WISCONSIN DEPARTMENT OF HEALTH SERVICES

Division of Medicaid Services
1 W. Wilson St.
Madison WI 53703

To:

From:

Re:

Release Date:

Effective Date:

Genesys User Guide Users

Jori Mundy, Bureau Director
Bureau of Eligibility and Enrolliment Policy

Genesys User Guide Release 23-03

11/10/2023

11/10/2023

EFFECTIVE DATE

The following policy additions or changes are effective 11/10/2023
unless otherwise noted. Underlined text denotes new text. Text
with a strike through it denotes deleted text.

POLICY UPDATES

1 Introduction to Genesys | Updated section overview and added a video instructions link
3.3 Monitor View Tab Updated the fields displayed in the monitor view tab.
7.1 Call Supervision Added new section to table of contents
7.1.5 Logging Off an Agent New Section
7.2.2.2 Sorting Results and Clarified text and updated screenshot.
Listening to Calls
8.1 Managing User Added new sections and video instructions links to table of contents
Accounts
8.1.2 Setting a Skill for an Added a link for performing a quick search for an agent and clarified
Agent text
8.1.3 Add a Skill for an Agent | Added a link for performing a quick search for an agent and updated
text
8.1.6 Adding or Removing a New Section
Supervisor from a Static
Agent Group
8.1.6.1 Adding a Supervisor to a | New Section
Static Agent Group
8.1.6.2 Removing a Supervisor New Section
from a Static Agent
Group
8.1.7 Quick Agent New Section
Search in Platform
Administration
8.1.8 Editing General Agent New Section
Information
9.2 Historical Reporting Added new sections to table of contents
9.2.5.4 Queue Voicemail Counts | New Section
11.3 Recording Search Added a video instructions link

Troubleshooting
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1 Introduction to Genesys

Genesys is the cloud-based call management system used by IM workers to receive, make,
and transfer calls, and listen to voicemail. Genesys is an online platform that does not require
users to download anything to their computers. This guide explains the Agent Desktop,
Designer, Interaction Recording, Platform Administration, and Reporting tiles in the application
that enable call center functions.

The Genesys User Guide is organized by sections:

e Sections 1 through 6: Overview of general agent capabilities that any user can do
e Section 7: Overview of supervisor capabilities
e Section 8: Overview of segment administrator capabilities

e Section 9: Overview of reporting-{eeminrg-seon}
e Section 10: Overview of local passwords

e Section 11: Troubleshooting solutions for Genesys
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3.3 Monitor View Tab

The Monitor View tab is not visible to all agents. The Monitor View tab houses the
dashbeardDashboard tab, which shows contact center statistics in real time and the queues of
the agent’s specific group. The Dashboard tab is not visible to all agents. Focus on the queues
ending in “use.” This page is informational only.

Show/Hide an example of the page

Workspace Connect  Monitor

Dashboard

Contact Center Resource Average Waiting Time Current In Queue Current Max Call Waiting ... Total Abandoned Total Answered

GTS_VQ_SIP_Route_use - 0

Workspace

2 Dashboard My Agents

A Contact Center Resource Oldest Call Waiting Average Wait Time Calls In Queue

00.00.00 00.00.00

00.:00.00 00,0351 0

The specific statistics sheweaseddisplayed may vary by agency but include:

o Oldest Call Waiting: How long the oldest call currently in the gueue has been waiting.
«—Average Walt Time (AWT): Average wait time
«—Current#-of (for the day) for all calls #r-the-gueue

e e ea b se e
c——etolasaneened cals

¢ Teotal-answered eallsand abandoned.

Note AWT is not the same as Average Speed of Answer (ASA). ASA is only
answered calls. ASA is not visible in this view.

«—Calls In Queue: Current targetstate
c—latemalealls

e Outheuyndnumber of calls in the queue waiting for agents.
o+—Inbound-calls
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7.1 Call Supervision

7.1.1 Logging in to Supervise Calls

7.1.2 Monitoring

7.1.3 Barging
7.1.4 Coaching

There are three different methods to listen to live calls in Genesys:

Method Definition

Monitoring Neither the agent nor the caller can hear
the supervisor

Barging Both the caller and the agent can hear
the supervisor

Coaching Only the agent can hear the supervisor

The Monitor Tab has information relating to call supervision. It is separated into two tabs:

Tab Function
Dashboard

e Includes real-time statistics such as
the average wait time and how
many calls are currently in queue

e Allows supervisor to monitor the
number of agents in queue

My Agents « Displays the agents assigned to the
supervisor and their current status

It is recommended supervisors use the Real-Time Reporting or “Pulse” application to
monitor queues and agents. The Real-Time Reporting application can be customized by a
supervisor to display all desired statistics, whereas the agent desktop cannot.
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7.1.5 Logging an Agent Off

(Video instructions available: Logging an Agent Off)

The log off agent feature is useful if it's discovered an agent has forgotten to log off.

The Supervisor must be logged on to Workspace and is assigned as a Supervisor for the
specific agent or agent group.

To log an agent off:

From the Agent Desktop click the Monitor view tab.

Click My Agents tab.

Click the three dots next to the name of the agent to be logged off.
Select Log Off from the drop down.

Sl (S N

If the agent is not showing, use the features at the bottom of the page to change the

display.

1-100118 10 v perpage "l « < 1012 > o
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7.2.2.2 Sorting Results and Listening to Calls

(Video instructions available: Sorting Results and Listening to Calls)

After searching for a call, you can sort the results and listen to calls in the Explore Tab.

Sorting Results

The search results columns can be adjusted as needed. For example, if searching by inbound
calls, you can add the callType column to the search results.

External ID callType

0TMELEIGE8AIFI20ACT TOZLAESDOGNIL Outbound .
DTMELBIGBEAIFI2DACT FOZLAESDO9NT L _2023-05-16_23-59-44

0TMELBI6EBEAIF204CT TOZLAESDOGMNT K Outbound

0TMELEIGEBBAIFI204CT TOZLAESDOGNTY Outbound

DTMELEIGBBAIFIZ0ACT TOLAESODONTH Outbouwnd

DTMELEIGBEAIFIZ0ACT TOLAESODONIG Outbouwnd

DTMELEIGBBAIFIZ0ACT TOLAESODONIC Outbound

DTMBELEIGEBAIFIZ0ACT TOLAESODONID Outbound

DTMELEIGBBAIFIZ0ACT TO2LAESDODINT A Outbound W

k

To adjust the search results columns, seleetclick the Select Columns icon that looks like a
pencil on the results screen.
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https://vimeo.com/showcase/9568233/video/842983542

External ID callType

01MBLEBIGBEAIFO204CT TOZLAESOOINIL Outbound

01MBLBIGBRAIFI204CT TOZLAESOOON L_2023-05-16_23-50-44

01MBLEIGBBAIFO204CT TOXLAESODONTKE Outbound
01MBLBIGBBAIFO204CT TO2LAESODONT Outbound
01MBLEBI6BBAIFO204CT TOZLAESODONTH Outbound
01MBLBI6BBAIFO204CT TOZLAESDODINIG Outbound
01MBLBIGBBAIFO204CT TOXLAESODONIC Outbound
0TMBLEI6BBAIFO204CT TO2LAESODONID Outbound
DTMBELEIGBBAIFI204CT TO2LAESDODINT A Outbound ot

Then select the columns to add or remove. Note that any adjustments made to the results
columns will be saved for future searches.

%= £
External ID ¥ Workgroup *
] Tags
01 MELEIGSEAIFIZ04CT TOZLAESOOUNIL ¥ Duration .

0 MELBIGEBAIFIZ0ACT TOZLAESODON1L_2023-05-16_23-59

Taoxt
¥ Interaction |D

] External ID
DIMBLEIGEBAIFIZOACT TOZLAESDOONTE

agentExtensionDN
D MELEIGEBAIFIZ0ACT TOZLAESOOGNT agentid
ani
M MELEIGEBAIFI2Z04CT TOZLAESOOONTH callerPhoneNumber
[+ callType

DIMELEIGEEAIFI20ACT TOZLAESODONIG ConnectionlD

CustomerSegment
0 MELEIGEBAIFIZ04CT TOZLAESODONIC
dialedPhoneMumber
DIMELEIGEBAIFIZOACT TOZLAESDOONID dnis
GSYS_IVR
0 MELEIGEBAIFIZOACT TOZLAESOOONT A Iapplication o
ivr_language ik

SeleetClick arrows in a column to sort the results by ascending or descending order.
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Interactions (1.000 of 11,818) ~  Filters: Date Range
Date | Time ] Media Agent Warkgroup Tags
)
05/16/23 06:59 PM [ Sharon Hawkin! Milwaukes
0516723 D659 PM (N Sharon Hawkins Milwaukee
05/16/23 06:59 PM (9 Valynsia Wilson Milwaukee
Interactions (1.000 of 11,818) w~  Filters: Date Range
Date / Time ] Media Agent Warkgroup Tags
05/16/23 D659 PM - Milwaukee
05/16/23 D659 PM L Milwaukee
05716523 DB59 PM '\w Milwaukee

Adjusting Search Criteria

To return to the search page and make-adjustmentstoad|ust the search criteria, seleetclick the
Search Filters slide icon that looks like sliders.

Do not use the back button on your browser to return to the search page.

callType
Outbound -
Outbound

Listening to Calls

To listen to a call, useclick the play button next to the segment of call on the search results
page.

Some calls may have multiple segments for the ATS signature or if the call was transferred.
Click the plus icon next to the call to see the segments.
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Interactions (1.000 of 11.818) w  Filters: Date Range

Date f Time

05/16/23 06:59 PM

05/16/23 D659 PM
2 + 05/16/23 06:59 PM
3 + 05/16/23 06:58 PM
4 + 05/16/23 06:58 PM

Media

L
L™
L
L
L
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8.1 Managing User Accounts

8.1.1 Logging in to Manage User Accounts (Video instructions available: Logging in to Manage
User Accounts)

8.1.2 Setting a Skill for an Agent (Video instructions available: Setting a Skill for an Agent)

8.1.3 Adding a Skill for an Agent (Video instructions available: Adding a Skill for an Agent)

8.1.4 Adding a Skill for Multiple Agents (Video instructions available: Adding a Skill for Multiple
Agents)

8.1.5 Adding an Agent to an Agent Group (Video instructions available: Adding an Agent to an
Agent Group)

8.1.6 Adding or Removing a Supervisor from a Static Agent Group

8.1.6.1 Adding a Supervisor to a Static Agent Group (Video instructions available:

Adding a Supervisor to a Static Agent Group)

8.1.6.2 Removing a Supervisor from a Static Agent Group (Video instructions available:

Removing a Supervisor from a Static Agent Group)

8.1.7 Quick Agent Search in Platform Administration (Video instructions available: Quick Agent
Search in Platform Administration)

8.1.8 Editing General Agent Information (Video instructions available: Editing General Agent

Information)

This section includes instructions for how to assign skills to an agent and adding agents to
agent groups.
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https://vimeo.com/showcase/9568233/video/761995690
https://vimeo.com/showcase/9568233/video/761995690
https://vimeo.com/showcase/9568233/video/761995776
https://vimeo.com/showcase/9568233/video/761995912
https://vimeo.com/showcase/9568233/video/761996003
https://vimeo.com/showcase/9568233/video/761996003
https://vimeo.com/showcase/9568233/video/761996114
https://vimeo.com/showcase/9568233/video/761996114

8.1.2 Setting a Skill for an Agent

(Video instructions available: Setting a Skill for an Agent)

Skills are assigned to workers to identify queue assignment in different areas such as
multilingual or an agent with experience in other programs. Skills have a numeric value of O or
10 to the agent for that skill. 0 means they are not assigned to the queue associated to the
skill, 10 means they are assigned to the queue. For example, an agent can be added to the

Spanish queue by assigning a value of 10 to the Spanish skill.

Note: Atthistime—agents/Agents are either skilled at 0 or 10.
To assign a skill to a-werkeran agent:

1. Select the Persons link under the accounts section on the Configuration Manager page.

Note To conduct a quick search for an agent, see SECTION 8.1.7 QUICK
AGENT SEARCH IN PLATFORM ADMINISTRATION, then proceed with step
number five.

DA Condfgurstion

Configuration Manager

) ") o

Accounts Routing f Digital Environment Switching
ACCESS Groups Business Altnbules Scrpts Agent Loging
Agent Groups Business Atinbute Values Dhs
Capacity Rules Transactions DM Groups

Places

Genesys User Guide Release 23-03
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https://vimeo.com/showcase/9568233/video/761995776

2. Select the OﬁsStaﬁeIU folder.

Pemona (1

[ Sabect L+ I oo ], Shom Ounch Fille [ " e " o G S Cobure Filiar

3. Select the DHS folder.

[re— s

Home = Agent Groups > Agent Groups > OpsStagelU
[ select ONew [ ! More | @ showaQuickFilter | pirectory OpsStagelU (Agent Group Folder) v
O Name
.
O ]
O ]

4. Select the DMS folder or the consortium folder the agent is in (Capital, Northern,
Milwaukee, etc-}.), and then select their name to open their profile.
Note: All other lines of business not related to Income Maintenance are in
the DMS folder.

L
4 W
L w
I W
z o
;3
3
z w

5. Select- Skills on the left-hand list. ©reOnce selected, there is a list of the agent's skills.
Note: If you don't see the skill you're looking for, see SECTION 8.1.3 ADDING A

Genesys User Guide Release 23-03
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SKILL FOR AN AGENT.

Home > Persons > Persons > OpsStagel) > DHS Training Properties

General

Skills
Meomber Of

Skill

ap
-
2

2

Ranks

( 10

] 10
Agent Logins

Options
Permissions
Dependencies

Accessible Objects

6. Select the skill from the list and enter “10* in the Level field (O=not added to the queue,
10=added to the queue).
7. SeleetClick OK.

Genesys User Guide Release 23-03
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8. SelectClick Aiili.

Propaties i Owlete Persen 18 Clone i Move To

General

Skills Add 3 More
Member Of

O skill = Lewel

ar

Ranks
m]
Shalls:
Agent Logeri
Dptions
Permissions

Dependencies

Accessible Dbjects

=

Note: Remove a skill from the agent by selecting the skill and then selectinrg
clicking Remove.
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8.1.3 Adding a Skill for an Agent

(Video instructions available: Adding a Skill for an Agent)

Add a skill for an agent if the skill is missing from the agent's profile.

To add a skill for an agent:

1. Select the Persons link under the accounts section on the Configuration Manager page.

Note To conduct a quick search for an agent, see SECTION 8.1.7 QUICK AGENT
SEARCH IN PLATFORM ADMINISTRATION, then proceed with step number
five.

Configuration Manager

) ") o

Accounts Routing f Digital Environment Switching

ACCESS Groups Business Altnbules Scnpls Agent Loging

sgent Graups Business Alinbute Values DOKS
Capacity Rules Tranzactions D Groups

Places

2. Select the OpsStagelU folder.

Pemana (1

] Sabect i b I waew 1], Shom Cusch Fifler [ Paridid Piraid - o L o Codurme Pl

[r—. ] Pt Himar
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3. Select the DHS folder.

] ke Qe VR - N — . Y T———— o T

oHs

Home = Agent Groups Agent Groups > Opsstagelu
[ select O New ] i More | @ show Quick Filter Directory OpsStagelU (Agent Group Folder) v
O Name
0
O ]
O ]

4. Select the DMS folder or the consortium folder the agent is in (Capital, Northern,
Milwaukee, etc.) and then select their name to open their profile.

Note: All other lines of business not related to Income Maintenance are in
the DMS folder.

z e
L ¥
L
z
L
&
4 v
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5. Select Skills on the left-hand list. Once selected, there is a list of the agent's skills.

ns > Persons > OpaStagell) > DHS Training Properties
General

Skills
Meomber Of

Skill — Lovel
Ranks

] 10
Agent Logins :
Options
Permissions
Dependencies

Accessible Objects

6. SeleetClick Add.

R i Add i More

Genesys User Guide Release 23-03
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7. Select the folder icon.

8. Select the agent's folder.

Skill Directory
Select Skill

9. Select the skill from the list and enter “10* in the Level field (O=not added to the queue,
10=added to the queue).

Genesys User Guide Release 23-03
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10. Seleet-Click OK.

11. SeleetClick Aiili.

Propaties i Owlete Persen 18 Clone i Move To

Skills Add 3 More

O kill 4 Level

ar

] 10

Note: remeveRemove a skill from the agent by selecting the skill and then
seleetingclicking Remove.
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8.1.6 Adding or Removing a Supervisor from a
Static Agent Group

Adding a user as a supervisor in a static agent group allows the individual to monitor or listen
to calls for any agent in that agent group.

Genesys User Guide Release 23-03
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8.1.6.1 Adding a Supervisor to a Static Agent Group

8.1.6.1 Adding a Supervisor to a Static Agent Group (Video instructions available:

Adding a Supervisor to a Static Agent Group)

To add a supervisor to a static agent group:

1. Select the Agent Groups link on the Configuration Manager page.

GAX Confiquration

Configuration Manager

- o O

Accounts Routing / Digital Environment Switching
ACCESS ETI}IJFIS Business Attributes 5C|'IFI15 ﬁgenl LI:IQII'IS
Business Attnbute Values DNs
Capacity Rules Transactions DN Groups

Persons Places
Roles
Skills

2. Select the OpsStagelU folder.

Home = Agent Groups > Agent Groaps

[ Selwet O Mew i H ] (@, Show Quick Filter Dt petory Aol Groups (Agent Group Folded) B
[} Hame
.
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-21 -



3. Select the DHS folder.

Home > Agent Groups > Agent Groups > Opsstagelu
[ select / Edit @ New [ i More | @ Show Quick Filter Directory OpsStagelU (Agent Group Folder) v
O Name
:
O ]
O ]

4. Select the Consortium/Line of Business (LOB) folder.

Home > Agent Groups > Agent Groups > OpsStagell > DHS

[ select / Qnew [ te i More @, show Quick Filter Directory DHS (Agent Group Folder) -

Name

W Bay Lake

I Capital

Il oMs

W East Central
I Great Rivers
B 1M Central
I Milwaukee
I Moraine Lakes
I Morthern
W Southern
W Tribal

I Western

0O OO0 00 o0Ooooqoo o oo

| WKRP
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5. Select the Static Agent Groups folder.
N -

Home > Agent Groups > Agent Gioups > Hageill = DHS > Capital

[ seiect # O Mew [ Oulote I Mlore | Q) Show Quick Filter | Directery Capital [Agen Group Falder) -

: J Hafma

| I Dyruannes Ageni Grougs

[ ] '-’1'-' aputal

6. Select the umbrella group. The umbrella agent group should include all agents in the

consortium or other Line of Business (LOB).

GAX Configuration

Home > Agent Groups = Agent Groups > OpsStagell > DHS > Bay Lake - Static Agent Groups (16)

[ select © New I More @ show Quick Filter Directory Static Agent Groups (Agent Group Folder) v

Name

@ Bay_Lake_Brown
?Q Bay_Lake_Door

?Q Bay_Lake_Marinette

?Q Bay_Lake_Oconto

O 0O o000 o0oao

@Bay_Lake_Shawano

O ?Q BaylLake_Aux _AG

7. Select the Supervisors tab on the left, and then click Add on the right.

OpsStagelU » DHS > Bay Lake

1 Delete Agent roup 18 clone B rove To

Supervisors (29) e i More
Supanvsors o
s
:

a Name FirstMame ~ § Last Name % Agent
Agents

o 2 v
Origination DNs

o = v
Options

] L § v
Permissions.

] L 3 v
Dependencies

] 4 v
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8. Scroll through the list to find the consortium you want to add the supervisor to, and
select that consortium’s folder.

Supervisor

Select Supervisor

Folder : Bay_Lake

N = Q, Quick Filter

Mame

v ﬁ Environment
v [l Persons
~ m OpsStagelU
W Aarons Test Account
Mmcce
~ [DHS

|V FBay_Lake |

MW Disabled Agents

v M capital

Il Disabled Agents

Cancel

O

Genesys User Guide Release 23-03
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9. Select the agent to be made a supervisor.
Supervisor

Select Supervisor

Folder : Bay_Lake

Ll

Name v First Name Last Name

4>

o e e e

o

o e | e

o )

C £ € £ & & £ &« < 2

Cancel

(@)

av
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10. Notice the number of supervisors increased by one. Click Apply to save the changes.

GAX  Configuration

Supervisors (30)

a Name $ First Name &

o e e

123

[ L U

O/80E bE 038 0B o' 08
"

[ L I R )

Cancel

nt Groups > Bay_Lake Properties

Last Name

T Delete Agent Group & clone i Move To

Agent ¢

CES S BSY A B SRS S B QB (S
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8.1.6.2 Removing a Supervisor from a Static
Agent Group

8.1.6.2 Removing a Supervisor from a Static Agent Group (Video instructions available:

Removing a Supervisor from a Static Agent Group)

To remove a supervisor from a static agent group:

1. Follow instructions one through six found in SECTION 8.1.6.1 ADDING A SUPERVISOR TO A
STATIC AGENT GROUP.

2. From the Supervisors tab, check the checkbox next to the name of the Supervisor to be
removed, and click Remove.

Note Be sure to select the appropriate agent group.

Home > Agent Groups > Agent Groups > OpsStagelU » T Delete Agent Group clome I Move To
General
Supervisors (11), Selected(1) Add - £ More
m— =3
O Name 4 FirstName £ LastName & agemt s
Agents
o =2 v
Origination DNs
or . v
options
o 2 v
Permissions
a 2 v
Dependencies.
o =2 v

4. Notice the number of Supervisors decreased by one. Click Apply to save the changes.

GAX  Configuration

Home > Agent Groups > Agent Broups » OpsStagell » i Delete Agent Group 122 clone M MoveTo

al
‘Supervisors (10) add o i More
Supervisors
s

a Name s FirstName & Last Name

£

&
E

00 o0ooooo0oon0ao
o b e e e e e
A S . T T U S

e e
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8.1.7 Quick Agent Search in Platform

Administration

8.1.7 Quick Agent Search in Platform Administration (Video instructions available: Quick Agent

Search in Platform Administration)

Searching for an agent can be done different ways. Below is the quickest way to search for an

agent.

To search for an agent from the Configuration Manager home page:

1

. Click Search.
GAX  cConfi p—
Configuration Manager .zn mmmmmmm
Accounts Routing / Digital Environment Switching

Access Groups Business Attiibutes Scripts Agent Logins
Agent Groups Business Attiibute Values DNs
Capacity Rules Transactions DN Groups
Persons Places
Roles
Skills

Enter the agent's Genesys username in the Name/Number field and select Person

from the Type drop-down menu. Click Search.
If the agent’s Genesys username is unknown, click Advanced Search to expand the

search options.
GAX Configuration
Home > Search
Name / Number Type* State Tenant

Search Results

fj Delete (I Golumn Picker  More @, show Quick Filter

User Name 4 First Name § Last Name $ Type % Tenant ¢ Path

No items

Using the Advanced Search options, search for the agent by their First Name, Last

Name or both. “Person” must be selected from the “Type” drop-down menu. Then click

Genesys User Guide Release 23-03
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the Search.
|

Home > Search
Name / Number Type- e .
« [ casesensitive Clear

Person
A Advanced Search
s Agent First Name Last Name Employee Id
Switch sk Agent Login Agent Group
] ] ] ]
Search Results
g [ Column Picker  More | @ Show Quick Filter
User Name s First Name B Last Name & Type v Tenant B Path

No items

Note Spelling of the Genesys username, first name and last name must be
exact for search results to work properly.

Genesys User Guide Release 23-03
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8.1.8 Editing General Agent Information

8.1.8 Editing General Agent Information (Video instructions available: Editing General Agent

Information)

To change an agent’s username, first name, last name, email address, password and external
ID follow the steps below:

1. Select the Persons link on the Configuration Manager home page.

Note To conduct a quick search of an agent, see
SECTION 8.1.7 QUICK AGENT SEARCH IN PLATFORM ADMINISTRATION

, then proceed with step number five.

Configuration Manager

@ ) ") o

Accounts Routing f Digital Environment Switching
Access Groups Business Attnbules Secnipls Agent Logins
sgent Graups Business Alinbute Values DOKS
Capacity Rules Transactions DM Groups
Roles
Skills

2. Select the OEsStaﬁeIU folder.

Pemoea (1)

[] Sebect # L+ I waew 1], Shom Cusch Fifler [ Pariid [Pirai Polda o L o Codurme Pl

o [r—. ] Pt Himar 3 Lkt i ] iy ¥ Bt
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3. Select the DSH folder.

Home > Agent Groups > Agent Groups > Opsstagelu

[ select # Edit @ New [J Delete i More @ show Quick Filter Directory OpsStagelU (Agent Group Folder) v
g Name
e
O ]
O ]

4. Select the DMS folder or the consortium folder the agent is in (Capital, Northern,
Milwaukee, etc.).

Note All other lines of business not related to Income Maintenance are in the
DMS folder.

Home = Persons > Persons > OpsStagelU = DHS (13)

[J select o Edit @ New [ ¢ i More @ Show Quick Filter Directory DHS (Person Folder) + @ Show Column Filter

Username ¢ First Name 7 Last Name $ skills

I Bay_Lake
I Capital

| DMs

I East_Central
I Great_Rivers
I 1M_Central
I Milwaukee
I Moraine_Lakeg
I Northern

M Southern

I Tribal

I Western

0 OO DOOoO0O0ODOoOooooo oglo

I WKRP
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5. Select the aient entrﬁ to be edited.

Home > Persons > Persons > OpsStagelU > DHS > Bay_Lake (101)

O select / Edit @ New [ Delete § More | @ Show QuickFilter | pirectory Bay_Lake (Person Foiden) « @ Show Column Fiter

=] Userame ¢ First Name $ Last Name ¢ skills ¢ Agent
[} I Disabled Agents

m} e BayLake_Gen_SK (10), BayLake_Hmg_SK (10), BayLake_Trans_SK (10) v
m} s BayLake_Hmg_SK (0), BayLake_Trans_SK (0), BayLake_EBD_LTC_SK (0), BayLake_G. v
O D BayLake_Esp_SK (10), BayLake_Gen_SK (10), BayLake_Hmg_SK (0), BayLake_Trans_... v
(] L3 BayLake_Gen_SK (10), BayLake_Hmg_SK (10), BayLake_Trans_SK (10), BayLake_Chil.. v
a s BayLake_Gen_SK (10), BayLake_ChildCare_SK (0), BayLake_Trans_SK (0), BayLake_ v
E s BayLake_Gen_SK (10), BayLake_Trans_SK (0), BayLake_EBD_LTC_SK (0), BayLake_C v
m] e BaylLake_Gen_SK (10), BayLake_Hmg_SK (10), BayLake_Trans_SK (10) v
m} e BayLake_EBD_LTC_SK (10), BayLake_Gen_SK (0), BayLake_Hmg_SK (0), BayLake_Tr. v
a 2 BayLake_Hmg_SK (0), BayLake_Trans_SK (0), BayLake_EBD_LTC_SK (0), BayLake_G. v
a 2 BayLake_Gen_SK (10), BayLake_Hmg_SK (0), BayLake_Trans_SK (0), BayLake_EBD_L. v

6. From the General tab, edits can be made only to the following fields:
Username

First Name and Last Name

o _Email Address

o Password and Confirm Password

O

o External ID

The Username is the local username and is case sensitive. The External ID is the
agent’'s WAMS ID. The External ID and Local ID must always match. Before changing
the External ID in Configuration Manager the agent first needs to go through the
necessary steps to change their WAMS ID, see SECTION 2.3 FORGOTTEN CREDENTIALS.

Any changes made to the agent’s password will reset their local password, not their
WAMS password. Enter the password in both fields and check the checkbox, "Force
Password Reset on Next Login." Provide the agent with the newly created temporary
password and inform them the temporary password is only valid the first time they log
in. The first time the agent logs in with the temporary password they will be forced to
create a new password of their choice. See SECTION 10.1 SETTING A LOCAL
PASSWORD for specific instructions on how to set a local password.

Note Do not touch the Employee ID, this is assigned individually to each
agent by the system when their profile is created. All other fields not
mentioned above must be left untouched.
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GAX  Configuration

Home > Pe Per Stage HS > Bay Lake > Properties. T Delete Person 18 Clone. . Move To
st
Ranks Agent
First Name Tost Hame.
skills ‘
Agent Logins
Employee 1D
Options.
Permissions
Password Confirm Password
Dependencies
Accessible Objects

Anytime a password is reset for an agent

85 the Admin must check the box, “Force
[m.ml ) J Password Reset on Next Login"
Default Place Capacity Rule
-
Cost Contract site
] ]

Tenant

m [ StateEnabled

Cancel

7. After making desired changes, click Apply.
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9.2 Historical Reporting

9.2.1 Running Reports (Video instructions available: Running Reports)

9.2.2 Creating Subscriptions (Video instructions available: Creating Subscriptions)

9.2.2.1 Email Subscription

9.2.2.2 History List Subscription

9.2.3 Editing Subscriptions (Video instructions available: Editing Subscriptions)

9.2.4 Unsubscribing from Subscriptions (Video instructions available: Unsubscribing from
Subscriptions)

9.2.5 Recommended Queue and Agent Reports

9.2.5.1 Agent Performance Report V2.0

9.2.5.2 Queue Statistics Adjusted

9.2.5.3 Queue Statistics Adjusted CB

9.2.5.4 Queue Voicemail Counts

Genesys User Guide Release 23-03
-34 -


https://vimeo.com/showcase/9568233/video/799506662
https://vimeo.com/showcase/9568233/video/799506736
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https://vimeo.com/showcase/9568233/video/799506853
https://vimeo.com/showcase/9568233/video/799506853

9.2.5.4 Queue Voicemail Counts

The Queue Voicemail Counts report displays a count of all calls sent to voicemail. It is not a
count of the number of voicemail recordings.

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

e Selections for this report require choosing a “pre-set date filter” and the “qgueue” from
the Index section of the page.

¢ When choosing a queue make sure it has “vm” in the queue name.
e This report can be subscribed to or run daily.

Tenant Media Type Queue Interaction Type Day Routed to VM

Environment  Voice Jfraud_vm_vq Inbound 2023-09-06 123

Statistics Definitions

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
Routed to VM Total calls that were sent to voicemail | Count
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11.3 Recording Search Troubleshooting

(Video instructions available: Recording Search Troubleshooting)

Issue

Description

Resolution

No Connection
ID in search
results

Connection ID column
doesn’t appear.

e Add the Connection ID by clicking
“Select Columns” icon

Select Columns

¥ Date / Teme

¥ Meda

DE

¥ Number of Segments

Vi Agent

v Workgroop

v Tags

v Duration
Text

vl Interaction ID

¥ External ID
agentExtensionDN
agentld
ani
callerPhoneNumber
callType
CustomerSegment
dialedPhoneNumber
drus
GSYS_IVR
lApplxcation
ServiceObpective
ServiceType
vr_language
Language

v my_conn_id
S

¥ ConnectioniD

Unknown
Connection ID

Don’t have Connection
ID to search

e Search by Agent and date

Missing
Recording

Can’t find recording in
“Interaction Recording”
search or the ECF.

e There is a delay while recordings
are indexed of approximately 20
minutes.

e If the telephonic signature is
missing in the ECF, see Section
7.2.3 Telephonic Signature
Recording Missing in the ECF.
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