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Chapter

Introduction

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

This chapter contains the following sections:

Document Purpose

Audience

Document Version

Typographical Conventions

Expected Knowledge

Browser Recommendations and Technical Requirements

Internet Explorer Security Settings:

Technical Requirements for Playing Audio and Video Media

Genesys Quality Management 8.1 @



Chapter 1 Introduction Document Purpose

Document Purpose

This document describes the configuration and administration of the Call
Recording software and covers the most important maintenance tasks.

Audience

This document is intended for the technicians responsible for system
administration and maintenance.

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
‘ZDDM Major | Minor | Maintenance Release

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

! I | ]

Genesys Release Version\ ZOOM Release Version
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Chapter 1 Introduction Typographical Conventions

Typographical Conventions

Names of functions and buttons are in bold. For example: Upload.

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

Referred documents are in italics. For example: see the document Thisis a
Document for more information.

Code 1is placed on a gray background and bordered

Hyperlinks are shown in blue and underlined:
http://genesyslab.com/support/contact.

Expected Knowledge

Readers of this document are expected to have the following skills or knowledge:
Basic functionality of Genesys Call Recording system
Knowledge of Red Hat Enterprise Linux or CentOS installation and configuration

Unix-system administration skills.

Browser Recommendations and Technical
Requirements

A minimum screen resolution of 1024 x 768 is necessary to use the GQM
applications comfortably.

The following supported browsers are recommended for the Web GUI. The
Windows Media Player is needed for Call Recording. The Java plugin is required
for Universal Player in Quality Manager.

8 Genesys Quality Management 8.1 @
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Chapter 1 Introduction Browser Recommendations and Technical Requirements

Important:
Use Java 6 with Internet Explorer or use another Browser. Thereis a
known issue with Java 7 which causes Internet Explorer to freeze.

The browsers for PCs are shown in order of preference. The fastest performing
browsers are first:

1. Google Chrome: Please download the latest version. Check issues using the
latest browser version before reporting them.You must install the Windows
Media Player plugin below:

http://www.google.com/support/chrome/bin/answer.py?hl=en&answer=95697

2. Internet Explorer 9

3. Internet Explorer 8 with Google Chrome Frame plugin. The Google Chrome
Frame plugin can be obtained here:

http://code.google.com/chrome/chromeframe/

4. Internet Explorer 7 with Google Chrome Frame plugin.This version of |IE
should be upgraded to IE9 as soon as possible.

5. Firefox 3.6.16+ Admin rights required for installation. You must install the
Windows Media Player plugin below:

http://www.interoperabilitybridges.com/windows-media-player-firefox-plugin-
download

6. Opera 9+
7. Safari 5

8. Internet Explorer 8 without the Google Chrome Frame plugin.The
performance is slow.

The following browsers are not recommended:
Internet Explorer 7 without the Google Chrome Frame plugin runs too slowly.

Internet Explorer 6 is not supported.

Quality Manager Administration Guide 9
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Chapter 1 Introduction Internet Explorer Security Settings:

Important:
Use Safari or Firefox with Mac OS 10. There is a known issue with
Chrome that causes problems with Universal player.

Web browsers require a media player plug-in (Windows Media Player
9+ for Windows PCs, VLC for Macs and Linux) for audio and video
media review, and at least Adobe Flash Player 9.x runtime installed for
viewing reports.

Internet Explorer Security Settings:

Windows XP

The following recommendations are encouraged for the Web GUI running on
Windows XP:

« Check that the Call Recording URL is included in the "Trusted sites". If not,
include it there. If the user doesn't have administrator privileges, contact the
system administrator or set security level of the zone that contains the server
to Low.

« Checkthatthere is no proxy enabled in the web browser. If there is, try to
disable it. The proxy can affect the functionality.

« Setthe security level of trusted sites to Low.
Windows 7

The following recommendations are encouraged for the Web GUI running on
Windows 7:

o Checkthat the Call Recording URL is included in "Trusted sites". If not,
include it there. If the user doesn't have administrator privileges, contact the
system administrator or set security level of the zone that contains the server
to Low.

« Check that there is no proxy enabled in the web browser. If there is, try to
disable it.

« Setthe security level of trusted sites to Low.

« Disable protected mode for all zones. If protected mode is Enabled for the
internet zone, it will affect the functionality, even if the server is in trusted sites
(Internet Explorer only).

10 Genesys Quality Management 8.1 %g



Chapter 1 Introduction Technical Requirements for Playing Audio and Video Media

Technical Requirements for Playing Audio
and Video Media

The following media players are recommended for successful video and audio
playback. Please see the Screen Capture Administration Guide for more
information about media player configuration.

The media players are listed in order of preference, for the reasons supplied
below:

1. Microsoft Windows Media Player: Plays all audio and video media on the
Windows 7 OS. Previous versions of Windows, for example,Vista and XP,
need additional codecs to play video media.

Download the K-Lite Codec Pack (BASIC or BASIC Mirror versions) from:
http://www.free-codecs.com/K Lite Codec Pack download.htm.

2. VLC: Plays combined video and audio recordings, including dual-screen
recordings of 1920x1080 or larger. Itis not integrated into browsers, for
example, Internet Explorer and Firefox, for audio playback. VLC is
recommended for Macs and Linux-based systems for combined audio and
video reviewing. VLC can be downloaded at: http://www.videolan.org/vic/.

3. QuickTime: Plays audio and is integrated into Internet Explorer, but does not
support playing mp3 audio and H.264 format video together for combined
audio and video playback.

Quality Manager Administration Guide 11
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Chapter

Installation, Configuration
and Operational
Requirements

The following chapter describes the installation, configuration settings and
operational requirements for Quality Manager.

This chapter contains the following sections:

Quality Manager Installation

Quality Manager Configuration Settings
Scheduled Actions

Quality Manager Integrations

Quality Manager Operational Requirements

Password Configuration for Call Recording and Quality Manager

Default GQM Password Configuration

Genesys Quality Management 8.1 %



Chapter 2 Installation, Configuration and Operational Quality Manager Installation

Quality Manager Installation

Quality Manager 8.1.50x is bundled with Call Recording 8.1.50x as part of
Genesys GQM 8.1.50x therefore it is activated by selecting it in the Services
menu during Call Recording setup.

During the GQM setup process, Quality Manager is configured automatically to
work with the Call Recording database and any Contact Center integration
specified.

Call Recording Services Configuration
Enable or Disable Call Recording services. Use arrow
keys to move up and down, and space key to select.

] Tools Service
Fixpayloads Service
Instreamer Service
Database Service

|
|
|
|
|
|
+

Figure 1: Genesys Call Recording Service Configuration

Important:
Oracle database
Quality Manager 8.0.48x introduced support for Oracle databases.
When used with Oracle, Quality Manager can either share the same
database as Call Recording, or use an entirely different database server.
Oracle configuration is accomplished during GQM setup — refer to the
Using Oracle guide for more details about configuration and data
migration to/from Oracle.

Quality Manager Administration Guide 13



Chapter 2 Installation, Configuration and Operational Quality Manager Installation

As one of the final steps of the GQM setup wizard, make sure that you confirm the
option to increase the memory allocated to the Tomcat web server, which is
important for stable operation of Quality Manager.

@ root@docs-callrec2:~ |£|E|éj

Genesys Quality Management 8.1.500 Configuration

Do you wish to increase memory for Tomecat
Server?

Figure 2: Increase Tomcat Memory Allocation

For more information on Call Recording installation and setup, see the Genesys
Implementation Guide.
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Chapter 2 Installation, Configuration and Operational Quality Manager Configuration Settings

Quality Manager Configuration Settings

After Call Recording setup is complete and the Call Recording Web User
Interface (Ul) is available, view and edit the most important Call Recording
configuration settings for Quality Manager by logging in to the Call Recording
Web Ul as an administrator.

Navigate to Settings > Configuration > Quality Manager Setup.

The tab opens.

& GENESYS CALL RECORDING
Logged inas: Victor Meldrew

Recorded calls Restored calls | [ g Users Recording rules Settings About | [ 5 Audit | [% Logout
‘ Configuration “ Staws H Reporting H License info

‘ | Call Recording Core " Protocol Drivers " Recorders “ Decoders “ eb UI “ Screen Capture ” Extras

“ Maintenance H Quality Manager ” User Setup ‘

-
Quality Manager datab i -
Quality fication Pool d -
G call Recording database callrec -
Wrap up key Inullll = This must be set in Advanced Search
Agent ID key Inulll ~ This must be set in Advanced Search
URL to Call Recording stream hitp://192.168.110.79.50
Login for Call ing Media d
Password for Call Recording Media AMF-Az~7Z8RDERUTS:

192.168.159.21

Excel Reports Setup

Save configuration
Reload configuration

Excel Template Path ..[|.Jezzoom.scorecard.

Lower Grade Is Better

Figure 3: Quality Manager Configuration - Basic Setup

Basic Settings

1. The Basic Setup section contains the following settings:

« Quality Manager database: the database pool to use for Quality Manager
data, which includes saved evaluations, user data, and media location (link)
data. Database Pools are defined in Settings > Call Recording Core >
Database.

« Quality Manager Authentication Pool: the default database pool to use
for Quality Manager authentication. This is usually set to the same value as
for Quality Manager database.

Quality Manager Administration Guide 15



Chapter 2 Installation, Configuration and Operational Quality Manager Configuration Settings

« Wrap up key: The external data key that identifies the agent wrapup data,
obtained via a Call Recording integration module. This allows Quality
Manager to use this value when searching for evaluations, for example. The
value for this key should be GEN_TEV_CalllD for Genesys taken from a
custom advanced search Iltem key, specified in the Advanced Search
column setup in the Web GUI: Settings > Web Ul > Search > Advanced
Search.

« Agent ID Key: The external data key that identifies the agent ID in the
Contact Center, obtained via a Call Recording integration module. This is
essential because Quality Manager uses this value to access specific agent's
calls in Call Recording, for example when the calls need to be evaluated. For
more information about user setup in Quality Manager, please see the User

Management section in the Quality Manager User Guide CC Manager
document.

Important:
The Agent ID Key value mustbe GEN_TEV_ThisDN or GEN_TEV _
AgentID for Genesys and must be the same as the Iltem key value for an
Advanced Search column for external integration data, specified in the
Web GUI: Settings > Web Ul > Search > Advanced Search.
If these keys are not the same, Quality Manager reports such as the
Interaction Volume chart will not function correctly.
For some integration scenarios, recorded call data is required before
external data keys become available for selection in the Web GUI.

« URL to Call Recording stream: The base URL for access to media files for
streaming. Updated only for custom installations and https secure
communication.

o Login for Call Recording Media: The user account login for Quality
Manager to access Call Recording media files.

o Password for Call Recording Media: The user account password for
Quality Manager.

16 Genesys Quality Management 8.1 %g



Chapter 2 Installation, Configuration and Operational Quality Manager Configuration Settings

Important:
If the Password for Call Recording Media value is changed, users of
Quality Manager will not be able to play evaluation media from Call
Recording until the web server is restarted, using the following
command (run with root user permissions):
/opt/callrec/bin/rc.callrec_web restart
It is therefore recommended that the default randomly generated
password is not updated often.

2. The SMTP Server section allows you to change the sending email server,
from the server set by default, to the server of your choice.

3. Excel Reports Setup contains the following settings for exporting reports in
spreadsheet format:

« Excel Template Path: This points to the following location on a default Call

Recording server installation:
/opt/callrec/web/webapps/scorecard-

webui/cz.zoom.scorecard.webui.Scorecard/

This directory location contains the styles. x1sx template file.

+ Lower Grade is Better checkbox determines which order the grades are
sorted in the exported spreadsheet. With the checkbox selected the lower
scores are best and are sorted first; the higher numbers are worst and
therefore appear last. With the checkbox unselected the reverse is true.

Rounding Strategy

The Rounding Strategy section allows you to set the number of decimal places
that can be used for the weight value of answers in Quality Manager
questionnaires.

Rounding Strategy

Default Scale

Points Scale
Save configuration

Percentage Scale

Reload configuration

W] = o M

Grades Scale

Figure 4: Rounding Strategy

Itis possible to set separate settings for:

Quality Manager Administration Guide 17



Chapter 2 Installation, Configuration and Operational Quality Manager Configuration Settings

o Points Scale
+ Percentage Scale
o Grades Scale

18 Genesys Quality Management 8.1 %



Chapter 2 Installation, Configuration and Operational Scheduled Actions

Scheduled Actions

Scheduled Actions refers to regularly repeated actions, typically for user
synchronization when using an integration module, or mail delivery.

To create a new mailer scheduled action for scheduling email delivery from
ScoreCARD:

Scheduler MailScheduler -
Start At 23:00

Periodicity  Daily ~

New Scheduled Action

(VaiScheduler - m

Figure 5: Quality Manager Configuration - Mailer Scheduled Actions

1. Select MailScheduler in the New Scheduled Action field.
2. Select values for the following settings:

« Start At: start the mail delivery daemon at this time (hh : mm using 24 hour
clock; for example: 23:00).

o Periodicity: run the mail daemon at these intervals: Every hour (the Start
At value is not used), Daily, Weekly.

Scheduled Actions for integration module functionality are described in the
appropriate integration configuration section of this guide:

o Genesys integration scheduled actions

Quality Manager Administration Guide 19



Chapter 2 Installation, Configuration and Operational Quality Manager Integrations

Quality Manager Integrations

Quality Manager Integrations is the main section where Quality Manager-specific
settings are configured for integration modules (Genesys).

More information can be found in the appropriate integration configuration section
of this guide:

o Genesys integration configuration

20 Genesys Quality Management 8.1 @



Chapter 2 Installation, Configuration and Operational Quality Manager Operational Requirements

Quality Manager Operational
Requirements

The following are required for administration and operation of GQM Quality

Manager 8.1.50x. For resource and installation requirements of the entire GQM,
please see the Planning Guide.

« Administrative (root SSH) access to a running, licensed installation of Call
Recording 8.1.50x

o A supported web browser

« Avalid Quality Manager license (contact
http://genesyslab.com/support/contact for more information)

Quality Manager Administration Guide 21
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Chapter 2 Installation, Configuration and Operational Password Configuration for Call Recording and Quality

Password Configuration for Call Recording
and Quality Manager

The Settings for Passwords for both Call Recording and Quality Manager are
setin Call Recording. To change the password requirement settings navigate to
Settings > Web GUI > Password configuration in Call Recording. Here you
can configure:

¢ The minimum number of characters in the password

e The minimum number of lowercase letters (a-z)

o The minimum number of uppercase letters (A-Z)

o The minimum number of numbers (0-9)

¢ The minimum of non alphanumeric characters

o The password lifetime ( length of time in days that a password may be used)

« The count of recent passwords (these may not be used again until they no
longer appear on the list)

« The length of time for which an account is blocked in minutes

This allows passwords to fully comply with PCI DSS, please see the Security
Guide for full details.

Where integration with external systems is used, the external system dictates
password settings for external users.

22 Genesys Quality Management 8.1 %g



Chapter 2 Installation, Configuration and Operational Default GQM Password Configuration

Default GQM Password Configuration

Minimum characters

Minimum lowercase characters
Minimum capital characters
Minimum numbers

Minimum non alphanumeric characters

MO O||O)||Oo| O

Count of different recent passwords
Password lifetime in days 50
Unsuccessful logins before lockout 3

Time for which account is blocked (minutes) 30

Figure 6: Password configuration

The figure above shows the default settings for Password configuration.
Password configuration is one of the most important sections on the Web UI.
The security of your GQM can be improved (or alternatively degraded) by settings
found here. Please refer to the section on PCl Compliance in Security Guide for
more details. For a secure password policy, ensure you specify values for the
following settings:

Setting Description Values
Minimum The password must contain at least Recommended: strong passwords have at least 8
characters this number of characters of this type | characters, formed from a mixture of three types

of characters (for example lowercase, capital
letters and numbers)

Quality Manager Administration Guide 23
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Setting

Minimum
lowercase
characters

Minimum
capital letters

Minimum
numbers

Minimum

nhon
alphanumeric
characters

Count of
different
recent
passwords

Password
lifetime in
days

Unsuccessful
logins before
lockout

Time for
which
account is
blocked
(minutes)

24

Installation, Configuration and Operational

Description

How many times a password must be
changed before the same password
can be used again

Number of days before a password
has to be changed

How many times a wrong password
can be entered at login before the
account is blocked (must be unlocked
by an administrator)

Length of time an account remains
blocked before automatically
unblocking without administrator
intervention

Default GQM Password Configuration

Values

Recommended: at least 4

Must be between 1 and 365 days (recommended:
90 days)

Recommended: 3 (must be between 2 and 10)

Must be between 1 and 65535 minutes (about
45.5 days)

Table 1: Password Properties

Genesys Quality Management 8.1 ‘_—tg
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Chapter

Licensing and Activation

This section gives a step-by-step guide to the licensing and activation of Quality
Manager.

This chapter contains the following sections:

Activating Quality Manager

Log Out, Refresh Page, Log In as CC Manager

Logged In as ccmanager

Default Quality Manager Users

Genesys Quality Management 8.1 @



Chapter 3 Licensing and Activation Activating Quality Manager

Activating Quality Manager

Important:
You only need to do this step if you intend to use Quality Manager. If you

have not purchased a Quality Manager license, skip this step.

Before you can begin to configure Quality Manager, you will need to upload and
install a valid license.

You will need to know the web URL to the Call Recording installation. Genesys
Support has sent an un-activated license file. Save this un-activated license file in
a location where you can access it easily. Do not rename this file.

Open Quality Manager in your web browser

Open a web browser and enter the following URL:

http://<CallREC server>/scorecard-webui

Quality Manager will now open in the browser window. It usually takes a few
seconds for the application to load before the login window appears.

Log In as Administrator

Log In

Log In: admin

Password: saeee
Log In Forgot password? Clear

Figure 7: Log in as Administrator

Login as admin and enter the password (default: admin). The admin account
is the only login that will work without a valid license.
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Chapter 3 Licensing and Activation Activating Quality Manager

Choose a New Password

Your password has expired. Please provide a new
one.

Old Password:
Mew Password: P ——

Repeat Password: | sssssses

Change and Continue Cancel

Figure 8: Choosing a New Password

When logging in for the first time, a password change is required. The default
password admin can never be used again.

Important:
If you log in with an incorrect password twice, you will receive the

message, "Warning: The next incorrect entry will lead to the account
being locked". After the third attempt with the wrong password, the
account will be blocked. This will become unblocked after a configurable
period, typically half an hour.
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Chapter 3 Licensing and Activation Activating Quality Manager

Uploading the Un-activated Quality Manager License File

Click About in the left hand menu. The tab below opens.

About

Product Info

Wersion: 8.1.500

Build 120929_1614

Upload License

( Bruwse...IUpluad License File ‘]

r@ File Upload &1

@'Q"' . v Libraries » Documents » 3.0 v|¢'v,|| Search 5.0 ol

Organize « MNew folder = « [ .jg.
¢ Favorites = Documents library
& Downloads 50

Bl Desktop -

MName

Arrange by:  Folder =

= Recent Places

. callrec.license
. SharePoint —

( | scorecard.license ]
. ZOOM_EXec

Bl Desktop
= Libraries
3 Documents
,Ji Music

| Pirtures | < i k

File name: ~ | AllFiles -

_] [ Open ]vl ’ Cancel ]

[ 186:x789 &

Figure 9: Browse to the License File and Click 'Upload License File'

1. Click Browse, and navigate to the folder containing the licence file named
scorecard.license.

2. Select the license file.

3. Click Open.

4. Click Upload License File.

The license file generates a unique Activation key based on information
including the MAC addresses of the NICs in the server. If the MAC addresses
need to be changed, a new license file will be required. Please contact the email
address listed at http://genesyslab.com/support/contact for assistance.
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Tip:
If your import browser is Chrome, the file path may display incorrectly.
Forexample, C: \fakepath\scorecard.license. Thisisanissue
with Chrome and does not affect the upload.

The Activation Key

|5 Tooltips On | &% Admin, Admin (admin}) &Y Logout [ Messages

»| || About *
Product Info
\fersion: 8.1.500
Build: 120929_1614
Product License
Product Name Quality Manager
Product Version 50
Owner Z00M Documentation
lssue Date Thu Sep 27 00:01:00 GMT+200 2012
Expiry Date
License Type COMMERCLAL
State OK
[ Activation Key DLSMM-KFEC5-YDAG)-QES4H-NIIAT ]
Maximum &llowed Users 100
Maximum Allowed Users [warning] 100
Upload License
scorecard.license Browse... | Upload License File

Figure 10: License is Now Uploaded

Once the un-activated license has been successfully uploaded, the Activation
Key is visible on the Product License section of the About tab. Copy and paste
the Activation Key into a new email and send it to the email address listed at
http://genesyslab.com/support/contact. Genesys Support will send you an
activated license file. Save this file where it can be access easily. Do not rename
the file.

30 Genesys Quality Management 8.1 @
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Important:

If the license file is not accepted, ensure that it is named

scorecard. license. Try uploadingitin either Firefox or Internet
Explorer if you have used a different browser, or try again after restarting
Call Recording.

If you are still having an issue, contact Service and Support via the email
address listed at http://genesyslab.com/support/contact.

Uploading the Activated Quality Manager License File

p = 5
{ @ File Upload S
About * e |
= . « Documents » 2
Product Info \“/] u |
ersion Organize « New folder == g E:l i@l
iid: . SharePoint :
e Documents library - i
Arrange by:  Folder =
Product License - . .
= Libraries S

Product Name 3 Tt = MName Date modified
Product Version J’. Music 9/2/2011 11:44 AM
Owner =] Pictures callrec-support.license 9/2/2011 1215 PM

& videos ] callrec.license 9/2/2011 12:14 PM
lssue Date
Expiry Date 18 Computer
License Type
State ei_i Metwork
Activation Key hall| L L
Maximum Alowed Users File name: - [AII Files v]
Maximum Allowed Users [W] [ Open ]v]] ’ Cancel ]
ST Lies S ——

scorecard.license [Bruwse..IUpluad License File )

Figure 11: Browse to the License File

1.

Click Browse, and navigate to the folder containing the activated licence file
named scorecard.license.

. Select the license file.
3.
4.

Click Open.
Click Upload License File.

Please check the information on the About tab.

The GQM web server now has to be restarted. Log in to the server using an ssh
client and switch to the root account, as described earlier for the Call Recording
license.
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Restart the Web Ul using the following command:

/opt/callrec/bin/rc.callrec_web restart

32 Genesys Quality Management 8.1 ‘_—tg



Chapter 3 Licensing and Activation Log Out, Refresh Page, Log In as CC Manager

Log Out, Refresh Page, Log In as CC
Manager

Log In
Log In: ccrmanager
Password: ssaae
Log In Forgot password? Clear

Figure 12: Log Out, Refresh the Page and Log In as CC Manager

Log in as Call Center Manager (ccmanager) in order to set up Quality Manager.

Log out of the application and refresh the page (click F5 or equivalent in the
browser).

Log in as ccmanager with the default password admin.
When logging in for the first time, a password change is required. The default
password admin can never be used again.

Choose a New Password

Your password has expired. Please provide a new
one.

Old Password:
Mew Password: F—

Repeat Password: | sssssses

Change and Continue Cancel

Figure 13: Choosing a New Password
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Important:
New passwords must have:
- at least 8 characters
- with at least one character a number (0-9)
- at least one character a lowercase letter (a-z)
- one character an upper case letter (A-2)

Important:

If you log in with an incorrect password twice you receive the message
"Warning: The next incorrect entry will lead to the account being locked".
After the third attempt with the wrong password the account will be
blocked. This will become unblocked after a configurable period.
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Logged In as ccmanager

|57 Tooltips On. | &% CcManger, CoManger (comanager) &% Logout (] Messages

@ Dashooard
 ( Evaluations
4 (] Questionnaires
2 (] Reports

(& (] Administration

© About

Figure 14: Logged in as CC Manager

Once logged in as ccmanager, users and groups can be configured (see
the Quality Manager User Guide for more information).
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Default Quality Manager Users

. Tooltips On. | 4% CcManger, CoManger (comanager) &Y Logout (] Messages
“ | Users

> | @ Add » Search
@ Dashboard I. Surname Narme Login I User Role Belongs To Group  Database Status
@ | Evaluations 1 Admin Admin admin IT Administrator Roat group ScoreCardD8 (]
@ (] Questionnaires

2 CcManger CeManger comanager CC Manager Root group ScoreCardD8 ©

@ @ Renaits 3 ipci on - ipccimpo n ipccimporterdaemor *no rolet Root group SooreCardDB )
= () Administration @

Group Manager

. Interaction Types

£ pudit Log

Role Manager
~ ScoreCARD Opfions
@ Avout
Paget  pt1 2 Disgaying 1-30f 3

Figure 15: Default Quality Manager Users

Click Administration >User Manager to display the default users that Quality
Manager installs.

The Quality Manager user 'ipccimporterdaemon'is added in to the database
schema during the initial installation.

It is used only for synchronization with Genesys CIM (if used), and has no other
use.

If required, an administrator can create a different user with synchronization
privileges, and delete this default one. In this case the woscimporter script
must be provided with proper user access (permission) credentials.

Important:
Note that importing users from Genesys CIM must be performed with
an empty Quality Manager database (i.e. after Quality Manager
installation but before adding any other users within Quality Manager).
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Chapter

Genesys Synchronization

The Quality Manager Genesys Importer can import and synchronize user and
group information from a Genesys Configuration Server. The synchronization is
only one-way (from the Genesys Configuration Server to Quality Manager), and
you can configure whether local changes made to Genesys users and groups in
Quality Manager are retained or overwritten during a synchronization operation.

Genesys users imported into Quality Manager can be authenticated directly
against Genesys Configuration Server or a third party authentication service
such as Microsoft Active Directory. In this scenario, no local user passwords are
stored within Quality Manager.

This chapter contains the following sections:

Genesys Importer Features

Quality Manager Genesys Configuration

User Synchronization Option

Scheduling Genesys Synchronization

Integration Data Definition

Genesys Quality Management 8.1 @



Chapter 4 Genesys Synchronization Genesys Importer Features

Genesys Importer Features

The following actions can be performed by the Genesys synchronization tool to
data in Quality Manager based on updated data from Genesys Configuration
Manager:

« Add or remove agents.

o Add orremove team lists.

« Add or remove agent to/from team lists.

« Move agents between team lists.

« Make an agent a supervisor and vice-versa.
« Delete non-empty team list.

o Supervisor logs in as a normal user.

The Genesys Importer for Quality Manager enables Genesys user data to be
mapped to the Quality Manager user data structures in an entirely configurable
manner, even if Virtual Agent Groups (VAGSs) are used in the Configuration
Server. Further, by using the Annex configuration feature in Genesys
Configuration Manager, imported user groups may be structured as a multi-tier
group hierarchy within Quality Manager.

Important:
The Importer is run at regular intervals, defined by the settings in the
Scheduler section of Quality Manager Genesys Configuration. This will
overwrite any local role settings for users that you have configured in
Quality Manager.

Preparation for Importing

Genesys Configuration Manager does not currently support agent group
hierarchy. It is possible to create many subordinate folders and put various agent
groups into them, but it is not possible to place an agent group below another
agent group.

To be able to import the agents and supervisors successfully and allow the
supervisors to evaluate their staff you must first create a group for the supervisors
in Configuration Manager. Then you must create groups for the agents in
Configuration Manager and link each group to particular supervisors.
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1. Create a Virtual Agent Group (VAG) for the supervisors to be imported for
example with the name GOM_Supervisors in Configuration Manager.

2. Add the usernames of the supervisors to be imported to the VAG GoM

Supervisors.

3. Create an annexto the VAG GOM_Supervisors withanannex name =
import andavalue =2.

Default key name: import
Possible values: 0,1,2

Description: 0 = Do not import group and agents
1 = Import group only (no agents)
2 = Import group and agents

Table 2: Annex Import Parameter

4. Create a VAG for each group of agents to be imported each with a unique
group name in Configuration Manager, for example GOM_Team A for the
firstgroup, GOM Team B for the second group, GOM Team_ C for the
third group, GOM Team D for the fourth group, and so on. Each VAG must
have a different Skillnumber defined in Configuration Manager.

5. Add the usernames of the agents for each group to their appropriate VAG.

6. Create an annex to each agent VAG with an annex parameter = import
and avalue =2.

To specify a multi-tier hierarchy when importing into Quality Manager, each agent
group can have a link to a parent group defined in its Annex property. In this case,
the Importer will create a multi-tier hierarchy of groups.

7. Create an annex to each agent VAG with an annex parameter =
Supervisor and value = x, where x is one or more user names of the
supervisor (evaluator) for that group contained in the VAG GOM
Supervisors. Ifthere is more than one supervisor that can evaluate the
group, the extra values can be entered, separated by commas. This will set
which supervisors will be able to evaluate this group.

The following figure shows the supervisor parameter added to an agent
group's Annex property in Genesys Configuration Manager.
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2 1_Telesales [gen76pri:2200] Properties

Gsn&rd] Mvmd] Script  Annsx ] Eamity] Dsperdamyl

|{-EE ScoreCARD j ? |:] X B & '?'

Marme = Walue
Erteg besd b SF1 Enter text here 4

usr_ 000

El 0K | Cancel Apply Help L

Figure 16: Genesys Annex Supervisor Parameter - Single Value

8. Create an annex to the Virtual Agent Group agents with an annex name =
parent-group andavalue =GQM Supervisors.

To specify a parent group for an agent or agent group, add the following
parameter to its Annex tab in the properties dialog, Quality Manager section:

Default key name: | parent-group
Possible values: [string]
Description: string refers to the name of the super-ordinate group or folder

Table 3: Annex Parent-Group Parameter

9. Ensure that Quality Manager includes the supervisor role in the Role
Manager in the Administration section of Quality Manager. If the supervisor
role is deleted or missing, the Supervisor role equivalent option in Quality
Manager Options must be set to a different existing role name (not
supervisor), otherwise the Importer will fail.
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Importing Agent Groups and Related Users

During an import operation, the Genesys Importer crawls the agent group
structure that you have created in the Configuration Server and, based on filtering
values, willimport and then re-construct the group structure within Quality
Manager. Only users that are members of selected groups will be imported.
Selected groups may further be filtered at group or user level using the Annex
value.

By default, all groups under the top agent groups folder in Configuration
Manager will be imported. If a Root Folder is specified in the Advanced
Options section of Quality Manager Genesys Configuration, all users and groups
under this folder will be imported instead.

During an import synchronization, if an imported agent is disabled or removed
from the Customer Interaction Management Platform (or CIM), the Importer sets
the user's status in Quality Manager to de-activated. Agent records are not
deleted from Quality Manager automatically, since evaluations may be associated
with that agent.

Important:

Agents marked as disabled in Configuration Manager are imported but
marked as inactive by the Importer and are not visible in Quality
Manager. However, agent groups marked as disabled in Configuration
Manager are imported but not marked inactive by the importer.
Therefore, disabled agent groups are currently visible in Quality
Manager.

Importing Virtual Agent Groups

Virtual Agent Groups (VAGs) contain agents with a specific skill, as defined in the
script section of the respective VAG. The Importer treats VAGs in the same way
as regular agent groups or folders and filtering can also be applied to them.

Advanced Filtering by Annex Value

By adding further parameters in the Annex tab of an agent or agent group's
properties in Configuration Manager, advanced filtering and user import
management can be specified.
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For each of the following parameters, it is assumed that an Annex section named
(by default) Quality Manager has been defined in the agent or group's properties
dialog. Each parameter is added as a key/value pair in that section.

The section name and key names can be changed in the Annex Options section
of Quality Manager Genesys Configuration, but it is recommended to leave them
unchanged.

Filtering imported groups by specific Annex value
Filtering imported agent groups can be necessary for the following reasons:

« You may not want to import certain agents or agent groups within the target
agent group structure.

o The structure of VAGs may contain duplicate records, so not all members of
certain agent groups should be imported.

To add afilter for an agent or agent group, add the following parameter to its
Annex tab in the properties dialog, Quality Manager section:

Default key name: import
Possible values: 0,1,2

Description: 0 = Do not import group and agents
1 = Import group only (no agents)
2 = Import group and agents

Table 4: Annex import parameter

The default behavior of the Importer is to import all agent groups and their
member agents, unless both, Annex processing is enabled and these keys are
present.

Specify Agent Group Supervisors by specific Annex value

Although the supervisor or manager for an agent group can be specified in the
Supervisor field (in the Advanced tab of the agent group properties dialog), this
is often not flexible enough for organizations using Genesys CIM; for example,
more than one manager for a group cannot be specified this way.

In order to accommodate other different methods of specifying supervisors (such
as via specific skills), the Genesys Importer can be explicitly given the usernames
of supervisors for a particular agent group.
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To specify one or more supervisors or managers for an agent group, add the
following parameter to its Annex tab in the properties dialog, Quality Manager
section:

Default key supervisor
name:

Possible [string], [string], ...
values:

Description: | string refers to the username of a user who will be assigned a manager role of this agent
group in Quality Manager. Further usernames can be added, separated by commas.

Table 5: Annex supervisor parameter

The following figure shows multiple supervisors added to an agent group for
import.

#.1_Telesales [gen76pri:2200] Properties E

General | Advanced | Sciipt Annex | Secuity | Dependency |

O piticary M anne;

[Supervisor

Option ' alue:
I _wsr_000, wer 005, ¢ wer_ 002

0K I Cancel

Figure 17: Genesys Annex supervisor parameter - multiple values
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Authentication against Genesys Configuration Manager

Imported users are authenticated against the Genesys Configuration Manager. If
a specified user is not (or no longer) present in Configuration Manager, access is
declined and the event noted in the Quality Manager event log.

If the Configuration Server uses a secure (TLS) connection, ensure that the Use
Secure Connection parameter is checked in the Genesys Configuration Server
section of Quality Manager Genesys Configuration.
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Quality Manager Genesys Configuration

The Genesys integration configuration for Quality Manager can be viewed and
modified in the Call Recording Web Ul by navigating to Settings >
Configuration > Quality Manager > Integrations section.

When Genesys GIM or Genesys Driver is selected during GQM setup, a Genesys
integration setting group is automatically added in the Integrations section.
However, integration setting groups can be added and removed manually by
using the appropriate New and Remove buttons in the Integrations section.
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ScoreCARD Integrations

Genesys ScoreCARD Integration

Genesys Configuration Server

Genesys Config Server Primary Address {lgen?6pri:2200
Genesys Config Server Secondary Address  [/gen76sec:2200
User Name default

O Password [(TITTTITT]
Application Name CallREC GIM
Use Secure Connection [
Request Time ooo
Connection Character Set Local Encoding -

!
_J

Advanced Options

2 ’ Tenant Name

Root Folder
Enable Annex Based Filtering =l

"
>

Annex Options

Section Name ScoreCARD
@ Option name for "Import” import

Option name for "Parent Group" parent-group

Option name for "Supervisor” supervisor

Remove

Figure 18: Quality Manager Configuration - Genesys Integration
The Genesys integration setting group contains the following settings:

1. Genesys Configuration Server

The following settings should be pre-configured in the Configuration Server
before entering them here, and will usually be populated by the values specified
during GQM setup.

+ Genesys Config Server Primary Address, Genesys Config Server
Secondary Address: The main and secondary IP address or Fully Qualified
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Domain Name (FQDN) for your Genesys Configuration Server.

« User Name, Password: The username and password that allows the
application to have access to the Configuration Server.

+ Application Name: The Application Name for the integration module.

« Use Secure Connection: Check this setting if the Configuration Server
requires a secure (TLS, or Transport Level Security) connection. This is not
related to (and independent of) Key Manager settings in GQM.

+ Request Time: The maximum length of time (in seconds) for the integration
module to wait before terminating the connection to the Configuration
Server.

« Connection Character Set: The character set used for the connection to
the Configuration Server. Default is Local Encoding, which uses the
character set specified for the Call Recording server. The remaining
character sets enable a custom character set to be specified if the
Configuration Server requires it.

2. Advanced Options

The Advanced Options concern the method of agent filtering during
synchronization between integration module and Configuration Server.

« Tenant Name: The name of the Tenant in Configuration Manager when
Configuration Server is configured for multiple tenants. If this field is left blank
in a multi-tenant scenario, the Importer will process the parent tenant
(Environment), losing tenant agent group hierarchy and causing
inconsistencies if different tenants use the same agent or agent group name.

« Root Folder: The name of a folder in Configuration Manager under which all
folders and agent groups are to be imported. If this is left blank, all folders and
groups under the top agent groups folder will be imported.

« Enable Annex Based Filtering: Filtering and exclusion of agents and
agent groups is possible using Annex filtering, which is enabled by checking
this box. If enabled, the Annex of the agent or agent group in Configuration
Manager must contain the required import key, otherwise the importer will
import the whole group and associated agents by default. See
Genesys Importer Features for more information on Annex configuration.

3. Annex Options

If the Enable Annex Based Filtering option in Advanced Options is checked,
the following settings allow customization of the key values used for Annex
configuration in Configuration Manager. However, it is recommended that the
default settings are used.

« Section Name: The name of the Quality Manager configuration section in
the Annex (default: ScoreCARD).

o Option Name for "Import": (default: import).
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o Option Name for "Parent Group": (default: parent-group).
+ Option Name for "Supervisor": (default: supervisor).
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User Synchronization Option

Quality Manager user profiles that are imported from Genesys can be configured
to either discard all modifications made to them within Quality Manager during
synchronization (synchronization 'on'), or to retain all locally-modified settings
(synchronization 'off'). In the latter case, the user profile is effectively skipped
during synchronization, including the user password, which is always authorized
against the user's Genesys password.

By default, allimported users have synchronization switched on. To switch on/off
synchronization for a Genesys-imported user profile, select the user in the User
Manager or within the Group Manager and click Edit. A check mark in the
Synchronized checkbox indicates synchronization is activated.

© Tookips Oft g% CeManger, CeManger (comanager) 4% Logout (] Messages

, Search

@ Dashboard Name Login 1D User Role Belongs To Group  Detabase Status
@ Evaluations Ahin Admin IT Administrator Rant oeoun wihscDB (]
@ (] Questionnaires [ 2 CoManger Add or Edwt User * whscDB ©
jHAR::?r:itratmn [ 3 ipccimporterdasmon éoa[am;e; GENESYS whscDB (]
@ ¢ Group Manager @ p Ui Synchronized: 2.2 ©
£ User Manager [7] 5 svanda Status: Active = GENESYS @
R:I:ZTE:;" Types [ 6 Mai User Roke: —_— . GENESYS \;
: Role Manager B 7 s Languiage: Cesky ¥ CERESYS "‘)
o | e e [rowim o
i ro Frst Hame: Argente GENESYS e
11 Boss Sl Passsl GENESYS ©
12| onei Emai: replace@this.email GENESYS ®
[F] 13 | Jackson © Phone GENESYS ©
[ 13 Carter O Agent ID GENESYS )
[ 15 Teslc ) None GENESYS ©
] 16 Hammond Agent Group: 2l Agents = GEMESYS ©
[ 17 Quinn Synahronize Now GEMNESYS [~]
[0 18 machen GENESYS ©
[} 19 Landry GENESYS (]
[T 20 Mal Doran o Cancel GENESYS ©

Page(1 h! 2 b M :‘ Displaying 1 - 20 of 31

Figure 19: User Profile Synchronize Setting for a Genesys Imported User in Quality Manager
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Scheduling Genesys Synchronization

Genesys synchronization can be scheduled either in the Call Recording Web
GUI, or at the command line as a cron job. The web-based interface is more
accessible, but scheduling and running synchronization at the command line can
be preferable for fine tuning during the implementation phase.

Before running Genesys synchronization for the first time, ensure that you have
uploaded a valid license to Quality Manager and logged in to Quality Manager as
ccmanager atleast once, due to the PCI DSS requirement to change
passwords on first access.

Web-based Configuration

The Scheduler section of Genesys Quality Manager Configuration is used to
configure when and how often the Genesys importer daemon is run. After initial
installation, no scheduling is defined, so by default no import synchronization
takes place without this section being updated.

Scheduled Actions
Scheduler Genesys User Import Scheduler -

FSl:.'art At 23:.00

Periodicity Daily -

Default Language (Country Code) us (D

Source GEMESYS

Scorecard Authorized User Login ccmanager

Scorecard Authorized User Password  MyPassword

New Scheduled Action Genesys User Import Scheduler - I

Figure 20: Quality Manager Configuration - Genesys Scheduled Actions
To schedule the running of the Genesys Importer:

1. Selectthe Genesys User Import Scheduler option in the New Scheduled
Action field and click New.

2. The following options are revealed:

« Start At: Start the mail delivery daemon at this time (hh : mm using 24 hour
clock; for example: 23:00).
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« Periodicity: Run the mail daemon at these intervals: Every hour (the
Start At value is not used), Daily, Weekly.

+ Default Language (Country Code): The country code indicating the
language settings for import. This should match the language settings for
your Genesys Customer Interaction Management Platform.

e Source: Normally GENESYS (this should not be changed).
o Quality Manager Authorized User Login, Password: A Quality
Manager login user account and password for the importer. It is

recommended that a dedicated importer user account is created in Quality
Manager with administrative privileges.

Configuration at the Command Line

The importer script can be set to run at pre-defined intervals (such as daily at
midnight) using the Unix Cron scheduling tool. During Call Recording installation,
a Call Recording cron job list is defined, so it is recommended that the Quality
Manager Genesys Importer is added to this list, rather than configuring it
elsewhere.

To add the Genesys Importer to the list of Call Recording cron jobs, you will
require root user permissions.

Editthefileat /etc/cron.d/callrec and add the following command as a
single line (modifying the wbscimporter tool parameters as necessary):

# Web Scorecard Genesys importer

01 * * * root [ -x /opt/callrec/bin/wbscimporter ] &&
/opt/callrec/bin/wbscimporter -c localhost -C US -u ccmanager -p admin -t
GENESYS

The above example schedules Quality Managerevery night at 01:00 (1:00 am)
local time. More information about cron syntax can be found on the Internet, such
as on the Ubuntu Linux community pages.

The wbscimporter tool parameters can be viewed using the --he1p option,

as follows:
# /opt/callrec/bin/wbscimporter --help
usage: Ipcc/Genesys to Scorecard user importer
-c,--configurationIP <arg> URL to configuration manager
-C,--country <arg> default country that will be assigned to
users US, CzZ, RU ...
-h, --help this help
-1,--logger <arg> log4j properties
-p, ——password <arg> password of user
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-t,--targetdatabase <arg>

for authorization.
-u, --username <arg>

Name of database in scorecard table database
that will be associated with imported users

username of user, under his rights import
will be started

Important:

After running a synchronization operation, restart the Web Server in
order to see any immediate changes within Quality Manager:
/opt/callrec/bin/rc.callrec_web restart

Quality Manager Administration Guide
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Integration Data Definition

Quality Manager synchronization only receives data from Genesys - it never
writes or updates the Genesys Configuration Server XML in any way.

During synchronization, Genesys XML data is mapped to the Quality Manager
database according to the following table:

Key in Genesys XML file Table in Quality | Column in Quality
Manager Manager
CfgPerson/firstName sSc_users Name
CfgPerson/lastName sc_users Surname
CfgPerson/userName sSc_users Login
CfgAgentGroup/CfgGroup/managerDBIDs/DBID | sCc users Role - Supervisor,
- or Agent
CfgAgentGroup/agentDBIDs/DBID sc_users User group belongs
CfgPerson/employeeID sc_users AgentId
CfgPerson/state SC_users Status
CfgAgentGroup/CfgGroup/name ccgroups ccgroupName

Table 6: XML Data Mapping

The Primary Key in the Quality Manager database is the column ExternallId.
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Chapter

Setting Up Data Export

Quality Manager data exports can be customized at two levels:

« Exported spreadsheet reports, which are obtained by pressing the Export
button on the report screen, can be customized by modifying the Report
Export Template spreadsheet.

« Excel can be connected directly to the Quality Manager database tables to
provide direct read-only connection to virtually all Quality Manager data.

This chapter contains the following sections:

Customizing the Report Template Spreadsheet

Excel Database Integration
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Customizing the Report Template Spreadsheet

Customizing the Report Template

Spreadsheet

The appearance of the data in the exported Excel report files can be customized

by updating the Report Export Template. This spreadsheet file controls the visual
formatting of headings and data cells.

Al v

Jx | skills of Otis Andrews, login otis.andrews

1 _

Questionnaire: Better Call (2.0)

C

D

E

F

Question Group
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control

Zlutoucky
ki

Closing
the call

Overall

Overall
with
weight
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10/21/2010| 100.00%

70.00%

100.00%
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R NENRE- RET Y

Figure 21: Exported Spreadsheet, Showing Default Formatting

The template file simply contains labeled cells for each type of visual format used
on report data exports. The following types of Excel cell formats can be modified:

e Font
Borders

Quality Manager Administration Guide

Fill (background color)

Alignment (excluding merge cells)
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omizing the Report Template Spreadsheet
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Figure 22: Customizing the Export Template Spreadsheet

The Report Export Template file (st yles . xs1x)is located in the Quality
Manager application's web root directory on the server. Updating this template
file therefore requires server administrator permissions.

On a default Call Recording server installation, the location of this file is in the

following directory:

/opt/callrec/web/webapps/scorecard-

webuil/cz.zoom.scorecard.webui.Scorecard/

After updating the template file, it may be necessary to restart the web server at

the command line:

/opt/callrec/bin/rc.callrec web restart
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Exported report data should now reflect the updated formats in the
styles.xlsx spreadsheet file.

Tip:
Downloading files from and uploading files to the Call Recording Linux
server can be achieved using a program such as WinSCP. If the server
is using default settings, you will only be able to log in using the non-root

admin account (same default password as for root), which has a default
starting directory of /home /admin.
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Excel Database Integration

The most powerful method of analyzing Quality Manager data on a Windows PC
is provided by connecting the Quality Manager database to Microsoft Excel. The
procedure described below assumes the following:

« Quality Manager is licensed, functional, and using the default
PostgreSQL database for data storage.

« You have administrator permissions to the GQM installation including root
SSH permissions.

« You have at least installation permissions on the Windows XP, Vista, or
Windows 7 client PC running Microsoft Excel.

« Theclient PC is connected via IP network to the Quality Manager database
server, typically the GQM server for standalone installations.

o You are familiar with Linux file editing commands, relational database
structures, and SQL syntax.

Setup Instructions

Setup consists of three stages:

« Create aread-only user on the Quality Manager database server.
o Setupthe ODBC source on the client PC running Excel.
« Importthe ODC query files for use with Excel.

Create a Read-only Database User

The procedure described below is performed by first connecting to the main GQM
server via SSH. This can be achieved using tools such as PuTTY, SecureCRT,
or similar.

1. Connect to the server using SSH. By default, the login username is admin
and the password is zoomcallrec.

2. Ensure you have super-user privileges by switching to the root account (the
default password is the same):

3. Openthefileat /opt/callrec/data/psgl/pg hba.confandadda
line like the following to enable access from the client PC, where the PC's IP
address and range are very narrowly defined, ideally an individual static
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IP address. The following example allows connection from IP addresses in
the range 192.168.10.0 - 192.168.10.255:

host all all 192.168.10.0/24 md5

4. Save the file, then run the following command to apply this configuration
change to the database:

/etc/init.d/postgresql reload

5. Start up the PSQL tool, logging in to the database as the postgres user:

psgl -U postgres callrec

The following commands in this step are all database commands in
SQL format. For best results, press ENTER after you type or paste in each
individual line.

6. Create the database user. You can replace the sample username: excel
and password: exce 11234 with your own preferences, but ensure you
update the remaining commands appropriately:

CREATE ROLE excel WITH PASSWORD 'excell234';

7. Allow this user to log in:

ALTER

ROLE excel LOGIN;

8. Allow this user to view the callrec and whsc schemas, for Call Recording and

Quality Manager respectively:

GRANT
GRANT

USAGE ON SCHEMA callrec TO excel;
USAGE ON SCHEMA wbsc TO excel;

9. Grant select (read permission) on the tables from the schema:

GRANT
GRANT
GRANT
GRANT
GRANT
GRANT
GRANT
GRANT
GRANT

SELECT ON wbsc.answers TO excel;

SELECT ON wbsc.companies TO excel;
SELECT ON wbsc.criteria TO excel;
SELECT ON wbsc.evalanswers TO excel;
SELECT ON wbsc.evalcalls TO excel;
SELECT ON wbsc.evaluations TO excel;
SELECT ON wbsc.questforms TO excel;
SELECT ON wbsc.questiongroups TO excel;
SELECT ON wbsc.questions TO excel;
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GRANT
GRANT
GRANT
GRANT
GRANT
GRANT
GRANT
GRANT
GRANT
GRANT
GRANT

SELECT
SELECT
SELECT
SELECT
SELECT
SELECT
SELECT
SELECT
SELECT
SELECT
SELECT

ON
ON
ON
ON
ON
ON
ON
ON
ON
ON
ON

wbsc.sc_users TO excel;
wbsc.subevaluation TO excel;
wbsc.user belongsto ccgroup TO excel;
wbsc.ccgroups TO excel;
wbsc.callwrapups TO excel;
wbsc.interaction types TO excel;
wbsc.categories TO excel;
wbsc.database TO excel;
wbsc.languages TO excel;
wbsc.user role TO excel;
wbsc.roles TO excel;
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10. Exitthe PSQL utility (type \ g and press ENTER) and end the SSH session.
Set up the ODBC Source

The following procedure is performed on a Windows PC with administrative
permissions. You need to know the following information before starting:

o The type of Operating System (32-bit or 64-bit). This can be determined

using the following Microsoft Support page:

http://windows.microsoft.com/en-us/windows7/find-out-32-or-64-bit.

« The type of Microsoft Excel installation (32-bit or 64-bit). This can be seen in
Excel 2007 by viewing the File >Help > About Microsoft Excel section.

Depending on the type of Excel installation you have, proceed as follows:

Excel 64-bit

1. Unzip and install the PostgreSQL ODBC driver after downloading the latest
zipped MSl installation package from the following URL:
http://www.postgresgl.org/ftp/odbc/versions/msi/. The 64-bit drivers are

named with the suffix -x64 . zip.

. Open the following Windows dialog panel: Administrative Tools > Set up

data sources (ODBC), or paste the following at a Windows command

prompt:

$systemdrive%$\Windows\system32\odbcad32.exe

Add on the User DSN tab.

. On the Drivers tab, ensure that the PostgreSQL drivers are listed, then click
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P

E QDBC Data Source Administrator

User SN |S}rstern D5SN | File DSM | Drivers |T|T:|cing |Cunnectiun Pooling |.Pn|:ert |

User Data Sources:

Mame Diriver ' Add... l

dBASE Files Microsoft Access dBASE Driver (*.dbf, *ni

Remove
Excel Files Microsoft Bxcel Driver (s, ~xdsx, ~xdsm,
M5 Access Database  Microsoft Access Drver (" mdb, ~accdb) Corfigure...
screensteps SQL Server Mative Client 10.0

Visio Database Samples Microsoft Access Driver (" mdb, ~accdb)

] 1} | 3

An QODBC User data source stores information about how to connect to
11 the indicated data provider. A User data source is anby visible to you,
— and can only be used on the cumrent machine.

| ok || cancel || ooy Help

-

Figure 23: Add an ODBC User DSN

4. Selectthe PostgreSQL Unicode(x64) driver.
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Create Mew Data Source @

Select a driver for which you want to set up a data source.

. MName Version Comj
%‘ Postgre SGIL ANS|664 9.01.01.00 Post:
uike (PostgreSQL Unicode(e6d) [EERINRLI) ) Post,
— SGL Native Client 200550500000  Micr
SGL Server £.01.7600.16385  Micn

SGL Server Mative Client 10.0 2007100160022 Micn

Jack Finish ] [ Cancel

Figure 24: Select the Postgres ODBC Unicode Driver

5. Configure the database server access credentials for the database user
created earlier.

4

PostgreSQL Unicode ODBC Driver (psqlODBC) Setup =
Data Source Z0O0MAM-5coreCAR D ezcription
Databaze callrec 551 Mode | dizable ~
Server 1921100123 Port 5432
UserMame  excel Faszword eessssess

Optians
:

Datas::-urn:e] [ [alabal ] [Manage DSN]

. Save | [ Cancel ]

Figure 25: Configure the ODBC Server Parameters
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Use the following parameters, modifying the Server, Port, Username, and
Password fields as required. The Data Source field must be set to the value
shown to run the sample ODC database queries unmodified.

Data Source: ZOOMQM-ScoreCARD

Description: leave blank.

Database: callrec

Server: (GQM server IP address or fully qualified domain name).
Port: 5432

Username: excel

Password: excell1234

Click Test to check the connection, then Save.

Excel 32-bit

Follow steps 1-6 above (the screens will vary), with the following differences:

Step 1: Ensure you download a 32-bit MSl installation file (without the x -

64 . z ip suffix), then unzip and install it.

Step 2: On a 64-bit Windows system, you will need to run the 32-bit

ODBC Administrator dialog box to see the 32-bit PostgreSQL ODBC drivers.
Paste the following at a Windows command prompt:
$systemdrive$\Windows\SysWoW64\odbcad32.exe

Step 4: Select the PostgreSQL Unicode driver.

Import the ODC Files

Sample database queries have been provided in ODC (Office

Database Connection) format. The samples can be imported into the Office Data
Connections list to display data (such as the list of Quality Manager evaluations
and details of individual questionnaires, evaluations and users).

These ODC query files are included in a zip archive named 'GQM Documentation
Resource Bundle'. Please ask your Account Manager for this file.

To test the sample queries, download and unzip the ODC files to a temporary
folder on the client PC. Then do the following:
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Figure 26: Importing an ODC Query to Excel

L Dnhd =

Open Excel and click the Data menu.

Click Existing Connections.

Source dialog and select afile.

In the Existing Connections dialog, click Browse for More....

Navigate to the location of your unzipped ODC files in the Select Data

5. Click Open. If the ODBC data connection you set up earlier is correctly
configured, the Import Data dialog opens.
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-

[ Import Data @
Select how you want to view this data in your workbook.
3 @ Table
iz () PivotTable Report
ﬂ"£"| () PivotChart and PivotTable Report
_E‘ Only Create Connection
Where do you want to put the data?
(@ Existing worksheet:

(71 Mew worksheet

P[nperﬁes...] [ QK ][ Cancel ]

Figure 27: Excel Import Data Dialog

6. In the Import Data dialog, decide where and in what format to place the data

and click OK.
Note: Start with the Table format until you are familiar with the data
structure.
Home  Insert  Pagelayout  Formulas  Data  Review  View  Developer  Acrobat Design
Table Name: 3] Summarize with PivotTable 3 ﬂ % Properties HeaderRow [ First Column | Somm) o ;‘ —
Table_User List | [ Remove Duplicates = Open in Browser | [ Total Row [ Last Column ==l=== ===l ====
‘T Resize Table | 7] Convert to Range EmortReliesh 25 Unlink Banded Rows [ Banded Columns | ====1= Ee==dE=—_dlE====
Properties Tools External Table Data Table Style Options Table Style

Al - 13

B D E F G H I

1 ﬂ database - sync - status - phone - agentid ﬂ identificator_used ﬂ d
2 1 Admin Admin admin 10 ACTIVE 12345 123 PHONE
3 2 CcManager CcManager ccmanager 11 ACTIVE 12345 123 PHONE
4 3 ipccimporterdaemon ipccimporterdaemon  ipccimporterdaemon 10 ACTIVE 12345 123 PHONE

Figure 28: User Data Imported into Excel

7. The datais imported. Data is refreshed both when the saved workbook is re-
opened and when clicking Refresh.

Tip:
There is no 'remove' option in the Excel Existing Connections dialog.
However, to remove unnecessary external data connections from this
dialog, simply delete the appropriate ODC files or their shortcuts in the
My Data Sources directory. The following example will open this
location on a Windows 7 PC: $UserProfile%\Documents\My
Data Sources.

Quality Manager Administration Guide 67



Chapter 5 Setting Up Data Export Excel Database Integration

Modifying ODC SQL Queries

Although SQL queries in individual ODC files can be edited in any text editor,
there is the danger of errors creeping in due to the character-escaped

SQL syntax that is used. A more robust method is to modify the SQL query in
Excel after import. This does require that the ODC connection has been
successfully imported into Excel using the setup procedure above:

Inset  Pagelayout  Formulas | Data | Review  View  Developer  Acrobat Design

o] Connections - g Ed mm > W BrE @
AR 4 . - =9 b =R T

T & properties

Refrash z| sort || Filter | Textto  Remove Data  Consolidate Whatf = Group Ungroup
Allr &= @ Advanced | Columns Duplicates Validation + Analysis - -
temal Data Connections Sort & Filter Data Tools Outline

1 Admin admin 10 ACTIVE 12345 123 PHONE
por C 11 ACTIVE 173p5 172 ouamc
1p| Workbook Connections [[@][5= ] 13| Connection Properties Ce=]
Name Desaription Last Refreshed Add... Connection name: |User List
Description: Z00MQM-ScoreCARD
2 Juser List ZOOMQM-ScoreCARD o]

G 4 Ypefinition
Connection type:  Office Data Connection
Connection file: | C:\mplodc\User List.odc

[T] Always use connection file

Locations where connections are used in this workbook

Connection siring: [paN=20OMQM-
ScoreCARD; DATABASE =callrec; SERVER =docs-

Click here to see where the selected connections are used callrec3.office. zoomint. com;PORT=

5432;UID=excel;SSLmode=disable;ReadOnly=  ~

[] save password

Command type:  [SQL

Command text: [EF) ECT USERS. userid, -
USERS.name || " || USERS.surname as name,

USERS.login, —
USERS. database, -

Excel Services: Authentication Settings...
6 )Edit Query... Export Connection File...

=) ==

Close

Figure 29: Modifying an ODC Connection Query in Excel

1. Inthe Excel Data menu, click Connections to open the
Workbook Connections dialog.

. Ensure the ODC connection is displayed and select it.

Click Properties... to open the Connection Properties dialog.
. Click the Definition tab.

. EITHER: View and modify the SQL query directly.

. OR: Edit the query in Microsoft Query. If an error states that: "This query
cannot be edited in the Query Wizard", you can still edit the SQL directly by
clicking SQL in Microsoft Query after acknowledging the error. Close the
Wizard to return to the Connection Properties dialog.

o g~ W N
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7. Click OK to commit the changes, then accept any ODC file modification
requests, after which the data will be refreshed from the database according
to your updated SQL query.
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S Genesys

Chapter

Administration

The following chapter describes the Administration tasks available including how
to manage groups and users.

This chapter contains the following sections:

User Management

Additional Options
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User Management

User Management

A short tutorial to show how to create, modify, and remove users and groups in
Genesys Quality Manager 8.1.50x. All tasks in the User Management section
require a ccmanager login. If you are currently logged in to Quality Manager, log
out, refresh your web browser, and log in with a ccmanager login and password.

The default log in is ccmanager with the default password admin.

Groups And Users In Quality Manager

User groups (also known simply as groups) can have a hierarchy and can help to
organize Quality Manager users; for example, they can be used to allow the

evaluation of a specific team of agents.

The group hierarchy levels and users are managed within the Group Manager,
while the User Manager provides a simple method of performing bulk operations

on the full list of Quality Manager users.

@ Dashhoard

# ] Evaluations
# (] Guestionnaires
= | Repors
= | Administration

1 Group Manager
= User Manager
4_,1 Interaction Types

Bl Audit Log
L. Role Manager

o2 ScoreCARD Options
@ About

Figure 30: Groups and Users in Quality Manager

To create, modify, or remove users and groups in Quality Manager:
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1. Select Administration in the left hand menu
2. Select Group manager

The Group Manager tab will open.

The Group Manager

L Toottips Off 2% CoManager, Co

<% Group Manager

T
3 EH AR

® oasnuon (e [5)

® ] Evaluations 4 | Copenhagen
® (] Guestionnaires Pagos de Ferreira
= (] Reports a ] Dakar

= ] Administration Sioni Bolnisi (1)
= ] Group Manager a ] Guatemala City

H g5 Dakar Lo
o Bireidaklik
H g5 Hagatfia

@ g Guatemala City 4 ] Hagitfia

® g Copenhagen Real Mallorca
= 5 Pretoria a ] Pretoria

,:i" User Manager Willarresl

M Interaction Types

Bl sudit Log

[ Role Manager
) 2 SroreCARD Options
@ Ahout

Figure 31: The Group Manager Tab Opens

1. The Group Manager tab opens displaying the group tree, which contains
the Root Group and all of its subordinate groups. Itis possible to change the
structure of an existing tree by dragging and dropping groups from one
position to another. This is useful when reassigning staff for a new campaign.
Where group A has a sub group, it is shown as a folder with a name next to it.
Groups with no subgroup are shown as just the name. If you move the last
subgroup from a group it will change from being a folder to just the group
name.

2. The group tree also appears on the left hand side below Group Manager in
the menu.

3. Agents, team leaders, supervisors, cc managers, and administrators within
Quality Manager are always contained within at least one User Group. The
default group is called the Root group. All others groups are subordinate to
the Root group. The Root group cannot be deleted.
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Creating A User Group

You can only add new groups in the Group Manager (tree view) when an
existing group is selected.

Group Manager *

NSme

4 ||| Root group 0

4 | Coperhage

Pagos de Ferreira
4 i Dakar
Sioni Balnisi
4 :j__j Guatemala City
Breiciabilik

4 (| Hagétfla | Add new group 4

Real hMalla
4 ] Pretaria Group Mame: G):rague ]
Willarreal
o Cancel

Figure 32: Creating a User Group

1. Select a group to add the new group to
2. Click Add
3. Type unique name for this group in Group Name

4. Click Save to create the group under (inside) the currently selected group

Important:
Every group name must be unique within the application, so itis
suggested you use a sensible naming convention for groups, such as
LocationFunction (for example, UKSales).
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Viewing Users In Groups

G Tooltips Off @ CcManager, CcManager (ccmanager) p‘ Logout = Messages
] League Table Group Manager Group SCP *
4 = @D Add o 5 (-;) Search: X
— et
° Dashboard [ N, Surname Name Login IO User Role  Belongs ... Database  Status
@ (] Evaluations | 1 Sona Supervisor SCP Q
= (] Questionnaires Al 2 == Supervisor SCP Qo
= (] Reports _ -
= '-l.j Administration |:| 3 Miroslay Supervisor SCP o
= ] Group Manage| (|[C] 4 Vera Supervisor SCP Q
£° AnectTest | s Ondrej Supervisor SCP Q
& BSevisVRA F e Radana Supervisor SCP Q
£ CALUN
ﬂ&}GLIH:‘,F' | 7 Ivana CC Manage SCP Q
£ Helpdesk & |[C] & Marketa Supervizsor SCP Q
&5 PMVOE [ 9 Tomas Supervisor SCP Q
PIMVOS
&P [0 WViadimir Supervisor SCP Q
Sz |s
SCcB 11 Lukas Supervisor SCP Q
o s SCP 12 Martin Supervisor SCP Q
&0 TBRNTY )13 Radka Supervisor SCP Q
£ Testovac
14 Jana Supervisor SCP
A TGLIPF = E o
£ TPCEB [E(15 Tomas Supervisor SCP Q

Figure 33: Viewing Users In Groups
1. Toview users in a particular group, select the appropriate group name under
Group Manager in the left hand menu.
2. The group members will appear.

If no groups have yet been created, users are all present in the default 'Root'
group and can only be viewed and managed in the User Manager.
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User Management

CJ Tookips Off & CcManager, CcManager (ccmanager) m’ Logout b Messages
<« League Table */|| Group Manager *'|| Group SCP '*
4 o Edt @ Remove (5 Re Search: X
° Dashboard |j M. Surname Mame Login ID User Role Belongs ... Database  Status
) 1
@ (] Evaluations Add or Edit User *® Q
@ [ Questionnaires Q
® [ Reports Database: whscDB hd
= ] Administration ctat - - Q
= ] Group Man3 us: Active Q
£ AnectTest User Role: Agent b Q
QESEMSVP’&' Language: English (US) i Q
g caLun
& @ GLI+CP Login ID: john.smith Q
£ Helpdeg First Name: john Q
%‘PMWS Surname: smith Q
b Puvos
£ P12 Ermail: john.smith@mycompany.com Q
g scB @ Phone Q
ﬁo : Q
@TBRI\H ) Agent ID °
£ Testovaci ) None °
@TGUPF 6 Agent Group:
£ TPCER Q
5 TPPART
25 TPRAD1
#TPRAG2 Y ) conce
25 TPRAO3 -
Adding a User (Agent)

The Active setting indicates whether this user is available in Quality Manager for

evaluations and reporting.

Agent profiles that are no longer relevant and/or available should have their
Active status changed to De-Activated or Blocked. To unblock a user, change

the status to Active.

For more information, see The Role Manager.

Select the Language that the Quality Manager interface displays in when the
user logs in. This can be changed by the user.
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Important:

Most user accounts are imported by the integration with the
Genesysplatform database. There are some roles which are only used
by Quality Manager.
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The User Manager

4
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Figure 34: The User Manager

User Management

@ s Search
User Role  Belongs ... Database  Status
Agent TGLIA IPCC QD
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i 699649

The User Manager tab displays a list of all users registered on Quality Manager.
This list of all users makes searching and bulk editing of user profiles easier.

1. Select Administration then User Manager in the left hand menu to open
the User Manager tab.

2. When viewing a list of users, double-click on the user record or select the
checkbox of the user
To add a new user click Add.
To edit click Edit.
To remove a user select the user and click Remove.

3. Enter afirst or last name of a user to filter for a search.

4. Select which page of results to view.
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Adding Supervisory Roles

Add or Edit User

Database:
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User Management
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Figure 35: Adding Another User Type

Add users in the User Manager by clicking Add or edit users by selecting the
user and clicking Edit.

1. Ifthe user type being created or modified is not 'agent’, the Add or Edit
User dialog box expands to show the group assignment.

2. Group assignment allows the user to be recognized as an evaluator for one
or more groups in Quality Manager (those shown in the right panel named
Groups Assigned to Supervisor).

To assign a group to the current user, select a group within the Groups panel
and click Add .

Add All allows all available groups to be assigned in one operation.
Remove All removes all group assignments.

To remove a single group assignment, select an assigned group in the right
panel and click Remove.

3. Delegation enables another evaluator to inherit the same evaluation
permissions for a pre-defined period (for example, during an evaluator's
vacation). This can be enabled by clicking the Delegation checkbox, after
which the target evaluator and the delegation period can be defined and
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saved. During this period, the target evaluator will then be able to evaluate
agents assigned to the original evaluator.

4. Click Save to update the user profile, or Cancel to exit the profile editor
dialog without saving changes.

Removing Users

© Tooltips Off /&5 CcManager, CcManager (ccmanager) Y Logout [ Messages

»|| User Manager *

@ Add (o .| Reset Password -4 Search

|:| M. Surname Name Login 1T User Role Belongs To ... Database Status
871 Jiri Agent TGLIM Q
[O/a72 Hana Agent TRCET @
g7z Lenka Supervisor TBRNOS 0
[Cla74 Stepan Agent PMV0S Q
[[1 875 | User Removal Q
[ a76 9P Are you sure you want to remove the Q
[ 877 “‘:j/ selected user(s)? )
[Clama | | No Q
/879 Lva T EST———TENTr T Q
{1 ) 380 smith john john.smith Agent SCP whscDB Q ]
| [E Jitka Agent TPCEDS Q
[ a2 Ivana Supervisor  TBRN12 Q
[ 83 Radka Agent TGLIZ Q@
[ &4 Jiri Agent TPCE14 @
[ 885 Lubomir Agent PMVOS Q@

Figure 36: Removing Users

Users can be removed from Quality Manager in either the User Manager tab or
from a group that is selected in the left hand menu under the Group Manager.

In either case,

1. Select the checkbox or click on the user you must remove.
2. Click Remove in the toolbar.

3. Click Yes in the confirmation dialog box that appears to confirm permanent
user deletion.
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Removing a User Group

% Group Manager

1 —
u AL 0 1=

& Dashboard 4 | Root group
# ] Evaluations 4 | Copenhagen
] Questionnaires Pacos de Ferreira
] Reports 4 ] Dakar
-] Administration Sioni Bolnisi
1 ) ] Group Manager] 4 Gustemala City
& ﬁ Dakar ——
Breidatlik

I+

£ Haoatfia
a0 Guaternala City
g Copenhagen Feal Mallorca

4 Pretoria (2 T e )

4 | Hagétria

=

g Prague F 1'] Pretaria
S0 User Manager Willarresal
_l_n Interaction Types
Bl Audit Log

[ Role Manager
¢ SroreCARD Options
@ About

Figure 37: Removing a User Group

To open the Group Manager tab item click Group Manager in the left hand
menu.

1. Removing a user group can only be performed in the Group Manager tab.
Only an empty group (containing neither users nor sub-groups) can be
deleted.

2. Click the group to select it.
3. Click Remove in the toolbar.

4. Click Yes in the confirmation dialog box that appears to confirm permanent
user deletion.
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Important:
User groups are handled by the integration with the Genesysplatform
database.
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The Role Manager

)] Tooltips Off £ CcManager, CcManager (ccmanager) ,y“ Logout ] Messages

< Role Manager *

= = = .
3 » I add o Edit || | Copy & Delete (2 )

Q Dashboard ole escription
# (] Evaluations Agent View and send own evaluation feedback
'ﬂ" Customer Interactions CC Manager All non-administrative permigzions (and reset pazswords for own teams and sub-teams ...
® ] Questionnaires
C 3 C Manager - GLI  All non-administrative permissions (and reset passwords for own teams and sub-teams ...
® ] Reports
- " IT Administrator Update license, edit settings, reset all passwords
= ] Administration p ' g8 a
] ﬂ.j Group Manager Supervisor Plan, evaluate, view reports (and reset passwords) for own teams and sub-teams
£ User Manager Team leader Perform & manage evaluations and reports for own team
G4 Category
N Wrapup

.2 Interaction Types

El Audit Log
( 1 ! [ Role Manager '
.. 5coreCARD Options

@ About

Figure 38: The Role Manager

Although Quality Manager supplies a number of standard user roles (including
'Agent’, 'Team Leader', 'Supervisor','CC Manager', 'IT Administrator'), itis
useful to customize the permissions for each role, or create a new custom role
structure. Any user who has been assigned the permission Change roles,
add/remove permissions can modify user roles in Quality Manager.

1. Select Role Manager.

2. Click Add to create new roles or select a role from the list (the Edit, Copy,
and Delete actions require a role to be selected for them to operate). The
standard roles may be modified but not removed.

3. Click Edit to modify existing roles.

Click Copy to create new roles based on an existing role.
Click Delete to remove arole.

4. Click OK on the Edit User Role dialog to confirm changes.

Important:
The standard roles cannot be removed, but may be modified.
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Re-Defining User Roles

User Management

Role Manager *

o Tooltips Off Q’* CcManager, CcManager (ccmanager) ﬁ‘ Logout 4 Messages

[@ Add 7 Edt ) Copy © Dekete (‘1)

Role

Agent

CC Manager

CC Manager - GLI
IT Administrator

Description

View and send own evaluation feedback

All non-administrative permissions (and reset passwords for own teams and sub-teams only)
All non-administrative permissions (and reset passwords for own teams and sub-teams only}
Update license, edit settings, reset all pazswords

Plan, e'.ra_luate, vigw reports (and reset passwords) for own teams a ub-teams

Supervisor
l Team leader

Perform & manage evaluations and reports for own team 2

Edit User Role

Role Properties

Name  Team leader

Description | perform & manage evaluations

(3)
Available Permizsions e
Edit admin settings
Edit global templates
Edit interaction types

Edit license Add specific call to the evaluation

WView only own interactions Replace calls £
View all interactions < Evaluate agents

Create and modify questionnaires <= Create evaluation

Change roles, add/remove permissions =1 View team evaluations

Edit, delete, or create SpeechTags and Sp... View my evaluations

Aszsigned Permissions

s m View interactions of groups that can be ev... *

Manage assigned evaluations
B

m

View reporisigraphs

Figure 39: Re-Defining Use

oEcm =

r Roles

As an example, imagine that you wish to enable users with a role of supervisor to
create and modify questionnaires.

DN

Click on Team leader in the list of roles.
Click Edit to open the Edit User Role dialog box.
Modify the current permissions for the Team leader role.

Click on a permission (in this example: Create and modify

questionnaires) in the left window and move it over to the right window
using the >> button. Conversely, moving a permission from the right window
to the left using the << button removes this permission for this role.

5. Click OK to save any modifications and immediately apply these permissions

to all users who are

Quality Manager Administration Guide

assigned this role.
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Add
specific call
tothe
evaluation
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per-
missions
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Create
evaluation

Edit admin
settings

Edit
settings
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Important:

User Management

After modifying an existing role for the currently logged-in user, that user
will need to log out and back in for the new permission properties to be

enabled.

Allows the User To

Select and add a specific call recording to the evaluation. This feature is
only available if the user who planned the evaluation did not disable this
property.

Manage users, groups, and hierarchy for user's group and subgroups.

Edit and add remove user roles and assign privileges to the roles.

Create, modify and remove questionnaires.

Create single evaluation for groups which are on the group list
CanEvaluate (assigned groups). This permission is designed to only
allow users to create/plan an evaluation for themselves to complete for
their assigned groups. This permission will not allow evaluators to plan
evaluations for any other evaluators.

Edit system-wide settings (menu: Administration/Quality Manager
options).

Edit technical settings only. No access to business data (Manage
Wrapup, Category ).

By default in
Role

Team leader,
Supervisor, CC
Manager

CC Manager

CC Manager

CC Manager

Team leader,
Supervisor, CC
Manager

CC Manager

IT Administrator
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Per-
mission
Property

Edit closed
eval-
uations.
Re-open

Edit
interaction
types

Edit license

Edit shared
templates

Evaluate
agents

List Audit
events

Manage
assigned
evaluations

Password
reset

Password
reset (team
members
only)

Plan
evaluations
forall
groups

Administration

Allows the User To

Open an evaluation with the status Finished. This will change the
evaluation status from Finished to In progress, and allow users to edit
or modify the grading form.

Add/Rename/Delete interaction types.

Allows admin to upload or reload the Quality Manager license.

Edit shared templates - delete, rename shared templates, change type
from Shared to Private.

Execute prepared my evaluations, evaluate agents (My evaluations =
evaluations where I'm the evaluator).

List/Search Audit events

This permission allows users that have created evaluations to delete
evaluations they have created.

The right to reset user's password, but does not allow the user to edit any
other user parameters. Users with this right have read-only access to
user administration and see the whole user tree. Able to open User
Details, where everything except for the fields for resetting the password
will be read-only.

The right to reset team member's passwords, cannot edit any other user
parameters. Users with this right have read-only access to user
administration. The Root of the tree is the group that the user belongs to.
Open User Details, where everything will be read-only, except for fields
for resetting the password.

Plan evaluations for groups which are listed in the CanEvaluate list. This
permission is to allow evaluators to also plan/create evaluations for other
members (evaluators) of the groups assigned to that evaluator. This
limits evaluators from planning evaluations outside of assigned groups. If
evaluator is in the Belongs to group they may appear in the list of agents
to evaluate. For this evaluator to evaluate themselves from this planning
they must have the Self evaluate permission assigned.

Quality Manager Administration Guide

User Management

By default in
Role

Supervisor, CC
Manager

CC Manager

IT Administrator

CC Manager

Team leader,
Supervisor, CC
Manager

CC Manager

Team Leader

IT Administrator

Supervisor, CC

Manager

CC Manager
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Plan
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for own
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Self-
evaluation

Send
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View all
evaluations

View
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- agent view

View
graphs

View
graphs for
all groups

View my
evaluations
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Allows the User To

Plan evaluations for groups which are listed in the CanEvaluate list. This
permission is to allow evaluators to also plan/create evaluations for other
members (evaluators) of the groups assigned to that evaluator. This
limits evaluators from planning evaluations outside of assigned groups. If
evaluator is in the Belongs to group, they may appear in the list of
agents to evaluate. To evaluate themselves from this planning they must
have the permission Self evaluate assigned.

Replace a call in evaluations (enable the "replace call" button - will
replace a single call with another randomly selected call).

Delete evaluations created by ANY user

Plan and create evaluations for themselves and their own interactions.

Send evaluation feedback to the evaluator. Enables "Send Feedback" in

the agent view.

View all evaluations.

View their own evaluations in read-only form. This will also allow agents
to view the evaluation detail report and from the evaluation detail report
click the Interaction link and be directed to the read access only grading
form where the agent can view the grading form, listen to the call and /or
view the screen recording.

View reports and graphs of agents in associated teams only
(CanEvaluate) "assigned to supervisor"

View graphs for other groups and the whole call center. This permission
will over-ride group checks, the user will be able to see data of the whole

call center.

View evaluations (where the user is the evaluator). This should include
evaluations that the role (supervisor, team leader, ccmanager) has
created. They should not be able to see evaluations created by other
team leaders, supervisors, or ccmanagers.

User Management

By default in
Role

Supervisor, CC
Manager, Team
Leader

Team leader,
Supervisor, CC
Manager

CC Manager

CC Manager,
Team Leader,
Agent

Agent

CC Manager

Agent

Team leader,
Supervisor, CC
Manager

CC Manager

Team leader,
Supervisor, CC
Manager
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Per- Allows the User To
mission
Property

View team | View evaluation of agents in associated teams. View evaluations of

evaluations | agents which are in the user's CanEvaluate (assigned groups) group
list. This means the user can see all evaluations of the team they are a
member of and all evaluations of teams that they can evaluate. This is
also true for the group in which they belong. This permission will also
restrict the view of the evaluation detail report to the "assigned to
supervisor" groupings.

Table 7: Role Permissions Properties

Quality Manager Administration Guide

User Management

By default in
Role

Team leader,
Supervisor, CC
Manager
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User Management

Enabling Agent Self-Evaluation

88

A typical example of role modification is to enable agents to plan and perform
evaluations of their own performance (self-evaluations). By default, this is
disabled, so this Self-evaluation permission must be added to the agent roles in
Quality Manager as shown. Agents will now see the Evaluations menu item, but
only be allowed to plan and perform evaluations for themselves. See the Quality
Manager Agent User Guide for more information.

If some but not all agents are allowed to perform self-evaluations, it will be
necessary to create a second custom Agent role that includes this permission.

Role Manager *

CJ Tooltips Off &:‘: CcManager, CcManager (ccmanager) 3‘ Logout [d] Messages

Role Description
[Agent View and send own evaluation feedback ( 1)
CC Mananar Al non_administratice nermiesinne (and raest neeswnrds for nun teame and eoh teams I:lnh.f-}-'
Edit User Role *®

CC 15 only}
mA Role Properties
Sup L X X

Name | Agent Description | View and send own evaluation
Tea

Available Permissions Assigned Permissions

- Wiew only own interactions
Password reset ry
Add specific call to the evaluation
Password reset (team members enly) == P

View all evaluations

Replace calls
»
Send evaluation feedback
View reports also for all other groups

List audit events
View my evaluations
View reporis/graphs

View team evaluations

View evaluations - agent view

[Self—evalu ation

Figure 40: Enabling Agent Self-Evaluation

To Add Self-evaluations to the Agent Roles Navigate to Administration > Role

Manager

1. Select Agent from the Roles available

2. Click Edit

3. Select Self-evaluation

4. Click>
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5. Click OK
By default, Quality Manager does not include the results of self-evaluations in
reports and graphs, since these results are generally subjective in nature.
However, if self-evaluations are to be reported (for example if Quality Manager is
configured to only run self-evaluations), this setting can be changed in the
Application Options.
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Additional Options

A short tutorial to show the use of additional administrative options in Genesys
Quality Manager 8.1.50x for users with CC Managers or Administrator
permissions.

Interaction Types

< Interaction Types =

: o=

@ Dashboard Mame Type
= (] Evaluations call System
= (] Questionnaires e — System
® ] Repors . cvet

creen 'stem
= ] Administration ¥
Chat User

® (] Group Manager
£t User Manager Email User
_ AuditLog Registration User
|57 Role Manager

.+ Quality Manager Options
@ About

Figure 41: Interaction Types

Interaction Types define the types of interaction that Quality Manager can
process in evaluations and reports. The interaction types can be modified
(renamed) on the Interaction Types screen as required.

To add an interaction type:

1. Select Interaction Types in the left hand menu.
2. Click Add.
3. Type an interaction name in the Name field.
4. Click Save.
To Delete an Interaction Type
1. Select Interaction Types in the left hand menu. Select an interaction type to
delete.
2. Click Delete.
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Important:

The system interaction types, Call, Call+Screen and Screen cannot be

deleted cannot be renamed or removed.

To Edit an Interaction Type:

Additional Options

1. Select Interaction Types in the left hand menu. Select an Interaction type to

edit

2. Edit Click Add

3. Type an Interaction Name in the Name field.

4.

Audit Log

Click Save.

Figure 42: Audit Log

Quality Manager tracks all user interactions within the application by keeping an

CJ Toottips OFf /& CcManager, CcManager (ccmanager) &Y Logout [ Messages
< Role Manager Audit Log *
. ( 3 ) & Export IQ }e ect user ¥ || from 3| | to [E]=
St Nemerek " - =
e Dashboard N.| Event Date « Logged In User Description R..
# [ Evaluations 1 User login 25/09/2012 CcManager, CcManag User CcManager CcManager (ccmanager) o OK
Ij’ Customer Interactions 2 | User login 25/0%2012 CcManager, CcManac User CcManager CocManager (ccmanager) lo OK
® ] Questionnaires
v 3 Userlogout 25/0%201: Admin, Admin User Admin Admin (admin} logged out 0K
# ] Reports
= l'] Administration 4 User login 25/0%2012 Admin, Admin User Admin Admin (admin} logged in oK
e [L'] Group Manager 5 Userlogout 25/0%201: CcManager, CcManac User CcManager CcManager (ccmanager) lo OK
£ User Manager & User login 20/0%201: CcManager, CcManac User CcManager CoManager (ccmanager) lo 0K
'% Category 7 Reset passw 25/0%201Z CcManager, CcManag The password for user john smith (smith) we QK
L Wrapup % Adduser 2503201 CcManager, CcManag User smith john (john.smith) was added by C OK
—' e 9 User login 25/0%201Mz CcManager, CcManag User CcManager CcManager (ccmanager) o OK
o — AudtLog u logi 25092012 CcM CecM u Cch Cch [{ o OK
10 User login 5 z CcManager, CcManac User CcManager CcManager (ccmanager) lo
[ Role Manager 2 “ 2 2 2 22
2 ScoreCARD Options 11 User login 2009201z CcManager, CcManac User CcManager CoManager (ccmanager) lo OK
@Abgut 12 User login 25/0%/2012 CcManager, CcManag User CcManager CcManager (ccmanager) o OK
13 Edit user 25/0%2012 CcManager, CcManac User Kristyna Ceplova (kceplova) was editec 0K
14 User login 25/0%201: CcManager, CcManac User CcManager CcManager (ccmanager) lo OK
15 Userlogout  25/0%201: CcManager, CcManac User CcManager CoManager (ccmanager) lo OK

audit log. By default, this is only available to users with CC Manager status.

1. Click Audit Log and a list of the most recent events in Quality Manager
displays in the Audit Log tab.

2. Use the filtering options (user name, from and to date range, event type) to
reduce the list to relevant events.
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3. Alternatively, export all entries to an Excel (2007 and later) spreadsheet file
(-xIsx) for additional analysis.

Quality Manager Options

) Tooltips Off &% CcManager, CcManager (cemanager) &Y Logout ] Messages

£ ScoreCARD Options

EDe o

@ Dasnboard General Settings

® (] Evaluations

?) Customer Interactions (2 )Calculatmg method for non-applicable (N/A) answers: | Method 1: Use average value of all actual answers in the guestion gr ‘]
® (] Questionnaires ™
@ (] Reports

Records on a page:

2 ¢ Administration Custom week interval start: Monday v
# (] Group Manager Custom month interval start:
& Userllanager Notify agent on evaluation creation: Fl
=& Category
= Wrapup Include seff-evaluations in statistics:
4_‘n Interaction Types Prefer User Language Settings for Sorting:
BV Audit L
- Het-og Interactions max limit for count: 1000
£ Role Manager
_+¢ BcoreCARD Options
@About Integration Settings
Supervisor role equivalent: Supervisor
Agent role equivalent: Agent

Figure 43: Quality Manager Application Options

Quality Manager application level options (Call Recording application user login
etc.) can be viewed and modified by a user with CC Manager permissions in the
Quality Manager Options section of the Administration menu.

1. Click Quality Manager Options to open the Quality Manager Options
tab.

2. The Calculating method for non-applicable (N/A) answers setting,
controls how the N/A compliance setting for questionnaire answers is
calculated. These options are global for all questionnaires. Their purpose is
to assign a score to N/A answers that will be statistically non-significant,
neither unduly penalizing nor rewarding the agent for being given such an
answer. They have the following meaning:

+ Method 1: Use the average value (arithmetic mean) of all the submitted
answers in the question group to define the score for all non-applicable
answers (that is the score depends on which answers have already been
selected). This means that the score given to the N/A answers reflects the
agent's performance in the question group as a whole.

« Method 2: Use the average value (arithmetic mean) of all possible answers
for the question groups to define the score for all non-applicable answers
(that is the score does not depend on which answers have already been
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selected). This means that the score given to the N/A answers reflects the
average mark of all available answers in the questionnaire.

o Method 3: Skip the N/A answer (that is exclude this question from the final
group score, so N/A answers are ignored). In this case the agent will be
awarded a score of zero points for this question.

The Records on a page setting is a global count of how many list rows appear
on a single list page (for example the evaluation list). Increasing this number can
reduce the number of result pages, but also slow down page builds / refreshes.

The following two settings (Custom week interval start, Custom month
interval start) enable cultural time settings to be designated, for example in the
US, the first day of the week is Sunday, whereas in most of Europe it is Monday
(this can be specified in Custom week interval start).

Notify agent on evaluation creation notifies agents automatically that an
evaluation has been created for them. This allows them to follow the progress of
the evaluation and (if they are given the view report permission) to view the
results.

Include self-evaluations in statistics is switched off by default. Since self-
evaluations are subjective, including their results in statistics could affect results
considerably. However, checking this option will include self-evaluations in all
reporting.

The Supervisor role equivalent and Agent role equivalent options enable
the user to map these two roles in Quality Manager (agent and supervisor) to their
two equivalent roles in Genesys Configuration Manager when integrating the
agent databases.

3. Ensure that all details are correct before saving changes.
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Quality Manager Administrative Options

|5 Tooltips On | 2 Admin, Admin (admin) &Y Logout [ Messages
i

Ly »

E -] Administration A
£ User Manager
L Category
Lt Wrapup
@ About
o _/

Figure 44: Quality Manager Administrative Options

The following settings are only available to Call Center Administrators by default,
when logging in with a Quality Manager Administrator account.

Categories and Wrapups are described below. The User Manager has already
been described for Call Center Managers in the section The User Manager, and
is provided here as a convenience for administrators. However, in the
administrator interface, this is a limited form of the User Manager, only allowing
the Quality Manager administrator to reset passwords for users, but not change
or view any other settings.
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Category Management

- Tooltips On | 2% Admin, Admin (admin) &% Logout [] Messages

<« wrapup *| category

. — = =
“@ 2 )

= ] Administration Category
£ User Manager

New Starters

o 4 Category Congon staTT T
\ Cancel

=V
e rapup Prague Staff
@ About

Figure 45: Category Management

Quality Manager Categories are used for classifying agent calls during
evaluation. This allows you to search for particular groups such as new starters
that need greater supervision.

1. Click Category to view, add and remove category records.

2. Use the Add and Remove buttons (if available, or double-clicking on an
existing category to edit it).

3. Click save to save the new category.

Category names must be unique within the application.
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Wrapup Data

«!|||| wrapup

O -=x )
=2 |_J Administration = Wrapup Data Wrapup Description <
£ User Manager Sale completed This call will map to sales order ID number
_l Catego Call abandoned - no sale after close This call abandened after unsuccessful closee and objection handling
Call abandoned - unsuccessful trial close This call abandened after customer did not wish to be told about product

Call abandoned - customer unsuitable for product This call abandoned because customer did not meet product use criteria
Calback needed Decision maker not at home:

Hang up Customer hung up

Abusive call Customer abusive

o Save Cancel

Figure 46: Wrapup Data

If Quality Manager has access to call wrapup data (text entered by an agent at the
end of a call) then this data is available for further categorizing and filtering calls.
This allows a manager to isolate all the successful calls or unsuccessful calls and
treat them differently. For instance if an agent has a lot of calls with "no sale after
close" then it can highlight how the agent needs to be trained. The Wrapup
manager allows an administrator to manually enter wrapup data along with a
description, enabling Quality Manager to recognize and filter this data when
searching for agent calls.

1. Select Wrapup.

2. In asimilar manner to the categories above, use the Add and Remove
buttons (if available, or double-clicking on a wrapup record to edit it) to
manage Wrapup records. Again, each wrapup data record has to be unique
within Quality Manager.

3. Click Save or double click the wrapup Data to save.
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About Tab

Administration

= ] Administration
£ User Manager
:3 Category
. Wrapup

« About

2%k | Product info

Version:

Build:

Product License

Product Name

Product Version

Owner

Issue Date

Expiry Date

License Type

State

Activation Key

Waximum Allowed Users
Waximum Allowed Users [warning]

Upload License

8.1.492

111018_2318

Quality Manager

48

Zoom Doc

Mon Jan 10 00:01:00 GHT+100 2011
Sat Dec 31 23:59:58 GHT+100 2011
EXTENDED_EVALUATION

oK

100

100

Browse. Upload License File ]

Figure 47: About Tab

Additional Options

- Tooltips On | 2% Admin, Admin (admin) &% Logout [] Messages

1. The About tab displays information about the currently installed Quality
Manager application, including version information, product license details

and an upload interface to install/activate a new license.

2. Avalid Quality Manager license is required immediately after Quality
Manager installation in order to unlock the product (only a ScoreCARD
administrator can log in to an unlicensed instance of Quality Manager). See

the Quality Manager Administrator Guide for more details.

Quality Manager Administration Guide
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7 Request Technical Support

Technical Support from VARs

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

Technical Support from Genesys

If you have purchased support directly from Genesys, please contact
http://genesyslab.com/support/contact Genesys Technical Support.
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