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Introduction

This chapter provides an overview of this document, identifies the primary
audience, introduces document conventions, and lists related reference
information:

Document Purpose
Audience

Document Version
Assumed Knowledge
Conventions Used
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Chapter 1: Introduction Document Purpose

Document Purpose

This document describes the Genesys Quality Manager 8.0.480 user interface and contains
guides for every task in it.

Audience

This document is targeted at Call Center Agents.

Document Version

The Genesys Quality Management products are provided by a partnership between Genesys and
ZOOM International. The Genesys Quality Management products use a versioning format that
represents a combination/joining of the versions used by these two separate entities. Although
the Genesys Quality Management products and documentation use this combined versioning
format, in much of the software and logs you will see the ZOOM versioning alone. You need to
be aware of this, for example, when communicating with Technical Support.

The version for this document is based on the structure shown in the following diagram:

Genesys Quality Management Document Versioning Diagram

Genesys Major Release
Genesys Minor Release
’ ZOOM Major | Minor | Maintenance Release

X . Y . A B C . dd —— ZOOM Patch Request

/

Genesys Release Version Z0O0OM Release Version

6 Genesys Quality Management 8.0 S




Chapter 1: Introduction Assumed Knowledge

Assumed Knowledge

o Basic internet browser knowledge.
e Basic IPT terminology knowledge is recommended.

Conventions Used

Names of functions and buttons are in bold. Example: Upload

File names, file paths, command parameters and scripts launched from the command line are in
non-proportional font

Code is placed on gray background and bordered

Quality Manager—User Guide: Agent 7
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Your User Profile and
Messages

A short introductory tutorial showing how to access Genesys Quality Manager
8.0.480, update your user profile and view system messages sent automatically
to or from your profile.

The information in this chapter is divided into the following topics:

Log in To Genesys Quality Manager
Retrieving a Forgotten Password
Genesys Quality Manager User Interface
Editing Your User Profile

View System Messages

Quality Manager—User Guide: Agent



Chapter 2: Your User Profile and Messages Log In To Genesys Quality Manager

Log In To Genesys Quality Manager

=
GENESYS

AN ACATELUCENT CORPAST

Log In

Log In: 1 ]
Passward: )

e Clear Fargot passwardy

Copyright 2002-2011 ZD0M Intemational, licensad to and distributed by Genesys Telecommunications Laboratories, Ine.

Loading Quality Manager...

Figure 1: Log In To Genesys Quality Manager

After browsing to the Quality Manager application URL in your browser, enter your Log In (1) and
Password (2) parameters, given to you by your Call Center supervisor or administrator, and
press the Log In button (3).

If your password is not accepted, press the Clear button to enter the parameters again. If you
can't remember your password, or the password is still not being accepted, press the Forgot
Password? button (see next step).

If you are continually getting a red error message when attempting to log in, please contact your
Call Center administrator.

10 Genesys Quality Management 8.0 S



Chapter 2: Your User Profile and Messages Retrieving a Forgotten Password

Retrieving a Forgotten Password

GENESYS

AN AICATELAMCENT COMPBAMNY

Alert!

Please enter the login of the user. A new
Le password will be generated and sent to the

P -mail account registered for this account
I 1 I '

Gy o ) 1

Capyright 2002-2011 200M Intemational, lizensed to and distributed by Genesys Telecommunications Laboratories, Ine.

Loading Quality Manager...
Figure 2: Retrieving a Forgotten Password

Should you ever forget your password, clicking on the Forget Password? button displays this
screen.

Enter your Quality Manager username (1) into the text box provided (this is the same username
as you entered in the first box on the previous step) and press OK (2). You will receive a new
password, sent to your registered (e.g. company) email account.

Note: After requesting a new password, you will need to refresh your browser window
before attempting to log in again.

Quality Manager—User Guide: Agent 11



Chapter 2: Your User Profile and Messages Genesys Quality Manager User Interface

Genesys Quality Manager User Interface

- Tooltips: On]al(lelinek, GEOrye (gjelinekﬂ o Logout D Messages]
{ switch on or off toaltips

EET show/hide left menu J

% (] Evaluations bar and folder items
® ] Repors

@ about

click to view your
user profile

[exit the application ]

view all application
messages sent to you

left menu bar - click the yellow
folders to view the main
functional parts of ScoreCARD

Figure 3: Genesys Quality Manager User Interface

The main user interface screen is shown in the screenshot above. Clicking on folders (e.g.
Evaluations) in the left menu bar displays items, which when clicked on display a tabbed window
in the main part of the screen for a particular area of functionality (e.g. Evaluation List).

The buttons at the top right of the screen are common to all users.

Tool tips (information boxes that appear when your mouse cursor hovers over a Genesys Quality
Manager feature) are switched on by default, but may be switched off by clicking the button at the
top right of the screen.

Your user profile can be viewed and modified by clicking your user name (see next step), you can

exit (log out) of the application here and you can view all Genesys Quality Manager system
messages sent to you by clicking the Messages button (see last step).

12 Genesys Quality Management 8.0 S



Chapter 2: Your User Profile and Messages Editing Your User Profile

Editing Your User Profile

finally, click to

User Profil @.‘_ ,

Sl _eer e close profile tab

> + (YT ce i

@ (] Evaluations General
® ] Repors
@ about

=orge (gielineld] &Y Logort [ Messages

[ click to edit your user profile ]

My Language: I English [ VJ

Gl
F Login IC:
.

Marme:

Surname:

change language
settings of applicatio

E-rail:

"
Password:

Mew Passwaord:
Re-Type hew
Password:

Iser Settings

change password; enter original
Records on & page: password then new password twice

Figure 4: Editing Your User Profile

To view and edit your user profile, click the button with your user name on it. A tab opens,
enabling you to update your user details.

Generally you can only edit your language settings (the language of the application when you are
logged in) and change your password here.

Note: Changing the language of the application here is only applied the next time you
log in.
Additionally, if your browser is not set to use the same language in menus and
system messages, you may get occasional mixed-language alert messages
when, for example, you refresh the browser page.

To change your password, enter your original Password, then a New Password in the following
two text fields. New passwords must have at least 8 characters, with a least one character a
number, at least one a lower and one an upper case letter.
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Chapter 2: Your User Profile and Messages View System Messages

The User Settings section contains the following parameters:

e Records on a page — enter the number of rows to display on list screens, for example the
Evaluation List and User Manager screens. Entering a larger number here (greater than
20) is useful for larger PC displays and will result in fewer pages, but may take longer to
scroll or display.

Click Save to update your user profile, or Close to close the tab without also saving.

Note: As mentioned above, if Contact Center (e.g. CUCM) integration is used with
Genesys Quality Manager, only language settings and your password can be
updated here. If Genesys Quality Manager is being used in standalone (non-
integrated) mode, it may be possible to modify your login ID, name and email
address too - please check with your Administrator.

View System Messages

— i Jelinek, George (gjelinek) &Y L
(enter date range to search]: e
«| | Messages *

- , an : Mark As Read L] Mark As Unread Q Delete
‘ T To User From User

@
4 select one or more | hememmmms Valer, Peter

messages then click a

y Search

27 Jelinek, George Valer, Peter 1914 5:31 PM
button here to mark as Jolinek G Vater. Pet . ——
28 elinek, George aler, Peter d g i 2
read/unread or delete = - B
20 Jelinek, George Valer, Peter click column headings to sort f10s:16pm
30 Jelinek, George Valer, Peter messages by that field 0 5:09 PM
31 Jelinek, George Valer, Peter Faliato a 10 459 PM
V| 32 Jelinek, George Valer, Peter EvalustionCompleted 1/9/10 4:53 PM
B j “Velinek, George Valer, Peter EvaluationCompleted 1910 4 PM
pages WIth “S' views include Uelinek, George Valer, Peter HewEvaluationCreated 1910 12:28 PM
":/Iees:/ ?:S\/l:?'ztlo: :Ol?trOIas teO Uelinek, George Valer, Peter lewExal reated 1.91012:27 PM
[l bl ——— i click a message item to select it |ipm
37 Jelinek, George - - and view details below PM
" 1§a Jelinek, George [CIICk ettt ) HewEvaluationCreated 1910 12:21 PM
Jalis i Malar Datar MasFualuastianCrastad 40140 1220 DAY b
[H 4 Page2 pof3 b b Displaying 21 - 40 of 49
To User: Jelinek, George
Cc: Richard, Rick
Subject: EvaluationCompleted
Text: Evaluation completed

Evaluator: Rick Richard

Agent: George Jelinek

Period from: Fri Feb 01 00:00:00 CET 2008
Period to: Fri Feb 29 00:00:00 CET 2008
Date: Sat Jan 09 16:53:15 CET 2010

Figure 5: View System Messages
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Chapter 2: Your User Profile and Messages View System Messages

Clicking the Messages button at the top right of the application window opens the messages tab.
System messages are automatically generated when certain events take place, such as
scheduling or completing an evaluation. You can view all the messages that are to / from your
user profile here.

Click an item to view the message details in the text fields at the bottom of the tab.

You can also filter and sort the message list by clicking on column headings or enter a date range
to search in, and click the Search button at the top right.

Quality Manager—User Guide: Agent 15
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3 Evaluations

The information in this chapter is divided into the following topics:

e Scheduling A Self- Evaluation Session

e Performing A Self- Evaluation

Quality Manager—User Guide: Agent
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Chapter 3: Evaluations Scheduling An Evaluation

Scheduling An Evaluation

A short tutorial to show how to schedule a new self-evaluation in Genesys Quality Manager
8.0.480.

Open The Evaluation Planner

D i -- -
close the Planner Tooftips Off S Barker, Deanna (deanna barker) &% Logout [ Messages
</ Evaluation Planner with either button \

AW

3 wwawm || () Creste Evalustions g Save Az Template .- Templates . Load Templste v' 9 Close l V]
o T Evaluations ]
= Period: ~ Fram: = _ :
| Evaluation List
or» ‘ Evaluation Planner Questionnaire: . teraction
ot Apply Ta Statist Court:
@ About pply To Statistics:

Basic || Add Sub-Criteria

® self-Evaluation
Evaluator:

Evaluated Agent:
Wrapup: v Media Direction: InfOuthound |

&) add Media Type .a) Remove 55 Allowy Replacemert _‘,5 Allowy Selection

Media Type Min. Court M. Start End Length From Ta Type

kS
Figure 6: Open The Evaluation Planner

To schedule a new evaluation, open the Evaluation Planner in the Evaluations section of the
left hand menu.

If you wish to close the new evaluation without planning evaluation(s), press the Close button or
click the tab close icon to exit the Planner.

18 Genesys Quality Management 8.0 S



Chapter 3: Evaluations Scheduling An Evaluation

Specify An Evaluation Period And Questionnaire

C Tooftips Off 2% Barker, Deanna (deanna barker) ,;“ Logout I:|Messages

</ || Evaluation Planner

1 wwam | &) Creste Evalustions o Save Az Template 17 Templates .o Load Template @ Cloze 2
= ] Evaluations Perind: < From: = o =

i Evaluation List 3 Current Week : 10/17{10 ' 10/23710

£ ) )

Evaluation Planner . . Interaction 2
1 Questionnaire: Call Quality (1.0) > :
@ ] Repons sl To Statisti Count:
@ About pply To Statistics:

Basic || Add Sub-Criteria

@ self-Evaluation

Evaluator:

Evaluated Agent:
Wrapup: v Media Direction: InfOuthound |

& Add Media Type @) Remove jg Allovy Replacement 35 Allowy Selection

Media Type Min. Court M. Start Endl Length From Ta Type

kS >
Figure 7:Specify An Evaluation Period And Questionnaire

Using the drop down boxes for Period, From and To, specify the evaluation period (time range of
interactions to evaluate).

The Questionnaire drop down box enables you to pick an available questionnaire to use for the
evaluation.

Finally, the Interaction Count specifies the minimum number of interactions (calls, messages or
other media) to be used for this evaluation. This number should equal the sum of all the media
type counts specified in the Basic and Sub-Criteria tabs (see later). You can leave this empty for
now, and fill in a value after completing the Media Type section later.
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Scheduling An Evaluation

Filter Interactions By Wrapup Or Media Direction (Optional)

#/| || Evaluation Planner *

T
a

() Toottips Off £ Barker, Deanna (desnna barker) ,;" Logout B4 Messages

AR Q Create Evalustions g Save As Template - Templates .2 Load Template = @ Close 2
= ] Evaluations o ) )
[ Evaluation List Period: Current Week v|  Fom: w7 [E To 10f23/10 3
- . .
. Evaluation Planner Questionnaire: call Quality (1.0) - Interéctmn 2
# ] Reports N X
@ Apout Apply To Statistics: to help filter your calls, optionally
Basic || Add sub-Criteria C..‘-hQQISE a_ wrapup \falue or call
direction (in, out or internal only)
Evaluator:
Evaluated Agent:
[Wrapup: v Media Direction: InfOutbound | v J

“al '

&) Add Media Type 6) Remove | f!; Allowe Replacement | E,B Allow Selection | = In/Outbound

Media Type Min. Count [ Start End Inbound To Type
Internal
Outbound

v
< >
Figure 8: Filter Interactions By Wrapup Or Media Direction

Your interactions (e.g. calls) can be further filtered by selecting a Wrapup value (if one is
available) and a filter on the Media Direction (incoming calls or outgoing calls only, internal only,
or all calls).
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Chapter 3: Evaluations

Add Evaluation Media Types

#| || Evaluation Planner

]

L] 1; ‘\) Creste Evaluations g Save Az Template

= ] Evaluations
[ Evaluation List
" Evaluation Planner
= (] Repons
@ about

Period: Current Weesk

Questionnaire: call Quality (1.07
Apply To Statistics:

Basic || Add Sub-Criteria

Evaluator:

[add media type record )ated agent:

Wrapup:

o Templates Lo Load Template = @ Cloze

Scheduling An Evaluation

) Tooftips Off S5 Barker, Deanna (deanna barker) v;“ Logout (| Mezsages

| From: 1017410 4 To 10/23/10 L2

Interaction 2
Count;

® self-Evaluation

v Media Direction: InfOuthound |

o .00d Media Type .3) Remove jg Allowy Replacemert _E,B Allowy Selection

Media Type Min Court M. Start
2 Jcal ] 3
G ). cocs

specify type of media
(e.g. call)

<

Figure 9: Add Evaluation Media Types

Enicl Lencth Fr: {x} Type
minimum number of interactions
(calls) for this evaluation

Next on the Basic tab, specify the types of interactions (media) to be evaluated (for example:

calls, screen videos, etc.).

Click the Add Media Type button to add a new Media Type. The media types created within QM

Suite are as follows:

e Call - select only from interactions containing call recordings (this includes screen captures

that also include call recordings)

e Call+Screen — select only from interactions that contain both a call recording and a screen

capture

e Screen — select only from interactions containing screen captures (this includes call
recordings that also include screen captures)

External media may also be specified (Chat logs or Email). In the latter case, the media must be

accessed outside Quality Manager.

The Min. Count field is the minimum number of media records that should be sampled for this
type. Unless Sub-Criteria are going to be specified, the sum of all Media Type record counts on
this tab must equal the Interaction Count value at the top of the Planner screen.

The Allow Selection and Allow Replacement buttons have no function when logged in as an

agent, so please disregard them.

Quality Manager—User Guide: Agent
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Chapter 3: Evaluations Scheduling An Evaluation

Add Sub-Criteria (Optional)

) Tooltips Off {_‘P Batker, Deanna (deanna barker) v;“ Logout (| Mezsages

#| || Evaluation Planner '*

J cann Questionnaire: Call Quality [ A% 2 ] (A L G G ] "@gﬁﬁ?tim 3 J 2
=] -.1_] Evaluations Apply To Statistics: / f
[l Evaluation List 5 T 1
N aSIC ub-Lriteria D-Critera . .
1 Evaluation Planner ensure /iferaction Countis the sum
# (] Reports = - = of all Basic and Sub-Criteria media
@ about @ Removs types defined (2 +1 = 3)
Media Type in. Court
q Call i )
specify further conditions as ——
required, including external cdata [scroll right if fields are ]
Period: ~ From: ; 10/17/10 = To not visible
weekdays: [ sunday [ Monday [ Tuesday wednesday [ Thursday [ Friday [ Saturday
Wrapup: hd Media Direction: InfOuthound | [Min. Length: 0:00 I ]
Description: Matching Part: contains >
J Aodd External Data @ Remove
Extetnal Data Comparizon “alue Type Logical Cyerstar
Deadline: | Rermind Evaluator?: F Days To Deadine: ] v
>

Figure 10: Add Sub-Criteria (Optional)

Optionally, more advanced filtering criteria can be specified by clicking the Add Sub-Criteria tab.

In addition to the options available on the Basic tab, a subset of sampled calls can be required to
match a different specific time period, a minimum call length (Min. Length) or have specific
External Data associated with them.

Finally, a deadline can be specified, by which the evaluation must be complete. Set a future date
in the Deadline field, specify whether you want to send a reminder message to yourself (Remind
Evaluator), and how many days before the deadline the message should be sent (Days To
Deadline).

Further Sub-Criteria can be added as required, but as mentioned earlier, the sum of the Min.
Count fields for all media records from all Basic and Sub-Criteria tabs must be the same as the
Interaction Count value at the top of the Planner.
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Using Evaluation Templates (Optional)

) Tooltips Off ,‘_'Q Batker, Deanna (deanna barker) v;“ Logout (| Mezsages

#| || Evaluation Planner

3 FE] 1; @ create Evaluat@ o Save Az Template 7 Templates g Load Template = @ Cloze

= ] Evaluations )
il Evaluation List Periodt: Current ngk v| FRom: 10/17/10 i To 10/23/10 |3
""‘ Evaluation Planner - Interaction 3
A Lnt:
] g:;;ﬁiﬂs Tteegﬁlitetmenu - click Save As enter a unique name
Diate o save the evalu_atmn : for this template
settings for re-use next time 2

u PSSRy ST
Save Template »
Evaluator:

Evaluated Agent: MName: 2 deanna_week_template
Type:
Wrapup: ype 99 Private () Shared Fthound |~
(2 Add Media Typ e Cancel Wy random cals selection
Media Type wgth From To Type
" Call "2
specify if this template will be for
your use only or shared among
other evaluation creators
w
S >

Figure 11: Using Evaluation Templates (Optional)

The evaluation is now ready to be scheduled. However, you may want to first save these settings
now as an evaluation template, which will allow you to schedule a similar evaluation much more
quickly next time.

Each evaluation template can be saved for private use only, or shared among all users having
evaluation creation permissions.

To save this evaluation as a template, click the Save As Template button, specify a unique name
for the template in the dialog box and specify whether this template is to be shared with other
evaluation creators or not, before clicking the Save button.

After saving one or more evaluation templates, the template settings can be loaded into the
Evaluation Planner (after creating a new evaluation as usual), by clicking the Load Template
button in the men bar and selecting an existing template name from the drop-down list that
appears.
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Scheduling An Evaluation

Note:
Evaluation Planner.

Loading an evaluation template will overwrite any existing settings in the

Evaluation templates that you have permissions to load can also be permanently
deleted by clicking the Templates button in the menu bar of the Evaluation
Planner, then selecting the appropriate template in the Templates dialog box and

clicking the Remove button.

Removing an evaluation template is permanent and cannot be undone!

Schedule (Create) The Evaluation

L Tooltips Off 2 Barker, Deanna (deanna barker) &% Logout

%/ || Evaluation Planner '*

J u: o’ Creste Evalustions ) g Save Az Template 0 Templates L Load Templste - (X ]

= ] Evaluations
1l Evaluation List
™ Evaluation Planner

Periad:

Current Wesk =7 Frorm: 1

an evaluation is created if there
are no errors. A confirmation
message is sent here

Questionnaire: Call Quality (1.0)

# ] Repors

@ About Apply To Statistics:

Basic || Sub-Criteria 1 Add Sub-Criteria

® self-Evaluation

Evaluator:
®
Evaluated Agent: 1 evaluationis) created

WrapLp: InfCuthound | ™~

() Add Media Type &
Min. Court M. Start Encl

r r
Call 2

Media Type Length From To

kS

Figure 12: Schedule (Create) The Evaluation

Count:

) Al random cals selection |

Type

After specifying the criteria for determining agent calls for evaluation, schedule (i.e. create) the
evaluation by clicking the Create Evaluation button with green check mark symbol at the top of

the Evaluation Planner page.

If any parameters or options are not correct during creation, a validation error will help you
identify the cause of the issue; otherwise a small message will confirm that the evaluation has

been scheduled.

After clicking OK the Planner screen will close. At this point, a confirmation message is sent to

you, visible in Messages list.
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View Created Evaluations

#| || Evaluation List

Ao

Scheduling An Evaluation

» Search Evaluations
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16 1746 Key, Christing Barker, Deanna  Call Guality (1.0) Sep 24, 2001 Sep 25,2001 500 %
17 1743 Key, Christina Barker, Deanna Call Guality (1.00 Sep 25,200 Sep 26,201 390 %
13 1744 Key, Christing Barker, Deanna Call Guality (1.00 Sep 26,200 Sep 27,201 540 %
19 1743 Wey, Christina Barker, Deanna Call Quality (1.0) Sep 27,201 Sep 28,201 530%
e KenCmeina BB e the forward/back shuttle controls to
navigate through pages of results
[ pagelt of2 b bl 2

Figure 13: View Created Evaluations
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Displaying 1 - 20 of 31

Existing evaluations are displayed in the Evaluation List. Your newly created evaluation should
be visible at the end of the list by default.

This list screen enables you to also permanently remove (Delete) evaluations and create New
Evaluations. Pressing the latter button opens the Evaluation Planner as before.

The status of a newly scheduled evaluation is CREATED, but this will change to IN PROGRESS
or FINISHED during the life cycle of the evaluation - see Perform A Self-Evaluation for more

information.

You can sort the columns by clicking on a column heading, or show evaluations having a specific
status via the SHOW drop down.
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Searching For Evaluations

CJ Tootips Off 28 Barker,

Evaluation List '*

click this icon to reveal the [
evaluation search dialog

5

Rlew Evaluation [1 L= ¥ | 4 Search Evalustions | | 57 Export to SpTeatzhe ™ ™ i
M. D Evalustor Agent Ques. Name Period FI Period T Score Status Last Moo Parert 1D @
1 1864 Barker, Deam Barker, Dean Cal Guality (1.00  Oct17,0 Oot 23,0 00 9% Creste Oct 20,0 Search Criteria
. a_ ¢ . f* e
click this icon to hide the Evaluator: Select Evaluatar v
left hand menu bar Period: Current Week 7
/17710 3 1ofz3i0 2
set the requed_search Group: Select Group -
field criteria
Agent: Barker, Deanna (deanna.barker] ~
G’Ticket MNurber: Mail Tracking Murmber:
Category: Select Category i
Media Direction:  Select Media Direction ~
WrapLp: Select Wrapup >
Questionnaire: Select Interaction Questionnaire | ¥
Score: From To
10 From To
click Search to filter evaluations,
Pagell [t 1 & Clear to reset the search fields Dispiaying 1 - 1 af 1

Figure 14: Searching For Evaluations

Evaluations can be also be filtered using the search dialog.

Click the icon at the top right of the Evaluation List tab (see screenshot) to reveal the search
dialog, set as few or many search fields as necessary, and click Search to apply the filter, or
Clear to reset the search fields.

In order to get the maximum possible display width for the list, you can hide the left hand menu
bar (see screenshot).
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Performing A Self- Evaluation

Performing A Self- Evaluation

Evaluations contain one or more media (interaction) records, each of which must be graded by
answering all questions shown in the evaluation's questionnaire. This tutorial describes how to
open and grade a self-evaluation that you have previously scheduled.

Open The Scheduled Evaluation

1

#| || Evaluation List

» Mewy Evalud |L Evaluate

= Evaluations M D Evalustor Agert Gues. Name
1 1872 Spencer, Leta Barker, Deanna  Call Quality (1.00
"] Evaluation Planner V| 2 1888  Barker, Deann atker, Deanna  Call Quality (1.0)
4 u] Reports 3 1866 Barker, Deapna Barker, Deanna Call Quality (1.00
\:') Anout 4 1865 Barker, Deghna Barker, Deanna Call Quality (1.00
5 1856 Spencer, Lgts Barker, Deanna Call Quality (1.00
6 1864 Barker, Degnna Barker, Deanna Call Guality (1.00
7 1854 Spencer, Lta Batker, Deanna Call Quality (1.00
3 1831 Spencer, Ueta Barker, Deanna  Call Guality (1.0)
¢ 185 select a 'Created' evaluation by

1nj 1559 clicking on it.

11 1880 T T BT
12 1857 Spencer, Leta Barker, Deanna Call Quality (1.00
13 1855 Spencer, Leta Barker, Deanna Call Guality (1.00
14 1853 Spencer, Leta Barker, Deanna  Call Quality (1.00
15 1832 Spencer, Leta Barker, Deanna Call Quality (1.0)
16 1730 Key, Christina Barker, Deanna Call Quality (1.00
17 1749 Key, Christina Barker, Deanna Call Quality (1.00
13 1748 Key, Christing Barker, Deanna Call Quality (1.00
19 1747 Wey, Christina Barker, Deanna Call Guality (1.00
20 1746 Key, Christing Batker, Deanna Call Guality (1.00

Page1 nof2 k|

Figure 15: Open The Scheduled Evaluation

C Tooftips Off S5 Barker, Deanna (deanna barker)

#‘[ Logout (| Mezsages

s Search Evalustions .,3’ Export to Spreadsheet

Period From Period To  Scare Status  Last Modifie Parent ID @
0ct17,201 Oct 23,201 560%  Finished Oct 21, 201

Oct 17,201 Oct 23,201 0.0% g Crested Joct 21, 201

Oct 17,201 Oct 23, 201 = : =

T B hint: click here

sep 20, to reveal the

search dialog if

Oct 23, 201 q q
the list is long

=p 26, 201 Sep 27, 201
Sep 29, 201 Sep 30,201 810 %
Sep 22,201 Sep 23,201 700 %

In Progre Oct 20, 201
In Progre Oct 20, 201
Sep 21,200 Sep 22,201 310%  InProgre Oct 20, 201
Sep 20,200 Sep 21,201 730%  InProgre Oct 20, 201
Ot 20, 204
Oct 20, 201
Oct 20, 201

Oct 20, 20

Sep 23, 201 Sep 24,201 100%
Sep 25, 201 Sep 26,201 250 %
Sep 27, 201 Sep 28,201 170%
Sep 28, 201 Sep 29,201 220%

Finizhed
Finizhed
Finizhed
Finished
Sep 20, 201 Sep 21,201 470%

Finizshed Oct 20, 201

Sep 21,201 Sep 22,20 700%  Finished Oct 20, 201

Sep 22,201 Sep 23,20 810%  Finished Oct 20, 201
Sep 23, 201 Sep 24, 201 450 %

Sep 24, 201 Sep 25,201 500 %

Finished Oct 20, 201

Finished Oct 20, 201

Dizplaying 1 - 20 of 35

To perform an evaluation, navigate to the Evaluation List, select (click) the appropriate
evaluation and click the Evaluate button.

Only evaluations that have been created but not yet completed are possible to evaluate.

To re-use a completed evaluation, see the 'Re-Use an Evaluation' steps at the end of this tutorial.
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The Evaluator Screen

hint: on smaller screens, some menu

= Too

||| Ewaluation List Evaluator Form {1869) '* items are cmwr accessible here

4 » || B [=] Show Parameters ] Send Feedback Mowe |- Feedback History > )
=  Evaluations Questionnaire: Call Quality { Agentf Batker, Deanna  Evaluator: Barker, Deanna  Evaluation Petiod: From:

1% Evaluation List

':Evaluation Planner [T] M. status Start End Length From To Type
® (] Repons

@ About add a random selection
of suitable interactions D close
!ﬂ!} < ?
Comments Total Rating 0.0 %

“

Feedback

Evaluation Feedback [things to improve] Evaluation Feedback [things to maintain]

Figure 16: The Evaluator Screen

After starting an evaluation, the evaluator form is displayed. This can be closed again without
saving changes by clicking the Close button on the toolbar or tab. Note that some buttons
mentioned in this tutorial may not be visible on smaller monitor screens and can only be
accessed via the expansion symbol on the right-hand side (see screenshot).
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Add Random Media For Evaluation

1

()] Tooftips Off 2% Barker, Deanna (deanna barker) ,;“ Logout 4 Mezsages

& Evaluation Lisk Evaluator Form (1569)

» Show Parameters [ Send Feedback Mowe 2] Feedback History »

=  Evaluations Questionnaire: Call Quality { Agent: Batker, Deanna  Evaluator: Barker, Deanna  Evaluation Petiod: From: 10f17f10 To: 10/23f10
[ Evaluation List

) i i
I-H_ Evaluation Planner Status  Start End Length Fram To Type Currert Rating
® (] Repons 1 1021104 0:01 AM 105 00:00:04 5656 i 00 Cuick
© Avout 2| @ 10/22101:28 P 10/ 00:00:19 5656 0.0% ] Cuick
£
Cornments
Feedback ¥
Evaluation Feedback [things to improve] Evaluation Feedback [things to maintain]

Figure 17: Add Random Media For Evaluation

If the evaluation uses agent calls, click the Get Random Interactions button.

This will retrieve the minimum number of appropriate agent calls ‘interactions’ or ‘media records’),
as specified when scheduling the evaluation

Each media record (if permitted) has buttons to play the media on the integrated media player,
replace the media record, remove the media and grade the media record. You might wish to
replace a media record if the recording is bad or irrelevant.

The Current Rating column displays the sum of questionnaire answers for each media record,
while the Total Rating field displays the average of all Current Rating values. Finally, a Quick
Note button optionally enables the evaluator to draw attention to some short text written for each
media record without having to open the grading form. This could be used for quickly marking
exceptional records for later study, for example.

The Comments and Evaluation Feedback text fields visible on this screen display the text
added in these fields for all media evaluations.

Important! When using the Get Random Interactions function when performing an
evaluation, Genesys Quality Manager only selects interactions that have not yet
been used for evaluation.
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Grading A Media Record

click for wide/narrow view K K K Y Toottips Off £ Barker, Deanna (deanna barker) ¥ Logout [ Messages
1 evaluation media properties ]
Ervaluation List Grading Form

[5 Feedback Hin@ﬁ Save & Close ) Close] j

Questionnaire: Call Quality (1.0} Agent: EBarker, Deanna Ewaluation period:  From: 10/17/10 To: 10/23/10
ail Tracking Mumber | 121456 Ticket Mumber | 21564 Category select a categary A
- 1
Guestion Anzwer Mate
= Opening call, 40.0 % {5 items} -
Greeting, introducing the agent and the campan{ questionnaire answers ] Good (100.0 %) v | &
c Detection and Verification of a competent person (20.07%%) Average (50,0 %) v (&
D
Customer?s Consent to interview himgher (time, topic) (20,0 %) Good (100.0 %) v |5
Compaty Presentation (20,0 %) Average (50,0 %) v &
[ your private notes ]
Switching to the matter of the call (20.0 %) Good (100.0 %) v |52
i
Internal Mote / i 26 10:01 > Total Rating | 83.0 %%
T thirk I need to understand the palicy on verifying aompetent person. YWhat does pUbIIShEd feedback
this mean?

media
player

Feedback Panel

¥
¥

Things To Improve Things Tcﬂﬂaintain
werification of a competent person j customer. Presentation of company - I nead I'm happy with how I treat the customer. I think I'm polite and to the point, and
some time to study the internal marketing guidelines. get them to an acceptable solution as quickly as T can.

Figure 18: Grading A Media Record

To grade a media record, select (click) the Evaluate icon for that record. A form will open, and (if
the media type is a call), the media will begin to be played. The Calling Number, Ticket Number
and Category can be updated as required.

The questionnaire associated with the evaluation will be displayed in a small window on the form.
Scroll down in the window if necessary in order to view all the questions.

Select a suitable answer for each question, stopping and replaying the media as necessary. All
questions must be answered for all media records present in the evaluation before the evaluation
can be marked as complete.

The Internal Note text field can be used for keeping notes about a media record that are only
visible to you.

The Feedback Panel contains two text fields that can be seen by the evaluated agent. Things
To Maintain can be used to keep a list of points illustrating areas of good performance by the
agent, whereas any areas for improvement should be noted in the Things To Improve field.

The Save button at the top of the grading form must be clicked in order to keep all modifications

made to the form fields. The grading session can therefore be saved and returned to at a later
time. The Close button closes the grading form.
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Complete The Evaluation

Performing A Self- Evaluation

()] Tooltips Off 28 Barker, Deanna (deanna barker) ,;“ Logout 4 Mezsages

Ervaluation List Evaluator Form {1569)

ﬂ) Get Random Interactions [=] Show Parameters [ Send Fesdback Mow [ Feedback History &) Remove Selected j!, Clear All Interactions

1

£53

Questionnaire:  Call Quality {1.07 Agent: Barker, Deanna Evaluator: Barker, Deanna Evaluation Period: From: 10,13 ] Repoark
V| M. | Status Start End Length From Ta Type Curre IO Complete
v 1 ] AW2H010:01 A 100214 010:01 AW 00:00:04 5656 5655 ﬂ ¥ @ i f53.0 0 Clos,

[l#]

[ rating for media questionnaire [

complete the evaluation! ]

—— [average rating for all media ]Wb[aa.u - ]

Feedback

Evaluation Feedback [things to improve] Evaluation Feedback [things to maintain]

Figure 19: Complete The Evaluation

Once the media record(s) have been fully graded, the evaluation may be marked as completed.

Note: All media records must be graded in order to mark an evaluation as complete, so
remove any unnecessary media records before attempting to complete the
evaluation.

“

To complete the evaluation and exit this tab, click the Complete button on the toolbar (the button

may be hidden when displayed in a small browser window - see hint in the second step of this

tutorial). If all media record questionnaires have been fully answered, Genesys Quality Manager

marks the evaluation as complete.

The completed evaluation can still be opened from the evaluation list in read-only mode, from

which you can review your scores and create a printout or report as required.
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Re-Open An Evaluation (Optional)

= Tooltips Off 25 Buck, Jake (jake buck) g}" Logot [ Mezsages
| || Ewaluation List

ey I_|J_] Grace J Re@} More Actions = .,;P Export to Spreadshest | 20 hd » Search Evalustions
I ] Ewvaluator Reevaluate Ques. Name Petiod From Period To Score Status Last Modified  Parent ID <«
v @ 949 Buck, J Call Guiality (1.0) Jan 23,2011 Jan 29,2011 T40% Finished — Jan 27, 2011 1%
7EY Buck, Jak Call Qulity (1.00 Sep 25, 2010 Sep 26, 2010 . Finished  Jan 25, 2011 12
Call Quality (1.07 Sep 26, 2010 Sep 27, 70.0% Finished  Jan 25, 2011 1:

Reopen

3 TEG Buck, Jake ' Incllyde in Statistics

4 78S Buck, Jake v re q q A g 5 L2010 F00% Finizhed Jan 25, 2011 112
5 764 Buck, Jake Del I'E-Openlng a ﬁnls.hEd EVaIua“Qn WI" 0pen It for L2010 TOo% Finizhed Jan 25, 2011 110
read-only viewing of grades and feedback —
i 763 Buck, Jake 30,2010 B40% Finished  Jan 25,2011 1.
7 782 Buck, Jake Re-opening evaluations requires the Reopen (210 20%  Finished  Jan 25,2011 1
3| 761 Buck, Jake evaluations permission for your user role 2010 400%  Finished  Jan 25, 2011 1
9 780 Buck, Jake [ R (o eIV [ ) il L2010 900 % Finished  Jan 25, 2011 1:
10 759 Buuck, Jake Gury, Ward Call Guality (1.00 Sep 25,2010 Sep 28 200 20% Finished Jan 25, 2011 11
11 738 Buck, Jake Guy, Ward Call Guality (1.00 Sep 29, 2010 Sep 30,2010 450% Finizhed Jan 23, 2011 12
12 757 Buck, Jake Cortez, Patricia Call Guality (1.00 Sep 25, 2010 Sep 26,2010 250% Finizhed Jan 25, 2011 12
13 756 Buck, Jake Cortez, Patricia Call GQuality (1.00 Sep 26,2010 Sep 27, 2010 870% Finizhed Jan 25, 2011 12
14 755 Buck, Jake Cortez, Patricia Call Quality (1.00 Sep 27,2010 Sep 28,2010 450% Finished Jan 25, 2011 11
15 754 Buck, Jake Cortez, Patricia Call Quality (1.00 Sep 28,2010 Sep 29,200 570% Finished Jan 25, 2011 11
1a 753 Buck, Jake Cortez, Patricia Call Quality (1.0) Sep 29,2010 Sep 30,2010 19.0% Finizhed Jan 25, 2011 110
17 7a2 Buck, Jake CQchoa, Marca Call Guality (1.00 Sep 25, 2010 Sep 26,2010 S70% Finizhed Jan 25, 2011 12
18 | 751 Buck, Jake Cchoa, Marco Call Guality (1.00 Sep 26, 2010 Sep 27, 2010 490% Finizhed Jan 25, 2011 11
1a 750 Buck, Jake Cchoa, Marco Call Quality (1.00 Sep 27,2010 Sep 28,2010 S10% Finished Jan 25, 2011 11
20 749 Buck, Jake Ochoa, Marco Call Quality (1.00 Sep 28,2010 Sep 29,2010 S530% Finished Jan 25, 2011 11
Page|1 otd| b Bl | & Dizplaying 1 - 20 of 71

Figure 20: Re-Open An Evaluation (Optional)

After an evaluation is marked as complete, it is assigned the Finished status. Finished
evaluations cannot be opened again for editing scores unless the custom Reopen evaluations
permission has been assigned to your agent’s role — please check with your Call Center Manager
or Administrator.

A user with the Reopen evaluations permission can select a Finished evaluation and click the
Reopen button, after which the evaluation will be assigned the status In Progress. If the
evaluation is your own self-evaluation, you will be able to modify your grades, otherwise the
evaluation will be opened in read-only mode.
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Deleting Evaluations (Optional)

ﬁz Re-Ewvaluste
Agent
Barker, Deanna
Barker, Deanna
Barker, Deanna
Barker, Deanna
Barker, Deanna
Barker, Deanna
Barker, Deanna
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Barker, Deanna
Barker, Deanna
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Barker, Deanna
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Call Guality (1.0)
Call Guiality (1.0)
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Call Guality (1.00
Call Guality (100
Call Guality (1.0)
Call Guality (1.0)
Call Guiality (1.0)
Call Guality (100
Call Guality (1.00
Call Guality (1.0)
Call Guality (1.0)
Call Guality (1.0)
Call Guality (1.00
Call Guality (100
Call Guality (1.0)
Call Guality (1.0)
Call Guality (1.0)
Call Guality (100
Call Guality (1.00

Figure 21: Deleting Evaluations

The evaluation list now shows the completed evaluation with a Finished status.

Performing A Self- Evaluation
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Finished
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Finizhed
Finished
Fimizhed
Finizhed
Finizhed
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Oct 20, 2010 S:02:46
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Displaying 1 - 20 of 35

To delete an evaluation that you have created (having Created, In Progress or Finished status),
select the evaluation(s) and click the Delete Evaluation(s) button. If you cannot see this button,
enlarge your browser window (see screenshot). If this button cannot be clicked, you do not have
permission to use it — please check with your administrator.
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Re-Use The Evaluation - 1 (Optional)

C Tooftips Off S5 Barker, Deanna (deanna barker) v_»“ Logout (4 Messages

##||| Ewaluation List

Mewn Evalustion L‘|_IJ Evaluste e ; s Search Evalustions J Report .,}" Export to Spreadsheet [ Send Agent's Evaluation Feedback
¥ D Evalustor Aoert GQues. Mame Petiod From Petiod To Score  Status Last Modified Parent IC 7
V) 1 1869  Barker, Deanna Barker, Oy El Call Quality (1.00 Qct 17,2010 Oct 23,2010 §30% Finished  Oct 22 2010 2.3
2 1872 Spencer, Leta Barker, @ Call Quality (1.0) Oct17,2010 Oct 23,2010 S60% Fnished  Oct 21, 2001011:
3 1866  Barker, Deanna Barker, Deanna Call Quality (1.07 Oct 17, 2010 oot 23, 2010 0.0% InProgress Cct 21,2010 3.5
4 1865  Barker, Deanna Barker, Deanna Call Quality (1.07 Ot 17, 2010 Dot 23, 2010 0.0% InProgress Oct 21, 2010 305
5 1856  Spencet, Leta Barker, Deanna Call Quality (1.07 Sep 24,2010 Sep 25 2010 41.0% InProgress Oct 21,2010 25
& 1864  Barker, Deanna Barker, Deanna Call Quality (1.0) Oct 17,2010 Oct 23, 2010 00% Created Oct 20,2010 B0
7 1854  Spencet, Leta Barker, Deanna Call Quality (1.00 Sep 26, 2010 Sep 27,2010 850% InProgress Oct 20,2010 5.2
& 1851 Spencer, Leta Barker, Deanna Call Quality (1.00 Sep 28, 2010 Sep 30,2010 81.0% InProgress Oct 20,2010 5.2
9 1858  Spencer, Let — - (1.0 Sep 22,2010 Sep 23,2010 T0.0% InProgres: Oct 20,2010 52
10 1839 Spencer, Leil SEIECt &l Ex'S"ng E\-’aluatlon ](1 i) Sep 21, 2010 Sep 22, 2010 51.0% InProgress Cct 20, 2010 5.2
11 1860  Spencer, Leta Barker, Deanna Call Quality (1.07 Sep 20,2010 Sep 21,2010 73.09% InProgress Oct 20, 2010 50
12 1857 Spencer, Leta Barker, Deanna Call Quality (1.07 Sep 23,2010 Sep 24, 2010 100% Finished  Oct 20, 2010 25
13 1855 Spencer, Leta Barker, Deanna Call Quality (1.00 Sep 25,2010 Sep 26, 2010 250% Finizhed  ©ct 20,2010 9.5
14 1853 Spencer, Leta Barker, Deanna Call Quality (1.00 Sep 27, 2010 Sep 28 2010 17.0% Finished  Oct 20, 2010 9.5
15 1852  Spencer, Leta Barker, Deanng Call Quality (1.0) Sep 28,2010 Sep 29,2010 220% Fnished  Oct 20,2010 95
16 1750 Key, Christina Barker, Deanng Call Quiality (1.0) Sep 20,2010 Sep 21,2010 47.0% Fnished  Oct 20, 2010 95
17 1748 Hey, Christina Barker, Deanna Call Quality (1.00 Sep 21, 2010 Sep 22,2010 TO0% Finished  Oct 20, 2010 9.5
15 1748 Key, Christina Barker, Deanna Call Quality (1.07 Sep 22,2010 Sep 23,2010 81.09% Finished  Cct 20, 2010 25
19 1747 Key, Christina Barker, Deanna Call Quality (1.0) Sep 23, 2010 Sep 24,2010 4509% Finizhed  Oct 20,2010 35
20 1746 Key, Christina Barker, Deanna Call Quality (1.00 Sep 24, 2010 Sep 25, 2010 500%9% Finizhed  ©ct 20,2010 9.5
Page 1 otz b bl | & Displaying 1 - 20 of 35

Figure 22: Re-Use The Evaluation - 1 (Optional)
An existing evaluation (with any evaluation status) can be re-used, in order to quickly set up and
perform self-evaluations with the same parameters for the same or other agents.
Typical usage scenarios are either to evaluate the same agent (and/or his/her calls) using the
same or a different evaluator, or to create the same evaluation for multiple evaluators in order to

find 'common ground' in how they score the same interactions.

To re-use an existing evaluation, select an evaluation by clicking on it, and click the Re-Evaluate
button in the More Actions dropdown.
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Re-Use The Evaluation - 2 (Optional)

#2|l|| Ewaluation List Evaluation Planner

Performing A Self- Evaluation

) Tooltips Off {_'Q Batker, Deanna (deanna barker) v;“ Logout (| Mezsages

o Save Az Template 7 Templates .o Load Template - @ Cloze 7
Petiod: v From: 10/17/10 E To: 10f23f10 L9
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Apply To Statistics Re-Evaluating creates a
Basic | Add Sub-Criteria copy of the evaluation
with the same settings.
Modify as required and
Evaluator: click Creafe Evaiuations
Evaluated Agent:
Wrapup: v Media Direction: InfOutbound | v
&) Add Media Type .@ Remove jg Allowy Replacement f,l_-, Allowy Selection
hedia Type Min Court . Start End Length From Ta Type
Call 2 1 1021401001 AM  1021A010:01 AW OD0004 5656 5655 g ) Cuick Note
- r w
< >
Figure 23: Re-Use The Evaluation - 2 (Optional)
The Evaluation Planner is opened again, this time with the criteria pre-populated with the
original evaluation's values.
Any of these can be modified as necessary, then the Create Evaluations button pressed as
before. A new evaluation is created and appears in the evaluation list.
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Chapter

Requesting Technical

Support

Technical Support from VARs

If you have purchased support from a value-added reseller (VAR), please contact
the VAR for technical support.

Technical Support from Genesys

If you have purchased support directly from Genesys, contact Genesys

Technical Support at the following regional numbers:

Region

Telephone

E-Mail

North America and
Latin America

+888-369-5555 (toll-free)
+506-674-6767

support@genesyslab.com

Europe, Middle
East, and Africa

+44-(0)-1275-45-7002

support@genesyslab.com

Asia Pacific

+61-7-3368-6868

support@genesyslab.com.au

Malaysia 1-800-814-472 (toll-free) support@genesyslab.com.au
+61-7-3368-6868

India 1-800-407-436379 (toll-free) | support@genesyslab.com.au
+91-(022)-3918-0537

Japan +81-3-6361-8950 support@genesyslab.co.jp

Before contacting Genesys technical support, refer to the Genesys Technical
Support Guide for complete contact information and procedures.
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