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Verint Workforce Management (WFM) is a comprehensive solution designed to
optimize the efficiency and effectiveness of workforce planning and
management. It provides organizations with tools for forecasting, scheduling,
performance management, and analytics to ensure that the right number of
staff is available at the right time to meet customer demand. This user guide
aims to provide an in-depth understanding of the features and functionalities
of Verint WFM, making it easier for users to navigate and utilize the system
effectively.

Overview of Verint WFM

Verint WFM is part of a broader suite of customer engagement solutions that
help organizations manage their workforce more efficiently. The platform
integrates various functionalities that cater to different aspects of
workforce management, including:

- Forecasting: Predicting future workload and staffing needs.

- Scheduling: Creating effective schedules that align with business needs.

- Performance Management: Assessing employee performance and optimizing
productivity.

- Reporting and Analytics: Providing insights and data for informed decision-
making.

This guide will break down each of these components to help users understand
how to leverage Verint WFM effectively.

Getting Started with Verint WFM

Before diving into the various functionalities, it’s essential to understand
how to access and navigate the Verint WFM interface.

Accessing the System

1. User Credentials: Ensure you have the correct username and password
provided by your organization's administrator.

2. Login Process:

Go to the Verint WFM login page.

Enter your credentials and click on the "Login" button.

. Navigating the Dashboard: Upon logging in, users will be greeted with a
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dashboard that provides an overview of key metrics, alerts, and
notifications.

User Roles and Permissions

Different user roles within the Verint WFM platform come with varying
permissions. These typically include:

- Administrators: Full access to all functionalities, including user
management.

- Managers: Access to scheduling, performance management, and reporting
features.

- Employees: Limited access to view schedules and submit time-off requests.

Understanding your role will help you know which features you can access and
utilize.

Key Features of Verint WFM

Verint WFM is packed with features designed to streamline workforce
management processes. Below are the core functionalities:

1. Forecasting

Accurate forecasting is vital for effective workforce management. Verint WFM
utilizes historical data to predict future workload requirements. Key aspects
include:

- Data Analysis: Analyzing past performance data to identify trends.

- Modeling Scenarios: Creating different forecasting models based on various
parameters (seasonality, promotions, etc.).

- Adjustment Capabilities: Allowing users to manually adjust forecasts based
on real-time inputs.

To create a forecast:

- Navigate to the "Forecasting" module.

- Select the time period for which you want to forecast.
- Review historical data and trends.

- Generate the forecast report.

2. Scheduling

Once forecasting is completed, the next step is scheduling. Verint WFM offers



tools to create optimized schedules that meet operational needs. Key features
include:

- Shift Creation: Easily create shifts based on forecasted requirements.
- Employee Preferences: Incorporate employee availability and preferences
into schedules.

- Automated Scheduling: Use algorithms to automate the scheduling process
based on various factors.

To create a schedule:

- Go to the "Scheduling" section.

- Select the team or department.

- Input shift requirements based on the forecast.
- Review and publish the schedule.

3. Performance Management

Performance management tools within Verint WFM help organizations monitor and
enhance employee productivity. Key functionalities include:

- KPIs and Metrics: Track key performance indicators relevant to workforce
efficiency.

- Real-Time Monitoring: Gain insights into employee performance in real time.
- Feedback Mechanisms: Implement feedback loops for continuous performance
improvement.

To manage performance:

- Access the "Performance Management" module.

- Review individual and team performance reports.
- Set up performance goals and benchmarks.

4. Reporting and Analytics

Data-driven decision-making is essential for effective workforce management.
Verint WFM provides robust reporting and analytics tools that allow users to:

- Generate Reports: Create customized reports on various metrics (attendance,
productivity, etc.).

- Analyze Trends: Identify trends and patterns in workforce data.

- Make Informed Decisions: Use insights gained from reports to inform
strategic decisions.

To access reporting tools:

- Navigate to the "Reporting" section.

- Choose the type of report you want to generate.

- Customize parameters as needed and run the report.



Best Practices for Using Verint WFM

To maximize the benefits of Verint WFM, consider implementing the following
best practices:

1. Regular Training: Keep all users trained on the latest features and
functionalities.

2. Data Accuracy: Ensure that all data entered into the system is accurate
and up-to-date.

3. Engagement: Encourage employee engagement with the system, especially in
submitting preferences and feedback.

4. Continuous Improvement: Regularly review performance metrics and adjust
processes as necessary.

Troubleshooting Common Issues

Even with a robust system like Verint WFM, users may encounter issues. Here
are some common problems and solutions:

- Login Issues: If you can’t log in, ensure your credentials are correct. If
issues persist, contact your administrator.

- Data Discrepancies: If the data appears inaccurate, double-check the input
for errors and consult with your data entry team.

- Performance Metrics Not Updating: Ensure that the system is set to refresh
data at regular intervals. If not, contact technical support.

Conclusion

The Verint WFM user guide provides a comprehensive overview of the
functionalities and features that enable organizations to optimize their
workforce management processes. By understanding the system's capabilities,
users can effectively utilize the tools available to enhance productivity,
streamline scheduling, and improve overall workforce performance. With
continuous training and adherence to best practices, organizations can
harness the full potential of Verint WFM to meet their operational goals.

Frequently Asked Questions

What is the purpose of the Verint WFM User Guide?

The Verint WFM User Guide provides comprehensive instructions and best
practices for effectively using the Verint Workforce Management software,
helping users optimize scheduling, forecasting, and performance management.



How can I access the Verint WFM User Guide?

You can typically access the Verint WFM User Guide through the Verint support
portal, your organization's internal documentation repository, or directly
within the WFM application under the help menu.

What topics are covered in the Verint WFM User
Guide?
The guide covers a variety of topics including user interface navigation,

scheduling functionalities, reporting tools, forecasting methods, and
performance analytics.

Is there a section on troubleshooting common issues
in the Verint WFM User Guide?

Yes, the Verint WFM User Guide includes a troubleshooting section that
addresses common issues users may encounter and provides step-by-step
solutions.

Can I find best practices for scheduling in the
Verint WFM User Guide?

Absolutely! The guide includes best practices for creating efficient
schedules, managing employee availability, and balancing workload across
teams.

How often is the Verint WFM User Guide updated?

The Verint WFM User Guide is regularly updated to reflect software updates,
new features, and user feedback, ensuring that users have the most current
information available.

Does the Verint WFM User Guide include training
resources?

Yes, the guide often includes links to training resources such as webinars,
video tutorials, and FAQs to help users better understand the software.

Is there a mobile version of the Verint WFM User
Guide?

Some versions of the Verint WFM User Guide may be optimized for mobile
devices, allowing users to access information on-the-go, though availability
may vary.



Where can I find advanced features in the Verint WFM
User Guide?

The advanced features are typically detailed in a specific section of the
guide, providing insights on utilizing complex functionalities such as
predictive analytics and multi-skill scheduling.
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