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2.3 Forgotten Credentials

(Video instructions available: Forgotten Credentials)

To access Genesys the user must have a valid WAMS ID.

Use these instructions i

omeee
Fo-recover youra forgotten WAMS user ID or password:

1. Open the on.wisconsin.gov page.
2. Select Account Recovery to reset yourthe WAMS usernameuser |ID or
password.

¥euThe user can attempt to sign in as many times as needed,-but- after three
unsuccessful login attempts, you-willbethe user is locked out of etherall
applications that yeu-require use yeurof a WAMS ID.

Show/Hide an example of the page


https://vimeo.com/showcase/9568233/video/722957874
http://on.wisconsin.gov/

Q\X/BCONS N.Gov

Wisconsin User ID

Web Access Management System (WAMS)

The States Web Access Management System (WAMS) allows authonized individuals to access State
Internet applications using the same means of identification for all State Web applications. For example, a
citizen can use the same Wisconsin User ID and password to acquire overweight trucking permits and
Emergency Medical Technician certification.

When access to information or services is restricted, to protect your privacy or the privacy of others, you will
be asked to provide a Wisconsin User ID and password. Your Wisconsin User ID and password verifies
your identity so that we can provide you with access to your information and services and prevent access by
unauthorized individuals.

Please note that only certain types of information will be stored in your user profile, as described in the User
Acceptance Agreement. Your user profile will never collect or contain information about you, such as your
dniving history, tax information, unemployment compensation or vehicle registrations.

Self-Registration (Request a Wisconsin User ID and Password )

Self-Registration allows you to create your personal Wisconsin Login Account.  This is your key to doing
secure business with the State of Wisconsin over the Internet.  This account belongs to you. It does not
belong to your current employer.

Note: You must provide a valid, unique e-mail address to self-register for a Wisconsin Login Account.
Comespondence regarding your Wisconsin User ID, password or other information about your Wisconsin
Login Account will be sent to this e-mail address.

Profile Management

Profile Management allows you to change your account information, e-mail address, password and other
information.

Logout (Terminate your account session_)

Logout shuts down your current session. To access a secured application you will have to login again.
Note: If Logout takes you to the Login panel, you are already logged out of the account session and no
action is needed.

Account Recovery {Forgot your Wisconsin User |ID or password?)

Account Recovery is used to restore access to your account if you can not remember your password or
your Wisconsin User ID.

Note: You must know the answer to your secret question and you must have access to the e-mail address
in your account. A link provided in an e-mail is used to continue Account Recovery.

ance send an e-mail to Help Wisconsin Support




@ WiscoNsIN.Gov

Wisconsin User ID

Web Access Management System (WAMS)

The States Web Access Management System (WAMS) allows authorized individuals to access State
Internet applications using the same means of identification for all State Web applications. For example, a
citizen can use the same Wisconsin User ID and password to acquire ovenweight trucking permits and
Emergency Medical Technician certification.

When access to information or services is restricted, to protect your privacy or the privacy of others, you will
be asked to provide a Wisconsin User ID and password. Your Wisconsin User ID and password verifies
your identity so that we can provide you with access to your information and services and prevent access by
unauthornzed individuals.

Please note that only certain types of information will be stored in your user profile, as described in the User
Acceptance Agreement. Your user profile will never collect or contain information about you, such as your
driving history, tax information, unemployment compensation or vehicle registrations.

Self-Registration (Request a Wisconsin User ID and Password.)

Self-Registration allows you to create your personal Wisconsin Login Account.  This is your key to doing
secure business with the State of Wisconsin over the Internet.  This account belongs to you. It does not
belong to your current employer.

Note: You must provide a valid, unique e-mail address to self-register for a Wisconsin Login Account.
Cormrespondence regarding your Wisconsin User 1D, password or other information about your Wisconsin
Login Account will be sent to this e-mail address.

Profile Management

Profile Management allows you to change your account information, e-mail address, password and other
information.

Logout (Terminate your account session.)

Logout shuts down your current session. To access a secured application you will have to login again.
Mote: If Logout takes you to the Login panel, you are already logged out of the account session and no
action is needed.

Account Recovery (Forgot your Wisconsin User ID or password?)

Account Recovery is used to restore access to your account if you can not remember your password or
your Wisconsin User ID.

MNote: You must know the answer to your secret question and you must have access to the e-mail address
in your account. Alink provided in an e-mail is used to continue Account Recovery.

For assistance send an e-mail to Help Wisconsin Support




3. Follow the Wisconsin User ID Account Recovery instructions on the Wisconsin
User ID page.

Q\X/ISCONS N.Gov

Wisconsin User ID Logout Help

Wisconsin User ID Account Recovery

Welcome to the Wisconsin User ID Account Recovery process. In order to recover your account, follow
these five easy steps:

1) Provide either your Wisconsin User ID or the e-mail address associated with your account.
2) Follow the Web link in the e-mail.

3) Provide the exact answer to your secret question.

4) Provide a new password for your account.

5) Terminate your Account Recovery session.

When Step 4 is complete, a Successful Wisconsin User ID Account Recovery message will be displayed.
This message will contain your User ID, in case that was the forgotten item. The same message will also be
sent to the e-mail address associated with your account.

Account Information

Provide either your Wisconsin User ID or the e-mail address associated with your account.

E-Mail —

nce send an e-mail to Help Wisconsin Support




7.2.3 Telephonic Signature Recording
Missing inln The ECF

(Video instructions available: Download the Call and Upload the Call to the ECF)

I the. teleshonic.si inai cound in the El (o Case File (ECF).

supervisorsStaff with supervisor access can use Interaction Recording to download the
fulla phone recording and upleadsave it to the- ECFtheir computer. This process cannot

be completed for caIIs oIder than 30 days 4Hhe+eeerdu4grea+%beieuﬂdw¢h4hls

Note: Compression software (such as WinZIP) is required to complete this
process. Contact your local IT department if compression software is
not installed.

To download the call-and-upload-it-to-the ECFE:

1. The person with supervisor access opens the Interaction Recording application
within the Genesys Portal.

@ WISCONSIN DEPARIMENT | \Welcome to your Wisconsin Department of Health Services MGEP Portal

of HEALTH SERVICES

Agent Desktop Platform Designer Historical Real-Time Interaction
Administration Reporting Reporting Recording

Workforce Callback
Management Administration

1.2. Open the Explore Tab and begin searching by using the “Date Range” or
‘Agent” filters. Select Search.


https://vimeo.com/showcase/9568233/video/722956980
https://vimeo.com/showcase/9568233/video/722956887
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4.5. Select the three dots in the upper-top right corner and select Export.

Interactions (1,000 of 1,509,738) ~  Filters: Date Range
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6. A pop-up displays. Check the box Include audio and text interaction files box

and select Export.

cxport

Expoat selects

Cancel

5.7. Select-the ZIP-file;unzip, unzips it, and savesaves the recording to
yourtheir computer. If you-need-helpthe user needs assistance on how to unzip;

and save the recording to their computer, they should contact yeurtheir local IT
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https://prd.cares.wisconsin.gov/help/ph/process_help/a6/6.5.htm
https://prd.cares.wisconsin.gov/help/ph/process_help/a6/6.5.htm

9.2.1 Running Reports

(Video instructions available: Running Reports)

All tasks for manaqing historical reporting take place in Historical Reporting.

1. To log in, open Genesys Portal with Firefox, Edge, or Chrome.

@ B CDnATHDRERTMERN ‘ Welcome to your Wisconsin Department of Health Services MGEP Portal

of HEALTH SERVICES

Platform
Agent Desktop Administration Designer Historical Reporting Real-Time Reporting Interaction Recording

Workforce Callback
Management Administration



https://vimeo.com/showcase/9568233/video/799506662
https://portalpub.sowi.mgep.info/

2. Enter the WAMS ID and password.

Secure Logon
for DHS-GENESYS GCXI

Username

Password

Logon

3. Select CX Insights.

= CX Insights

The CX Insights project contains the reports (and supporting
metrics and attributes) that you can use to analyze your contact
center's operation, and gain insights to make more informed

business decisions.
Server name mstr-01/MSTR-02

==

=

CX Insights for iWD

CX Insights for iWD project enables business users to quickly gain
insights into the business outcomes and operational performance of
work items. Industry-leading analytics designed to serve up the
metrics and attributes that reside within iWD.

Server name mstr-01/MSTR-02




4. Warning message displays, select continue.

Warning

of compliance with your software license agreement. The number of
named users licensed for at least one product has been exceeded. The

users, user groups, or security roles.

This is a notification that your MicroStrategy implementation may be out

privileges associated with out of compliance products cannot be added to

Continue

5. From CX Insights > Home page, navigate to the folder that contains the desired
report.

Select Shared Reports from the left menu or Browse section.

H

Create

My Reports History List My Subscriptions

History List

My Subscriptions

o m]

Add External Data Upload MicroStrategy File

1E Y. ? El}

Create Document Create Filter

t ome
9.0.019.00
Brow:




Create

© Recents
Shared Reports
My Reports
My Objects
History List

My Subscriptions

6. Select the Custom folder.

Shared Reports

Custom

Owner: Administrator
Modified:

12/15/22 2:11:06 PM

Aggregator Schema Version

—— Owner: Administrator
o Modified:
——t— 5/6/21 7:48:29 PM

GIM and aggregator schema version.

CX Insights Schema Version

—— Owner: Administrator
=== Modified:
—_—— 5/6/21 7:48:29 PM

The schema version of Genesys CX Insights.

GCXI Service Report

Owner: Administrator

connection.

= Modified:
== 5/6/21 7:48:29 PM
——— FFSQL report to check the availability of ODBC metadata database

CX Insights

Administrator

10/6/21 4:56:00 PM
This folder contains the CX Insights historical reports.

Aggregator Status Report

Administrator

==t 5/6/21 7:48:29 PM
Aggregator status report.

CX Insights Server Feature

—— Owner: Administrator
—— — Modified:
_——— 5/6/21 7:48:29 PM

All available features in Genesys CX Insights.

Create

@ Recerts

hared Reports

Dev Reports
mies
wiess

K nsights

My Reperts

My Objects

History List

My Subsoriptions

Owner: James Pashiay
ified:

11128722 4:42:13 PM

Agent Performance Report - 10-25

Owner: James Pashiey
Hodified:

10/25/22 6:39:39 PM

Gustom Queue Statistics

to assess the performance of onfigured que queve were
i vt 20 1 compare th pfamanceof aoch e 1. b it

Queve Statistcs Adjusted

by remoing Short Abandoned (=<1205) fom Calls Entered, Abandoned, and Answer Rate

Queue Statistics_Adjusted_CB
Ouner: i Eia
Hodified:

1215722 2:11.06 M
Should only be used for Calback Queves:

Queue Summary Report - All Columns
Ouner: James Pashley

81033 P

Use e the performance of confsured queues, queve were
o oet 203 1o compore e fomance of aoch e . g tarIne

Survey Answer Report - Agent Group

e mere sbout how customars snsuier post-cal survey uestions, including the mmiber snd percantage of Emes that ssch anawer was
SR T i o, e i e St o, S o

Week
Y Owner: James Pashiey
& Hodified:
7iz2 isz26 P

MilES

2025722 451110 B0

Agent Performance Report

Ouwner: James Pachley
Hodified:
10725122 6:37:55 oM.

Agent Performance Report - Dev

Ouwner: James Fashley
Hodified:

Interaction Handling Attempt Report - Lastva
our

s ing interactions,  and g
contiguous participation i the interaction.

Queue Statistics_Adjusted_30Minute
our oDk

od (=< 4 Abandoned, and Answer Rate. Incudes 30 minute ntervals

ed (=<1 }, Abandoned, and Answer Rate. Incldes Hourly intenals
Survey Answer Report - Appiication
s Pachiey
18
Use tis reporttoleam mere sbout how customers answer post<a fuding the S— erwas

T i S, v o b oS3 o oo o o




8. The INDEX page displays. Update the INDEX filters then select Run Report.

INDEX X |1. Pre-set Date Filter
& summary of your selections This prompt allows only one selection.
1 Pre-set Date Filter v | pearch for
2 St Dot Match case
art bate Available: Selected:

3 End Date Today ~ © Yesterday
4 Queue Gro & Last Week 2
5 Media Type ¥ | & LastMonth ;‘
6 Interaction Type ¥ | © Last sunday —
7 Tenant © Last Monday g‘
8 Queue & Last Tuesday («]

& Last Wednesday

At T

1-210f21

2. Start Date =

L]

3. End Date i
I -
4. Queue Group =
Search for:
Q Match case

Available: Selected:

GTS_TEST_DN_GROUP | (none)

R =

Report Message Name: | Queue Statistics_Adjusted

Cancel

9. After selecting Run Report, the report is displayed. From the REPORT HOME
tab there are additional features such as: Add to History List, Create Personal
View, Share, Print, Send Now, Schedule Delivery to History List, Export or PDF.

The Queue Statistics Adjusted report works best if run as a PDF or excel.

sights > Shared Rej tom > Queue Statisti

REPORTHOME - | TOOLS + DATA ~ GRID _FORMAT -

REPORT DETAILS 2 x
> & Dy Report Fice:
> @ Interaction Type (ApplyComparison(*0 BETWEEN (SELECT RANGE_START KEY FROM RELATIVE RANGE WHERE RANGE_NAME= #E1 ) AND (SELECT RANGE_END KEY-1 FROM RELATIVE_RANGE WHERE RANGE NAME= #E1)"{Start Date Time Key)} ({Start Date Time Key}),({Date Range} = Last Month))) And (Quete =
» @ Media Type Gen_VQ, . Gen_vQ, _Hmg_vQ, . LEsVQ _Esp_VQ, Vo, _Trans_VQ, 1 ___VQ) And ({Media Type} = Voice) And ({Interaction Type} = Inbound)
> @ Queve
» @ Tenan
[Ei Abandoned Inviting CRONENDETAILS *
[l Abandoned Waiting Prompt 1: Pre-set Date Filter
B Accepte Last Mont

Prompt 2: Start Date
Prompt not answered

B Adj Abandon:
[B Adj Answer Rate
[ Adj Ente
[ AsA

B AsA

[ Avg Engage Time
3 Avg Handle Time
E3 Avg Handle Time
[l Avg Hold Time
B Avg. Handle Time

8 Avg. Hold T Gen v, | Hm VO vo

8 Avg. Talk Tme S - -

[ Cleared

W N4123 of3pages b W Data rows: 1-500f 123 | Data colums: 11

B Hold Time

B ot Tme () Tenant  Media Type Queue InteractionType ~ Day  AdjEntered Accepted Agent  AdjAbandoned Routed Other Rejected  AdjAnswerRate  ASA  Avg.TalkTime Avg.Hold Time Avg. Handle Time Max Accept Time (Emf)

ced

B Routed Other 2210 105 @ 12 f 2 6% 000609 000249 00020 001017 03728

i short Abandoned viitng 221102 1 95 2 2 0 812% 000542 000719 00029 000755 002814
20221108 100 & 12 2 3 860% 000709 0008:39 00006 000853 003545
2221100 82 n n 0 1 866% 000545 000732 00044 000822 002216
20221 122 119 2 1 4 a75% 000205 000757 oo 000844 001654
2221108 1 101 15 1 4 863% 000341 000814 00020 000841 001954
20221100 102 9 5 2 1 22 000258 000803 0002¢ 000833 0234
2221110 105 99 4 2 1 943% 000156 0007:30 00040 000815 00171
20221111 55 54 0 1 s 982% 000047 0010:44 o0 001151 000635

27 items found
20221114 114 109 3 2 4 9556%  0001:25 000646 00032 000727 00:09:45

REPORT OBJECTS vQ  Inbound
20221115 9 89 5 5 0 89.9% 000216 00:08:02 00017 000828 00:13:35

i AL OBJECTS
20221116 122 108 2 1 1 893% 000431 000833 00026 000907 00:41:30

& MDX ORIECTS

202211

noTES
(7] RELATED REPORTS H4123 of3pages b W

116 105 9 2 2 905% 000633 00:1215

001248 00:38:39




9.2.2 Creating Subscriptions

(Video instructions available: Creating Subscriptions)

Reports can be delivered automatically to a History List Subscription or E-mail
Subscription. Delivery of the reports can be scheduled to take place at reqularly
scheduled times or when a specific event occurs. To do this, a subscription to the
desired report needs to be created.

History Lists are used to store reports that are generated on a specific schedule with
saved filters selected by the user. The user can then go to their History List to view all
the reports that have been run or have an email sent every time the report is run. The
email contains a link to the report.



https://vimeo.com/showcase/9568233/video/799506736

9.2.2.1 Email Subscription

To create an Email Subscription:

1. Go to CX Insights > Home page, select Shared Reports from the left menu or

Browse section.

ight: Home

9.0.019.00

Browse
Create

B Recents F
i

Shared Reports

My Reports
My Reports History List My Subscriptions

Shared Reports

History List

My Subscriptions
A o m|
+ 4}

Create Dossier Add External Data Upload MicroStrategy File

) § ? Ell =
+ 54 + 5

Create Document Create Filter Create Prompt Create Metric Create Custom Group

hts folder.

> Shared Reports

Custom CX Insights
Create Owner: Administrator Owner: Administrator
Modified: Modified:
12/15/22 2:11:06 PM 10/6/21 4:56:00 PM
©) Recents This folder contains the CX Insights historical reports.
Shared Reports Aggregator Schema Version Aggregator Status Report
My Reports Owner: Administrator Owner: Administrator
¥ Fep Modified: Modified:
5/6/21 7:48:20 PM 5/6/21 7:48:20 PM
My Objects GIM and aggregator schema version. Aggregator status report.
History List
o CX Insights Schema Version CX Insights Server Feature
My Subscriptions Owner: Administrator —— Owner: Administrator
Modified: Modified:
5/6/21 7:48:29 PM 5/6/21 7:48:29 PM
The schema version of Genesys CX Insights. All available features in Genesys CX Insights.

GCXI Service Report

Owner: Administrator

Modified:

5/6/21 7:48:20 PM

FFSQL report to check the availability of ODBC metadata database
connection.




3. over the cursor over the report of choice and select Subscriptions.

Dev Reports
Create
@ Recents

Shared Reports Agent Performance Report
Owner: James pashley
Hodified:
10/25/22 6:37:55 10

Deveports

CIES Agent Performance Report - 10-25 Agent Performance Report - Dev

o » o o =

10125022 8:39:35 P

CXincghts
r— . "
eeer Interaction Handling Attempt Report - Lastva
e Ouner, somes sy
21322 £029:44
History List Use this report to assess the performance of configured queues, to queus were. Use this repe ling. interactions,  and d:
Senvic level and i compare e peformance f ach cueus n handing tsracEons, contigious paticpation e nttacion.
[rrra—
Queue Statistics_Adjusted Queue Statistics_Adjusted_soMinute
e Owner: e Hihael - DHS
Hodiia Hodifiad
302402 udsezapM 0424 P
i rpor s acfstact by ramening Short Abandone (=<120s) fom Call Etered, Abandned, an < ed (et }, Abandoned, and Arsmer Rate. Tncudes 30 miuts tervals
Queue Statistics_Adjusted_CB Queue Statistics_Adjusted_Hourly
. m Owner: _paulickad - D

06 M
e for Callvack Queves

1205) from Call Entered, Abandoned, and Anser Rate. Tncludes Houly interals

Queue Statistics_Adjusted 1 b removing Short Abandoned (
Owner: Nina Elia
anj/'?;gf O ed Test Report
e . ort is adjusted by removing Short Abandoned (=<120s) from Calls
o ths report to sz the perormance

sevice level, and to compare the performa Enti and Answer Rate

Edit| Subscriptions | Send Now Export PDF

Queue Summary Report - All C

Owner: James Pashizy

Hod;
0/t

Survey Answer Report - Agent wToup Survey Answer Report - Application

Owner: James Pashley : James pashiey

Hodified:

3/19/22 12:33:32 A 119022 7:18:37 M

Use thisreportto learn more about how customers answer post-cal sur Use tis reporttoleam more sbout haw customers answer post<al fuding the ercantage erwas

(questions, nclcing the numlbr snd parcentage of mes that ssch anawer was
e cted, for sach agnt, and organized by appication, agent group. queston.or ansves

selectad, for @ach agent, and organized by applicaio, agent grou,

Week
Y Owner: 3ames Pashiey
rd Hlods
L /72 75226 P

Subseriptions

Queue Statistics_Adjusted
‘Owner Elia

i
“This report is adjusted by removing Short Abandoned (=<120s) from Calls Entered, Abandoned, and Answer Rate

Personal view

Subscription Name Owner Address Personalized Action

You do not have any personal views.

History List
Subscription Name Owner Schedule Recipient Personalized Action Unsubscribe
Queue Statistics Adjusted 12/22/22 9:18:00 PM (UTC) Every Moming - 6 AM BEa O
Add history list subscription
Cache Update Select Aqd_emall
subscription.
Subscription Name Schedule Recipient Personalized Action
You do not have any cache update subscriptions.
Add cache update subscription
Email
Subscription Name 4. Owner ¢ Schedule ¢ Recipient ¢ Address ¢ Personalized ¢ Action Unsubscribe
Month to Date Queue Statj Adjusted 12/22/22 9:13:57 PM (UTC) Every Monday - 6 AM « [NYE] O
(UTC) Every Morning - 6 AM @ 1Yz (m]

5. Subscription page is displayed. User makes desired selections to the E-maiil
Subscription and Advanced Options.




[=] Subscription

— E-mail Subscription

MName: || Queue Statistics_Adjusted 12/22/22 6:23:36 PM ||

Report: Queue Statistics_Adjusted

Schedule: I| {(UTC) Every Morning - & AM e I

T ou have no email address defined. Define ag email address before creating a subscription or contact administrator.
Send: Data in email v Rectplonts Rrouwses =

Shared List -

Delvery Format ) Compress contens | —

[] Expand page-by fields atabil -
b 5
:
File Mame: IC!ueue Statistics_Adjusted {&Date} g
b
Burst... 1% 5
% L
Subject: ﬁQueue Statistics_Adjusted {&Date] I irs
i 5
_ n
Message: 8 5
i
i -
M4133 ofIpages P W
I el prewew b I ib]lh:u Mame ”FIm. cal Aedress Diewica

| ceneric sma v

Add To Riecipmanis

[=] Advanced Options
Compression e

Password protect zip file

Zip File Name Queue Statistics_Adjusted
Delivery

(] Do not deliver after

Use contact security for each contact group member

When making selections on this page pay attention to the following fields:

a) Name: Enter a name for the subscription. The name of the subscription is
for the user’s reference and appears in “My Subscriptions” list. By default,
the name of the generated report is displayed.

b) Schedule: From the drop down select a frequency of the report. Notice
the time zone used to generate the subscription is based on Coordinated
Universal Time (UTC). If “{(UTC) Every Morning — 6AM” is selected the
report is ready at midnight Central Standard Time (CST). Do not generate
reports hourly.

c) To: Select this button to add recipients to the subscription. In the
Recipients Browser, the user searches for recipients. If the recipient is not
found the user can add the name of the recipient in the Address Name




field and the email address in the Physical Address Name field. The
default “Generic Email” under Device can remain. Select the user and
move to one of the following fields, To:, Cc:, BCC: and select OK. Multiple
recipients can be added to each field.

d) Send: Default option, Data in email, is the preferred method.

e) Delivery Format: Preferred delivery format is Excel.

f) File Name: This field is editable and can be changed. Additional tags can
be added to the file name, such as a date. To add the date, enter {&Date}
after the file name. To view other available shortcuts hover over the blue
details icon.

d) Subject: This field is editable and can be changed. Additional tags can be
added to the subject, such as date. To add the date, enter {&Date} after
the file name. Each time the report is generated and sent to the recipients
emalil the date displayed at the end of the report name is the date the
report is run not the date of the data. To view other available shortcuts
hover over the blue details icon.

h) Message: Enter desired message or leave blank.

i) Send a preview now: To view the email immediately instead of waiting
for the specified run time select this checkbox.

i) Advanced Options: Here the user can choose to send as a Zip password
protected file. Since none of the reports contain Pll it is not necessary to
protect these files with a password.

6. Select filters in the INDEX section. There are eight prompt selections to choose
filters for: Pre-set Date Filter, Start Date, End Date, Queue Group, Media Type,
Interaction Type, Tenant, and Queue. Filters vary based on the chosen report.

Displayed green flag means there are filters chosen for that prompt.

Search feature is case sensitive. Un-check Match case when using the search
feature.

X 1. Pre-set Date Filter
E’Summary of your selections This prompt allows only one selection.
Search for:
1 Pre-set Date Fiter | v
2 Start Date [ Tajm madcse

Available: Selected:
3 End Date Today = & Yesterday
4 Queue Group & Last Week

5 Media Type & Last Month
6 Interaction Type & Last Sunday
7 Tenant

8 Queue

< Last Monday
M @ Last Tuesday

At T,
1-210f21

Bl B

2. Start Date

—




Scheduled E-mail Delivery Confirmation window pops up.

Select OK.

Scheduled E-mail Delivery Confirmation

Your subscription was created successfully.
Queue Statistics_Adjusted

Schedule: (UTC) Every Morning - 6 AM

Actual time for preview delivery will depend on availability of system resources
and result size.

oK

If the user selected the checkbox for “Send a preview now” an email is received

immediately with a sample of the report. The user continues to receive the
emailed report based on the times specified during creation of the subscription.

Look for the following email from “MicroStrategy Distribution Services”
<DistributionServices@MicroStrategy.com> if the email is not in the user’s inbox,
the user should check their spam folder. If there is still no email the user should
contact their local IT department or submit a ticket to the Wisconsin Help Desk.
See SECTION 11.6 SUBMITTING A GENESYS SUPPORT TICKET.

The date displayed in the subject line and file name is the run date of the report.
The actual date for the data pulled is found within the report under Day column.

Queue Statistics_Adjusted|2022-12-22

R “MicroStrategy Distribution Services” <DistributionServices@MicroStrategy.com>
To

QI CECNCEICERCNETS® < Reply All | —> Forward
the date the report P~

Thu 12/22/20221:16 PM)|

ﬁ Queue Statistics_Adjusted2022-12-22.4

The report arrives as an attachment in the email. The user opens the report.

A B | C | D | E F | G H o1 . J | K | L | M N O P

1 |Queue Statistics_Adjuste
27
) . . dj Adj

Tenant Media Queue Interactio Day Adj Accepted o o, Routed Rejected  Answer ASA Avgl. Talk Avg: Hold Avg. .Handle MlaxAccept
3 Type n Type Entered Agent d Other Rate Time Time Time Time (Fmt)
4 Inbound | 2022-12-21 109 97 1 1 6 80.0% 0:04:40 0:10:18 0:00:13 0:10:38 0:46:35
5 Inbound | 2022-12-21 37 34 2 1 0 91.9% 0:03:54 0:11:04 0:00:02 0:11:12 0:11:00

Inbound | 2022-12-21 2 2 0 0 0 100.0% 0:00:38 0:35:05 0:00:00 0:35:07 001:12

6 _|Environmen Voice
7 t Inbound | 2022-12-21 422 391 29 2 4 92.7% 0:02:56 0:10:13 0:00:18 0:10:38 0:18:38
8 Inbound | 2022-12-21 15 15 0 0 0 100.0% 0:00:56 0:06:47 0:00:00 0:06:51 0:05:08
9: Total 585 539 42 4 10 92.1% 0:03:14 0:10:17 0:00:16 0:10:39 0:46:35
10 Total 585 539 42 4 10 92.1% 0:03:14 0:10:17 0:00:16 0:10:39 0:46:35
11 |Total 585 539 42 4 10 92.1% 0:03:14 0:10:17 0:00:16 0:10:39 0:46:35
12




9.2.2.2 History List Subscription

History list subscription saves a copy of the filtered report to the user’'s Reporting
History List. The user can run the filtered report directly from the history list. A History
List Subscription can be configured to send users an email every time the report is run.
The email contains a link to the report.

To Create a History List Subscription:

1. Go to CX Insights > Home page, select Shared Reports from the left menu or
Browse section.

= sightt Home

[=]
9.0.019.00

Browse

Create

@) Recents
Shared Reports

My Reports

History List

My Subscriptions
Analyze

¥ o m]

Create Dossier Add External Data Upload Microstrategy File

Develop

= iz T. 2 El =

Create Report Create Document Create Filter Create Prompt Create Metric Create Custom Group

hts folder.

Shared Reports

Custom CX Insights
Create Owner: Administrator Owner: Administrator
Modified: Modified:
12/15/22 2:11:06 PM 10/6/21 4:56:00 PM
@ Recents This folder contains the CX Insights historical reports.
Shared Reports -
2 Aggregator Schema Version Aggregator Status Report
— Owner: Administrator —— Owner: Administrator
My Reports ——— Modified: ——— Modified:
=== 5/6/21 7:48:29 PM === 5/6/21 7:48:29 PM
My Objects GIM and aggregator schema version. Aggregator status report.
History List
o CX Insights Schema Version CX Insights Server Feature
My Subscriptions o Owner: Administrator o Owner: Administrator
——— Modified: i — Modified:
==t 5/6/21 7:48:29 PM = 5/6/21 7:48:29 PM
The schema version of Genesys CX Insights. All available features in Genesys CX Insights.
GCXI Service Report
Owner: Administrator
— Modified:
=== 5/6/21 7:48:29 PM
e FFSQL report to check the availability of ODBC metadata database
connection.




3. over over the report of choice and select Subscriptions.

Dev Rej
Create aw

Modified:
225122 4:51:10 9
Bl Recents

Shared Reports ] Agent Performance Report

EBS
Owmer: Troy Freemyer Qumer: James Pty
odified:

23

S ssriss o

Dev Reports

LI Agent Performance Report - 10-25 Agent Performance Report - Dev
@ Owner: - James Pashley Q Oumer:  Jimes Pl

WiEss dified: lodified:

CXinsights,

Queue Statistics_Adjusted_CB
Owner: Nina Elia

Modified: va
1/11/23 6:33:24

This report is adjusted by removing Short Abandoned (=<120s) from Calls Entered, Abandoned, and
A

10/9/21 2:25:26 AM
enmy izt = Use this report to assess the performance of configured queues, to ns to agent handling of contact center interactions, indluding distrbution time, and
within the defined service level, and to compare the performance off Edit | Subscriptions | Send Now Export PDE racton.

My Subscriptions

My Reports.

My Objects —

Queue Statistics_Adjusted_30Minute
Owner: paul Michael -

Queue Statistics_Adjusted
acis

g“/“"/"“‘ 622122 3:04:24
13025 25 0% oo NV N S WSSO Y T reprts st by emoun S Asandoned (=120 fom ol Etered, Abndaned,snd A ot ndodes 30 e
Queue Statistics_Adjusted_CB Queve Statistcs. Adjusted Houly
mm— Owner: Hinafia — mer: Pl bichael -
= === Modified:
=== 1/11/23 6:33:24 PM === 6/22/22 3:04:40 PM
‘This report is adjusted by rtnmw\g ShnnAhandontd (=<120s) from Calls Entered, Abandoned, and Answer Rate ‘This report is adjusted by removing Short Abandoned (=<120s) from Calls Entered, Abandoned, and Answer Rate. Includes Hourly intervals
Edt Subscrpions Send 1
Queue Summary Report - All Columns
e Short Abandoned Test Report
=== Hodified: === Owner: linaEla
SES  wssannm SSE  Modified:
—_ Use this report to assess the performance of configured queues, to understand what percentage of interactions in each queue were accepted —— 3/4/22 3:33:02 PM
Van e deined senice level 3nd o compare the peformance of ach queue n handing ieracion.
Survey Answer Report - Agent Group Survey Answer Report - Application
James Pashley Owner: James Pashley
== ed: == odified:
=== :32 AM === 1/19/22 7:18:37 PM
=== s report o earn mre about how customers answer post-cal survey Questions, incudingthe mumber and percentage of times that SZZ e ths report t leam more sbout how customers answer post-cll survey questions, induding the number and percentge o mes that
each answer was selected, for each agent, and organized by application, agent group, question, or answer. each answer was selected, for each agent, and organized by application, agent group, question, or answer.

4. Select Add history list subscription.
History List

Subscription Name

You do not have any History List subscriptions.

Add history list subscrpts

5. User makes desired selections to the History List Subscription and Advanced
Options.




[Z] Subscription
r— History List Subscription
Name: [Agent Performance Repord] S "
Dossier Agent Performance Report - JP o a
Schedule: || (UTC) Every Morning - 6 AM ~ || = .
ﬁ i
i3
i}
Pre-generate export %
PDF Settings f
8 B
I Bun subscription immediatelyl i Kl
i}
[Z] Advanced Options f
i}
[ The new scheduled report will overwrite older versions of itself. g
Delivery ?
Hd 1= 2245 of Mpages b N
Do not deliver after
.
rDelivery Notification ~Defivery Notification
o ) Send notification to email address:
Send notification to email address: )
New Address |—|| Generic email v
To: Only one address is allowed when editing a subscription
Send to a new address, ‘Send to an existing address

When making selections on this page pay attention to the following fields:

a) Name: enter a name for the subscription. This is the name of the
subscription for the user’s reference and appears in “My Subscriptions”
list. By default, the name of the generated report is displayed.

b) Schedule: from the drop down select a frequency of the report. Notice the
time zone used to generate the subscription is based on Coordinated
Universal Time (UTC). If “(UTC) Every Morning — 6AM” is selected the
report is ready at midnight Central Standard Time (CST). Do not generate
reports hourly.

c) To: select this button to add recipients to the subscription.

d) Run subscription immediately: select this and the system delivers a test
report immediately.

e) Delivery Notification: to have a notification email sent when the report or
document is delivered, select the “Send notification to email address”
checkbox, then do one of the following:

i. To send the notification to an email address that has already been
defined, select an address from the “To” drop down list.

ii. To send the notification to a new email address, in the New
Address field, type the email address of the user to send a delivery




notification to and select the email client type of the specified email
address from the drop-down list.

6. Select filters in the INDEX section. There are eight prompt selections to choose
filters for: Pre-set Date Filter, Start Date, End Date, Queue Group, Media Type,
Interaction Type, Tenant, and Queue. Filters may vary based on the chosen

report.

Displayed green flag means, there are filters chosen for that prompit.

Search feature is case sensitive. Uncheck “Match case” when using the search
feature.

Select OK.

INDEX X 1. Preset Date Filter

iﬁ"summarv of your selections This prompt allows only one selection.

1 Pre-set Date Filter
2 Start Date
3 End Date

Search for:

Match case
Available: Selected:

Today - & Yesterday
& Last Week
& Last Month
& Last Sunday
€ Last Monday
& Last Tuesday
Couswemesy

P
1-210f21

4 Queue Group

5 Media Type

6 Interaction Type
7 Tenant

8 Queue

k-] BI¥

2. Start Date

L |=H

Cancel

7. Once the subscription is created the user receives the following pop-up window.
Select OK.

Scheduled History List Confirmation

Your subscription was created successfully.
Queue Statistics_Adjusted_CB

Schedule: (UTC) Every Morning - 6 AM

oK




8.

The CX Insights > My Subscriptions page is displayed. The subscription appears

and the user can select the link to open the report

_Adjusted_CB

“This report is adjusted by removing Short Abandoned (=<120s) from Calls Entered, Abandoned, and Answer Rate

Personal view

Subscription Name Owner Address Personalized Action

You do not have any personal views.

History List

Subscription Name: Owner Schedule Recipient Personalized Action Unsubscribe

Queue Statistics Adjusted CB (UTC) Every Morning - 6 AM

Add history list subscription

Cache Update

Subscription Name Owmner Schedule Recipient personalized Action

You do not have any cache update subscriptions.

Add cache update subscription

Owner Schedule Recipient Address Personalized Action

You do not have any email subscriptions.

Add email subscription

From the REPORT HOME tab there are additional features:

Add to History List, Create Personal View, Share, Print, Send Now, Schedule

Delivery to History List, Export or PDF.

= ts > Shared Report s_Adjusted_CB

REPORTHOME |- TOOLS ~ DATA ~  GRID
=]
REPORT OBJECTS 06 M oas )y
S
S @ Day Report Filter:
@ Interaction Type (ApplyComparison("#0 BETWEEN (SELECT RANGE_START_KEY FROM RELATIVE_RANGE WHERE RANGE_NAME= #E1 ) AND (SELECT RANGE_END_KEY-1 FROM RELATIVE_RANGE WHERE RANGE_NAME= #E1 )" {Start Date Time Key} ({Start Date Time Key}),
> & Media Type ({Date Range} = Yesterday))) And (Queue = _Gen_VQ_CB_OUT, _Esp_VQ_CB_OUT,|  _Hmg_VQ_CB_OUT)
> @ Quewe
>
i PROMPT DETAILS =
Abandoned Inviting
Abandoned Waiting Prompt 1: Pre-set Date Filter
Accepted Agent Yesterda

Prompt 2: Start Date

Ad) Abandoned Prompt not answered

B
B
B
&
[ Ad) Answer Rate Prompt 3: End Date
B Adj Entered Prompt not answered
B ASA Prompt 4: Queue Group
B AsA Prompt not answered
Prompt 5: Media Type
5 Avg Engage Time Prompt not answered
5 Avg Handle Time Prompt 6 Interaction Type
[E Avg Handle Time Prompt not answered
[ Avg Hold Time Prompt 7: Tenant
b Prompt not answered
[& Avg. Handle Time Prompt 8: Queue
[ Avg. Hold Time _Gen_VQ CB_OUT,| " _Esp_VQ CB_OUT, _Hmg_VQ CB_OUT
[B Avg. Talk Time
LE Datarows:2 | Data columns: 11
[ Entered -
[ Media Interaction Adj Accepted adj Routed Adj Answer Avg.Talk  Avg.Hold  Avg Handle  MaxAccept
Max Accept Time (Fmt) Tenant ueue Day Rejected ASA "~ o - e
g e L Time (Fnt) Type @ Type Y Entered  Agent  Abandoned  Other i Rate Time Time Time Time (Fmt)
Bl Routed Other ~Esp_VQ_CBOUT  Outbound 2023:01-10 33 24 6 0 3 727% 00:13:28 00:19:12 0:00:00 00:19:27 00:36:13
2 Short Abandoned Waiting Eipament) foice .
_Gen_VQ_CB_OUT  Qutbound 2023-01-10 1677 1593 21 0 63 95.0% 00:00:37 001314 0:02:25 00:15:57 00:02:23

27 items found

REPORT OBJECTS

[N ALL OBJECTS
@& MDX OBJECTS

" NOTES

(f] RELATED REPORTS

The Queue Statistics Adjusted CB report works best if exported as an excel
document.




9.2.3 Editing Subscriptions

(Video instructions available: Editing Subscriptions)

1. From the CX Insights > Home page, select My Subscriptions from the left menu
or Browse section.

(=]
°

9.0.019.00

Browse

Create

@) Recents

Shared Reports
My Reports
Shared Reparis My Reporty Histary List My

History List

My Subscriptions
Analyze

m|

Add External Data Upload Microstrategy File

s T. 3 =

Create Document Create Filter Create Prompt Create Metric Create Custom Group

2. My Subscriptions displays a list of reports the user is subscribed to. Select the
edit button for the subscription that requires editing.

Q
=]

History List Subscriptions :

Create Subscription Name = Report/Document Owner Schedule Recipient personalized Action Unsubscribe
B Queus Statistics Adjusted Queue Statistics_Adjusted (UTC) Every Momning - 6 AM [Emuitiple (7] [ ] O
@) Recenls
T Queve Staisics Adusted (B Quee Statstics_Adjusted_CB (UTC) Every Morming - 6 AM @ (A E) O
‘Shared Reports
My Reports
E-mail Subscriptions ?
History List
Subscription Mame = Report/Document Owner Schedule Recipient Address Personalized Action Unsubscribe

i Month to Date Queue Statistics Adjusted 12/22/23 5:13:57 PM Queue Statistics_Adjusted (UTE) Every Monday - 6 AM @ h‘ﬂ O

B Queus Statistics Adiusted Queue Statistics_Adjusted (UTC) Every Moming - 6 AM [E]Multiple @ [



https://vimeo.com/showcase/9568233/video/799506794

3. Edits can be made to the current subscription by changing the desired fields.

CX Insights > My Subscriptions

Subscription

r— E-mail Subscription
Name: |Dueue Statistics_Adjusted 12/22/22 7:22:16 PM I
Report: Queue Statistics_Adjusted
Schedule: | (UTC) Every Morning - 6 AM v |
To
Send: | Data in email A |
Delivery Format: [] Compress contents
File Name: |Queue Statistics_Adjusted {&Date} |o Delimiter: Do
Burst...
Subject: Queue Statistics_Adjusted {&Date} |o
Message: 0
() send a preview now
Advanced Options

| = Personalization

OK  Cancel

4. To change previously selected filter options, open the Personalization link. Filter
selections can be changed in the INDEX section. After edits are complete select




2] Subscription
[— E-mail Subscription
Name:

Report

Schedule:

To.
send

Delivery Format:

File Name:
Burst
Subject:

Message:

0 senda preview now

Advanced Options

[Queue statistics_Adjusted 12/22/22 7:22:16 PM

Queue satistics Agusted
(UTC) Every Morning -6 AM

(O Expand page-by fields

[aueue statistics_Adjusted (aDate)

Deiimiter. [ ]@

[Queue statistics_Adjusted (8Date) (]

INDEX

1 Pre-set Date Filter
2Start Dat

3End Date

4 Queue Group

5 Media Type

6 Interaction Type
7 Tenant

8 Queue

OK | Cancel

X 1. Pre-set Date Filter

& Summary of your selections TS prompt allows only one selection.

Search for:

Match case

Available: Selected:
Today © Yesterday
© Last Week >
; & Last Month ]

© Last Sunday

© Last Monday E‘
¥ & LastTuesday [«
© Last Wednesday

S

21021




9.2.4 Unsubscribing from Subscriptions

(Video instructions available: Unsubscribing from Subscriptions)

1. From the CX Insights > Home page select My Subscriptions from the left menu
or from the Browse section.

(=]
°

9.0.019.00

Create

@) Recents

Shared Reports

My Reports

My Fepody

2. To unsubscribe select the Unsubscribe checkbox in the row of the subscription
no longer desired. Then select the Unsubscribe button. The subscription
disappears from My Subscriptions.

=
B



https://vimeo.com/showcase/9568233/video/799506853

9.2.5 Recommended Queue and Agent
Reports

There are three custom reports that can assist in monitoring agent and queue
performance. The three reports are:

o Agent Performance Report V2.0 (see Section 9.2.5.1 Agent Performance Report
V2.0)

e Queue Statistics Adjusted (also available in 30 minute and hourly intervals) (see
Section 9.2.5.2 Queue Statistics Adjusted)

e Queue Statistics Adjusted CB (Callback) (only available in hourly intervals) (see
Section 9.2.5.3 Queue Statistics Adjusted CB)




9.2.5.1 Agent Performance Report V2.0

Agent performance report gives a summary and daily detail of agent performance

statistics. This report is only recommended as a History List Subscription. See Section

9.2.2.2 HISTORY LIST SUBSCRIPTIONGoming-Soon

with details on how to subscribe to a history list.

The agent performance report has two tabs:

o Agent Performance — Summary tab provides a summary of agent performance

statistics.

Show/Hide an example of this report

Agent Performance Report 2.0 - Summary

o

Agent Accepted | Accepted Not ACD ACD ACD ACD Avg Avg Avg Avg ACD ACD ACD Accepted Out ot W
Name - Total - Accepted Handle Talk Hold Wrap ACD ACD ACD ACD Talk Hold Wrap - Handle Talk

Inbound Time Time Time Time Handle Talk. Hold Wrap Time Time Time Outbound Time Time -

(Mins) (Mins) | (Mins) (Mins) Time Time Time Time % % % (Mins) (Mins) e

(Mins) (Mins) | (Mins) | (Mins)

T

i

42 34 3 203.57 167.00 3338 3.18 6.05 491 0.98 0.15 81.24% 16.24% 2.52% 8 1037 10.37 r

1

0 [} 0 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00% 0.00% 0.00% 0 0.00 0.00 ’

L
f
0 0 0 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00% 0.00% 0.00% 0 0.00 0.00 ?
|

38 2 0 122.83 103.92 15.02 3.90 5.58 472 0.68 0.18 84.60% 12.23% 3.18% 16 19.22 19.22

'

o

20 12 0 265 211.90 0.00 0.75 17.72 17.66 0.00 0.06 99.65% 0.00% 0.35% 8 74.05 74.05 f
¥
22 21 0 542,57 460.87 8042 1.28 25.84 21.95 3.83 0.06 24.94% 14.82% 0.24% 1 9.75 9.75 ;

33 24 0 346.47 34245 0.00 4.02 14.44 14.27 0.00 017 98.84% 0.00% 1.16% g 1432 432 F

L

3 14 0 27017 26895 0.00 1.22 19.30 1921 0.00 0.09 99.55% 0.00% 0.45% 17 136.67 136.67 f

— 23 0 9.40 127.43 0.00 1.97 563 5.54 0.00 0.09 93.43% 0.00% 1.52% 21 52.03 5203 |¢f

33 24 0 .07 269.80 0.00 1.27 11.29 11.24 0.00 0.05 99.53% 0.00% 0.47% 9 73.97 73.97 o

Fd

que'u Performance - Summary i I Agent Performance - Daily + Page .

o« Agent Performance — Daily tab provides agent performance statistics day over

day.

Show/Hide an example of this report




Agent Performance Report 2.0 - Daily Totals

o
Agent Day Accepted - Accepted Not ACD ACD ACD ACD Avg Avg Avg Avg ACD ACD ACD |
Name Total - Accepted Handle Talk Hold Wrap ACD ACD ACD ACD Talk Hold Wrap

Inbound Time Time Time Time Handle Talk Hold Wrap Time Time Time Lo?
(Mins) {Mins) (Mins) (Mins) Time Time Time Time % % %
(Mins) (Mins) (Mins) (Mins) ]
¢

Total 1,442 1,103 19 13,261.77) 12,708.1¢ 439.95 113.72 12.02 11.52 040 0.10 95.83% 3.32% 0.86% |,

Total 42 34 3 205.57 167.00 33.38 518 6.05 491 0.98 0.15 81.24% 16.24% 2.52%
2023-02-01 20 20 2 91.53 77.35 11.53 265 452 3.87 0.58 013 24.50% 12.60% 2.80%
2023-02-02 22 14 1 114.03 89.65 21.85 253 15 5.40 1.56 0.18 78.62% 19.16% 2.22% r’
Total [] 0 0 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00% 0.00% 0.00% ’_
2023-02-01 4] 0 0 0.0 0.0 0.00 0.00 00 0.00 0.00 0.00 0.00% 0.00% 0.00%
Total ] 0 0 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00% 0.00% 0.00% |°
2023-02-02 0 0 0 0.0 0.0 0.00 0.00 00 0.00 0.00 0.00 0.00% 0.00% 0.00%
Total 38 22 0 122.83 103.92 15.02 3.90 5.58 472 0.68 0.18 84.60% 12.23% 3.18%
2023-02-01 19 0 67.5 60.10 5.53 1.87 6.14 5.45 0.50 0.17 89.04% 8.20% 277% l
2023-02-02 12 0 55.33 43.82 9.48 203 5.03 3.98 0.86 018 79.19% 17.14% 3.67% |
Total 20 12 0 212,65 211.90 0.00 075 17.72 17.66 0.00 0.06 99.65% 0.00% 0.35% T
2023-02-01 g 5 0 140.55 14017 0.00 0.38 28m 28.03 0.00 0.02 99.73% 0.00% 0.27%
2023-02-02 12 7 0 72. 173 0.00 0.37 10.30 10.25 0.00 0.05 99.49% 0.00% 0.51% f
Total 22 21 0 542.57 460.87 80.42 128 25.84 21.95 3.83 0.06 84.04% 14.82% 0.24% f
2023-02-01 10 0 0 284.9 2409 43.50 0.50 28.50 2410 435 0.05 84560 15.26% 0.18% ;’
2023-02-02 12 0 257.6 219.90 36.92 0.78 23.42 19.99 3.36 0.07 85.36% 14.33% 0.30% }
Total 33 24 0 346.47 342.45 0.00 4.02 14.44 14.27 0.00 047 98.84% 0.00% 1.16% °
2023-02-01 13 3 0 202.12 189.55 0.00 257 15.55 15.35 0.00 0.20 98.73% 0.00% 1.27%
2023-02-02 20 0 14435 142.80 0.00 145 1312 12.99 0.00 0.13 99.00% 0.00%% 1.00%
Toral Ell 14 n 27017 26R.05 n.o0 122 19.30 19.21 n.oo n.oa 99.550h 0.00% 0.45%

Agent Performance - Summary

This report can be found in Historical Reporting: Shared Reports > Custom > Agent

Performance Report V2.0

Basic Terminoloqgy

Interactive Voice

Refers to the call flow that an inbound call comes through

Response (IVR)

Automated Call

Inbound calls coming from the IVR Queues

Distribution (ACD)

Busy Time

Refers to any time an agent is logged in AND, in any state, other

than a “Not Ready” state, excluding Extended After Call Work

(that is, Extended After Call Work is included in Busy Time)

After Call Work

The automatic timed state an agent is in immediately following

(ACW) or “Wrap”

handling an ACD or Callback call. Also referred to as “wrap”

Statistics Definitions

Statistic Name Description Format
Accepted — Total calls accepted inbound and outbound Count

Total




Accepted Total inbound calls (via the IVR) answered by the agent Count
Inbound
Not Accepted Total calls offered to the agent that were not answered Count
ACD Handle Total minutes of inbound handle time Minutes
Time (Mins)

Talk+Hold+ACW (wrap)
ACD Talk Time Total inbound talk time (excludes hold time) Minutes
(Mins)
ACD Hold Time | Total inbound hold time Minutes
(Mins)
ACD Wrap Time | Total inbound wrap time (timed ACW) Minutes
(Mins)
Avg ACD (Total ACD Handle Time) / (Total ACD accepted calls) Minutes
Handle Time
(Mins)
Avg ACD Talk (Total ACD Talk Time) / Total ACD accepted calls Minutes
Time (Mins)

Average talk time for each call
Avg ACD Hold (Total ACD Hold Time) / (Total ACD accepted calls) Minutes
Time (Mins)

Average hold time for each call
Avg ACD Wrap |(Total ACD Wrap Time) / (Total ACD accepted calls) Minutes
Time (Mins)

Average wrap time for each call
% ACD Talk (Total ACD Talk Time) / (Total ACD Handle Time) Percent
Time

Talk time, as a percentage of handle time
% ACD Hold (Total ACD Hold Time) / (Total ACD Handle Time) Percent
Time

Hold time, as a percentage of handle time
% ACD Wrap (Total ACD Wrap Time) / (Total ACD Handle Time) Percent

Time




Wrap time, as a percentage of handle time

Accepted Total outbound calls (including callback calls) Count
Outbound made/answered by the agent
Out Handle Total minutes of outbound handle time Minutes
Time (Mins)

Talk+Hold+After Call Work (wrap)
Out Talk Time Total outbound talk time (excludes hold time) Minutes
(Mins)
Out Hold Time Total outbound hold time Minutes
(Mins)
Out Wrap Time Total outbound wrap time (timed after call work) Minutes
(Mins)
Avqg Out Handle |(Total Out Handle Time) / (Total Out accepted calls) Minutes
Time (Mins)
Avg Out Talk (Total Out Talk Time) / (Total Out accepted calls) Minutes
Time (Mins)

Average talk time for each call
Avg Out Hold (Total Out Hold Time) / (Total Out accepted calls) Minutes
Time (Mins)

Average hold time for each call
Avg Out Wrap (Total Out Wrap Time) / (Total Out accepted calls) Minutes
Time (Mins)

Average wrap time for each call
Calls per Busy Number of calls handled for every hour the agent is Count
Hour something other than a “Not Ready” state.
Extended ACW | (Total Extended ACW) / (Total ACD Calls) Minutes
Per Call (Mins)
Login Time Total time agent was logged into the system Hours
(Hrs)
Busy Time (Hrs) |Login Time - Not Ready Time Hours

Total time on calls or waiting for calls




Ready Time
(Hrs)

Total time agent was in a “Ready” state

Hours

Wrap Time
(Hrs)

Total time agent was in ACW state

Hours

Not Ready Time

Total time an agent was in any “Not Ready” state-

(Hrs)

Regardless of reason code

Hours

Not Ready-
<<Reason

Code>> (Hrs)

Separate stat for each reason code Total time an agent

Hours

was in each Not Ready reason code

Busy Time

Refers to any time an agent is logged in AND, in any
state, other than a “Not Ready” state, excluding Extended

After Call Work (that is, Extended After Call Work is
included in Busy Time)

Hours




9.2.5.2 Queue Statistics Adjusted

The Queue Statistics Adjusted report provides details of the queue statistics, specific to

inbound queues.

This report is adjusted by removing Short Abandoned (=<120s) from Calls Entered,

Abandoned, and Answer Rate

This report can be found in Historical Reporting: Shared Reports > Custom > Queue

Statistics Adjusted

Queue Statistics_Adjusted

Avg Avg Max
Teant Nt Ouese e | o L e e | T | Filioind Mm::'.' | e H;:-f- ‘T:.‘,,:f]‘
{Frvl
Tuld-I : B - Bi% 5‘96 el | 5 [ T;'ﬂ‘h ﬂlﬂ.ll.s'-l-: D{It‘lﬂ 0acER b‘ﬂ:‘ﬂo; b:.SIE'.‘i
Total L] hh el g L} s OkiSeld oIt 000cE)  Okc120R L]
Tatal i ] b i) g L} 1% oliSeld o1t 0:00E) 001208 -]
Statistics Definitions
Statistic Name Description Format
Tenant Defaults to “Environment” Text
Media Type Defaults to Voice Text
Queue Queue name Text
Interaction Type | Inbound or Outbound Text
Day Date of statistics yyyy-mm-
dd
Adj Entered Total calls that entered the queue, excluding those that | Count
abandoned before two minutes
Accepted Agent | Total calls answered by agents Count
Adj Abandoned | Total calls that abandoned while waiting in queue, Count
excluding those that abandoned before two minutes
Routed Other Additional research is being completed at this time to Count
determine the definition
Rejected Total Calls offered to agents that were not answered Count




Adj Answer Total calls offered to the agent that were not answered | Count
Rate
ASA Average speed of answer hh:mm:ss
Avqg. Talk Time |(Total Talk Time) / (Accepted Agent) hh:mm:ss
Avqg. Hold Time |(Total Hold Time) / (Accepted Agent) hh:mm:ss
Avg. Handle (Total Handle Time) / (Accepted Agent) hh:mm:ss
Time
Max Accept Maximum amount of time any call waited before being hh:mm:ss
Time (Fmt answered by an agent (does not include calls that

abandoned)




9.2.5.3 Queue Statistics Adjusted CB

The Queue Statistics Adjusted CB report provides details of the queue statistics

specific to Callback. Calls are included on this report after the customer has been called

back and connected to an agent.'

This report can be found in Historical Reporting: Shared Reports > Custom > Queue

Statistics Adjusted CB

Queue Statistics_Adjusted_CB

T R V- IOl S e
(P
Statistics Definitions
Statistic Name Description Format
Tenant Defaults to “Environment” Text
Media Type Defaults to Voice Text
Queue Queue name Text
Interaction Inbound or Outbound Text
Type
Day Date of statistics yyyy-mm-
dd
Adj Entered Total calls that entered the queue Count
Accepted Agent | Total calls answered by agents Count
Adj Abandoned | Total calls that abandoned while waiting in queue Count
Routed Other Additional research is being completed at this time to Count
determine the definition

Rejected Total Calls offered to agents that were not answered Count
Adj Answer Total calls offered to the agent that were not answered | Count
Rate
ASA Average speed of answer hh:mm:ss
Avg. Talk Time | (Total Talk Time)/(Accepted Agent) hh:mm:ss
Avg. Hold Time | (Total Hold Time)/(Accepted Agent) hh:mm:ss
Avg. Handle (Total Handle Time)/(Accepted Agent) hh:mm:ss




Time

Max Accept
Time (Fmt

Maximum amount of time any call waited before being

hh:mm:ss

answered by an agent (does not include calls that

abandoned)




11.1 Accessing Genesys Troubleshooting

Issue Description Resolution
Portal won't Genesys portal is not o Refresh the Genesys portal page
load opening through the after it fails to open.
link on the gateway o Clear browser history.
page: o Click-onSelect this- link to go
directly to the Genesys Portal page.
e Try opening the Genesys Portal
Page in a different browser
(Chrome, Firefox or Edge).
e Save the portal as a favorite en
yourin the browser.
White Label White Label Error e Clear browser history.
Error displaying when o Click-onSelect this link to go directly
attempting to access to the Genesys Portal page.
the agent page: e Open the Genesys Portal Page in a
different browser (Chrome, Firefox
or Edge).
e Save the portal as a favorite en
yourin the browser.
Can't log in, Agent Desktop log-in: e All Genesys user IDs are case
invalid sensitive. Please ensure you-are
credentials using-use of the correct case.

Be sure to use the correct Tenant:
sowi.mgep.info

Platform
Administration:

All Genesys user IDs are case
sensitive. Please ensure you-are
usinguse of the correct case.
You-should-have-been-All users are
given a temporary password for
Platform Administration when
yourtheir account was created. If
e I
temporary password is;-contact
unknown, the user must submit a
ticket to the Wisconsin Help Desk.

See Section 11.6 SUBMITTING A
GENESYS SUPPORT TICKET.

Designer log-in:

All Genesys user IDs are case
sensitive. Please ensure you-are
using-use of the correct case.



https://portalpub.sowi.mgep.info/
https://portalpub.sowi.mgep.info/

Be sure to use the correct Tenant:

sowi.mgep.info

Invalid or forgotten

credentials

o See23

FORGOTTEN
CREDNTIALS for
instructions to
recover a WAMS
user ID or

assword.




11.2 Status Troubleshooting

Issue Description Resolution
Not receiving | Not receiving calls T
calls in while in "Ready" state R s e
"Ready" status e
« Contact for assistance and clearly
, e ls |
“Ready”status-:Submit a ticket to

the Wisconsin Help Desk. See

Section 11.6 SUBMITTING A GENESYS
SUPPORT TICKET.

Stuck in
"Busy" status

Stuck in "Busy" status
and not able to change
to "Ready"

R
Sooionomn oo o n o by o
status-Submit a ticket to the
Wisconsin Help Desk. See

Section 11.6 SUBMITTING A GENESYS
SUPPORT TICKET.

Unexpected
Status
Changes

Selected Status of
"Ready" unexpectedly
changes to "Not
Ready" (No Reason
Code)

Genesys is unable to complete a call to
the agent. This may be caused by:

Problems with the agent's phone or
phone system.

Routing issues with the long
distance carrier between Genesys
and the agent.

Troubleshooting:

Call the agent's phone outside of
Genesys to ensure it is operable.
If phone is found to be operable,

Sonme o ceagedonee s clealy
state you have had an unexpected
" I s ot -
operable-submit a ticket to the

Wisconsin Help Desk. See

Section 11.6 SUBMITTING A GENESYS
SUPPORT TICKET.

Selected Status of
"Ready" unexpectedly
changes to "Not
Ready" (No Answer)

Genesys offered a call to the agent and
the agent did not answer. This may be
caused by:




o Agent not answering a call that rang
to their phone.

e Agent's phone did not ring when the
call was offered.

Troubleshooting:

o Call the agent's phone outside of
Genesys to ensure it is operable.
o If phone is found to be operable,

e e

s
" I is ot -

operable-submit a ticket to the

Wisconsin Help Desk. See 11.6

SUBMITTING A GENESYS SUPPORT

TICKET.

Logged out of Agent Desktop

Most times this is due to

for inactivity.

Show/Hide example image

S GENESYS
N Workspace

@ Inactivity Timeout
Your session has been closed due to
inactivity. Please Jogin to begin a new

a setting in Chrome or
Edge that puts the tabs to
"sleep" if they are idle.

Update Chrome
Settings

Show/Hide Update
Chrome Setting
Instructions

1. In the Chrome
address bar, type:
chrome://flags
/#reduce-user-
agent

2. Update the
Reduce User-
Agent request
header
to Disabled.

eutice User-gentrequest neaer

ulable i e isermigent requst

Update Edge Settings

Show/Hide Update Edge
Setting Instructions




1. Select the ellipses

in the top right
corner of Edge.

2. Select Settings.

cnﬂ Find on page

More toals

[0 Hide sidebar

@ Help and feedback

Close Microso ft Edge

7] Managed by your organization

Ct

3. Select System
and Performance

in the left menu.

4. Under Optimize
Performance, turn
off Save

resources with

sleeping tabs.

L1 ddittecom

Agent is unexpectedly
logged off or their
status is changed to
“Logged Off”

Agent's desktop lost connection to the
server.

May be caused by network disruption.
When the desktop loses connection with
the server, it will attempt to reconnect for
approximately one minute, after which it
will log off and notify the agent that they
must log back in.




Troubleshooting:

e Follow your local process for
contacting local IT to troubleshoot
network connectivitiy.




11.5 Supervisor and Administrator

Troubleshooting
Issue Description Resolution
Monitor tab in | Monitor tab is not « Contact-Submit a ticket to the
Agent Desktop | visible Wisconsin Help Desk. See Section
not visible 11.6 SUBMITTING A GENESYS
SUPPORT TICKET.
Queues and/or staff not o ContactSubmit a ticket to the
displaying under Wisconsin Help Desk. See Section
monitor tab 11.6 SUBMITTING A GENESYS
SUPPORT TICKET.
Accessing Unable to access these « Contact-Submit a ticket to the
Historical applicationapplications Wisconsin Help Desk. See Section
Reporting, 11.6 SUBMITTING A GENESYS
Real-time SUPPORT TICKET.
Reporting, or
platform
Platform
Administration
or Designer
Accessing Unable to access « Before accessing Interaction
Interaction Interaction Recording Recording yeuthe user must reset
Recording yourset up a local password in

Platform Administration. See
Section 10.1 SETTING A LOCAL
PASSWORD

Contact-Submit a ticket to the
Wisconsin Help Desk. See Section

11.6 SUBMITTING A GENESYS
SUPPORT TICKET.




11.6 Submitting a Genesys Support Ticket

After referring to the Troubleshooting sections of this guide and the issue is still not
resolved users must submit requests to the State of Wisconsin Helpdesk for additional
troubleshooting support. The Genesys Support Team receives and tracks support
requests via the Wisconsin Help Desk.

General questions can be sent to: dhsgenesyscloudproject@dhs.wisconsin.gov.

Examples of general questions include:

o How do | open a specific report?
e How do | subscribe to a specific report?

11.6.1 Who Should Submit a Ticket?

Requests for support should come directly from the user after all attempts to
troubleshoot have been made by the user, local admins, supervisors, and IT/Telecom

personnel.

The following requests should only be received from Genesys Admins or Supervisors:

User add, edit, or deletes

Change in hours of operation

Business event requests (meeting, special, technical, etc.)
Call flow change requests

11.6.2 Opening a Ticket

Tickets can be opened by using one of the following ticket methods:

o Email helpdesk@wi.gov (preferred)
« Phone 608-261-4400 (Madison) | 866-335-2180 (Toll-free)
o State employees may use the Cherwell Portal

To expedite the triage process, it's strongly recommended to include the following in the
subject line and body of the email.

Subject Line

Subiject line needs to clearly describe the overall issue and mention Genesys.

Subject Line Do Subject Line Don't
e “Cannot log into Genesys Agent Desktop” “Genesys”
o “Unable to download recordings in Genesys “Problems”

Interaction Recording” “Genesys Issue”
o “Genesys new user request” “Genesys isn’t
o “Please set the Genesys Technical Business working”




Event” e “Trouble with
Genesys”

Description

Include “Please assign to DHS Genesys Cloud Support Team” in the beginning of the
email or description (not in the subject line).

Include a description with any details relevant to the issue(s), including:

Name and Username

Genesys Place the agent is logged into

Connection ID (for calls)

Screen Shots

Thorough description of what the user is experiencing
Time/date of the incident

Any error messages

Any steps that could be used to reproduce the problem

Any troubleshooting steps completed before opening the ticket

Show/Hide Example email ticket




E}:’ To helpdesk@wi.gowv;

Send Ce
Bee

Subject Unable to log into Genesys Agent Desktop

Hi,

I am unable to log into Genesys Agent Desktop. When | attempt to log in, | get the following error

3 GENESYS

Workspace

Tenant

sowi.mgep.info ‘

Username *

[ Remember me

@Could not sign you in. Verify your
credentials and try again

My user name is:
This has been occurring this marning, but | was able to log in yesterday. | have reset my WAMS password.

Best regards,

Note: Tickets missing the above information may be
routed incorrectly or take longer to gather
information necessary to resolve.

11.6.3 Escalation Process

Single user issues are not critical or high priority. Do not escalate these issues.




For “Critical” or “High” priority issues, cc dhsgenesyscloudproject@wisconsin.gov when
using email to submit a ticket to the Wisconsin Help Desk. If the ticket is called in or
opened through the portal send the ticket number to
dhsgenesyscloudproject@wisconsin.gov.

Critical or high priority issues are defined as:

o System unusable for all users with no workaround.

o Issues that have significant repercussions for all users but do not render the
whole system unusable.

o Multiple users or multiple locations unable to receive or make calls, having a
significant effect on a call center’s ability to operate.
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