
This PDF is generated from authoritative online content, and
is provided for convenience only. This PDF cannot be used
for legal purposes. For authoritative understanding of what
is and is not supported, always use the online content. To
copy code samples, always use the online content.

Policies

Workforce Management Web for
Supervisors Help

5/4/2025

www.princexml.com
Prince - Non-commercial License
This document was created with Prince, a great way of getting web content onto paper.



Policies
Policy objects are the rules that govern the work schedules of contact center agents. These rules are
defined as policy objects for each site; WFM considers them when making forecasts and setting up
schedules.

Important
To configure objects and change settings in the Policies module, you must have the
appropriate role privileges. See Policies Role Privileges.

WFM Web for Supervisors includes the following policy objects:

• Exception Types—Defined periods of time when agents are engaged in noncontact work or are absent,
such as during meetings or on days off.

• Time Off Types—Various types of time off, such as vacation, sick leave, and holiday. This module enables
you to configure various time-off types and associate them with time-off rules.

• Time-Off Rules—The rules that govern accrued time off, and how awarded time off is granted. This
module enables you to configure time-off rules for multiple time-off types or a single time-off type.

• Meetings—A period set aside for a specific activity, such as a meeting or training, attended by multiple
agents.

• Marked Times—Periods that you can designate as requiring special tracking. For example, you might
have an agent who works extra hours on a particular day, but the extra hours do not count as overtime.
You can mark those hours to track and report on them.

• Shifts—Defined periods of time when agents are assigned to work activites. Shifts define workday
parameters by time of day, duration, and days of the week.

• Contracts—Settings for agent availability times and days off that might be union or contractual
requirements. WFM automatically takes these settings into consideration during scheduling to produce
legal schedules for every agent.

• Rotating Patterns—Rotating work weeks of shifts, working days, working hours, and/or work activities. A
rotating pattern can be assigned to an agent.

Watch the Video

• Creating Exception Types
• Creating Time-Off Types
• Creating Time-Off Rules
• Creating Meetings
• Filtering Agents by Activities
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• Creating Marked Time
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