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Trading a Shift with a Specific
Person (Genesys Cloud)

Summary

Trading a shift with a specific person in Genesys Cloud Workforce Management (WFM) allows
an agent to request a schedule swap with another agent for a particular shift. Instead of posting
the shift to a general shift trade board, the request is directed to one specific agent who can
accept or decline the trade.

This capability helps teams manage schedule changes while maintaining coverage
requirements, staffing rules, and adherence to workforce policies configured in Workforce
Management.
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Utilization

Use Case

Personal schedule conflicts

Team collaboration

Last-minute coverage

Work-life balance

Supervisor-approved schedule adjustments

Description

An agent needs coverage for a shift due to appointments
or personal obligations

Agents coordinate directly with colleagues to swap shifts

Allows agents to quickly resolve coverage gaps with
trusted teammates

Provides flexibility while maintaining staffing requirements

Shift swaps remain governed by WFM validation rules

When a shift trade is requested, Genesys Cloud validates that the swap meets scheduling
constraints, including staffing requirements and agent eligibility.

Best Practices

Practice

Confirm availability with the other agent before sending
the request

Verify both agents have the required skills

Use shift trade early when possible
Follow team scheduling policies
Monitor notifications for acceptance or rejection

Avoid excessive shift trading

Reason

Increases the chance the request is accepted quickly

Ensures the swap passes workforce management
validation

Gives time for approval and avoids coverage risk
Prevents violations of labor rules or staffing plans
Allows quick follow-up if the trade is declined

Maintains schedule stability and forecasting accuracy

Example Scenarios

Scenario 1 - Personal Appointment

Agent scheduled for evening shift

l



Agent has personal appointment
{

Agent requests shift trade with teammate
l

Teammate accepts the trade
l

Genesys Cloud validates and updates schedules
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