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POLICY UPDATES

2 Accessing Genesys Updated table of contents.

21 Logging Into Genesys Updated table of contents.

211 Account Activation New section

Logging In to Genesys after
21.2 Account Activation New subsection, updated image.
After Your First Time Logging In

213 to Genesys Section removed.

24 Change Password New section

2.5 Edit Your Profile New section

3 Agent Desktop Updated table of contents.

3.2 Performance Updated table of contents.

3.21 My Performance New section

3.2.2 My Status New section

3.2.3 My Interactions New section

3.24 My Queues Activity New section

4 Call Handling Updated table of contents.

4.1 Receiving a Call From a Queue Updated table of contents.
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411 Go On Queue New subsection with existing content from 4.1.
41.1.1 Notification of Call New subsection with existing content from 4.1.
41.1.2 Ending a Call New subsection with existing content from 4.1.
4.1.2 Agent Training Call Flow New section.
Receiving a Practice Call From
41.21 the Queue New section.
4.3 Making an External Call New section with existing content from 4.3.
431 Ending a Call New section with existing content from 4.3.
4.5 Transferring a Call Updated table of contents.
Transferring a Call to an XFERS
4.5.1 Genesys Queue New section.
Transferring a Call to a Genesys
4.5.2 Agent New section.
4.6 Conference Renumbered section.
4.6.1 Start a Conference New section with existing content from 4.5.2.
Place a Conferenced Party On
Hold or Remove Them From the
4.6.2 Call New section with existing content from 4.5.2.
4.7 Consult Updated table of contents.
Place a Party On Hold or Remove
4.71 Them From the Call New section with existing content from 4.5.3.
Transfer the Second Party to the
4.7.2 Third Party Updated tile, moved content from 4.5.3.
Bring All Parties Together in a
4.7.3 Conference Call Updated tile, moved content from 4.5.3.
4.8 Expanding the Interactions Pane New section.
Automated Telephonic Signature
4.9 (ATS) New section.
6 Supervisors Updated table of contents.
6.1 Introduction to Performance Updated table of contents.
6.1.2 Viewing Agent Status Updated table of contents.
6.1.2.1 Agent Status View New section with existing content from 6.1.2.
Status, Secondary Status and
6.1.2.2 Routing Status New section with existing content from 6.1.2.
Add Secondary and Routing
6.1.2.3 Status to the Agent Status View New section with existing content from 6.1.2.
6.1.7 Exporting or Scheduling a Report | Updated table of contents.




6.1.7.1

Export a Report

New section with existing content from 6.1.7

6.1.7.2 Schedule a Report New section with existing content from 6.1.7
6.1.8 Expiring Reports New section.
6.1.8.1 Renewing Reports New section.
7 Local Administrator Updated table of contents.
7.2 Setting Business Events Meetings | Added table of contents.
Scheduling a Meeting Business
7.21 Event New section with existing content from 7.2.
Creating Multiple Meeting
7.2.2 Business Event Schedules New section with existing content from 7.2.
Cancelling a Business Event
7.2.3 Schedule New section.
7.5 Agent Accounts New section.
Requesting Access for a New
7.5.1 Agent New section.
7.6 Assigning Queues Updated section number and added table of contents.
Assign or Unassign a User from a
7.6.1 Queue. New section with existing content from 7.5.
7.7 Assigning Languages Updated section number and added table of contents.
7.71 Assign Agent Skills-English New section with existing content from 7.6.
7.7.2 Assign Agent Skills — Spanish New section with existing content from 7.6.
7.7.3 Assign Agent Skills - Hmong New section with existing content from 7.5.
1 Troubleshooting New section.
Submitting a Genesys Support
111 Ticket New section with existing content from 11.
11.1.1 Who Should Submit a Ticket? New section with existing content from 11.
11.1.2  Opening a Ticket New section with existing content from 11.
11.1.3  Escalation Process New section with existing content from 11.
11.1.4  Prioritization New section with existing content from 11.

Genesys handbook has been restructured for the Genesys CX Cloud platform update. Legacy Genesys
(MGEP) has been removed.
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2 Accessing Genesys

2.1 Logging In to Genesys (Video instructions available: Logging Into Genesys)

2.1.1 Account Activation (Video instructions available: Account Activation)
2.1.2 First Time Logging In to Genesys After Account Activation

213 AfterYourFirst Fime logging Into Genesys
2.2 Logging Out of Genesys (Video instructions available: Logging Out of Genesys)

2.3 Forgotten Credentials (Video instructions available: Forgotten Credentials)

2.4 Select or Change Phone

2.5 Change Password (Video instructions available: Changing a Password)

2.6 Edit Your Profile (Video instructions available: Editing Your Profile)

This section explains how to log in and out of the Agent Desktop and how to recover lost credentials.


https://vimeo.com/941368998
https://vimeo.com/941368981
https://vimeo.com/941368784

2.1 Logging In to Genesys

2.1.1 Account Activation (Video instructions available: Account Activation)
2.1.2 First Time Logging In to Genesys After Account Activation

e e e-teaminante-Senes s

(Video instructions available: Logging In to Genesys)

These instructions can be used by agents, supervisors, and local administrators.
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https://vimeo.com/941368998

2.1.1 Account Activation

(Video instructions available: Account Activation)

Once access to Genesys Cloud has been granted the agent receives an email.

1. Click Activate from the email. Be sure Firefox, Edge, or Chrome browser loads.

] Delete = Archive =, Reply & Raplyall * Fonward % Toom = & E

Welcome 1o Geresys Cloud

Genesys < no-rephy@ rypuredioud com =

Genesys Cloud

Activate your Genesys Cloud Account

Your team admin has added you to Genesys Cloud for dhsgenesysdey

Click the button below 1o verify your email address and get started,




2. After clicking Activate the agent is brought to the Welcome to Genesys Cloud page to enter their
new password.

&7, Genesys Cloud.

Welcome to Genesys Cloud

[+ New password

[+ Verify new password

Register

This is a secured web application. By accessing this system you
agree to Genesys's Terms & Conditions and that you are a member
of this organization and will abide by any security rules they require.

Genesys Cloud keeps you safe. View our Privacy Policy.

Back to Login

3. After entering New password and Verify new password fields, click Register.
o Password requirements are as follows:
= The minimum length is eight characters.
= The maximum length for a password is 400 characters.

= Passwords must have at least one number, one special character, one uppercase
letter, and one lowercase letter.

= You cannot reuse any of your previous 10 passwords.
= Do not copy and paste a password to set it.
= The length of time before a password expires is set up by your administrator.

o__If the password does not meet the requirements, Genesys Cloud sends a message with the
suggested change to help meet the requirements.

Genesys User Guide Release 24-01
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&7, Genesys Cloud.

Welcome to Genesys Cloud

Register

This is a secured web application. By accessing this system you
agree to Genesys's Terms & Conditions and that you are a member
of this organization and will abide by any security rules they require.

Genesys Cloud keeps you safe. View our Privacy Policy.

Back to Login

4. If you are prompted to enter an organization name, use: dhsgenesysprod

5. After successfully activating your account the following message displays, “You have successfully
activated your account!”

6. Select Collaborate/Communicate to begin using Genesys Cloud.

Note My Account and Architect are not used.




&, Genesys Cloud.

& My Account

Access and Administer your Genesys
Cloud Acecunt Seltings such as MR

Collaborate/
Communicate

Foeab-timas fools like group chat, video
confeneros, deskiop and Tile sharing,
and unifed communications

= Logout

Architect

Canfigure Genesys Cloud call flows,
81 user & syslem prompts, and more
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2.1.2 FirstFime-Logging In to Genesys After Account Activation

1. Navigate to the Genesys Login Page using Firefox, Edge, or Chrome.
2. Enter the email address and password associated with your Genesys account.
3. If you are prompted to enter an organization name, use:- dhsgenesysprod



https://login.usw2.pure.cloud/

4. Click Log In.

&7, Genesys Cloud.

¢

@ Americas (US West) [change]

Log In

Forgot Your Password?

More Login Options

Genesys User Guide Release 24-01
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&7, Genesys Cloud.

= mail Address
1 Password
Organization {optional)

@ Americas (US West) [change]

Log In

Foigad Your Passwaed? Forgot Ceganization Name?

More Login Opticns

5. If this screen appears, select Collaborate/Communication to begin using Genesys Cloud.

&, Genesys Cloud.

llaborate, 3
e o Architect

& My Account

Access and Administer your Genesys
Cloud Aceount Seitings such as MFA

Communicate

Foeak-tirme fooils like group chiat, video
confereros, deskiop and Tile sharing,
and unified communications

@ Logout

Configune Genesys Cloud call flows,
580 user & syslem prompts, and more
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3.1. CliekLogtn-

&7, Genesys Cloud

DHS.Genesy...

I Chanae Oraanization |

=] Faasvwuld

@  Americas (US West) [change]

Forgat Your Passwond?

&7, Genesys Cloud

M

@ Americas (US wWesl) [change]

Faiged Your Passwaed? Farged Oeganization Namme?

More Login Opticns




&, Genesys Cloud.

& My Account

Collaborate/
Communicate

Architect

Acoess and Administer your Genesys
Cloud Acecunt 2eitirgs such as MFA

Foeal-tima foos like group chiat, video
conbenenon, ditkiop and Tile tharing,
and unithed communications

@ Logout

Configune Genesys Cloud call flows,
a8 usef & syslem prompts, and more
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2.5 Change Password

Use these instructions to change your Genesys Cloud password.

1. Click the profile button.

2. Click Preferences.

Emergency Address

Meal Primary nambser nol foursd

e

I:-JI: .:'. I:lll = : .ﬂ:qh-“

4.3. In the pop-up window, click on Password.
——

Preferences

Maotifications

Change Password

Current passward

Passward

Mew password
Voicemail PIN e
Lamnguage
: Verify new password
Sound
Video

4. Enter your Current password, New password, and Verify new password, in the blank fields.

Password requirements are as follows:

o

The minimum length is eight characters.

o

The maximum length for a password is 400 characters.

o

Passwords must have at least one number, one special character, one uppercase letter, and

one lowercase letter.
You cannot reuse any of your previous 10 passwords.

Do not copy and paste a password to set it.




o The length of time before a password expires is set up by your administrator.

If the password does not meet the requirements, Genesys Cloud sends a message with the
suggested change to help meet the requirements.

5. Click Change Password.

Genesys User Guide Release 24-01
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2.6 Edit Your Profile

Consult with your supervisor before making any edits to your profile.

Note Never add or edit phone numbers. If the phone humber associated with the agent’s
Genesys account is added to their profile, the system can’t call the agent, and the
agent is not able to receive calls from the system.

Profiles show users’ contact information, status, location, and more. The following information can be
updated:

e Profile Picture

e Name

e Title

e Department
e  What’'s on your mind?

e  Email
Note When an email is updated, this changes the email used to login and to receive
reports.

To access and make edits to your profile:

1. Click the profile button in the sidebar, and then click the larger profile button.

Directory

£ad
2]
=
o
|
E

e Busy
L=i

Away
")

Break e
— — Emergency Address

Meal Primary number not found.
f Meeting

&6 What's on your mind?
Training

Out of Office Preferences Logout




2. Switch between public and edit views of your profile. To see how your profile looks to other users,
click View Public Profile. To edit your profile, click View Edit Mode.

® Vs Public Prafile r . ® View Edt Mode yr B
I 5 .'Ill Y
| o] - |
! T i |
% ! 4

o P b ¥
A s labbe A labee
L) v

4 Add rew secteon Az Enmnag

Eidit

pr mod Fourd

& Primary rumiber not found

3. To change the information in a section, in edit mode, in the section you want to change, click Edit.
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3 Agent Desktop

3.1 Agent Desktop Content Viewer (Video instructions available: Agent Desktop)
3.2 Performance (Video instructions available: Performance)

3.2.1 My Performance

3.2.2 My Status
3.2.3 My Interactions

3.2.4 My Queues Activity

This section describes the different tabs displayed on the Genesys user's content viewer. Supervisors and
administrators have access to additional information.



https://vimeo.com/941368866
https://vimeo.com/941369085

3.2 Performance

3.2.1 My Performance

3.2.2 My Status
3.2.3 My Interactions

3.2.4 My Queues Activity

(Video instructions available: Performance)

Use the Performance Workspace to view personal statistics, statistics of assigned queues, and
interactions. Select the help button in the bottom left corner of the window for help text specific to this view.

Click Performance, and then click Workspace.

Directory -

& View Public Profile

From the Performance-erep-down-mend-

Genesys User Guide Release 24-01
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https://vimeo.com/941369085

Workspace
. @ View Public Profile

Workspace

Frem-the->Workspace;->New Tab screen, scroll down to the section titled My Performance and select My
Performance.




From the My Performance tab you can toggle between Performance, Statuses, exand Interactions-te-display
detailsforeachtab.

Note The Evaluations, Schedule, Scorecard, and Development tabs are not used.

Performance ~

P My Performance |+
| Performance ISlalusesl E»‘Mms |‘rvteracu:>ns| Sc%rd Da%err
| I

+ April 2024 » Bevi+9

Apr15,2024 - - 155 > c - - o
PR /o 16, 2024 - 7 30 39mdds
‘il Apr17,2024
al Apr18, 2024

Apr19,2024 - - - 22=

Apr20,2024

Apr21,2024 - 1 1 day

Apr 22,2024 1 9 6m 295 17= - m

Apr23,2024 -

Apr24,2024 3 1 8 10= 1 m

Apr 25,2024 - 20 1dm 14z 215 8s m 285 2 1

Apr 26,2024 - 1 245 7

S or 27,2024

TE] e[ X e e

Haed e resile wry Tl 2 A [FE)

Dt | s siluiyby
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Click the plus button to the right of the My Performance tab to open a new tab—Cliek or multiple tabs. Scroll
down and click the tabs-desired hyperlinks in the left pane to view specific performance information.

sy Poremange S

St e e 0 ] Iy (RSP i e

Flama gurm AT g e o L G S hava ® fass » = e = i I risby

My Partarmnce




Documents Performance « _ @  Off Queue
| My Performance & New Tab i

Select a view to load by clicking its name:

+ ‘ Q, Search Views ‘

Qb Time zone

‘ Q search Saved Views

America/Chicago (UTC-05:00) (Local and Works v‘ Name w Base ¥ Time Pe.. Time Zone Entities Entity C...

Test My Interactions None - - 1] H
@ Employee Engagement A

My Development

My Performance

My Development

My Evaluations

My Interactions

My Performance

My Queues Activity

My Schedule

Other

Scheduled Exports
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You can perform this step multiple times until all desired tabs are displayed. Recommended views include:
My Interactions, My Performance, My Queues Activity, and My Status.

On the My Performance ane-(or Performance) and My Status (or Statuses) pages, the top row displays the
summary row for each metric’s average over the selected time period. If you select one of the summary
metrics (Answer, Handle, Avg Handle, Avg Talk, Avg Hold, Avg ACW, Hold or Transfer) a chart displays, and a




table below that displays daily details in half hour intervals.
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Documents Performance «

Iy Performance ar
Performance Statuses Evaluations Interactions Schedule Development

I « April 2024 » Be v 9
Answer Handle Avg Handle Avg Talk Avg Hold Avg ACW Hold Transfer
8 a7 11 21m 32z 13s

129 @ Handle
o]

s

5]

]

2]

dor 1 2028 | Ao, 2024 4;'5‘2]:4 "7 ee | Aprezond  eorilzozs | Asria 202 Apr15,2024  Apri7.2024  Apri9,2024  Apr21,2024  Apr23, 2024 ﬁ:riﬁ“ijii Apr27,2024  Apr28, 2024
()
Interval » Answer Handle Avg Handle Avg Talk Avg Hold Avg ACW Hold Transfer @
Apr1,2024 I
Apr 2, 2024
Apr 3, 2024 1 3 2m & 15s m
Apr 4,2024 - 12 23z 10s
Apr 5,2024
Apr 6,2024
Apr 7,2024

30 intervals

et

Note

Internal calls (Genesys user to Genesys user) may not be displayed in the Performance

view.

Change the time period by clicking the date filter (blue date at the top center of the tab) and selecting a time

preset or entering a specific range.



Evaluations Interactions Schedule Development

| « April 2024 »

{ s ‘ April 2024 yood May 2024  F
Yesterday Sun Mon Tue Wed Thu Fri  Sat Sun Mon Tue Wed Thu Fri Sat
ot ° 2 3 @4 @ ® ° 2 a @

Last week
Previous 7 days 7 & 9o 0 M 12 13 5 6 7 8 9 10 N
This month
This month by week 14 15 16 17 18 19 20 12 13 14 15 16 17 18
Last month
Previous 30 days 21 22 23 24 25 26 27 19 20 21 22 23 24 25
Previous 3 months

28 29 30 26 27 28 29 30 3
Day

- BT

2 Week b7,
Month -~ ~ ~ e
Month by Week 12: oo ([ 12 oo [

Time zone w w v v

- America/Chicago (U.. —

START EMD
04/01/2024 12:00 AM 05/01/2024 12:00 AM 4

Click the filter button on the top right side of the tab to choose one or more filters for the displayed metrics.
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e

Interactions

MEDIA TYPE

QUEUE
Search for queues
SKILLS
Search for skills

I LANGUAGES
Search for languages

DIRECTION

Inbound
Outbound

Journey

External Contact

For details about the information displayed in each column, click the help button in the bottom of the
communications sidebar and scroll down to Available Columns. Note that the term Automatic Call
Distribution (ACD) is used in the help files. ACD refers to inbound calls in the queue.

To add additional metrics, click the plus button on the far right of the workspace and select columns from the
list.



Performance «

et

Iy Performance ar
Performance Statuses Evaluations Interactions Schedule Development
I~ < April 2024 » Bev L9
Answer Handle Avg Han.. Avg Talk Avg Hold Avg ACW Hold Transfer TABLE COLUMNS o
1n21m 13s n28m
8 47 325 search for columns
12+ @ Handle
10 PERFORMANCE
5] [ ACW
5 [ Alert
4 [ Alert- No Answer
2 Answer
T T — T T T — T T T — T [] Avg ACW Handled
Apr1, 2024 Aprs, 2024 Aprg, 2024 Apr13, 2024 Apr 17,2024 Apr 21,2024 Apr 25,2024 Apr 29,2024
* [ Avg Contacting
@ [0 Avg Dialing
Interval * Answer Handle Avg Han.. Avg Talk Avg Hold Avg ACW Hold Transfer
Avg Handle
Apr1,2024 = o o
[] Avg Hold Handled
Apr 2,2024 = = =
P [] Avg Manitor
Apr 3,2024 1 3 D 6= 153 m49s Avg Talk
Apr 4,2024 - 12 233 10s s Avg Hold
L Avg ACW
Apr 5,2024 = = =
[ Blind Transfer
Apr 6,2024 - -
o 7 a0 i . . [ Blind Transfer %
30 intervals [J Consult Transfer

Click the save button to save your desired view.

i

v

¢l
=

- Save view

Save View As  Overwrite Existing View

View Name

| Enter view name

Default time period

| None

Cancel
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3.2.1 My Performance

The My Performance view displays several metrics. Click the plus button on the right side of the view to add

or remove metrics.

By Inbeel TS i Wy Qanh AT [ *
reeractions Schedde Scorecasd  Development
Hovemiber &, 24 st undstes Nowmber 24P O B T £+ N
= i - o ' ] W F Tranple I
L -1k

B itevals @
Metric Description Live Update
Answer A measurement of the number of assigned ACD Yes

interactions answered by an agent in a given
period. Answered increments when the agent is
the first to connect to the interaction.

The total number of ACD and non-ACD Yes
interactions that agents were involved in for the
selected media type. Handle increments in the
interval in which the interaction ends, after the
agent completes any after-call work and
completes the interaction.

Handle

Avg Handle The average amount of time agents spent Yes
handling interactions.

Calculated: Includes talk time, hold time, and
after-call work. For outbound calls it also includes
dialing and contacting time.




A measurement of the number of interactions an
agent answered in one queue and then then
transferred. A transfer counts for the queue in
which an agent answers the interaction.

Calculated: Number of interactions blind
transferred or consult transferred

Avg Talk The average number of seconds spent interacting | Y&S
on a media type.
Calculated: Total Talk Time / Count of Interactions
with Talk Time
Avg Hold The average number of seconds that interactions | Y&s
were placed on hold.
Calculated: Total Hold Time / Count of
Interactions
Avg ACW The average amount of time agents spent Yes
completing after-call work.
Calculated: Total ACW / Interactions with ACW
Hold The number of interactions with holds. Yes
Transfer Yes
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3.2.2 My Status

The My Status view displays several metrics. Click the plus button on the right side of the view to add or

remove metrics.

Fesgmba 1 ] m omb 9
[ - . =
e . [ A - ~ e e —l I_{:‘:l1
40 Pirran @
Metric Description Live Update
Logged In The total amount of time a user is logged in Yes
for the specified period.
On Queue The On Queue metric represents the Yes
number of agents that are on queue for a
specific queue.
Idle The amount of time an agent spends in the Yes
Idle routing status. This routing status
represents agents who are On Queue and
able to take interactions but are not
currently working with interactions.
Not Responding The amount of time an agent spends in the Yes

Not Responding routing status after not
accepting an interaction. The Not
Responding routing status is when an agent
was On Queue or Interacting and did not
answer an offered interaction. The agent
could still be handling and completing other
previous interactions. While Not
Responding, the agent does not receive new

interactions.




Off Queue Off Queue represents the number of agents | Yes
that are off queue for a specific queue.
These agents are in another status, such as
Available, Busy, Away, Break, Meal, Meeting,
or Training. Agents in Out of Office and
Offline statuses are not included in this
number.

Available Time spent in the Available status for the Yes
specified period.

Away Time spent in the Away status for the Yes
specified period.

Break Time spent in the Break status for the Yes
specified period.

Meal Time spent in the Meal status for a specified | Yes
period.
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3.2.3 My Interactions

The My Interactions view displays several metrics. Click the plus button on the right side of the view to add or

remove metrics.

Metric Description
Users The internal users alerted or involved.
Remote Information about the external participants.
Note Pll is masked in this view.
Date The date the interaction started.
Conversation Duration The length of the interaction.
Calculated: (Conversation End — Conversation Start)
Direction Whether the interaction was inbound, outbound, or inbound/outbound.
Queue The associated queues.
Wrap-u The wrap-up code selected by the agent.




3.2.4 My Queues Activity

The My Queues Activity displays several metrics. Click the plus button on the right side of the view to add or

remove metrics.

Uy Pemegace | sy B

[T

Uyeaes |y Gueses AT +

1 B oo o
)
. —
] 0 ( . a e (
Metric Description Live
Update

Name The name of the queue. Yes

Waiting The number of interactions that waited in the queue. Yes

Interactions The number of interactions assigned to that queue that agents are currently | Yes
interacting with.

On Queue The number of agents that are on queue for a specific queue. Yes

Off Queue The number of agents that are off queue for a specific queue. These agents Yes
are in another status, such as Available, Busy, or Meeting. Agents in the Out
of Office and Offline statuses are not included in this number.

Interacting The number of agents working with interactions. The humber includes Yes
agents completing after call work.

Communicating | The agent is on a non-ACD call, and, in relation to agent utilization and call Yes
routing, Genesys Cloud treats the non-ACD call like an ACD call.

Idle The number of agents who are on queue and available to take interactions Yes
but who are not working with interactions.

Not An agent was On Queue or Interacting and did not answer on offered Yes

Responding interaction. The agent could still be handling and completing other previous

interactions. While Not Responding, the agent does not receive new
interactions.
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4 Call Handling

41 Receivinga-Call-Froma-Queued.1 Receiving a Call From a Queue (Video instructions available: Receiving a
Call From a Queue)

4.1.1 Go On Queue
4.1.1.1 Notification of Call
4.1.1.2 Ending a Call
4.1.2 Agent Training Call Flow

4.1.2.1 Receiving a Practice Call From the Queue

4.2 Making an Internal Call (Genesys User to Genesys User) (Video instructions available: Making an Internal
Call)

43 -Making-an-ExternalCall4.3 Making an External Call (Video instructions available: Making an External Call)
4.4 Placing a Call on Hold

4.5 FransferringaCall

451 TransferringaCall4.5 Transferring a Call (Video instructions available:- Transferring a Call)

452 Conference4.5.1 Transferring a Call to an XFERS Genesy Queue

4.5.2 Transferring a Call to a Genesys Agent

4.6 Conference (Video instructions available: Conference)
4.5-3 Consutt4.6.1 Start a Conference

4.6.2 Place a Conferenced Party On Hold or Remove Them From the Call

4.7 Consult (Video instructions available: Consult)

4.7.1 Place a Party On Hold or Remove Them From the Call
4.7.2 Transfer the Second Party to the Third Party

4.7.3 Bring All Parties Together in a Conference Call

4.8 Expanding the Interactions Pane
4.9 Automated Telephonic Signature (ATS)

This section describes how to receive a call, make a call, place a call on hold, and transfer a call.


https://vimeo.com/941369074
https://vimeo.com/941369074
https://vimeo.com/941369099
https://vimeo.com/941369099
https://vimeo.com/941369126
https://vimeo.com/941369162
https://vimeo.com/941368834
https://vimeo.com/941368798

4.1 Receiving a Call From a Queue
4.1.1 Go On Queue

4.1.1.1 Notification of Call

4.1.1.2 Ending a Call

4.1.2 Agent Training Call Flow

4.1.2.1 Receiving a Practice Call from the Queue

(Video instructions available: Receiving a Call From a Queue)

To receive calls, you must be on queue. Click the toggle in the top right corner to change your queue
status. Select the help button in the bottom left corner of the window for help text specific to this view.
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https://vimeo.com/941369074

4.1.1 Go On Queue

To receive calls, you must be on queue. If not on queue, click the toggle in the top right corner.

Off queue:

06

Conversations

q

On queue:

4

06

Conversations

4
4
b

4.1.1.1 Notification of Call

Incoming call notifications display at the top of the content viewer. If the interactions pane is open, the
display is on the left side of the content viewer and includes information about the call including CallerID,
gueue, and interaction ID.

Use your phone to answer the call. Do not click Answer on the notification.

Caller Information
CallerlD |
Language English
Qusue

Interaction 1D e8ealadd-2d5e-4171-b6d6-e61827691713

Do not click Answer
to answer a call.

Origin

If the notification pane is not open, the call notification displays in the top right corner of the content viewer.



@ On Queus

You have alerting interactions

Do not click Answer
to answer a call.

4.1.1.2 Ending a Call
Click the end call button to end the call.

. Conversations @ Q,_., Qz R 0:09

aoo
e + | &8 9 1 > 8 KRI?D

Q. Q‘-'J Caller Information

Dialed Number

b=r Quaue

e Interaction |D 1efdcG08-14e7-4725-adae-fcTE0f2 37 4bf

The after call activities timer starts when the call ends. Note that users may need to enter a wrap-up code
after they end a call if their IM agency requires it. After completing any after call work, click Done in the

bottom right corner of the desktop to stop the after call timer and return to on queue to receive additional
calls.
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Conversations 3 % i} 0:15

_| + ® B g

@ Caller Information

just now
Dialed Number

tel:

Default Wrap-up Code
Queue:

Interaction 1D

a6h26600-4961-4066-8eda-6dead695f1
»
Call Type:
Inbound Call

Automated Telephonic Signature

Default Wrap-up Code

Note ¢ you do not click Done-following a call or listening to a voicemail, the after call timer
wil-eentingecontinues to run.



4.1.2 Agent Training Call Flow

The agent training call flow is a way for the agent to practice receiving calls from the queue and to familiarize
themselves with Genesys Cloud before receiving live calls. Agents can use the training call to practice using
the different features in Genesys such as receiving and transferring a call, putting a call on hold, start a
conference call, and consult with a call.

4.1.2.1 Receiving a Practice Call From the Queue

(Video instructions available: Receiving a Practice Call From the Queue)

Each agent is given a five-digit training ID number received from their supervisor, Administrator, or the
Genesys Cloud team. The five-digit training ID is required to receive calls from the training queue.

1. Enter your login credentials, click Log In.

&, Genesys Cloud.

] Email Address DHSGE”E‘S?.

i Password [ Change Organization ]

@  Americas (US West) [change]

Fargat Your Passward?

2. Click the GO On Queue button from the Interactions tab or click the Off Queue toggle button to On
Queue in the main menu. By default, your status is set to Available (Off Queue) when vyou first log in.

Note If the agent is assighed to other gueues other than the training queue, this could result
in live calls.
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GConversations B

Dial 608-893-6918 from a phone other than your agent phone.

Enter your training ID when prompted.

You should receive a call appearing to come from the queue.

o || |w

Do not click the Answer button in Genesys Cloud. Answer your phone. When the call comes in your

screen may have different views-
Click on the Expand button if the Caller Information section is collapsed.

@ G w A

1 JpV——

Click on the notes button to see the Caller Information view.




Cormersations m % QD o -
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7. While on the call, notice the Caller Information section and practice the functionality within the call
handling ribbon.

Conversations @ % %

@ B8 &
Gy MaDHE Eraing
Caller Information

Gallerilh L

Ousus Langesgs O 'WasDME_ Tr
il By 1

Ciubind Muarmbme

Cal Typs wbramand

St |eapran SERELTE

=]

8.

Once you are comfortable using the features, click on the end call button or hang up the call.




9. Complete any required after call work and click Done.

Corversations = % % 1 1241

O wmDHE Trainng

Caller Information
CaleriDs w I
S e——

O WisDHE Timevisyg, Esgliad

I aation 101
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10. You are On Queue and ready to take another call.

Conversabions @ '@J




4.3 Making an External Call

4.3.1 Ending a Call

(Video instructions available: Making an External Call)

Select the help button in the bottom left corner of the window for help text specific to this view.
Genesys allows users to make external calls which is also known as dialing out.
To make an external call:

1. Click the interactions button in the communications sidebar.
2. Click the telephone button in the Conversations pane._
Note Making an external call using the phone button in the Communications Sidebar on the
left does the following
o Sends your telephone number to the called party’s caller ID.
o If you are “On Queue,” you may receive calls from the queue.
o Unable to complete an automated telephonic signature.

3. Inthe Make Call popup, select a queue. This causes the phone number associated with the queue to
display in the external party’s caller ID. Additionally, this makes other Genesys call features available,
such as scripts and Automatic Telephonic Signature (ATS).

4. Enter the digits using your keyboard, and press the enter key.

5. Click the green call button to make the call and go off queue.

Performance ~

Directory ~ Docu

Conversations

Make Call

Both fields are required

L& W

for external calls Please enter a number or contact

Open dialpad

Emergency Address Z ®
A\ Primary number not found.
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Conversations

Start new
outbound conversations

Make Call

Both fields are required

WisDHS_Training e

:F_FITET a number or contact

(5]

an dialpad

Emergency Address /2 @
£\ Primary number not found.




4.3.1 Ending a Call
Click the end call button to end the call.

aao =
+ | &8 & 1 > R KRI%
Q_ & Caller Information
Dialed Mumber
f:l Queaue
+

Interaction D 1efdcB08-14e7-4725-adae-feTB0f23T4bfF

The after call activities timer starts when the call ends. After entering a wrap-up code (if the IM agency
requires it) and completing any after call work, click Done- in the bottom right corner of the desktop. This
stops the after call timer sets the queue status to on queue for additional calls.

Directory «
s o
Conversations 3 % ! 0:15
N ® B
Q T Caller Information

Dialed Mumber

tel:

Default Wrap-up Code
Queue:

Interaction ID

a6h26600-4951-4066-8eda-6dead695f1
3

Call Type:
Inbound Call

Automated Telephonic Signature

Default Wrap-up Code

Note ¢ you do not click Done- following a call or listening to a voicemail, the after call timer

will-eentinuecontinues to run.
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4.5 Transferring a Call
51T fori Call (Vi . . . T forri ol




4.5.1 Transferring a Call to an XFERS Genesys Queue

4.5.2 Transferring a Call to a Genesys Agent

(Video instructions available: Transferring a Call)

A transfer sends a call to another party or queue without the parties speaking to one another. This is known
as a cold transfer. It can be used when the caller knows where their call needs to be routed or if the
Genesys- user- receives the call on accident and sends the call to the right department.- Select the help
button in the bottom left corner of the window for help text specific to this view.

To transfer a call:

1. Click the transfer button.

2. Enter a- 10-digit external phone number or type the name of a Genesys user or queue into the
Transfer field and press Enter._

Note Calls can be transferred to- internal Genesys users, Genesys queues, or external
numbers. The other party can accept or decline the transfer.

u 2B O 2R R D

< L

Transfer

=
% Q, Enter name, number or queue

Genesys User Guide Release 24-01
-55-


https://vimeo.com/941369162

4.5.1 Transferring a Call to an XFERS Genesys Queue

If transferring a call to a queue, it’s important to transfer the call to a queue other than the inbound queue.
Under most circumstances when transferring to a queue you want to transfer to a transfer queue. Transfer
gueue names start with XFERS. XFERS are transfer queues and this prioritizes the transferred call (this is for
most lines of business).

To transfer to a call to an XFERS Genesys queue:

1. Click the transfer button.

2. Type XFERS, underscore, the name of the Genesys queue into the Transfer field. For example,
XFERS Captial CC.

3. Select the queue you are transferring the call to.




4.5.2 Transferring a Call to a Genesys Agent

To transfer a Call to another Genesys agent:

1. Click the transfer button.
2. Start typing the agent’s name in the Transfer field.
3. Select the agent you want to transfer the call to.

Comversations m % p 128
= m e i [o]m a o 1o
f, e Tmng
Transfer
=1 | =

4. After selecting the agent you want to transfer the call to, the phone rings for the other agent and
you are disconnected from the call.

5. After completing any after call work, click Done in the bottom right corner to stop the after call
timer.
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4.6 Conference

4.6.1 Start a Conference
4.6.2 Place a Conferenced Party On Hold or Remove Them From the Call

(Video instructions available: Conference)

A conference adds an additional party to the call. Select the help button in the bottom left corner of the
window for help text specific to this view.
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4.6.1 Start a Conference
To add another party to a call:
1. Click the conference button.

2. Type the phone number or name of the second party into the Conference field and press Enter.

Note Calls can be conferenced with internal Genesys users, Genesys queues, or external
numbers. The other party can accept or decline the conference.

% Conference

= Type your no

Q Enter name, number or queue




4.6.2 Place a Conferenced- Party On Hold or Remove Them From the Call

To place a caller in a conference call on hold or remove them from the call:

e  Click the microphone mute the caller.
e Click the end call button next to a caller to remove the caller from the conference.
e Remove yourself from the call and leave the other two parties on the call by clicking the end call

button next to your name.

e End the call for all parties by clicking the end call button next to the conference button.

Note The number of parties on the call is indicated by a number next to the conference

button.

Conversations

B

£§3 % % No Name (D 0:34

3
B o 0 > 2 &lD)

Conference (3)

o] (=]
&

< o P

<0 9 P

+ Invite Participant
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4.7 Consult

4.7.1 Place a Party On Hold or Remove Them From the Call
4.7.2 Transfer the Second Party to the Third Party
4.7.3 Bring All Parties Together in a Conference Call

(Video instructions available: Consult)

A consult call, also known as a warm transfer, is when a party on the call calls a third party while on the line
with an outside party. The outside party is placed on hold and cannot hear the conversation between the first
and third parties. The first party can use the consult to discuss the call with the third party and

optionally transfer it to them. Select the help button in the bottom left corner of the window for help text
specific to this view.

To do a consult call:

1. Click the consult button.
2. Indicate the party with whom you wish to discuss the call. Enter a 10-digit external phone number or
type the name of a Genesys user or queue into the drop-down menu. Consults can be done with
nternal Genesys users, Genesys queues, or external numbers.

O Conversations LTI % O | 0:06
N o @ o 1 >IRR D
Q”-’ Consult

Qt:) Q) Enter name, number or queue



https://vimeo.com/941368798

4.7.1 Place a Party On Hold or Remove Them From the Call

1. Click the microphone or end call button next to a caller to mute the caller or remove the caller from
the call. You can remove yourself from the call by clicking the end call button next to the conference
button.

2. Hover your cursor over the hold or end call button on the call handling ribbon to display the which
party it is. Click the hold button to place either party on hold. If you need to place both parties on
hold, place one party on hold and click your mute button. Or click an end call button by a party's
name to remove them from the call.

% 4
L=
> '
- -+ & e
L]
&
Calter
Infeemabicr
Caail
L
Chedus
Indee pc3on 1D 1 e -0mid-4 ) 151 - N0Se R T
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4.7.2 Transfer the Second Party to the Third Party

Click the transfer button to transfer the second party to the third party. After transferring a call, click Done to
end the interaction.

- 228
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4.7.3 Bring All Parties Together in a Conference Call

Click the conference button to bring all parties into the call.

% .

HE -3

3
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4.8 Expanding the Interactions Pane

The interactions pane allows agents to view details of the call and to access the automated telephonic
signature interface.

1. Click the Expand button in top right of the pane.

. " Calle o

Infor Type your notes here (no personal data)
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4.9 Automated Telephonic Signature (ATS)

For general instructions on collecting a valid telephonic signature for Income Maintenance (IM) agencies see,
Process Help Section 1.6.4 Collecting a Telephonic Signature Using Genesys CX Cloud.



https://prd.cares.wisconsin.gov/help/ph/ph.htm#t=process_help%2Fa1%2F1.6.htm

6 Supervisors

6ntroductiontoPerformanceb.1 Introduction to Performance

6.1.1 Viewing Agent Performance Statistics (Video instructions available: Viewing Agent Performance
Statistics)

612 \Viewing AgentStatus6.1.2 Viewing Agent Status (Video instructions available: Viewing Agent Status)
6.1.2.1 Agent Status View
6.1.2.2 Status, Secondary Status, and Routing Status
6.1.2.3 Add Secondary and Routing Status to the Agent Status View

6.1.3 Viewing Queue Activity (Video instructions available: Viewing Queue Activity)

6.1.4 Viewing Queue Performance (Video instructions available: Viewing Queue Performance)

6.1.5 Viewing Interaction Details (Video instructions available: Viewing Interaction Details)

6.1.6 Creating a Dashboard (Video instructions available: Creating a Dashboard)

617 ExportingorSchedulingaReport6.1.7 Exporting or Scheduling a Report (Video instructions available:
Exporting Reports)

6.1.7.1 Export a Report
6.1.7.2 Schedule a Report
6.1.8 Expiring Reports

6.1.8.1 Renewing Reports (Video instructions available: Renewing Reports)
6.2 Supervising Agent Calls

6.2.1 Coaching and Monitoring Agents (Video instructions available: Coaching and Monitoring Agents)

6.2.2 Selecting a Call to Review (Video instructions available: Selecting a Call to Review)

6.2.3 Logging an Agent Out of Genesys (Video instructions available: Logging an Agent Out of Genesys)
6.2.4 Taking an Agent Off Queue

This section describes the agent and queue metrics, call monitoring and coaching, and dashboards that
supervisors can use.
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https://vimeo.com/showcase/9568233/video/951176037
https://vimeo.com/showcase/9568233/video/951176037
https://vimeo.com/showcase/9568233/video/951176020
https://vimeo.com/showcase/9568233/video/951176135
https://vimeo.com/showcase/9568233/video/951176100
https://vimeo.com/showcase/9568233/video/951176171
https://vimeo.com/showcase/9568233/video/951176878
https://vimeo.com/showcase/9568233/video/951176853
https://vimeo.com/showcase/9568233/video/951176914
https://vimeo.com/showcase/9568233/video/951176077
https://vimeo.com/showcase/9568233/video/951176940

6.1 Introduction to Performance

6.1.1 Viewing Agent Performance Statistics (Video instructions available: Viewing Agent Performance
Statistics)

612 Viewing-AgentStatus6.1.2 Viewing Agent Status (Video instructions available: Viewing Agent Status)
6.1.2.1 Agent Status View

6.1.2.2 Status, Secondary Status, and Routing Status

6.1.2.3 Add Secondary and Routing Status to the Agent Status View

6.1.3 Viewing Queue Activity (Video instructions available: Viewing Queue Activity)

6.1.4 Viewing Queue Performance (Video instructions available: Viewing Queue Performance)

6.1.5 Viewing Interaction Details (Video instructions available: Viewing Interaction Details)

6.1.6 Creating a Dashboard (Video instructions available: Creating a Dashboard)

617 Exportingor SchedulingaRepert6.1.7 Exporting or Scheduling a Report (Video instructions available:
Exporting Reports)

6.1.7.1 Export a Report
6.1.7.2 Schedule a Report

6.1.8 Expiring Reports

6.1.8.1 Renewing Reports (Video instructions available: Renewing Reports)

Use the supervisor workspace views to display agent performance, agent status, queue activity, queue
performance, and dashboards. For general information about the communications sidebar and main menu,
see section 3.1 Agent Desktop Content Viewer. Select the help button in the bottom left corner of the
window for help text specific to this view.

The following views display agent, queue, and call information.
[...]

6.1.2 Viewing Agent Status

6.1.2.1 Agent Status View

6.1.2.2 Status, Secondary Status, and Routing Status

6.1.2.3 Add Secondary and Routing Status to the Agent Status View

(Video instructions available: Viewing Agent Status)

The Agent Status view allows supervisors to display status-related agent metrics. Select the help button in the
bottom left corner of the window for help text specific to this view.

6.1.2.1 Agent Status View

The default agent status view displays all agents in your line of business for the selected time period. The
information displayed includes current status and time in that status, time logged in, time on and off queue,
idle time, and time not responding for all agents. The same information plus time in status and current status
is displayed for each individual agent. For information about selecting agents, filtering, exporting, saving
views, and downloading, SEE SECTION 6.1 SUPERVISOR DESKTOP.



https://vimeo.com/showcase/9568233/video/951176037
https://vimeo.com/showcase/9568233/video/951176037
https://vimeo.com/showcase/9568233/video/951176020
https://vimeo.com/showcase/9568233/video/951176135
https://vimeo.com/showcase/9568233/video/951176100
https://vimeo.com/showcase/9568233/video/951176171
https://vimeo.com/showcase/9568233/video/951176878
https://vimeo.com/showcase/9568233/video/951176853
https://vimeo.com/showcase/9568233/video/951176020
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6.1.2.2 View Status, Secondary Status, and Routing Status

When viewing an agent’s current status in the Agent Status view, there are three columns to consider: Status,
Secondary Status, and Routing Status. Status and Secondary Status show that an agent is on gueue or in one
of the other selectable statuses. Routing Status shows if the agent is available for

calls.

Selectable statuses for Status and Secondary Status include:

e Available

e Bus

e Away
e  Break
e  Meal
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o Meeting
e Training
° On Queue
All statuses selected by the agent show the agent is Off Queue, except the On Queue status.

Routing Status:
e Off Queue: Agent is Off Queue
Idle: Agent is On Queue, but not on a call
Interacting: Agent is either on a call or in after call work (ACW)
e Not Responding: Agent is On Queue, but did not answer their last call

If an agent is Off Queue and their Routing Status shows Interacting, it likely means they are on an outbound
call or they have moved themselves Off Queue during the inbound call to avoid getting the next call.

Various Status Combinations

Status Secondary Status | Routing Description
Status

(selectable status) || (selectable status)

Available Available Off Queue Agent is off queue and selected available status.
Available is also the default status when the agent
logs in.

Break Break Off Queue Agent is off queue and selected break status.

Busy Application Off Queue Agent is off queue and selected busy and

Processing application processing.

On Queue On Queue Idle Agent is on queue and waiting for their next call.

On Queue On Queue Interacting | Agentis on queue and currently on a call orin
ACW.

Break Break Interacting | Agent is off queue and either on an outbound call
or the agent selected break status while on a call.

On Queue On Queue Not Agent is on queue but did not answer the last call

Responding | offered to them.

6.1.2.3 Add Secondary and Routing Status to the Agent Status View

To add Secondary Status and Routing Status to the Agent Status View:

1. Click the plus button on the right side of the workspace.
2. Select Routing Status- and Secondary Status.



3. Click Save.

Agent Status P+
Performance  Statuses  Evalustions  Insignts  Leaderboards  Development
Q « May 15,2024 » Be+9
Timein Stat..  Staws Logged In On Queus idle Mot Respon, Off Queue Availsble Hway Breal Mesl
Add/Remove Column x
N/A N/A 8n 52m 325 22s 231297 50
e === |
O Agent v TimeinStat.  Status Logged In On Queue idle NotRespon.  OFf Queue Available fway Bresk Meal E
[ Depa: -
Os offline - - = ° = - - O piv
[ Durstion
o On Queus h 53~ 54z 4m1s 18 562 - - - ) burstonz
Duration 3
0w Offline - - - - - - - - - o
O Email
O offiine - - - - - - - - - are
Oe offiine - - - - - - - - - Responding
Oe offiine . - - - - - - - -
Oe Offine . s = . . = = s =
offi - - - - - - - - -
Oe ine 8 Logged in
o 23 Available Tns4mEs - 3-31m2 a a o O Medi=Types
(O Mot Responding %
Oe offline - - - 10720~ 25: - - -
0w 23n4m30s  Offline = = = = = = = = =
Oe offiine - - - - - - - - -
Os offiine - - - - - - - - -
Oe Offline - - - - - - - - -
o Available - - = 1h47Tm29s = - =
outing Status
[w] Available - - - 6753m 23 - - - e in Status
1 1-17 of 17 agents El Cangel

The selected columns are added to the view.
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o Avgilable Off Queue - 17 57m 38
o Available Available Off Queue 6n 57m 14s - 6 57m 14:

1-17 of 17 agents




6.1.7 Exporting or Scheduling a Report
6.1.7.1 Export a Report

6.1.7.2 Schedule a Report

(Video instructions available: Exporting Reports)

Supervisors can send reports to their Genesys inbox and any external email address as the immediate export
of the current view or can schedule a single email or recurring future emails. Agent Performance, Agent
Status, Queue Performance, and Interactions reports can be exported. Dashboards cannot be exported. By
default, time values are displayed in milliseconds. See-Step-8;See SECTION 6.1.7.1 EXPORT A REPORT, STEP

8, below, for time formatting.

Select the help button in the bottom left corner of the window for help text specific to this view.

6.1.7.1 Export a Report

Complete the following steps to send a report to your Genesys inbox and optionally, to external email

addresses.

1. Click the export button to open the export panel.

Performance

Agent Stalus Agent Stalus Scheduled Exp... |+
Performance Statwses Evaluations Insights  Leaderboards  Development
Time in Stat... Statu Loggedin On Queus Idle Off Queue Away Bresk Maal
i %ces20n  14gesTh 822,213 . R
WL B 24~ 56 5 0-57= o ”
@ Chart Unavailable Select a column in the summary row
0 agem v TimeinSt.  Steue Logged in On Queue e NotRespon.  OFf Queue Auailable pway Bresk Vel @
) 14cz= 1n
0e Offline 11m28s
Oe Offline
Oe offiine
0 e K offiine 2m 28 2m22s
oe g offiine 22717m565 200 19m2 m 40 <5 53
2052 17
Oe M offiine ~22:
N " 36 58 -
OeM offline 3n32m 36s 37
2055 3n3m
o P Offline 2m4s 2 2 2
. in e 2m 4
Oe & 565 Offine 29mgs 6-299:  629-9
e E Offline
0e ¥ offine 547405 54m 4
Ri . 4cz,5 140 _ R
o 9n 24m 2: Available 5 3 3=
A 9 24 2 ailal Tan 10, 55 E
R e ) 11e25513n
Os 2n A0 42 Offline 46 50=
EESE
o El offline 2m 25; -
* " = 547 18:

1-18 of 18 agents

Export

Expart Name *

2024.05-24 Agent Staius Summary

Recipients

Emer up to 10 email zdd

Format
‘ csv ~
[ Include &l columns
Schedule

Formatting

%
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2. Optionally, enter a name for the exported file or accept the default.

Export *

Export Mame *

e [ 2024-05-24 Agent Status Summary ®

{:} Agent Log In - Log Out Details (£
Displays only for e () Agent Status Timeline Details ()
agent status reporis {®) Agent Status Duration Details ()

Recipients

Enter up to 10 email addresses

[:I Include &ll columns

Schedule b

Formatting .

3. For agent status reports only, choose the information to be included:

1. Agentlogin and logout activity
2. Details of agent status changes
3. Agent time spent in each status

4. Optionally, enter the-emailaddressesef-up to 10 email addresses that will-are to receive the report
in addition to your Genesys inbox.

5. Select whetherif the report will-is to be a comma separated value (CSV) file that can be displayed in
Excel or a PDF file.

6. Check the Include all columns box to include all columns that can be displayed in the view. Leave it
unchecked to include only the currently displayed columns.

7. Schedule future delivery of reports. By default, the current view with current information is sent
once. See-ScheduleaReportSee Schedule a Report to set up future one-time or recurring reports.




8. Select the time format as HH:MM:SS, otherwise time may be presented in milliseconds.

Formatting ~

Dwration Format

| Millizp&onds &
7 =

Milliseconds

Seconds

HHMMSES

|
H:M:S

Language

| English {LI5) b |

Delimiter

| Comma () e |

[0 Include Summary Raow

[:] Exclude Empty Rows

9. Click Export-to send the report.

6.1.7.2 Schedule a Report

To schedule a single or recurring future report, complete steps 1-6 in EXPORTAREPORTSECTION
6.1.7.1 EXPORT A REPORT, then click schedule to expand the menu. By default, the report is scheduled to be
run one time when the Export is clicked.
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1. Select Recurring to display future scheduling options.

Schedule

Frequency

P F - H
{_) Run Cnce @ Recurring

View existing export schedules

Time period

| Last wesk bl |

Recurrence

| Waekly = |

Day of week

Request Time

| &:00 AM@|

2. Select the time period of the displayed view to be sent. The selected time is relative to the day the
report is sent. For example, recurring weekly reports of "Past 7 days" witHneladeincludes the seven
days prior to the delivery date.

Select the recurrence to specify how often future reports wit-are to be sent.

Select the day of the week for report delivery.

Select the time of day for report delivery.

Set the time format as shown in Step-8-abeve-SECTION 6.1.7.1 EXPORT A REPORT, STEP 8.

Click Export- to start the schedule.

NouUubkw

Note that you can open the Scheduled Exports view to enable/disable, run, edit, or delete existing schedules
by clicking View existing export schedules- in the Export pane or by opening a new tab and selecting the

Scheduled Exports.

Opening export schedules from the Export pane:

Schedule

Frequency

() Run Once () Recurring

View existing export schedules

Formatting

Opening export schedules from a new tab:




Dashboards

Employee Engagement

Agent Development

Leaderboards

My Development

My Scorecard

My Performance

My Development
My Evaluations
My Interactions
My Performance

My Queues A

My Schedule
My Scorecard

My Status

Timezone | A > | Name + Base * Time Period Time Zone Entity Count
a  Agent Group Performance Agert Performan None 3 A
Dashboard Ovmers ¢ ° “ :
Test My Interactions None 0 H

Scheduled Exports showing completed exports sent to supervisor and schedule controls.
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Scheduled Exp...

Scheduled Exports

Base

Agent Status

o

Name Schedule Time Zone Time Period

2024-05-25 Agent Status

Destination

Enabled

Auto disable in Granularity

Run date

Jun 3, 2024 8:00 AM

T —— Every Monday at 8:00 AM  Chicago (UTC-05:00) Last week

Status

Yes

88 days

May 27,2024 801 AM

Completed

Completed

Enable/Disable Schedule
Run Now

Edit Schedule

Renew Schedule

Delete Schedule

1-1of 1 export schedules




6.1.8 Expiring Reports
6.1.8.1 Renewing Reports

Scheduled reports expire after 100 days. The user receives an email letting them know when a report is
expiring and when the report has

expired.

FW: Genesys Cloud: Export Schedule Expiration Notice

From: Genesys Cloud <ne-reply@mypurecloud.com>

Sent: Thursday, October 31, 2024 B:05 AM

To:

Subject: Genesys Cloud: Export Schedule Expiration Notice

Genesys Cloud

Export Schedules Expiring Scon: 0
Export Schedules Expired: 2

You can reconfirm these schedules in the Workspace. For more information,

visit the Resource Center.

Genesys™ powers the workd's best customer experiences, across every channel, on-premise and in the cloud.
Great business outcomes and lasting customer relationships begin at www.genesys. com

1302 El Camino Real, Suite 300, Menlo Park, CA 94025 | 1-800-267-1364
Copyright © 2024 Genesys. All rights reserved. Terms of Use | Privacy Policy

6.1.8.1 Renewing Reports

(Video instructions available: Renewing Reports)

To renew expiring or expired reports:
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1. From the Performance>Workspace>New Tab screen, scroll down to the section titled Other and

select Scheduled Exports.

Seminct B e T U Dy MDA B LT

T e Ampricp Thicegs UTTAE D

M Pertarmiases

2. From the Scheduled Exports screen, you can see which reports are expired and scheduled to expire.
3. Click the three dots on the right of the report you want to renew.

4. Click the renew icon and the report extends for another 100 days.

prreime e s —

i it
- sl W TP L S by o e (2] 0 |

© by eewn e Sy o e P,

Note The three dot menu options include: Enable/disable
schedule, Run now, Edit schedule, Renew schedule, and

Delete schedule.

i SRR s




7 Local Administrator

7.1 Setting Business Events - Emergency (Video instructions available: Setting Business Events - Emergency)

72 Setting System-BusinessEvents—Meetings7.2 Setting System Business Events - Meetings (Video

instructions available: Setting Business Events - Meetings)

7.2.1 Scheduling a Meeting Business Event
7.2.2 Creating Multiple Meeting Business Event Schedules
7.2.3 Cancelling a Business Event Schedule

7.3 Setting Business Events — Special Messages

7.4 Setting Holidays (Video instructions available: Setting Holidays)

Z 5 Assigning Queyes?7.5 Agent Accounts
7.5.1 Requesting Access for a New Agent

7.6 Assigning Queues (Video instructions available: Assigning Queues)

F-6-Assigninglanguages’/.6.1 Assign or Unassign a User From a Queue
7.7 Assigning Languages (Video instructions available: Assigning Languages)
7.7.1 Assign Agent Skills — English

7.7.2 Assign Agent Skills — Spanish
7.7.3 Assign Agent Skills - Hmong
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https://vimeo.com/showcase/9568233/video/958570252
https://vimeo.com/showcase/9568233/video/958570226
https://vimeo.com/showcase/9568233/video/958570293
https://vimeo.com/showcase/9568233/video/958570270
https://vimeo.com/showcase/9568233/video/958570283

7.2 Setting Business Events - Meetings
7.2.1 Scheduling a Meeting Business Event

7.2.2 Creating Multiple Meeting Business Event Schedules

7.2.3 Cancelling a Business Event Schedule

(Video instructions available: Setting Business Events - Meetings)

Local administrators can schedule future meeting business events for a line of business to inform callers
when the office is closed due to meetings. Callers hear the message in their selected language of English,
Spanish, or Hmong. Callers who select other as their language will hear the prompt in English. While the
meeting business event is activated, Genesys ends a call after the message plays for the caller. Callers are not
sent to a queue. Meeting business events apply to the local admin's call center. Do not set holiday schedules
using a meeting business event (for more information, see section 7.4 Setting Holidays).

X ine s Mootine BusinessE


https://vimeo.com/showcase/9568233/video/958570226

7.2.1 Scheduling a Meeting Business Event

To activate a meeting business event:

Note Prior to scheduling a business meeting event, email the inbox:
dhsgenesyscloudproject@dhs.wisconsin.gov, to confirm which prompt is currently
loaded (do not open a ticket) Do not open a Genesys Support ticket unless a new
prompt is required.

1. Onthe Admin tab click Operating Schedules.

‘ Overview / Admin Home

% Genesys Cloud Admin Watcomero Geneeya Gt (MR Fulure Releases

Find informatian on Future Release Announcements.

Current Task Time to complete

Welcome to Genesys Cloud! e e e ot e S

T What you'll need 2024

e initial setup. You d al on for

4l

Begin Task Mark this complete

Location name, address, and emergency number Accoun! management

Computer microphone and speaker = View all groups permission
Purchase of a DID (direct dialing) or tollfree Data, analytics, and reporting

number for user and call

ting - ime categaries for ineraction analysis

Customer engagament

People & Permissions Contact Center Routing
Pecple ACD Skills & Languages
Queues Emergency Groups

Open platiorm
= Levaraging Digic
the mTLS prace:

< certificate authoriy in

Self service and automation
fortop viewed articles in

noe dashboard
Workforce engagement
» Supeni
- Vi

Explanations desktop

= @enesys Tempo for workforce management
schedules
May 27, 2024
Account management
= View all groups permission
Data, analytics, and reparti
. o e

categorie

Customer engagement

2. If necessary, enter your line of business in the Search by name box to filter by the desired line
of business.
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Routing | Operating Schedules

Operating Schedules

O Hame ¥ Open Closed Holiday Time Zone

0O Homea 0500-2200 M-F Home_Meeting_1, Home_Mesting 2 - America/Chicago

O Home_Schedule_Group 0300-2200 WF - tmas Eve (State Holiday), 2024 D..

Routing | Operating Schedules

Operating Schedules

O Name ¥  Open Closed Holiday Time Zone

0500:2200 MF

0300-2200 MF =

tmas Eve (State Holiday), 2024 0. America/Chicago H

[m]

1-20f2

) e ;




4. On the Schedule Group page, click Schedules. The Schedule Group page displays the Closed
Schedules. These are used for meeting business events that close the office.
Note Do not use a meeting schedule for holidays. For more information, see section
7.4 Setting Holidays.

Admin

‘ Routing / Operating Schedules
. Operating Schedules Schedule Group
W
Emergency Groups (D) Note: The open, closed, or holiday state of this schedule group could not be determined because you do not have Routing » Schedule » View parmission to al of the assigned schedules

B Owervien | @ Schedues | M Calendar

Open Schedules Closed Schedules
o ~ 0500-2200M-F a ~ Home_Meeting_1 o No holiday schedules are assigned
0] Y
— Home_Mesting_2 o

5. If no business meeting is listed, click the drop-down menu and select your line of
business_Meeting_1 and your line of business_Meeting_2 for your line of business.
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6. Select Meeting_1 or Meeting_2 for your line of business and click the pencil button to edit the
scheduled dates for this meeting business event.

Routing | Operating Schedules

Operating Schedules

E

Schedule Group

(D) Mote: The open, closed, or holiday state of this schedule group could not be determined be

B owrdss (@ Schedules

Open Schedules

4 Calendar

Closed Schedules

se you do not have Routing » Schedule » View permission to all of the assigned schedules.

Add existing schedules

— 0500-2200M-F

E Ganeel

in] — CE43Meeting_1

CE43Meeting_1

Friday, March 20, 2024 from 1:55 PM to 5.00 PM

b

t currently active in America/Chicago,

Mo holiday schedules are assigned



Routing

Operating Schedules

7. Enter the date and hours of the meeting. Check the All day box for an all day meeting

N Operating Schedules Schedule
W
E
Schedule Details
Name
; | CE43Meating_1 x ‘
(]
Division
= (e g
Only pe - View parmission in this divsion can use ule.
When does the schedule first occur and repeat?
||ns'2='2nz¢ rj” 155 PM @Ia[ 500 PM@}OAHH: |
[ Thizac ns multiple days
How often does this schedule repeat?
| Never (a one-time even] v

m Cancel
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Upcoming

[}

No upcomit Ng occurrences

ced on the fo

Schedule Groups 0

Architect Flows



8. Optionally, select a repeating schedule for the meeting from the How often does this schedule
repeat? drop-down menu. The scheduling details vary with the drop-down menu selection.

How often does this schedule repeat?

Wisekly b

When does this schedule occur during the week?

EIEE - [N ERE

[ 1 ':__ weakis]

Days [ Mo ” Tu

Every

When does this schedule stop repeating?

(@) Mewver
) on 04/29/2024

. = ~
() After 1 | .. Occurrences



9. Click the Upcoming Occurrences button to display the meeting as a calendar event.

@ off Queue

Routing | Operating Schedules

Operating Schedules Schedule

=
Schedule Details Qccurs
Name Friday, March 29, 2024 from 155 PM to 500 M
[ CE43Mesting_1 x

Upcoming O:ur'enceslzl

-]

ermission in this division can use this schedule.

When does the schedule first occur and repeat?
No upcoming occurrences

[ns'znnz; rjl[ 155 PM ®la[ 500 PM (D | [ Allday

(] This accurrence spans multiple days

How often dogs this schedule repeat?

[ Never (a one-time event) v

Usages

This schedule s referenced an the following items.

Schedule Groups 0 ~

Architect Flows

Routing / Operating Schedules

Operating Schedules

[ < > | May 27 - Jun 2, 2024 Wesk 10Days Mo

Mon 5/27 Tue 5/28 Wed 5129 Thu 5/30 Frisizl Sun 6/2
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10. Click Save.

After scheduling a meeting event, you can click on the event to display its schedule.



7.2.2 Creating Multiple Meeting Business Event Schedules

There are two meeting business event closed schedules, Meetingl and Meeting2 that can be used to
schedule closures. Each can be used to set a single one-time closure or single recurring closure. Since no
more than two one-time closures or recurring closures can be scheduled at a time, Meetingl and
Meeting2 must be rescheduled as closures pass.
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7.2.3 Cancelling a Business Event Schedule

To cancel a scheduled meeting business event:

1.
2.
3.
4

Note

On the Admin tab, click Operating Schedules.

Select the scheduled business meeting event.

On the Schedule Group page, click Schedules.

Click a trash can button to cancel the associated schedule.

The meeting business event can be rescheduled, SEE SCHEDULING A MEETING BUSINESS
EVENT




7.5 Agent Accounts

7.5.1 Requesting Access for a New Agent
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7.5.1 Requesting Access for a New Agent

Access to Genesys Cloud CX for new agents are created by the Genesys Cloud Support team.

To request access for a new agent:

1. Complete the Genesys Cloud CX Provisioning Sheet.

Note To request a copy of the Genesys Cloud CS Provisioning Sheet email
dhsgenesyscloudproject@dhs.wisconsin.gov.
2. The supervisor or local administrator emails the completed document to: helpdesk@wi.gov. For
instructions on opening a ticket see Section 11.1.2 opening a ticket.
After the agent has been added the agent receives a Welcome to Genesys Cloud email informing them their
access has been granted.



mailto:helpdesk@wi.gov

7-57.6 Assigning Queues

7.6.1 Assign or Unassign a User From a Queue

(Video instructions available: Assigning Queues)

Note Agents must be assigned their spoken language(s) using the steps in section Z5
ASSIGNINGLANGUAGES 7.7 ASSIGNING LANGUAGES before they can be assigned to a
gueue or queues.

Agents are assigned to various queues based on specific skills and spoken languages. Local administrators can
assign and unassign workers. Agents can be assigned skills for multiple languages.
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7.6.1 Assign or Unassign a User- from- a Queue

To assign a user to a Queue:

1. Onthe Admin tab, select People.

Overview | Admin Home

M oncsys Cloud Admin e connepe s S e Btoacee

Q. Current Task Time to complete

- 30—45 minutes Release Notes Subscribe 35
Welcome to Genesys Cloud!

What you'll need

ough the initia o can fing onal inform nthe ¥ Account management
- © Location name, address, and emergency number a ACD Skills and Languages menu
© Computer microphone and speaker
Mark this complete @ Purchase of @ DID (girect inward dialing) or toll-free
number for user and call flow testing
People & Permissions Contact Center Routing

Self service and automation

- &

ACD Skills & Languat Operating Sche

SudicHosk Manitar sonfigurstion and

Queues Emergency Group:

on process

Self service and automation

Genesys Cloud FedRAMP region — June 3,
2024

Account management

ACD Suilis and Languages menu

Genesys Cloud FedRAMP region — May 27,
2024

Account management

2. Click the user's name in the list. You can use the search box to filter the list.

o
e Active and Inactive Peaple ~ sE.m-“ 3 ||

e — 0 people seiected

O | Hame Actve | LastLogia Roles Email Division | Welcome Sert work.

o 4 - Never 25 jason.robbins@genesys.com - 3

[=} I:I - 3r5/2024 25 ramya shanmugam@genesys.com Horme hever ]

o R - 2/16/2024 o rssemy@arnail.com Home . 3

o & - 024 7 srarmya rames@omail com Home Never 3

o r - 6/6r2024 s richard2 johnsen@ahs. wisconsin.gov Home Never 3

(=] R -~ 3/5/2024 25 rossie_knighton_j }enesys com Horme: Never H

Page < > of1 25 ~ records perpage




G People & Permissions | People

Assigning Queues

Name Assigned
0y CE43_01

CE43_Q1_VM

ChildCare_Crawford_County_VM

ChildCare_Grant_County_ViM

ChildCare_Green_County_VM

ChildCare_Jowa_County_VYM

ChildCare_Jefferson_County_VM

ChildCare_LaFayette_County_ VM

Sourthern_CC_Crawford [m)

Sourthern_CC_Grant O

Sourthern_CC_Green (m]

Sourthern_CC_lowa (m)

Sourthern_CC_.Jefferson O

Sourthern_CC_Rock [m]

Sourthern_EBD 0 T

Page ¢ 1 » of2 25 s records perpage

m Save & Continue  Cancel Delete Person

4. Select or deselect a box to add or remove the user from that queue and click Save to apply your
changes and return to the list of users or click Save & Continue to apply your changes and remain on
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this user's queue list.

People

n & Licenses ACD Skills Queues Person Details

Assigning Queues

MName Assigned

CE43_Q1

CE43_Q1_VM

ChildCare_Crawford_Count

ChildCare_Grant_County_VM

ChildCare_Green_County_VM

ChildCare_lowa_County_VM

ChildCare_Jefferson_County_VM

ChildCare_laFayette_County_VM

Sourthern_CC_Crawford [m]

Sourthern_CC_Grant 0

Sourthern_CC_Green O

Sourthern_CC_lowa (]

Sourthern_CC_Jefferson [m]

Sourthern_CC_Rock O

Sourthern_EED (ml s

Page < 1 » of2 25 +  Mecords perpage
Save & Continue  C te Person




7.67 Assigning Languages

7.7.1 Assign Agent Skills — English
7.7.2 Assign Agent Skills — Spanish
7.7.3 Assign Agent Skills — Hmong

(Video instructions available: Assigning Languages)

Agents are assigned to various queues based on specific skills and spoken languages. Local administrators can
assign and reassign workers. Agents can be assigned skills for multiple languages.
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https://vimeo.com/showcase/9568233/video/958570283

7.7.1 Assign Agent Skills - English

To assign an agent as an English speaker:

1. From the Admin tab, click People.

Off Queue

O Overview / Admin Home

% Genesys Cloud Admin

Q Current Task

Welcome to Genesys Cloud!

Begin Task Mark this complete

Welcome to Genesys Cloud!  Maybe Later

Time to complete

30-45 minutes

What you'll need
@ Location name, address, and emergency number
© Computer microphone and speaker

© Purchase of a DID (direct inward dialing) or tolkfree

@ number for user and call flow testing
~)
People & Permissions Contact Center Routing
ACD Skills & Languages Operating Schedules
Queues Emergency Groups

usw2.pure.cloud/direc omeV2

Future Releases

Find information on Future Release Announcements.

Release Notes Subscribe &

Genesys Cloud FedRAMP region - May 27,
2024

Account management
« Viewall groups permission
Data, analytics, and reporting
« Interaction categories for interaction analysis

Customer engagement

5 CIDR expansion and firewall
ents notification - FedRAMP

hments via supported content profile
MTP connections in outbound email

Employee productivity

sys Tempo Chinese Simplified
Mandarin,Caech, Danish, Portuguese, Russian

Turkish,and Ukrainan language support
Open platform

« Leveraging Digicert as the certificate authorty in

S process

Self service and automation

nt Explanations deskiop

Tempo for workforce management

Mav 27. 2024 M

2. Search for an agent using the search box and click the agent's name.

I People & Permissions | Pecple

Active and Inactive People
Osoapeion & Bukimpen

Name Active  Last Login Roles

age ¢ of1 | | 25 ~  recordsper

] (. ]

ichard2 jehnson@dhs. wisconsin.gov

Division

Work
Team

Welcome Sent

Naver :




3. Select ACD Skills.

Division & Licens

skills Languages

Transiation *HRXKF oo

4. Click the Select Skill drop-down menu and select English.

I People & Permissions | Pecple

Division & Licenses | ACD Skills | Queues  Persen Details

skille Languages
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5. Assign the agent five stars.

I People & Permissions | Pecple

Division & Licenses | ACD Skils | Queues  Persen Details

skills Languages

nglish wHHFK|  pelate

6. Click the Select Language drop-down menu and select English.

I People & Permissions | Pecple

Division & Licenses | ACD Skills | Queues  Persen Details

skille Languages




7. Assign the agent five stars.

I People & Permissions | Pecple

Division & Licenses | ACD Skils | Queues  Persen Details

skills Languages

ngish EHKKK | ame Engash osere
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7.7.2 Assign Agent Skills - Spanish

To assign an agent as a Spanish speaker:

1. From the Admin tab, click People.

Off Queue

O Overview / Admin Home

% Genesys Cloud Admin

Q Current Task

Welcome to Genesys Cloud!

Begin Task Mark this complete

Welcome to Genesys Cloud!  Maybe Later

Time to complete

30-45 minutes

What you'll need
@ Location name, address, and emergency number
© Computer microphone and speaker

© Purchase of a DID (direct inward dialing) or tolkfree

@ number for user and call flow testing
~)
People & Permissions Contact Center Routing
ACD Skills & Languages Operating Schedules
Queues Emergency Groups

usw2.pure.cloud/direc omeV2

Future Releases

Find information on Future Release Announcements.

Release Notes Subscribe &

Genesys Cloud FedRAMP region - May 27,
2024

Account management
« Viewall groups permission
Data, analytics, and reporting
« Interaction categories for interaction analysis

Customer engagement

5 CIDR expansion and firewall
ents notification - FedRAMP

hments via supported content profile
MTP connections in outbound email

Employee productivity

sys Tempo Chinese Simplified
Mandarin,Caech, Danish, Portuguese, Russian

Turkish,and Ukrainan language support
Open platform

« Leveraging Digicert as the certificate authorty in

S process

Self service and automation

nt Explanations deskiop

Tempo for workforce management

Mav 27. 2024 M

2. Search for an agent using the search box and click the agent's name.

I People & Permissions | Pecple

Active and Inactive People
Osoapeion & Bukimpen

Name Active  Last Login Roles

age ¢ of1 | | 25 ~  recordsper

] (. ]

ichard2 jehnson@dhs. wisconsin.gov

Division

Work
Team

Welcome Sent

Naver :




3. Select ACD Skills.

I People & Permissions | Pecple

Languages

Transiation *HRXKF oo

4. Click the Select Skill- drop-down menu and select Spanish.

I People & Permissions | Pecple

Division & Licenses | ACD Skills | Queues  Persen Details

skille Languages

HRXKH oo English KHKKF | peee
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5. Assign the agent five stars.

I People & Permissions | Pecple

Division & Licenses | ACD Skils | Queues  Persen Details

skills Languages

*HRXKF oo English ES & 2 2 S

6. Click the Select Language drop-down menu and select Spanish.

I People & Permissions | Pecple

Division & Licenses | ACD Skills | Queues  Persen Details

skille Languages

HRXKH oo English KHKKF | peee




7. Assign the agent five stars.

I People & Permissions | Pecple

Division & Licenses | ACD Skils | Queues  Persen Details

skills Languages

|l

nglish *HRXKF oo . ES & 2 2 S

ket
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7.7.3 Assign Agent Skills - Hmong
To assign an agent as a Hmong speaker:

1. From the Admin tab, click People.

Off Queue

O Overview / Admin Home

¢ Genesys Cloud Admin Welcome 1o Genesys Cloud! | Maybe Later. Future Releases
Find informaion on Future Release Amnouncemens
Q Current Task Time to complete

Welcome tO Genesys C|Oud! 30-45 minutes Release Notes Subscribe &

Genesys Cloud FedRAMP region - May 27,
What you'll need 2024

@ Location name, address, and emergency number Account management

@ Computer microphane and speaker 9 I ERCan

:ENURES  \ark this complete @ Purchase of a DID (direct inward dialing) or toll-free Data, analytics, and reporting

0, number for user and call flow testing « Interaction categories for interaction analysis

People & Permissions Contact Center Routing ’

Customer engagement

5 CIDR expansion and firewall
ents notification - FedRAMP

hments via supported content profile
MTP connections in outbound email

Employee productivity

sys Tempo Chinese Simplified
Mandarin, Czech, Danish, Portuguese, Russian,

ACD Skills & Languages Operating Schedules 0

Queues Emergency Groups Turkish, and Ukrainian language support

Open platform

« Leveraging Digicert as the certificate authorty in

S process

Self service and automation

nt Explanations deskiop

Tempo for workforce management

Mav 27. 2024

usw2.pure.cloud/direc omeV2

2. Search for an agent using the search box and click the agent's name.

I People & Permissions | People

J Active and Inactive Feaple - I |

© Aod Perean & Bulk Impert 0 people celect
- ‘Work
Name Active  LastLogin Roles. Email Division Welcome Sent 2 o
-

age ¢ of1 | | 25  recorsperpage




3. Select ACD Skills.

I People & Permissions | Pecple

Languages

Transiation *HRXKF oo

4. Click the Select Skill drop-down menu and select Hmong.

I People & Permissions | People

o Division & Licenses | ACDSKils | Queuss  Person Details
siills Languages
) CES3 TesL Sl HHRHEE  peme Engizn KKK Dol
-
— *HKEE | pome Spanis EHEEFE | e
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5. Assign the agent five stars.

I People & Permissions | Pecple

Division & Licenses | ACD Skils | Queues  Persen Details

skills Languages

nglish *HRXKF oo English FHKEF | ome

*HKEE  poae Spanis *HFFE | paee

Hrnong == =

6. Click the Select Language drop-down menu and select French (the French selection is used to

represent Hmong).

Paople & Parmissions / People

Divigion & Licenses | ACDSKills | Queues  Perscn Details
skills Languages
L | o
English L8 8. 8 4 Delete TWH AW Delete
- Spanish sk ok e Ak ke S
E Hmong KEKK R Delete

Select French for Hmong.




Assign the agent five stars.

I People & Permissions | Pecple

Hmong

wHHE K
*HH KK

*EH KK

Languages

English

French

L2 2 2 2 S
E2 22 23 A

Delsta Person

I People & Permissions | Pecple

Divisior
7

skille

Spanish

Hmaong

Save & Cantinue

ance|

HHHEF e
LE s s Dalie
*HIKK | gome

Languages

English

Spanish

French

E 2 2 2 2 T
ES S 2 23 Delere
% % Kk p
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8 Reserved




9 Reserved
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10 Reserved




11 Troubleshooting

11.1 Accessing Genesys Troubleshooting

11.1.1 Who Should Submit a Ticket?
11.1.2 Opening a Ticket

11.1.3 Escalation Process

11.1.4 Prioritization

This section is for troubleshooting problems with Genesys. It is updated as new issues are reported.
If you run into an issue:

1. Ifyouruninto anissue:
1. Make sure you’ve completed all trainings relevant to your role (agent, supervisor, local
admin).
i IM worker trainings are on the Learning Center. Agent

Genesys Cloud Agent Introduction_DMS_BEOT
Genesys Cloud Logging In and Out_DMS_BEOT
Genesys Cloud Overview_DMS_BEOT
Genesys Cloud Status Selection_DMS_BEOT
Genesys Cloud Receiving a Call_DMS_BEOT
Genesys Cloud Making a Call_DMS_BEOT
Genesys Cloud Call Handling_ DMS_BEOT
Genesys Cloud Queue Voicemail_DMS_BEOT
Genesys Cloud Interaction History_DMS_BEOT

10 Genesys Cloud Agent Workbook _DMS_BEOT

11. Genesys Cloud Automated Telephonic Signatures_ DMS_BEOT
ii. Supervisor

1. Genesys Cloud Supervisor Introduction_DMS_BEOT

2. Genesys Cloud Call Supervision_DMS_BEOT
3. Genesys Cloud Performance Overview_DMS_BEOT

©oNOUAWNE

iii. Administrator

1. Genesys Cloud Administrator Introduction_DMS_BEOT
2. Genesys Cloud Administrator User Accounts_ DMS_BEOT
3. Genesys Cloud Administrator Business Events_DMS_BEOT

1. All others should use the links on the Systems Gateway Page.

1.2. Check if the issue and resolution is provided in this section or in this user guide.
2:3. If the issue is not in either, see Section 11.1 Submitting a Genesys Support Ticket, for instructions on
how to open a ticket and if the issue needs to be escalated.
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White Label E Wi c o

Can'tlog.in, invalid | A Desl in:



11.1 Submitting a Genesys Support Ticket

11.1.1 Who Should Submit a Ticket?
11.1.2 Opening a Ticket

11.1.3 Escalation Process

11.1.4 Prioritization

Users must submit requests to the State of Wisconsin Help Desk for additional troubleshooting support. The
Genesys- Cloud Support Team receives and tracks support requests via the Wisconsin Help Desk.

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

Examples of general questions include:

e How do | open a specific report?
e How do I subscribe to a specific report?
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11.61.1 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:

e User add, edit, or deletes

e Change in hours of operation

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



11.61.2 Opening a Ticket
Tickets can be opened by using one of the following ticket methods:

e  Email: helpdesk@wigev{helpdesk@wi.gov (preferred)
e Phone: 608-261-4400 (Madison) | 866-335-2180 (Toll-free)
e State employees may use the Sherwell-PertalCherwell 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

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

Do Don't

e ZCannot log into Genesys Agent Desktop~ e “Genesys-

e “Unable to download recordings in e “Problems®
Genesys Interaction Recording” e ZGenesys Issue”

e ZGenesys new user request” e ZGenesys isn’t working=

e “Please set the Genesys Technical Business e “Trouble with Genesys~
Event~

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:

e Name and Userpameemail

e Genesys Plaeephone the agent is logged into

e Connection ID (for calls)

e Screenshots

e Thorough description of what the user is experiencing

e Time/date of the incident

e Any error messages

e Any steps that could be used to reproduce the problem

e Any troubleshooting steps completed before opening the ticket

Show/Hide Example Email Ticketan-example-ofthepage
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B> Send |v

To helpdesk@wi.gov

Cc

Becc

Unable to log into Genesys Cloud

Draft saved at 6:49 PM

Hi,

Since this morning | have been unable to log into Genesys Cloud. | was able to log in yesterday.

When | attempt to log in, | get the following error

&7, Genesys Cloud.

The credentials you entarad are invalid.

Please check your email address, password, and organization name D HS G enesy' .
and try again.
[ Change Organization |
=~ g g o
ﬁ ...................

@ Americas (US West) [change]

Forgot Your Password?

Thanks,




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

Genesys User Guide Release 24-01
-123 -



11.61.3 Escalation Process

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

_For =Critical* or “High= priority issues, cc dhsgenesyscloudproject@dhs.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@dhs.wisconsin.gov.




11.1.4 Prioritization

Tickets opened with the Wisconsin Help Desk are prioritized base on impact to the call center. The chart

below describes how tickets are prioritized and what the target response time is for the support team.

Issue Definition of Issue Target Response Team
Critical Renders entire system unusable with no workaround. Immediate
High Issues that have significant repercussions but do not cause the Immediate
whole system unusable. Multiple users, or multiple locations are
unable to receive or make calls, having significant effect on a call
center’s ability to operate. Application outage affecting multiple
users.
Normal | Little or no obstruction to operations of a call center. Single users, Same day next day
single location unable to receive or make calls.
Low Routine support requests that do not affect any users’ ability to Prioritized against other
receive or make calls. work according to
deadlines, importance,
etc.

Other Requests

User Adds: Target response time is approximately three to five business days.

User Edits and Deactivations: Target response time is ASAP. If a deactivation is critical for security, please

escalate. See SECTION 11.1.3 ESCALATION PROCESS.
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Genesys handbook has been restructured for the Genesys CX Cloud platform update. Legacy Genesys
(MGEP) has been removed.




WISCONSIN DEPARTMENT
of HEALTH SERVICES

Anmant Naclktnn
M i e

Workforce
Management

Welcome to your Wisconsin Department of Health Services MGEP Portal

Platform
Administration

Callback
Administration
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Historical
Reporting

Real-Time
Reporting

Interaction
Recording




3 GENESYS

Workspace

Tenant

sowi.mgep.info ‘

Username *

# Remember me

Secure Logon
for DHS-GENESYS

Usemname
[

Pasvwaid

Logon



3 GENESYS

Workspace

Welcome

Change login account
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Mot Ready - Login (03:16)
Logged in since 7:38 PIM
Using

M voice Mot Ready - Login

2—SelestlosOfL
Mot Ready - Training

4 After Call Work

Main menu

About Waorld

Exit

Exit Workspace

Are you sure you want to log off all channels and exit the
application?
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Performance Tracker

Internal Calls

Outbound Calls

Inbound Calls
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Erowse below or enter a search term ab«
Agent Desktop Help
Getting Started
Using the Agent Desktop main windo

Inbound interactions

Connecting to your customers
Chat

Email

Vioice

Outbound Campaigns

Gplus Adapter for Salesforce Lightning

Help for Gplus Adapter for Salesforce
Logging in and out

Working with Gplus Adapter for Sales




Workspace Connect

.“. My Channels My History Interaction Sear...
F
‘ Media Status

O voice Mot Ready - Login

v 3
i Contact Center Resource Average Waiting Time FEEREY- Fhis-information 13y ot-be

GTS_VQ_SIP_Route_use
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Workspace Connect

:', My Channels My History Interaction Sear...
A T
= 5
! ) Last Month Last Week Last Day e B
Thiead
Status Subject Start Date End Date

Advanced search | [T

Interaction Sear._.

My Channels

My History
Add condition ~ @ Match All Conditions Match Any Condition
Start Date ~ an ~— =

Ely |

Status
Start Date

Subject Start Date

No items



Workspace Connect

My Channels My History Interaction Sear...

Add condition ® Match All Conditions Match Any Condition

Start Date v On ~ m
On or after
Before
Between
Status Subject

Workspace Connect

:’;, My Channels My History Interaction Sear...
£ A
‘ Add condition ~ = @ Match All Conditions Match Any Condition

Status Add another search condition -

I Start Date

= e

Subject

Status Subject

Genesys User Guide Release 24-01
-137 -



Workspace Connect

i My Channels My History Imteraction Sear.,,

D

_?J Add condition & Maich All Conditions Match Any Condition

Start Date on - 56,2023 | End Date On b
s— Search
10l
5§ M T W T F 5
1 2 3 4 5 ]
Status Subject

Mol 14 18 wla 19 20

21 22 23 4 5 W™ 7

28 29 30 AN

Workspace Connect

My Channels My History Interaction Sear...

Advanced search [7]

A J
All Last Month Last Week Last Day

Status Subject End Date




-

+ | +1630864;

‘ Case Information A

Buiton Functien

Phone View the phone-numberofthecaller:
Number

Hangup ‘x End-currentcalk
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: | +1630864! @ 0017 X 8 EEE.,

i Case Information -
Origin Inbound call to +1540485
CalleriD +1630864

p— ConnectionlD 00b80355db9fa202

DialedNumber +1540485

canguage Ellgubll

P 41630864 ® Connected

Dispositions

Case Updated
Completed Application

Referral made
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+1630864

Origin Inbound call to +1540485

CalleriD +1630864
ConnectionlD 00b80355dbSfa220
DialedNumber +1540485

Language English




Case Information

Origin Inbound call to +1540485
CalleriD +1630864
ConnectionlD 00b80355db9fa202

DialedNumber +1540485

Ellgllbil
: +1630864 ® Connected
Dispositions ~
Case Updated

Completed Application

Referral made

Workspace

Genesys User Guide Release 24-01

-143 -



Workspace Connect

Team Communicator




Workspace

A

L

v 3

i Case Information -
Origin Inbound call to +1540485
CalleriD +1630864

— ConnectionlD 00b80355db9fa202
|II

DialedNumber +1540485

tarmguage Ermgitst

: +1630864 ® Connected

Dispositions

Case Updated

Completed Application

Referral made
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Workspace




i Instant Call Transfer (+ d
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W @
) ¢ All Types v Group

s :

Instant Call Conference (+ )
"




(D)

Group

-

=€

Start Voice Consultation (+
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Workspace Connect

Voicemail

BH shared Voicemail (2 total)




WISCONSIN DEPARTMENT
ALTH SERVICES

Agent Deskiop

Workforce
Management

Welcome to your Wisconsin Department of Health Services MGEP Portal

Platform e
Administration Designer Historical Reporting

Callback
Administration

Real-Time Reporting

Interaction Recording
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All Types

. ® A %

% Maonitor Agent

Genesys User Guide Release 24-01
-153 -




Workspace Connect

Team Communicator

4 All Types

L & %

Stop Menitoring




k Case Information

Origin Monitoring of call between

CallerlD

Switch the monitored voice interaction to barge-in

and

L

ConnectionlD 00b8033172dacTes

=]

DialedMumber

Language English

(2 Connected
& Connected
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Workspace Connect

Team Communicator

® _& %

Coach Agent

L]
& &
i
i \'1 End the coaching of the voice interaction
[ 1 Case Information A
Origin Coaching of call between and
o CalleriD

] ConnectionlD 00b8033172dacTes
DialedMumber

Language English

@ Connected
(& Coached




-~
Groups | DHETiaining v Slaws ¥ Allststuses Balresh 243
6 Mame Username Voiee Status Duration /
£ Loggeaon
@ Ready on1134
Hot Ready - Login 00310
£ Loggedoff
G Loggedom
€ Loggedorr
Mot Raady w3602
£ Loggeaor
Mot Ready - Gase Pras ox0308
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WISCONSIN DEPART
of HEALTH SERVI

Anant Dacltan

Workforce
Management

L35 ‘ Welcome to your Wisconsin Department of Health Services MGEP Portal

Platform
Administration

Callback
Administration

Nacinnar

Historical
Reporting

Real-Time
Reporting

Interaction
Recording




3 GENESYS
SpeechMiner

Log in to Genesys

@ Genesys O Speechminer

Usermmame *

Password *
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Interactions ()

Date Range Al Agents & Workgroups
All @ ] Include ~ Agenls
All =1 include Partitions
Custom
Yesterday
Today
Include Hame w Values
Last Work Day
Week to Date
Last 7 Days
Last Week
Manth to Date
Last 30 Days -




Interactions () w

Date Range DS/09/23 12200 AM = 05710723 12:00 AM Agenis & Workgroups

Custom v Include Agents v +
From: 05/09/23 12:00 AM E'.'l Include Partitions w +
To: 05/10/23 12:00 AM

© Metadata
include  ~ Hame w Values w +

T:-gs

Include - Tags ~

Interactions () ~
Date Range O5/049/23 1200 AM - 05/10/23 12:00 AM Agents & Workgroups Comments
Custom £ Include 4 Agents selected ? - +
From: 05/09/23 12:00 AM ® Include View selected only
eutral
=| All s
Ta: 0510/23 12:00 AM @ 4 u Allagents
Mietadata
» [ Bay_Lake | —
NCIEe > |#) Capatal
Tags 3 DHS_Traming viewe
Include Tags v [ Adem A
[ alicia |
O
O
O -
O
Done
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Interactions () =
Fram: 05708723 12900 AM o nclude  w Partitions w + Lisers
| Good ] Neutral
Tox: 05M10/23 12200 Al
Metadata
nclude  w  Hame A values w | 4 aviciens
Tags ';I}:} yiewed
View selected only
Include £ Tags -
-
) gL g e e 2

L

[ agemExtensionDi

[ agentid

[ ani

[ calierPhoneiumber

E-:aIIT:.-pe

L] conmectsoniD

[ contactid -
[ customerSegment

Dane

Interactions () w
From: 05/09/23 1zo0aM ® Include Partitions v Users
O sood (] Heutral
To 05/10/23 12:00 AM
Metadata
Include Hame - values w - Usar Actions
Tags @ viewed
L View selected only
Include Tags hd

-

O =y ] L e

[ agentExtensionDN

[ agentid

ni

] eallerPhonetumber

[ calimype

[ connectioniD

[ contactid -

[ customersegment

Done




~  Filters: Date Range | Metadata

Interactions (7 of 7)

Date Range Yesterday Agents & Workgroups Comments
Yesterday o Include ~ Agents s +
Include  ~ Partitions - + Users
Tags
[ Good (] Heutral O Bad
Include  ~ Tags “
Meladaty
Include ~ Connec. - Values o + User Actions
:Euuals e 00b403530ed1996H +
BT LR

More than

Agenis & Workgroups Commenis Interaction Fropertes -
Include Afgents + Types: Types -
nclude  w Partitions + Users i Duration: More than =

Good L) reutral Ll Bad
Secs
Metadata
loclude Hame - Yakucs + Uper Actions Interaction I0v
T
Imteraction Reviewed By: Users -
By Extemal ID:
SegEnenti
Mare than E on:
Koee thamn
Leds than

Between
Resat Save as
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e
Comments Interaction Properties -
Types: Types b
Users o Duration: More than i o
[ Good ] Meutral L Bad =
More than
Less than
User Actions Interaction |0:
Between 1
Interaction Reviewed By Users v
i e ¥ . Extemnal 1D:
Segments
Mare than W
2 Segments




01MEBLBIGBEAIFI204C1 TOZLAESDOOMNTIL Qutbound =
0TMEBELBIGBEAIFI204C 1 TOZLAESDOOMNTE Qutbound
01MBLBIGBBAIFI204CT TOZLAESDDINTH Outbound
01MBLBIGBBAIFI204C TOZLAESDDINIG Outbound
01MBLBIGBBAIFI204CT TOZLAESDOINIC Outbound
01MBLBIGBBAIFI204C1 TOZLAESDOINID Qutbound
01MBLBIGBBAIFI204C TOZLAESDOIMNTA Outbound i
k

External 1D callType

0TMBLBIGBAAIFI204CT TO2LAESOOONIL Outbound

01MBLBIGBBAIFI204CT TO2LAESOD9NT L_2023-05-16_23-50-44

01MBLBIGBSAIFO204CT TOZLAESODONTK OQutbound
01MBLBIGBSAIFO204CT TOZLAESODOMNT Outbound
01MBLBIGBSAIFO204CT TOZLAESDDONTH Outbound
01MBLEBIGBIAIFO204CT TOZLAESODINIG Outbound
DTMBLBIGBBAIFO204CT TOXLAESDODONIC Outbound
DTMBLBIEBBAIFOZ04CT TOZLAESODINID Outbound
DTMELBIGEZAIFO20ACT TOZLAESDDOMNTA Dutbownd bt
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= 7
External iD [+ Workgroup .
b Tags
01MBLEIGEBAIFIZ04C1 TOZLAESOOONIL [ Duraticn
Text
IGE88AIFI20401 70 009H1 23-05-16_23-55 - .
DIMBLEGSEA 04CT TOZLAESDOGNT L_2023-05-16_23-5  Interaction ID
[+] External iD
D1MELEIGSBAIFIZDACT TOZLAESOOONIK
agentExtensionDN
D1MELEIGEBAIFI20ACT TOZLAESDOGNT ) agentid
ani
D1MELEIGSBAIFI20ACT TOZLAESOIONTH callerPhoneNumber
[+ callType
DIMELEIGSBAIFI20ACT TOZLAESOIONTG ConnectioniD
CustomerSegment
01 MELEIGEBAIFI204CT TOZLAESOOGNIC
dialedPhaneMumber
DIMELEIGSBAIFIZ0ACT TOZLAESDOONID dnis
GSYS_IVR
D1MELEIGSBAIFI20ACT TOZLAESDOIONT A lApplication o
ivr_language ir

Interactions (1.000 of 11,818) ~  Filters: Date Range
Date / Time [ ] Media Agent Workgroup Tags
|OS16/23 00.09 Phd a— Lilaykes
05/16/23 06259 PM *\‘ Milwaukee

callType

LT T

516_23-50-44

Outbound




interactions (1.000 of 11.818) ~  Filters: Date Range
# Date f Time ] Media
1 = 05/16/23 0659 PM t,
03/16/Z3 06:59 FM L
2 + 05/16/23 06:59 PM (N
3 + 05/16/23 06:58 PM (N
4 + 05/16/23 0658 PM t,

User et Interaction ID:
4
Interaction Reviewed By: Users b
¥: ; External ID:
Segments
TATE TITam =

Segments

-
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Enter search name

Search

Saved Searches

Interaction Lists




% SpeechMiner

Hew Search Saved Searches Interaction Lists

Saved Searches (2)
) Run Delete Hame ~ Creator
1 O D 1] Test woltemj
2 U [ ] [1] Saved Search 1 waltem)

callType
UUlLIUUI“.j =
Outbound

Segments

More than £

Segments
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SpeechMiner

MHew Search Saved Searches

Saved Searches (2)

Run Delete Mame ©
7] I Test
1] Saved Search 1

Thest servcrs | Welcome to your Wisconsin Department of Health Services MGEP Portal

I e H Platform
= y Administration

Workforce Callback
Management Administration

Nacinnar
Llesigne

Historical
Reporting

Real-Time
Reporting

Interaction
Recording




No Interaction

Interactions =
Date Range Al gents & Workgroups: Comments Interaction Properties
Al nclude ¥ | Agents + Types: Types
nclude v Partitions + Users Duration: ——
Tags ' =
ood ) Heutral O Bad
include ¥ Tags v secs
Metadata
User Actions
nclude v Name v Values + Interaction ID:
Interaction Reviewed By: Users
Extornal 1D
Segments
Nore than
Segments
Resat saveas

Interactions (1,000 of 1,509,738) v,

Filters: Date Range

# Date / Time $ Media Agent Workgroup Tags Duration Interaction ID External ID

8 + TOSRAEOSTARN ¢, 0129
0

9 4 06/09/2209:14 AM 027
.~ ! Delete

0 + 06/09/22 09:14 AM L5 00:59

Permalink

o e 0G0i00000 00 2

12 i 06/09/22 09:12 AM | % 00:08

06/09/22 09:12 AM © 00:07

14 +  06/09/2209:12 AM " 0029

15 + 06/03/220911 AM " 0403

16 + 06/09/2209:11 AM " 0430

Export

nclude sudes and be

Cancel
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—deparmens

5 + 1219220214 F

& + 1211920144 P




SOONSIN DEPARTMENT
TEALTH SERVICES

| Welcome to your Wisconsin Department of Health Services MGEP Portal

Platfo
Ad siralion Dasignar Historical Repaorting Real Tema Raporting Intaraction Recording

Callback
Administration

S GENESYS

Administrator Extension
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GAX Confipuarstion

Configuration Manager

Q@ ) o o

Accounts Routing [ Digital Environment Switching
Access Groups Bussiness Alinbutes Scripts Agent Logins
Agent Groups Business Alnbute Values DM
Capacily Rules Transactions DM Groups
Places
Skills
Parsona (1
[ Select .+ I aew 1], o Dk Filtm [roe— Pericia [irses Foidi! o T e Codares Filber
[ Ui & Wi 1 b a2 [perprres, & Al a Free]




GAX Configuration

Home > Ager ups > Agent Groups > OpsStagelU
[ select  Edit @ New [ Delete £ More @, show Quick Filter Directory OpsStagelU (Agent Group Folder) v
L Name
:
O i}
O 5]

LT T T

Home » Persons = Persons = OpsSageil = DHS Training = Properties
General
Skills
Memiber OF
skill a Lawal
Ranks
)
| 10
RGEm Legine
O 0
Optwons

Permissions

Dependencies

Accessible Objects

8—
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Howme = Person P g P St DHS Trainang Properties i Delete Person lg Clone I Move To

Ganpinl
Skills Add P i More

O skill Level

an
an

Aecessible Objects




AX Confiparstion

Configuration Manager

Q ) o o

Accounts Routing [ Digital Environment Switching
Access Groups Busgsiness Alinbules Scrpls Agent Logins
Sgent Groups Business Alinbule Values OMs
Capacily Rules Transactions D™ Groups
Places
(11 Q¥ s
Parsana (1)
[ St & B b D oMloew | Show Dueck Fle | pusouer Firbi (Pt Poide o B Ehow Cobume Filler
[ [ [ ] ¥l M 3 il B - Shlly g Rt
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A Selestthe DESHfelder

Home > s » Agent Groups » OpsStagelU
[ select / edit €@ New [ Delete i More &, Show Quick Filter Directory OpsStagelU (Agent Group Folder) v
L] Name
O DHS
O i}
O 5]

4
% o
1 o
1 £ v
- ry -
U
o z
O 3 - ¥
6 J

Haime > Persons = Perdang = DpsSiagelll = DHS Traiming = Propérbas

General

Skills
Momiber OF

=13

Skill
Ranks

)

Rgent Loging

Options

Parmissicns

Dependencies

Accessible Objects



Srpean [ e — W e [

S 7 Add By i More

-

Bl Sh1n
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Skill Directarny

Select Skill

» D Enveormen
v [l Shiss

v [ OpaSingeh)

il Cenitral




Froperties i Debite Porson |83 Clone [ Move To

Skills Add P 1 Mo

Lavel

w

o
an
@

hecessible Objects
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GAX Confipuarstion

Configuration Manager

@ ) ") o

Accounts Routing [ Digital Environment Switching
ACCRSS Groups Business Atinibutes SCmpls Agent Loging
Agent Groups Business Atinbufe Values DNz
Capacily Rules Transactions DM Groups
Places
Shills
Persona (1
[ sebect & B s I e 1], Toorms Dusch Filtee [ore— Porasi [hiraan Poliat w B Ehow Cobarme Filbsr
[ Ui & Wi 1 b & [perprres, & Al & Free]




GAX Configuration

Home > Agent C Groups > OpsStagelU
[ select / edit €@ New [ Delete i More &, Show Quick Filter Directory OpsStagelU (Agent Group Folder) v
U Name
:
O =]
O B

GAX Conlaprabion

I = DHE Trastwssg (24}, Selected (3)

L[] Select 7 © New [ Delote I Moe Gl Show Ouick Filtar Darectory DHS Tramiranas (P w ‘B Show Column Filter

O Lisarname 5 Firsd Hams ] Last Mama | Shills

H—
M e

L]

(PR

[ T

,_
13

]

[+

e = e
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6—Select-Meore-

fmtecied (1)
el G""l"""""EI '.f,\'.‘ul-'.-ual'}n] [ram S i N Tr—— i et ) vira—
Te— [ o s E Py h— ] s [ g ¥
- |
2 «
2 i Delete G, show Quick Filter v
- 4 o
& o
L 4 o

T3
i3

- 5 o
& o
L
z
2 -
1 -
1 o
® 2 o
] 2 W
5] 1 ¥
BN Comfa
Sebecied 53
] babeet LTl L I R L e e— = . T re—— Cretrek ) levircamens
X A TR T P CR— '
= |
! b o
| I "
i - =
o
[} o
L4 o
2 o
1 o
z o
1 o
1 o
1 w
= 1 -
E 1 L
] 1 w



Edit 3 Agents
Skills (1/221)

)
O
O
U
O
U
O
Il
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Configuration Manager

- o o

Accounts Routing / Digital Environment Switching
ACCess Groups Business Attributes Scripts Agent Logins
Busziness Attnbute Values Dhs
— — e
Persons Places
Rales
Shlls

2—SLeolesiihe-OasSingell-felder

Home » Agent Groups > Agent Groaps:

eaap Foldes) e

[ Select ~ D Maw | e 5 Miew G Show Quick Filter Cetwetory Agent Groups (Ag

2—CSelectthe DESHfelder

Home > s > Agent Groups > OpsStagell

[J select / edit € New [ Delete 3 More @ show Quick Filter Directory OpsStagelU (Agent Group Folder) v

Name

= O EEY O




[] Selwet i D Hew H

Mo

Capital

{Z), Show ek Filier

Directery

ahder)

Bavaapd
Agats (T4 L s

ety

sEm ] Faw L ol ¥
=Ty

: |
st Loy

-4
O

L 4
Fremarnae

1
Bt

2

-3

) Pt g G B e -
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Select Agent

Folder : DHS Training
Yy B

Skalh

[ Celete dgret finm D e M T

Agente (T4} Add | o

[m] [rre i Pt Harme Lt Harma ] Shaly ]

= I M E ] E e




GAX Confguration

Configuration Manager

o
Accounts Routing / Digital

ACCESs Groups Business Attnbules

Agent Groups

Business Attnbute Values

Environment

Scripts

Switching

Agent Loginzs
DNsa

e Frarrernim
Persons
Rales

Shlls

2—Selectthe OpsStageld-folder:

Home = Agent Grougs = Agent Groaps:

[] Selact O Hew [ e 5 Madw @ Show Quick Filier Cutectory

Agen Groups [Agent Group Folder)

= e =

Places
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2. SelesttheDESHelder

Home > Agent Groups > Agent Groups > OpsStagelU
[ select / edit €@ New [ Delete i More &, Show Quick Filter Directory OpsStagelU (Agent Group Folder) v
L Name
O DHS
O i}
O 5]

Home > Agent Groups > Agent Groups > OpsStagelU > DHS

[ select # Edit @ New [ i More @, show Quick Filter Directory DHS (Agent Group Folder) >

Name

I Bay Lake
I Capital

monMs

O EEY O BEY O

W East Central

GRS

0

I IM Central

I Milwaukee

I Moraine Lakes

| Morthern

W Southemn

. Tribal

I Western

E O PEN O BEN 2 SES £

| WKRP




enit Groups > Agent Groups » lagelll = DHS > Capital

[] Selact # O Haw I Mo {Z), Show ek Filier Directery Fedder o
] Hams
Ll I Dy Ages Gio

| Sy Caginnl

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

0o

@_ Bay_Lake_Brown
T Bay_Lake_Door

?Q Bay_Lake_Marinette
?Q Bay_Lake_Oconto

?Q Bay_Lake_Shawano

O 0 o0 0 0 g

?Q BaylLake_aux_AG

GAX  Configuration >

2 > Agent Groups > Agent Groups > OpsStagell Static Agent Groups » Bay_Lake Properties i Detete Agent Group 18 clone mMove To
General
P e 0 = Lo
o Name 4 First Name  § Last Name § Agent §
Agents
3 v
Origination DNs
] 2 v
Options
O =2 v
Permissions
o =2 v
Dependencies
o =2 v
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Supervisor

Select Supervisor

Folder : Bay_Lake

Name
~ ﬁEn\rironmem
~ [ Persons

v m OpsStagelU

(@)

- Aarons Test Account
M cce
~ [mDHS

|V I Bay_Lake |

W Disabled Agents

~ [ Capital

I Disabled Agents

Cancel



Supervisor

Select Supervisor

Folder : Bay_Lake

| - i Q q + O
Name $ First Name % Last Name Agent $
2 v
4 v
2 v

i v
L 4 v
4 v
L & v
2 v
2 v
4 v
Cancel
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ne Agent Groups > OpsStageiU > DHS > Bay Lake > Static Agent Groups > Bay_Lake Properties i Delete Agent Group |5 clone B Move To
General
Supervisors (30) Add i More

Supervisors

m] Name s FirstName  § Last Name & Agent 4
agems

o 2 v
Origination DNs

o 2 v
Options:

o =« v
Permissions

o 4« v
Dependencies

o =2 v

o 2 v

o 2 v

[m} 2 v

o =2 v

o = v

o =z v

O 2 v

o =z v

B % v

Cancel

Tl Delete Agent Group

Ciwnee I Move To

a Name s FirstName % Last Name ) Agent ¢
Agents

0o 2 v
Origination DNs

0F) - :

Options

o = v
Permissions

a L 3 -
Dependencies

o 2 v




Home > Agent Groups > Agent Groups > OpsStagelll > [ Delete Agent Group 18 clone B MoveTo
General
Add i More

Supervisors

O Name A FirstName % Last Name ¢ Agent %
Agents

o = v
Origination Ds.

] L & v
options

] 2 v
Permissions

m} 4 v
Dependencies

o =2 v

=] b & v

] L 4 v

] L & v

o =2 v

o g v

Cancel
. . e o .

@ Emvironment

Configuration Manager

Q Q (7 @)

Accounts Routing / Digital Environment Switching
Access Groups Business Attiibutes Scripts Agent Logins
Agent Gioups Business Alliibute Values DNs
Capacity Rules Transactions DN Groups
Persons Places
Roles
Skills
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Home > Search

Name / Number Type - State Tenant
Person ", « [ case sensitive Clear
Adiancid Seacch

S — |

Search Results

] (] Column Picker & More @, Show Quick Filter

User Name 4 First Name H Last Name 5 Type E] Tenant ] Path
No items

GAX  Configuration

Home > Search

Name / Number Type* State Tenant
Person v « [ case sensitive Clear
A Advanced Search
Is Agent First Name Last Name Employee id
switch skill Agent Login Agent Group
= ] ]
Search Results
[ID column Picker : More @, show Quick Filter
User Name E] First Name L Last Name s Type ] Tenant ¢ Path
No items




GAX Confuuaration

Configuration Manager

© ) o o

Accounts Routing f Digital Environment Switching
ACCess Groups Business Altnbules Scmpls Agent Logins
Agent Groups Business Alnbute Values DNz
Capacily Rules Trandactions O Groups

P Places
Rodes
Skifls

Persona (1
[ sebect # B s I beew 1, Toorm Dusch Fitee [ Parasis: [irai Polii w B Ehow Cobarme Filbsr
Ut raarn | | LET T & ! M § Akl $ [ P
| I i

3.—Selectthe DHS folder:

Home > Agent C

> Agent Groups > OpsStagelU

[J select  edit @ New [ Delete 3 More &, show Quick Filter Directory OpsStagelU (Agent Group Folder) v
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GAX Configuration

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

[J select # £dit € New [ Delete } More @, show Quick Filter Directory DHS (Person Eolder) + @ Show Column Filter

Username ¢ First Name 3 Last Name $ skills

I Bay_Lake
W Capital

| oms

L BEY .0 NEN O

I East_Central

]

= -

I IM_Central

| Milwaukee

B Moraine_Laked
I Northern

M Souther

I Tribal

I Western

Bl O MEY O REY O REY O

I WKRP

5—Select theagententryto-beedited:

GAX Configuration

Home > Persons » Persons > OpsStagell > DHS > Bay_Lake (101)

[ select # Edit € New [j De i More | @ showQuickFilter | pirectory Bay_Lake (Person Folder) + @ Show Column Filter

Username E] First Name ] Last Name

a»

Skills

@

Agent
[ Disabled Agents

BayLake_Gen_SK (10), BayLake_Hmg_SK (10), BayLake_Trans_SK (10)

B O.NE] O

L

BayLake_Hmg_SK (0), BayLake_Trans_SK (0), BayLake_EBD_LTC_SK (0), BayLake_G.

i

BayLake_Gen_SK (10), BayLake_Hmg_SK (10), BayLake_Trans_SK (10), BayLake_Chil

BayLake_Gen_SK (10), BayLake_ChildCare_SK (0), BayLake_Trans_SK (0), BayLake_

BayLake_Gen_SK (10), BayLake_Trans_SK (0), BayLake_EBD_LTC_SK (0), BayLake_C..

BayLake_Gen_SK (10), BayLake_Hmg_SK (10), BayLake_Trans_SK (10}

Baylake_EBD_LTC_SK (10), BaylLake_Gen_SK (0), BayLake_Hmg_SK (0), BayLake_Tr.

BayLake_HMQ_SK (0), BayLake_Trans_SK (0), BayLake_EBD_LTC_SK (0}, BayLake_G.

[m]
o
O
[m]
m]
[m]
a

A S S N T

BaylLake_Gen_SK (10), BayLake_Hmqg_SK (0), BaylLake_Trans_SK (0), BayLake EBD_L




GAX  Configuration

> OpsStagell » DHS Properties 1 Delete Person 18 clone W voweTo
Ranks agent
First Name Last Name
skils ‘
Agent Logins -
Employee ID*
Options
Permissians
Password Gonlfirm Passward
Dependencies
Anytime a password is reset for an agent
e Force Password Reset on Next Login o the Admin must check the box, "Force
| B 1 Password Reset on Next Login."
Default Place Capacity Rule
Cost Contract site
-
Tenam
m [ StateEnabled
Cancel
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Rlates

Armrd Ponafiior Platied
¥ . Acmuresiration

3 GENESYS

Workspace

Tenant

sowl.mgep.info ‘

Username *

 Remember me




Secure Logon
for DHS-GENESYS

Username
[ J

Password

|. |
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S GENESYS

Workspace

Welcome

Change login account




Widget —:

Agent Logmn

0000000

0000000

LUELUERLY
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3 GENESYS

Workspace

Tenant

sowi.mgep.info ‘

Username *

# Remember me




Secure Logon
for DHS-GENESYS

Username
[ J
IFaSSWOrﬁ

I
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Nideo- . lable: Runmine F ;

Genesys User Guide Release 24-01

- 207 -




Mt ot ‘ Welcome to your Wisconsin Department of Health Services MGEP Portal

Diatfarm

Agent Deskiop Administration Designer

Historical Reporting Real-Time Reporting Interaction Recording

Workforce Callback
Management Administration

of HE

Secure Logon
for DHS-GENESYS GCXI

- DE.

SERVI

Username

Password

Logon




CX Insights CX Insights for iWD
. t The CX Insights project contains the reports (and supporting . s CX Insights for iWD project enables business users to quickly gain
= metrics and attributes) that you can use to analyze your contact L =1 insights into the business outcomes and operational performance of
center's operation, and gain insights to make more informed | ] work items. Industry-leading analytics designed to serve up the
— business decisions. e metrics and attributes that reside within iWD.
Server name mstr-01/MSTR-02 Server name mstr-01/MSTR-02

Warning

This is a notification that your MicroStrategy implementation may be out
of compliance with your software license agreement. The humber of
named users licensed for at least one product has been exceeded. The
priviteges gssocated wittrout of compitance products tanmot beaddedto
users, user groups, or security roles.

Continue

it Home

.0.019.00

Browse
Create

Recents

1)

Shared Reports My Reports History List My Subscriptions

Shared Reports

My Reports

History List

My Subscriptions

\4 = m]

Create Dossier Add External Data Upload MicroStrategy File

— mmm >

=== N E Y. r h

=55 = + + + +
Create Report Create Document Create Filter Create Prompt Create Metric Create Custom Group
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Create

B Recents
Shared Reports
My Reports
My Objects
History List

My Subscriptions

Create

@ Recerts

Shared Reports

DevReports

wiEs

. -

CXinsights
My Reports
My Objects:
History List

My Subsorptions

Shared Reports

Custom

Owner: Administrator
Modified:

12/15/22 2:11:06 PM

Aggregator Schema Version

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

GIM and aggregator schema version.

CX Insights
Owner: Administrator
Modifi
10/6/21 4 56:00 PM

This folder contains the CX Insights historical reports.

Aggregator Status Report
Owner: Administrator

Modified:

5/6/21 7:48:20 PM

Aggregator status report.

CX Insights Schema Version

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

GCXI Service Report

Owner: Administrator

The schema version of Genesys CX Insights.

f— Modified:

o —— 5/6/21 7:48:29 PM

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

CX Insights Server Feature
Owner: Administrator

Modified:

5/6/21 7:48:29 PM

All available features in Genesys CX Insights.

Dev Reports

Owner: Jame: Pashiay
e

14/15722 114555 M

WIEBS

Ovmer: Tray Fresmyer
Modified:

14282 44113 M

Agent Performance Report - 10-25

Ouner: sames

1oes s o

Custom Queue Statistics

crfigured a percantage of queve were

i vt 303t comporeth pformanc o aoh oo ol e

Queue Statistics_Adjusted

MilES
Owner: Nina Elis

Hodified:

2025/22 45110

Agent Performance Report
Ouner: James pashiey

Hodifa

/2522 6:27:55 1t

3

Agent Performance Report - Dev
mer: 1amas Pashley

®

- ths
Contiguous paricpaton in the nteraction

Queue Statistics_Adjusted_30Minute

removing Short Abandonad (=<1205) rom Calls Eptered, Abandoned, a1

Queue Statistics_Adjusted_CB
Owner: tina £

Modified:

1215722 2:11:06 PM
Should only be used for Calback Queves.

Queue Summary Report - All Columns
Ouner: Jamss Pshiey

Nodifiad

20/13/52 ss0:53 P

Use i report o onfigured queues, to percentage of quese were
o lavd a0 1o campare the paformance f ach coss i hading mracine

Survey Answer Report - Agent Group

Owner: James Pashiey

The s e (-

Queue Statistics_Adjusted_Hourly
Owner:paul chael - DHS

1 4 sbandoned, and Answer Rate. Incudes 30 minute ntervals

Short Abandoned Test Report
Owner: tina gl

Hodified:

342

302eM

Survey Answer Report - Application
own

James Pashiey

(=<1 § sbandoned, and Answer Rate. Incudes Houly ntervals

1/15/22 7:18
Use tis reportto sam more about haw customers answer post-cal uding the percentage each ansner s
selcted, for sach agent, and organizad by applicabion, sgent oroup, quaston, o answer.

"
11 e mors st o stomars s st sy custions, g the s and g f e hat schsrver v
Sohctn e s, 2 crgnisl b apleation, e s, oo, o

Week

Ovmer: James Pashiey
4

r

2
g

odifie
147422 75226 P




INDEX X 1. Pre-set Date Filter

&' summary of your selections This prompt allows only one selection.
1 Pre-set Date Filter v |eerchfor
(\J Match case
2 Start Date -
Avallabl
3 End Date

Today
4 Queue Group & Last Week

5 Media Type v

& Last Month
6 Interaction Type ¥ | © Last Sunday
& Last Monday
© Last Tuesday

Last Wednesday

7 Tenant
8 Queue

1-210f 21

Selected:
& Yesterday

2. Start Date

E—

3. End Date

\ |EE

4. Queue Group
Search for: N
Q
Avallable: i
GTS_TEST_DN_GROUP

Match case

Report Message Name: | Queue Statistics_Adjusted

Cancel

Selected:

{none)
[

REPORT HOME

™ ¢

TOOLS +  DATA

REPORT OBJECTS. 7 x

> @0z
> @ Interaction Type
> @ Media Type

> @ Queue

¥ @ Tenant

53 Abandoned Inviting
[} Abandoned Waiting
B Accepted A

REPORT DETAILS
Report Filte:

VQ,

PROMPT DETAILS
Prompt 1 Pre-set Date Fitter

Last Month

Prompt 2: Start Date

Prompt not answered

Prompt 3: End Date

Prompt not answered

andone
[B Adj Answer Rate
8 Ad) Entered

B AsA

Bi AsA
Eb Avg Engage Time et
B Avg Handle Time Prompt 6: Interaction Ty
i Avg Handle Time Inbound

[l Avg Hold Time
[ Avg. Handle Time

Prompt 7: Tenant
Prompt not answered

(AoplyComparison("#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 (Queue =
GenVQ, [ GenVQ. | HmOVQ, | iEs _Esp_vQ, ¥ Tans Vo, d)

VQ) And ({Media Type} = Voice) And ({Interaction Type} = Inbount

NOTES
RELATED REPORTS

2022147

M 4123 of3pages b N

. - Promt 8: Que
8 Avg. Hold Time T Gen Vo, L ) 1 Trans v, o
L
B Cleared
B Entored M 4123 of3pages b W Data rows: 1-500f 120 | Data columns: 11
El Hold Time
Eb Max Accept Time (Fmt) Tenant  MediaType Queve InteractionType ~ Day  AdjEntered Accepted Agent AdjAbandoned Routed Other Rejected AdjAnswerRate  ASA  Avg. TalkTime Avg. Hold Time ~Avg. Handle Time Max Accept Time (Emt)
Bl Rejected
B3 Routed Other 2021101 105 @ 12 1 2 876% 000609 000949 00020 001017 003728
B short Abandoned Waiing 20021102 1 B 20 2 o 812% 000542 000719 00029 000755 002814
20221103 100 £ 12 2 3 850%  0007:09 0008:39 00006 000853 003545
20021104 £ 7 " 0 1 856% 000545 o007:32 000:44 000822 002216
20221107 122 119 2 1 4 o75% 000205 000757 00041 000844 001654
20021108 7 101 15 1 4 853% 000341 000814 00020 000841 001954
20221109 102 o 5 2 1 922% 000258 000803 00024 000833 002341
20221110 105 £ 4 2 1 943% 000156 0007:30 000:40 000815 001711
e — 20221111 55 54 0 1 5 982% 000047 0010:43 00101 001151 000635
20221114 14 109 3 2 4 956% 000125 000646 00032 000727 000945
REPORT OBJECTS vV Inbound
20221115 B B 5 5 899% 000216 000802 000:17 000828 001335
i AL OBJECTS
20221116 122 109 12 1 1 893% 000431 0008:33 00026 000907 004130
& MDX 0BIECTS
116 105 ° 2 2

905% 000633 001215 00025 001248 003839

822 CreatingSubseriptions
{ideo-instructions-availablerCreating Subscriptions)
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Create

Recents

Shared Reports

My Reports

Shared Reports My Reports History List My Subscriptions

History List

My Subscriptions
‘
N\ A m]

Create Dossier Add External Data Upload MicroStrategy File

Yq. [?4- E + EE-

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

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 Report: A
i Aggregator Schema Version Aggregator Status Report
—— Owner: Administrator —— Owner: Administrator
RviGenoTE ——— Modified: ——— Modified:
——— 5/6/21 7:48:29 PM 1 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 Owner: Administrator o Owner: Administrator
— ] Modified: — 1 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.




Create Own Owr
Hodifed:

Hodified:
2025722 45110 P8

@ Fecerts
R WIEBS Agent Performance Report
Ouner: oy Frasmyar @ Ouner: sams Pasiay
Modited Wodite
Sy sy
DevRepors
Mies Agent Performance Report - 10-25 Agent Performance Report - Dev
mer: s Peshie mer:James e
o . EE » EFF
Pty 2 45320 M
Oxinsighic
My epers Custom Queue Statistics Interaction Handling Attempt Report - LastvQ
mer: abames2? Owner: - James Paiey

My Objects

Hodifi
322 102914 P
History List = report to confioured quses, o percantage of queve were Use this . and
ervice leve, and o compare the prformance of sach quaue n handing intersctons contiguous participation inthe nteraction.
My Subsorptions
Queue Statistics_Adjusted Queue Statistics_Adjusted_30Minute

321/22 4
Thi report = adjusted by remaing Shart Abandensd (=<1202) from Calls Entared, Abandaned, an

4 sbandoned, and Answer Rate. Incudes 30 minute ntervals

Queue statistics_Adjusmd_n:a\ Queue Statistics_Adjusted_Hourly
Owner: Ninalia fm— Owner:_pauilichael- DH5
Hodifed
1 06 oM
Should only b usat for Callack Queues Queue Statistics_Adjusted 1 by remening Short Abdoned (=<1205) from Calls Entered, Abarcined, and A Sate. Incudes Hourly ntznslz
Owner: Nina Elia
Queue Summary Report - Allc| I Modified:
> A = d Test Report
Qe e ey === 1/22 4:49:33 PM Ied Test Repol
e Bl ort is adjusted by removing Short Abandoned (=<120s) from Calls
‘service lavel, and to compare the performa Enté and Answer Rate
Edit| Subscriptions | Send Now Export PDF

Survey Answer Report - Agent GToup
ashley

ey Answer Report - Application
res P Pashley

Use i repertto ez mars sbout how customers snswer post-all uding the ercantage e3ch answer was

e his rapart o learn mors about o custeoners ansur post-cl
lected, for each agent, and organized by appicaton, agent group, queston, or answe.

i qusstions, ncluding the numbr snd percantage of mes that sach anewer was
selectad for each agent, and organized by applicaion, agent o, v

Week
Owner: Jame: Pashiay
Modified:

752626 M

Queue Statistics_Adjusted
Owner Nina Ela
This report Is adjusted by removing Short Abandoned (=<120s) from Calls Entered, Abandoned, and Answer Rate

Personal view

subscription Name owner Address Ppersonalized Action

You do not have any personal views.

History List

Subscription Name awner Schedule Recipient Personalized Action Unsubscribe

Queve Statistics Adjusted 12/22/22 9:18:00 PM (UTC) Every Morring - 6 AM @ ) O

2dd history list subseription

Select Add email

Cache Update B
subscription.
Subscription Name Schedule Recipient Personalized Action
You do not have any cache update subscriptions.
Email
Subscription Hame & Owner ¢ Schedule & Redipient & Address ¢ Personalized ¢ Action Unsubscribe
Month to Date ¢ Adjusted 12/22/27 9:13:57 M (UTC) Every Monday - 6 AM @ Ba 0

§ Queue Statistics (UTC) Every Morming - 6 AM ¥ -9 O

Add email subscription
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[=] Subscription

— E-mail Subscription

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

Report: Queue Statistics_Adjusted
Sehedule: {[ (UTC) Every Moming - 6 AM v|
ou have no email address defined. Define agemail address before creating a subscription or contact administrator.
Send- Data in email w R — b
Ehared Lt -
Delivery Format: el » (I ] Compress contents I B
[] Expand page-by fields yaizble .
q e
File Name: IQueue Statistics_Adjusted {&Date} ‘;ﬂ;
; i} w
Burst... B i .
ﬁ_ -
=
Subject: I[Queue Statistics_Adjusted {&Date] | o
f B
Message: g 5
i
fi o
Md1:3 ofIpaces bW
I SETRi prev'lew TR I addres Hame Flrysical &2dresy Deira
[ 10 ][enerr s ~
R Add To Rpsipasnis
[2] 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




Irsummarv of your selections
1 Pre-set Date Filter |
2 Start Date

3 End Date

4 Queue Group

5 Media Type

6 Interaction Type

7 Tenant

X 1. Pre-set Date Filter
This prompt allows only one selection.
Search for:
Match case
Available:
Today

& Last Week

4 Last Month

& Last Sunday

& Last Monday

Selected:
& Yesterday

Cancel

1 ' SRS uesaay
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Scheduled E-mail Delivery Confirmation
Your subscription was created successfully.

Queue Statistics_Adjusted

H=r B = |
=

TCTET

— el

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

LLITEY Dopnes BA e
R L B |

is run.

AUTION: This email originated from outside the organization.|
Do not

These dates reflect
the date the report

& ReplyAll | — Forward |

Thu 12/22/2022 1:16 PM)|

4 A | B | c D E F | &6  H 1 K L | M N o P
1 |Queue Statistics_Adjuste
27

Media Interactio Adj Accepted Adj Routed Adi Avg. Talk  Avg. Hold Avg. Handle Max Accept
3 [Leaant Type Queue n Type Day Entered Agent Other A;z\tv:r b2 Time Time Time Time (Fmt)
4 Inbound | 2022-12-21 109 97 1 1 6 89.0% 0:04:40 0:10:18 0:00113 0:10:38 0:46:35
= 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 0:01:12

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




Create

B Recents
Shared Reports

My Reports

History List

My Subscriptions

Create

B Recents
Shared Reports
My Reports

My Objects

History List

My Subscriptions

Home

9.0.019.00

Browse

Shared Reports My Reports History List My Subscriptions

!s+

Create Dossier

Add External Data Upload MicroStrategy File

Ell i
+ e

Create Metric Create Custom Group

T.

Create Filter

+

Create Report Create Document Create Prompt

Shared Reports

Custom CX Insights
Owner: Administrator Owner: Administrator
Modified: Modified:

12/15/22 2:11:06 PM 10/6/21 4:56:00 PM

This folder contains the CX Insights historical reports.

Aggregator Schema Version
Owner: Administrator

Aggregator Status Report

— owner: Administrator
——— Modified: ——— Modified:
——— 5/6/21 7:48:20 PM 1 5/6/21 7:48:20 PM

GIM and aggregator schema version. Aggregator status report.

CX Insights Schema Version

Owner: Administrator

CX Insights Server Feature
Owner: Administrator

— —
o — — Modified: — 1 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 7:48:29 PM

FFSQL report to check the availability of ODBC metadata database
connection.
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Dev Reports
Create g

Ovmer: James Pastiey
Modified:
9722 9:20:05 M

Recerts

‘Shared Report

ieports

e Agent Performance Report - 10-25
Guiner:

Hodies

10725722 6039 P

wiess

Agent Performance Report
Owner:

Modified:

10725122 6:37:55 P

Agent Poﬂormann Report - Dev

o 2

Custom Queue Statistics
Wy Cjects e Wi

2:25:26 AM
reportto e performance of configured queues, to
s T

Hastory Lint

Queue Statistics_Adjusted_CB
Ovmer: Mina Elia

stVa
3
This report i adjusted by removing Short Abandoned (=<1205) from Calls Entered, Abandoned, and
Ansys to
Edit raction

et handling of contact cent

eractions, including dictribut

Queue Statistcs_ Adjusted

Ovmer: i &

Wodified:

110/25 2:53:07 P

s report is adwsted by removing Short Abandoned (=<

) from Calls Emered, Ab

Queue Statisties Adjusted 30Minute
Poud Hichael - DHS

ed, and Angwer Rate S

Queue Statistics_Adjusted_CB
Owner:
Hodt

ina &

o
epar s adhsted by remowng Short sndons {
Subscrotons Send Now Exgort POF

£1205) from Calls Entered, Abandoned, and Answer Rate

Queue Statistics_Adjusted_Hourly
Owmer: Paul Michael - DHS
Fodined:

&2
This report s adjustes by removing Short Abandoned

<120

Queue Summary Report - All Columns
Ovener:

I‘Ioﬁl‘m«l

20/13/22 8103 M

e ths port s e fomnce
wthin the dei e Vv, s 5 com

! confaured aueues o undersond

Survey Answer Report- Agent Group
Owner: James Fashiey
Hodined:

am
lise thisregort 10 leam more about how Customers answe o
each anwer was selected, For each agent, and organized by

3l survey questior

b t percentage of interachions
T parermance.of asch guaue i hnchiny

]ncing the number andpercanage of s
phcation, agent group, question, or

Short Abandon
Owmer: e Ei3
Hoditied:

ackors

Survey Ansnees Repor - Applcation
James P

e

use 2 learm move about how customers answer post-cal survey ques
o o ki e o il et T St e i e

622122 3:04:24 7M.
This regort & adiusted by removing Shert Abandoned (= <120s) from Cals Entered, Abandoned, and Anwer Rate. Iniudes 30 minute

rom Calls Entered, Abandoned, and Answer Bate. Incudes Hourly intervals

R N A e g i

History List

Subscription Name

Add history list subscripts




[Z] Subscription

— History List Subscription

Send to a new address;

Only one address is allowed when ecmng & subscription
‘Send to an existing address

Name: [Agent Performance Report] S
Dossier Agent Performance Report - JP |5m“h,““ =
Schedule: || (UTC) Every Moming - 6 AM v || —_—
vaiable: .
i il
i
il
Pre-generate export %
PDF Settings 4
8
- ﬁ-ﬁun-subscﬁpﬁm—im-nedﬁtc:y] & —
I | g
[5] Advanced Options ]
i
(] The new scheduled report will overwrite older versions of itself. g
Delivery l'}
Hda- 2345 of Mpaues 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 ~

Genesys User Guide Release 24-01

-219 -




X 1. Pre-set Date Filter

& Summary of your selections This prompt allows only one selection.
Search for:

1 Pre-set Date Filter .l

et bate Available: Selected:
3 End Date Today - & Yesterday
4 Queue Group & Last Week
5 Media Type & Last Month
6 Interaction Type & Last Sunday
7 Tenant

& Last Monday

L < TEeT Tucsdey

e T
1-

21 of 2

2. Start Date

—-

Cancel

Scheduled History List Confirmation
Your subscription was created successfully.

Queue Statistics_Adjusted_CB

Schedule: (UTC) Every Morning - & AM

(%) Close
Queue Statistics_Adjusted_CB

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

Personal view

Subscription Name Owner Address Personalized

You do ot have any personal views.

History List

Subscription Name Owner Schedule

Recipient Personalized

‘ Action

‘ Action

Unsubscribe

= i =
Add history list subscription

Cache Update
Subscription Name Owner Schedule Recipient Personalized
You do not have any cache update subscriptions

Add cache update subscription

Email
Subscription Name Owner Schedule Recipient Address Personalized
You do not have any email subscriptions.

Add email subscription

‘ Action

‘ Action




FORMAT ~

REPORT DETAILS T x

»
rt Filter:
e (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}),
g ({Date Range} = Vesterday))) And (Queve = |_Gen VQ_CB_OUT, | ESp_VQ_CB OUT, | |_Hmg VQ_CB.OUT)
»
PROMPT DETAILS x

Abandaned Inviting
% Abandoned Waiting

exd Agen

[ ASA
#vg Engage Time
Avg Handle Time

[ Avg Held Time
B A e
® V) B0 g vQ ca
i
Datarows: 2 | Data columns: 11
. Media Interaction Adj Accapted Adj Routed X Adj Answer Mvg.Talk  Avg.Hold  Avg.Handle  MaxAccept

- L) Rengnt Typs ety Day Entared Agent Abandossd | Owher | TARCEE Lk Tia : Time (Fmt)
2 Roul er sp_VQ_CB_OUT 2023-01-19 33 24 L o 3 001912 00:36.13

) Environment  Vaice

Short Abandoned Walting _Gen_VQ_CB_OUT 2023-01-10 1677 1,593 21 o 63 00:13:14

27 items found

REPORT OBJECTS

i ALL OBJEC
§ MDX OBJECTS
| NOTES

(71 RELATED REPORTS

9.0.019.00

Browse
Create

@il Recents

Shared Reports

Shared Reports wyRepore History List Wy Subseriptions

My Reports

History List

Analyze

0 m}

Create Dossier Add External Data Upload MicroStrategy File

+

Create Report Create Document Create Filter Create Prompt Create Metric Create Custom Group
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Create Subscription Name +

Bl Recents

‘Shared Reports

My Reports

History List

History List Subscriptions 2
Report/Document Owner Schedule Recipient Personalized Unsubscribe
BE Queus Statistics Adjusted Queue Statistics Adjustsd (UTE) Every Morning - 6 AM BlMultiple @ m}
B Queve Statistics Adjusted CB Queue Statistics. Adjusted_CB (UTC) Every Morning - 6 AM @ a
E-mail Subscriptions ?
Subscription Name Report/Document Qwner Schedule Recipient Address Personalized | Action Unsubscribe
Month to Date Queue Statistics Adjusted 12/22/22 9:: Queue Statistics Adjusted (UTC) Every Monday - 6 AM I:J O
Queue Siatistics Adustsd Queus Statistics_Adjust=d (UTC) Every Moming - 6AM [l Multiple (7] ]

Subscription

r— E-mail Subscription

Name: |Queue Statistics_Adjusted 12/22/22 7:22:16 PM |
Report: Queue Statistics_Adjusted
Schedule: | (UTC) Every Morning - 6 AM v |
To

Send: | Data in email ~ |
Delivery Format: ) Compress contents
File Name: IDueue Statistics_Adjusted {&Date} Io Delimiter: Do

DUulst
Subject: Queue Statistics_Adjusted {&Date} |o
Message: 0

() send a preview now

Advanced Options

| = Personalization

OK  Cancel




5] subseription

E-mail Subscription  —

Mame.

Data i en

Defvery Format ca v ] Compress coments

() Expand page-by fieids

Fietame | e

Adjusted {8Date} @ osimeer Do

Burst,

[2ueve statistics Adjusted {&Date;

[1Sendagp

e now

Advanced Options

INDEX X 1. Pre-sel Date Filter

& summary of your selectior Thes Pt e

1Pre-set Date Filter
2:tart Dare

3End D
4 Queue Group
5Media Type
[
7
BQuete

raction Type

ox  Cances

9.0.019.00

Browse

Create

@) Recents
Shared Reports

My Reports
Shared Reports

Histary List

story List

Analyze

My Repor

s

Add External Data

Create Dossier

Create Report Create Document

m]

Upload Microstrategy File

Y. A

Create Filter

Create Prompt Create Metric Create Custom Group
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Schedule Recipient Address
77

(UTC) Every Morning - § AM
[c2)

E-mail Subscriptions
R tiD et

Subscription Name

Queve Statistics_Adjusted

B

Create
O Evey o ~C A

Quéus Stalistics Adiusted 12/22/22 7:15:41 P
Recents

Shared Reports




Accepted—Total | Totalcallsaccepted-inboundand-outbound Count
Acceptedinbound | Totalinbound-callsfviathe MR} answered-by-theagent Count
Not-Accepted Totalcalls-offered-totheagent that were notanswered Count
(Mins) Talk+Hold+ACW-hwrap)

ACD.Talk T T . Ik timme { les hold time) M
{Mins)

ACD HoldTime Totalinbound-hold-time Minutes
{Mins})-
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{Mins) Talk+Hold+After Call \Work Lwrap)

OutTalkTFime = | Totaloutboundtalktime{excludesholdtime) Minutes
{Mins)

OutHold Fime = | Totaloutboundholdtime Minutes




Queue Statistics_Adjusted_CB

Max
vy Ll Avg.
. Madin P Interaction - Adj  Accepted aey Routed Al - - "3 Accept
— TYRE VT ENTRRT RURNT Amanme O Rate Time Time  Tine o
(Fmt)
Ewp VOLCB OUT  Duttsund M2FO112 T 2 5 -] o AL OOOL0S 000607  CoOOOO  DOD&TE DoOTO
Erover prement "
Gen WOLCB OUT  Outhound W32 104 aa 0 [} L #9.0% 000045 001548 0139 DO Ta 000z 48

Fenant— “E “ Tedt
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Tenant Media Type Queue Interaction Type Day Routed to VM

Environment  Voice fraud_vm_vq Inbound 2023-09-06 123
Statistics Definiti
StatisticNarne | Deserdpiion Format
Tenant Deafoulicte-Eruirenmant Tk
Media-Tyee Dafoulisieaice Tk
Queue QueneRarae Fesd
leteracdentope | vbetnd-orOutbound Tese:
Day Date-gishatisties SRR —RAA—gked
Peouvtedie ML Tetaleallsthatweresentto-volcerall | Count




bk s st st ‘ Welcome to your Wisconsin Department of Health Services MGEP Portal

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

Workforce Callback
Management Administration
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No-C l c B ol I , Addthe C ST liekina “Sal
iD-in-search appear— Columns”icon-
results
= 7
Select Columng
bE ¥ Date [ Time &
¥ Media
38 2021 ¥ Mumber of Segments
B agent
b [ Workgroup
i i Tags
e [# Duration
38 Text
B Ingeraction I
[+ Extesmal i
. agentExtensionDM
e —
o] e
calberfteone Humber
H callType
Customer Segment
dialedPHene Mumber
:ﬂ' dnrs
BSYS_ VR
-} | Applszation
Serncelbpctnig
1 SericeType
i _langudgt
Language
¥ my_conn_sd o
TS
¥ Connectionil
Uplpeown Leplfchove-Connestent-e w—Seareh-b - Aoentanddate
ConnectiondD-  search-
M Cants T . I . i . Lof
c—litherelepheniesigratreisraissingin-the-E S5
Section7-2.3 TeleshonicSi 2 ;
Miscing i ey
[]
Issue Description Resolution
Telephonis Erterngthe-prerapl o Generallyusing your phoneto-enterthese
Sigrasuseflutomated | andothercommands SerARRRRE s reserArAeRd es e e e -ea
PATE Sy steraraay
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