and training scheduler functionality now includes the ability to send
email notifications to session attendees. When a meeting/training session is published with the “Notify
participants by email” option enabled Training Manager will retrieve attendees’ email addresses from
WFM and send an email containing an iCalendar (.ICS) appointment. The appointment file will include
the details of the training/meeting session. Attendees can then save the appointment to their Outlook
calendars. If the training/meeting session is later removed from WFM Training Manager will
automatically send cancellation notification emails to attendees.

18.2.1 Email Notifications: Meeting Sessions

To enable email notifications for a meeting select the meeting from the Meetings Sub Menu. Check the
Notify participants by email checkbox from the meeting’s start tab. Continue through the user selection
and meeting scheduler tabs as normal. Publishing sessions that were found via optimised or manual
searches will result in Training Manager sending meeting notification emails to the attendees. Removing
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the meeting from WFM via Training Manager will result in cancellation emails being sent to the
attendees.

Notes: Removing the meetings directly in the WFM will not result in cancellation emails being sent to
the attendees.

Possible meeting sessions that have not been published will not result in meeting email notifications
being sent to the list of attendees.

Emails will only be sent for sessions that are published to the master schedule (emails will not be sent
for sessions that are published to scenarios).

Status I@ Pending Approval j

i Motify participants by email

Figure 167: Notify participants by email option
18.2.2 Email Notifications: Training Sessions

To enable email notifications for a training request open the training request from the Training Requests
Sub Menu. Select the Training Events tab. Check the Notify participants by email checkbox from the
Scheduling Options section and apply changes. Continue to schedule the event using optimised or
manual search as normal. Publishing sessions to the WFM will result in Training Manager sending
training request notification email to attendees. As with meetings, removing published training sessions
from WFM will cause cancellation email notifications to be sent to attendees.

Scheduling Options

ousin [01:00 =

™ Includes trainer lunch break
Repeat Days Iﬂ
Min. Group Size IW
Max. Group Size IW

r Keep teams together
E7 Motify participants by emaﬂ

Figure 168: Example of scheduling a team for a training session

To import downloaded ICS file attendees should:

e Ensure that the exported ICS file is on a computer with Microsoft Outlook 2010 or later installed.
e Run Outlook.

o Double-click the ICS file.

e Accept the appointment to add it to the calendar.
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Feature notes and caveats:

e |f a meeting/training session is published then edited so that the Notify participants by email
option is disabled, removing the session/sessions from WFM will still result in cancellation email
notifications being sent to attendees.

e For training requests the option to enable the Notify participants by email feature is also
accessible from the Schedule Event screen in the Scheduling Options tab.

e Only agent attendees are emailed notifications for meeting/training sessions. Managers and
trainers will not receive email notifications.

e Attendees receiving ICS files require Microsoft Outlook 2010 or later.

o Agents need to have their email address setup in SkillsAssessor in the first instance,

o If not then agents must have correct email addresses set in their WFM user accounts.

e Sent emails will have their ‘From’ field set to the manager for meetings or to the trainer for
training requests. If no trainer is selected for a training request a default configurable email
address will be used. Please see the installation/upgrade guide for configuring this email
address.

e Email notification content will include the following information:

Event title

Event type

Date & time of meeting/training session

Location & room (if set)

Trainer name & email

Description & objectives

Event public description

. Content link

e |CS files produced by Training Manager do not support recurrence rules, e.g. recurring meetings
will result in multiple individual event ICS files being available in Portal.

e |CS files produced by Training Manager do not support reminders in Outlook.

®NODU AW
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19 Reports

The following reports are available in Training Manager.
19.1 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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41 Itemis)
i Preferences -

Figure 169: Training request completion status

160 = Training Manager 8.5.648




Reports

19.2 Training Summary by Status Report

An overall summary report is available, by status, for each of the training requests.

When you click the actual status— for example, Active or Completed—a summary appears for each
of the training requests within that file, similar to the example below.
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[ Training Categories
[T Mesting Types
[T Booking Categaries
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4 2% Resouces
[ Rooms & Locations
> [0 Trainers
[T Managers
22+ SkilsPortal
Skilshssess

Sub Menu
4 [T Training Requests
7 8Feb2010-3Sep 2012
> @ Pending Approval
. @ Active
> @ Completed

i Preferences +

Training R e

Status

Test Training Request

Overal Completion
# Soheduled aoross all Events
# Unscheduled across all Events

# Trained across all Events

# Unlrained or Partially Trained across all Events

<

# Training Sessions El

First Training Session [ 2 pay 2070 11:45 20
Last Training Session [ 12 par 207012200 T

11

# Trained 7 # Scheduled]
+100

Select Training
Requests and then
the relevant status.

Administrator Guide

Figure 170: Summary of training requests

161



Reports

19.3 Agent Detail Completion Report by Training Event

A Completion Status report for the training event is available that lists all of the agents assigned to
attend training.

This report is available by selecting Completion Status found underneath Training Requests in the
Main Menu window.

Select the relevant status, and then expand the view to locate the relevant training request in the Sub
Menu. Selecting the last option displays a list of all of the agents that were selected for training. This

view can also be filtered by either clicking at the top of the column heading, and/or using the available
filters; for example, Enable Status Filter, or Enable Date Filter.
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Reports

19.4 Completion Status Report

Report information can now be viewed at a higher level than selecting the individual training request.

Select the Completion Status option on the Main Menu. The report template appears in the main
window. The option to filter by the following options is then available:

1. Status of training session; for example, Pending Approval or Active.
2. Course Code

3. Date

4. Training status; for example, Missed or Scheduled.

The information can be filtered further by the Location, Team, Site and Business Unit as usual.
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19.5 Individual Agent Training Summary Report

This reports individual agent activity across all of their scheduled training.

Expand Selection & Exclusion in the Main Menu window and then expand the MU’s and Agent
Groups to select the required individual. Right click on the individual and select Completion Status.
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Figure 173: Individual agent training summary report

This will reveal any training activity within the date range. The list could contain sessions that the
individual was scheduled for or training that the individual was selected but not scheduled.
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Figure 174: Individual agent training summary report
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19.6 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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Any training activity in the selected date range will then be displayed.

This information can also be exported by clicking the Export button.

Reports
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19.7 Multiple Trainer Courses Report

Reports

This report is selected in exactly the same way as the Training Overview, and will display any training
activity where there have been multiple trainers in the required date range.

This information can be exported if required.
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Click Export to save the
report to a file.

Figure 177: Viewing and exporting the multiple trainer courses report
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20 Useful Tips

Useful Tips

When scheduling for a full day's training session
there are no schedules created.

Check in Scheduler to make sure that breaks and
lunches have been selected as interruptible.

No schedules have been created for certain
agents even though they are in WFM.

Check in WFM to make sure that they are
available. For example, that they have a schedule
and are not on vacation or scheduled to do
something else.

No schedules have been created even though the
agents are available in WFM.

Check to make sure that the trainer(s) and the
room(s) selected are available for the training
window specified.

A trainer has been selected, but is only being
scheduled from 11:00 and | need to schedule
them from 08:00.

Check to make sure that their previous shift ends
at the correct time and not 00:00 (midnight) per
the 11-hours-between-working-shifts rule.

Overtime has been created to increase the
number of agents available for training, but they
aren’t being scheduled.

Check in Scheduler to make sure that the
overtime activity has been selected as
interruptible.

Training Overview report is only exported into
Csv.

To view an exported Training Overview report in
Excel, export it and save it as a csv file. Open
Excel, and then open the csv document as
"delimiter." This transfers the file into Excel.

One of the rooms previously used is now
unavailable.

Select the room from within the Resources
main menu option and deactivate it to make sure
that it is not used in the future.
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