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S Genesys

Preface

Welcome to the Genesys Skills Assessor 8.1.1 Administrator Guide. This User Guide has
been designed to walk the user through how to use and navigate the Skills Assessor
application.

This document is valid only for the 8.1.125 releases of this product.

Note:  For versions of this document created for other releases of this product, visit
the Genesys Technical Support website, or request the Documentation Library
DVD, which you can order by e-mail from Genesys Order Management at
ordermanegenesyslab.com

For information about related resources and about the conventions that are used in this
document, see the supplementary material starting on page 6.

About Genesys Skills Assessor

Genesys Skills Assessor allows companies to use a combination of online
tests, self assessment, and observational feedback to assess the level of agent
skills across their contact centre. Agent skill levels are stored in a central skills
database and can be combined with performance data from legacy systems, for
example, CRM sales data, Learning Management System courses and so on.

Centralizing agent skills information allows contact centers to build a skills
DNA profile for each agent to identify:

e What are the must have and nice to have skills for each job type.
e Who really knows what across the contact centre?

e Who has what skill and skill levels?

e Who requires what type of training and when.

5 Genesys Skills Assessor 8.1 @
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Preface Intended Audience

Skillsroute enables companies to create and manage multiple agents, skills,
and skill level in Configuration Manager. Skill assessment results exported
directly from Skills Assessor can be used to optimize multi-skilling and call
routing, to ensure that the customer is always presented to the most
knowledgeable agent available.

Intended Audience

This document is primarily intended for system administrators or other individuals
who install Genesys Skills Assessor.

Making Comments on This Document

If you especially like or dislike anything about this document, feel free to e-mail your
comments to Techpubs.webadminegenesyslab.com.

You can comment on what you regard as specific errors or omissions, and on the
accuracy, organization, subject matter, or completeness of this document. Please limit
your comments to the scope of this document only and to the way in which the
information is presented. Contact your Genesys Account Representative or Genesys
Technical Support if you have suggestions about the product itself.

When you send us comments, you grant Genesys a nonexclusive right to use or distribute
your comments in any way it believes appropriate, without incurring any obligation to
you.

Contacting Genesys Technical Support

If you have purchased support directly from Genesys, see the Contact Information on
the Tech Support website. Before contacting technical support, refer to the Genesys Care
Program Guide for complete contact information and procedures.

Related Documentation Resources

The following resources provide additional information that is relevant to this software.
Consult these additional resources as necessary.

» The Framework 8.0 Configuration Manager Help, which will help when using
Configuration Manager.

6 Genesys Skills Assessor 8.1 @
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Preface Document Conventions

» The Release Notes and Product Advisories for this product, which are available on
the Genesys Technical Support website at http://genesyslab.com/support.

Genesys product documentation is available on the:
» Genesys Technical Support website at http://genesyslab.com/support.

Document Conventions

This document uses certain stylistic and typographical conventions—introduced here—
that serve as shorthand for particular kinds of information.

Document Version Number

A version number appears at the bottom of the inside front cover of this document.
Version numbers change as new information is added to this document. Here is a sample
version number:

42gp_icg_aspect-wfm_08-2010_v4.2.001.01

You will need this number when you are talking with Genesys Technical Support about
this product.

Screen Captures Used in This Document

Screen captures from the Configuration Manager graphical user interface (GUI), as used
in this document, may sometimes contain minor spelling, capitalization, or grammatical
errors. The text accompanying and explaining the screen captures corrects such errors
except when such a correction would prevent you from installing, configuring, or
successfully using the product. For example, if the name of an option contains a usage
error, the name would be presented exactly as it appears in the GUI; the error would not
be corrected in any accompanying text.

Administrator Guide 7
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Chapter

1 Administrator Guide

Overview

This Administrator Guide will walk you through how to administer Skills Assessor from building
the hierarchy to creating assessments and viewing the results.

Logging On

When you first access the application you will be presented with a screen similar to the one below
(the format of the actual screen will depend on whether this has been customized).

Enter the unique log on and password and click on ‘Continue’.

= Genesys Genesys Skills Assessor

Welcome
Ta login, enter your User Name and Password below

9 Genesys Skills Assessor 8.1 @



Chapter 1: Administrator Guide Logging On

The administration screen will be presented after logging in, similar to the example below. The tabs
available will depend on what has been defined in the user role template and this will be explained
in more detail later in the document. In the example below this user has been configured to Manage
Assessments and also take assessments as a User and therefore has those two tabs available. The
Tabs at the top of the home page are customizable and additional ones can be created.

An Administrator usually has full access to Skills Assessor which could also include user (or agent)
permissions, as per the example below.

Genesys Skills Assessor

£ Genesys

Hello, Gerry Cafolla

B EE—
o
My' Developrment \

My Development

( Repaorts Y"\ Manage Groups & Users Y"‘ Systemn Setting: ' Manage Assessments ) L .. \".

Assessments (by Group) | Assessments (by Datel | Feedback on other users (31 |

Insurance Knowledge

Expand or reduce the
window to view the

available

functionality

http:localhostySkilsAssess/Default asp=?TabID=084

The right hand side window is expandable to show the functionality (or widget/s) associated to the
tab. In the above example the tab open is My Development which has the My Development widget
associated with it.

The application has been developed to allow the user the flexibility to individually customize their
home page.
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Chapter 1: Administrator Guide

Manage Hierarchy

Manage Hierarchy

If the hierarchy is maintained through integration into a HR system or by importing data, there will
be no requirement to manually make any changes as this will be managed automatically.

Select the “Manage Hierarchy’ option to create and manage the hierarchy. The hierarchy structure
automatically gives visibility of any subordinate assessment results in the ‘Report” widget.

The top position in the hierarchy cannot be deleted, however additional positions can be created and
inserted into the hierarchy by right clicking on the position and then dragging it to under the new

position.
£ Genesys Genesys Skills Assessor
Iy Develaprment Y\‘ Reports N

Manage Users & Hierarchy

Manage Groups & Users

X X hg
' System Settings  \  Manage Assessments |

Refresh L2 ¥ Manage Groups

E cEeo
Eob Andrews

El  Contact Centre Training Manager
Peter Ardon

[l Contact Centre Tearn Leader - Green Team
Frankie Davies

Green Team Agent
Bob Baxter

Green Tear Agent
Jane Doe

Green Tearn Agent
Helen Jackson

Contact Centre Tearn Leader - Blue Team
Thomas Anderson [+2 others]

Director of Customer Communications  Experience
Carly Maplin

Adrninistrator
Havley Binns

[search for user. |
2 3 Pagelof3, items 1 to 10 of 27
LoginID First Marne
Tanderson Thomas
bandrews Bob

||| pardon Peter
bbaxter Bob
Hayley Hayley
dbraun Dirk

Anderson

Apndrews
Ardon
Baxter
Binns

Braun

Add stuff...

% Manage Roles & Widgets

Define the structure of your organisation

and manage the users within it

¥ Remove

¥ Reset Tests ~

To create a new position, right click on a position in the hierarchy and select ‘New Position’.

Administrator Guide

Manage Users & Hierarchy

B CED
Bob Andrewes

= Renarne
2 Remove position
Edit user details
Refresh
lane Doe

n Tearn

11



Chapter 1: Administrator Guide

The position will then appear in the hierarchy.

Manage Hierarchy

£ Genesys

My Development | Reports Manage Groups & Users

Manage Users & Hierarchy

Systemn Settings

Manage Assessments

Genesys Skills Assessor

Hello, Gerry Cafolla ogout

add stuff

E ceo
Bob Andrews

[ Contact Cenitre Training Marnager
Peter Ardan

B

Users in position Hew position
Lagin ID

Mo records to display

First Name

Contact Centre Tearn Leader - Green Team
Frankie Davies _ | [search far usgrl ~
I Green Team Agent 2 3 Pagelof3,items1tol0 of 27
Helen Jackson
First Mame
Contact Centre Tearn Leader - Blue Tearn
Thomas Anderson [+2 others) Tandersan Thomas Anderson =
Director of Custorner Comraunications / Experience BT Ced SRS
Carly Maplin pardon Peter Ardon
Adrninistrator bbaxer Eob Bater
Hayley Binns Hayley Hayl ey Binns
Unassigned users dbraun Dirk Eraun
Dirk Braun |+ others] idl | fagall [l

Right click on the new position and the option is then available to rename the position.

Manage Users & Hierarchy

© Genesys Genesys Skills Assessor
Hello, Gerry Cafolla Logout
My Developrent  \  Reports Marage Groups & Users | Systern Settings | Manage Assessments | (@ .\ 4dd stuff

| lUsers in position New position
= cio m ition N iti
Bob Andrews LoginID
- Mo records to display,
E  Contact Centre Training Manager
Peter Ardon
ition
Fran| ¢ Rermove position _ | [pearch far user:
B ?E\E Edit user details 2 3 Pagelof3 itemsltollof 27
el
efresl oginID
. Refresh Login 10
o m
Thamas Anderson [+ 2 athers] Tanderson Thomas Anderson
Directer of Custorner Communications / Experience TS Celb CRETEE
Carly Maplin pardon Feter Ardon
Adrministrator ||| epaer Bob Baxter
Hayley Binns Hayley Hayley Binns
Unassigned users dbraun Dirk Braun
Dirk Braun [+8 others] hal Pagall =

12
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Chapter 1: Administrator Guide Manage Hierarchy

To assign a user to the new position click, first highlight the position and then right click on the user

selecting ‘Add to position’. This will assign the individual to the new position.

£ Genesys Genesys Skills Assessor

"

add stuff...

.
| System Settings | Manage Assessments

| Reports

My Development Manage Graups & Users

& options T Refresh

Manage Users & Hierarchy

B

CEO Users in position New position ~

Bob Andrews LoginID First Mame
X Mo records to display.
Contact Centre Training Manager
Peter Ardan
i
Contact Certre Tearn Leader - Green Tearn =
Frankie Davies Tandersan Thomas Anderson ~
Green Team Agent bandrews Bob Andrews 3
Boh Baxter
pardon Peter Ardon
Green Team Agent bbaster Bob Baster
Jackie Button (+1 other]
Hayley Hayley Binns
L
B Green Team Agent dbraun Dirk Braun
Helen Jackson L
Contact Centre Tearn Leader - Blue Team g Add to position
Thomas Anderson (+2 others) i - Exifellla
Lacate in hierarchy
fidav ie Davies
Director of Customer Cormmunications f Experience
Carly Maplin [se]| Jdee Jane Doe | )

The hierarchy is usually created prior to receiving the application; however this will have to be
maintained.

Any new users can be created manually and then assigned to the relevant position(s) in the hierarchy.
If there are any structure changes these can be amended in the hierarchy and then the users assigned
to the positions.

If any new positions need to be created and slotted into an existing structure, this can be amended by
creating the position and then clicking on the existing position and dragging it on top of the new

position. The hierarchy will automatically be amended to include this new position.
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Chapter 1: Administrator Guide Creating and Managing Users

Creating and Managing Users

If the hierarchy is maintained through integration into a HR system or by importing data, there will
be no requirement to manually make any changes as this will be managed automatically.

There are two options when creating a new user. If creating a new user to assign to a new position,
then first create the new position and then right click and select “Edit user details’. This will allow

you to create a new user and automatically assign them to the position.

Manage Users & Hierarchy

& Genesys Genesys Skills Assessor
Hello, Gerry Cafolla Logout
My Development Y".‘ Reports Manage Groups & Users \:‘-, Systern Settings Y‘-‘ Manage Assessments L@\ sdd stuff...

# Options T Refresh Lo

Contact Centre Team Leader - Green Team
Frankie Davies

A [Users in position New position
LoginID

First Narme

Green Tearm Agent o records T display.

Bob Baxter

Green Team Agent
Jackie Button [+1 other)

Green Tearn Agent

Helen Jackson

Tanderson Thomas Anderson -~
Contact Centre Tear Leader - Blue Team P—— - J— )
Thomas &nderson [+2 others) 1
pardon Peter Ardon
Bl - .
Directar of Customer Communications / Experience Ll . —
Carly Maplin
Hayley Hayley Binns
Adri News Pasition
dhbraun Dirk Braun
Hayle Renarmne 3

Cafalla

R positi
¥ Remave pasition demo Gy
Archived @‘E’ “D fdavies Frankie Davies
ampty Refresh = Jane Doe i

3|

If creating new users only, then right click on the unassigned user’s position and select Edit user

details.

Manage Users & Hierarchy

[~ Line Manager
I Firstname Surname

[Ey Top Level Position|

Support Manager
; empty

Right click on the
unassigned users to

create new users.

L Archived users

empty

14 Genesys Skills Assessor 8.1 @



Chapter 1: Administrator Guide Creating and Managing Users

If creating a new user to associate to a position then the example below will be presented. There will
no unassigned users listed as these will only be presented when creating a new user through the

unassigned user position in the hierarchy. Click on ‘Create New User’.

£ Genesys Genesys Skills Assessor
Hello, Gerry Cafolla Logout
My Development | Reports Manage Groups & Users | System Settings | Manage Assessments | (D) .. | add stuff

Refresh

Manage Users & Hierarchy # options T

&, Genesys Skills Assessor = |LEx ,1

(D Create Mew User

Dirk Braun
Bernard Downes
User 28 New
User 33 New
Charlie Pugash
Theresa Ricky
Dee Ross

John Smith
Danny ¥allace

Click on “Create New User’ and a message will be presented to confirm that a new user is being
created.

Click on ‘OK’ to continue.

Administrator Guide 15
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Creating and Managing Users

£ Genesys

Manage Groups & Users

My Development  \  Reports

‘\.‘ Systern Settings

' Manage Assessments

Genesys Skills Assessor

Hello, Gerry Cafolla Logout

(0.

Add stuff...

Manage Users & Hierarchy

&, Genesys Skills Assessor =0 e

(D Create Hew User "The page at http:/flocalhost/ says:

Dirk Braun Are you sure you want to create a new user here?

Bernard Downes
User 28 Mew
User 33 Mews
Charlie Pugash
Theresa Ricky
Dee Ross

John Smith
Danny Wallace

Cancel

Javascript:__doPostBack{newliser,")

A template will be presented as per the example below.

Enter the information as required and select ‘Apply’ to save the new user details.

£ Genesys Genesys Skills Assessor

My Development ' Feports Manage Groups & Users | System Settings | Mansge fssessments | @) o add stuff..

Manage Users & Hierarchy

= Genesys Skills Assessor

(@) Create New User Edit User Details

| Assign Assessments

Dirk Braun Login ID luserss ] fad
User 29 New

User 37 New Function |

User 38 New

Charlie Pugash Departrnent l:l

Theresa Ricky Lacation | E
Dee Ross il E
Danny Wallace Ermail |

Validating system: [ gpillsassess ||

Mew Password

Confirm Password

HH

Isuser archived? [ v
Revert {|

hittp fflocalhost/SkillsAssess)Auth/Logout. aspi

The newly created user will then be visible within the unassigned user list in the left hand side

window available to be assigned to a position.
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Chapter 1: Administrator Guide Hierarchy Import Functionality

Hierarchy Import Functionality

Organizations can now import their organisational hierarchy directly into Skills Assessor using the
‘Import Hierarchy’ widget.
First select the file that contains your Hierarchy information. This should be in either a .csv or .xls

file. Please note that .xlIsx is not supported by the application.

Import Hierarachy

Please click browse and locate the file you wish to upload and then click Upload file to begin the import
process

File: | Browse... |
Upload File |

Once the file has been uploaded, map the user fields to those required by selecting the relevant fields

from the drop down menus.

Import Hierarachy & Options T Refresh

Selected File: Copy of People Listing Repert - Land D
110411v2 xls ==

»

User Hierarchy field Mappings

Please select the columns frem you data source which hold the data for fields specified below:

Pasition ID field: Please select =]
Fosition Description figld: Please select E|
Line Manager field: Please select lz‘
User Password Please select IE‘

User field Mappings
Please select the columns frem your data source which hold the data for the user fields in skills assess:

User Field Field to Map

m

Employee ID Please select |E|
Last Name Please select Iz‘
First Name Please select Iz‘
User name Please select |z|
Skill Please select [~]
Site Please select Iz‘
Line Manager 1 Please select |z|
Line Manager 2 Please select Iz‘
Line Manager 3 Please select |E|
Import|
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Chapter 1: Administrator Guide Hierarchy Import Functionality

When you are happy with your selections click the import button. The import process will then begin
and you can monitor its progress. Upon completion the status will change to Complete.
The hierarchy can now be amended within the ‘Manage Users And Hierarchy’ widget.
As part of the import process individuals will automatically be assigned to User Roles (see Manage

Roles & Widgets). Any individual who has a subordinate will also be assigned to a Manager Role.

18 Genesys Skills Assessor 8.1 @
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Managing User Permissions

User permissions and therefore what functionality is accessible is specified and managed in the
‘Manage Roles & widgets’ widget.

In the example below the ‘Manage Roles & Widgets” widget is available from the Manage Groups &
Users tab. Expanding the functionality or Widget window allows visibility of what other
functionality is available.

In this example there are 5 Roles and additional roles can be created if required.

Against each role is a visible count of the number of users and widgets associated to the role.

Genesys Skills Assessor

= .
= Genesys
Hello, Gerry Cafolla Logout
\ —
My Development | Reports Manage Groups & Users | Systern Settings Manage Assessments & @ ..\ add stuff...
# Options = Refresh (2M 3 Manage Groups -~

Manage Roles & Widgets

. N
List of rales User Widget Users '\ ‘idgets \ Template Tabs
Count Count \

Usersin role: Manage the roles within your arganisation, W
and define which widgets are visible to each

rale -

Assessment Designer

Click on the required

3
0 1
Manager 7 4
Test a 2
3

e R Widget to view the

Logn r— functionality and
Tandersan Thornas . .

po— information.

pardon Peter

bbaxter Bob Baxter

Hayley Hayley Binns

dbraun Dirk Braun ba

Administrator Guide
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Chapter 1: Administrator Guide Defining, Creating and Managing Roles

Defining, Creating and Managing Roles

The next pages will demonstrate how to create and manage the User role, which is the same for each
role.

By selecting the ‘User’ role, any users associated will appear in the ‘Users’ window.

£ Genesys' Genesys Skills Assessor

Hello, Gerry Cafolla Logout

.
. Reports Manage Groups & Users | Systern Settings | Manage Assessments | @ o | sdd stuff

My Development

Manage Roles & Widgets # Gptions T Refresh L2 ¥ Manage Groups

p— <
List of roles User Widget { s Widgets |\ Terplate Tabs
Count Count \ \ \
sers in role User Manage the roles within yaur organisation,

Adlrinistrator B 16 LoginID e L and define which widgets are visible to each
bbaxrer Baxter role E_S—

Assessment Designer ] 1 =
derna Gerry Cafolla

Manager ! 4 fdavies Frankie Davies H Remove

Test 1}

2 Triee Jane boe
N = S S Search | FETaTChy—-

¥ Manage Users & Hierarchy

3 Reset Tests

search for user:
User Fage 1013
First Marne Last Mame
I H hornas Anderson
Se eCtIOn bandre: Bob Andrews
- pardon Peter Ardon
window
Hayley Hayley Binns
dbraun Dirk Braun R

A TR
Search ‘-..‘ Hierarchy

Search for user:
23 Pagelof3

>

Login [T First Marne Last Name

md uzer(s)
bandrews Andrews
__EMn hierarchy

pardon Ardon n
bhaxter Bob Banrer
Hayley Hayley Binns
dbraun Dirk Braun hd

Additional users can be assigned by clicking on the individual in the user selection window and then
right click and select *Add selected user(s)’. Once the user has been selected they will appear in the

‘Users in role” window.
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Chapter 1: Administrator Guide Defining, Creating and Managing Roles

There is also a search facility to quickly select the individual rather than having to go through each
page to find them manually.

Enter the name of the individual to be selected in the search box and then click on ‘Go’.

A TR
Search '\ Hierarchy
— y

Pagel of3
LoginID First Marne Last Name

Tandersan Andersan =

bandrews Bob Andrews

pardaon Peter Ardon

bbaxter Bob Baxter

Havley Havley Binns

dbraun Diirk Rraun [ﬂ
AN

A TR
Search  \ Hierarchy
h 1

Search for user: |doe

5]

Login ID First Narme Last Marme

jdoe Jane Doe

A list of possible individuals will then be presented to select from. There is also the option to search

for a user in the hierarchy. Right click on the individual in the bottom window and select ‘Find user
in hierarchy’.

X *
Fearch  \ Hierarchy

Search for user: doe

Login ID First Mame Last Marme

Add selected user(s)

muserin hierarchﬁ

Visibility is immediately given of where the user is situated in the hierarchy in the user selection
window, as per the example below.
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| Search ] Hierarchy

CECQ [~

Bob Andrews

Contact Centre Training Manager
Peter Ardon

Contact Certre

Frankie Davies

Green Tearn Sgent
Helen lackson

— i N I i T 1 | i T

Widgets

There are 34 widgets available:

22

About — Displays the about screen for the application.
Admin Reports — There are 3 administrator reports currently available:

o User Result Detail — this will report the user results by assessment down to question level
with the option to export the information.

o User Feedback Response Percentages — this will report the percentage of users who selected
which criteria

e Question Response Summary — gives an overall summary by assessment at question or
criteria level, of what percentage of users selected which answer or rating

Branding — used to change the branding on the application e.g. color and logo.
DNA User Field Mapping — Map user fields to DNA filters.

Feedback Deployment Model — this allows feedback models to be created, for example, “Self
& Manager’, *Self, Manager & Peers’ and so on. A feedback assessment is created using one
of the feedback models once it has been assigned to a user and it will automatically assign the

assessment to the *‘model” such as manager or peer.
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e Feedback Results Report — this report displays how individuals or combination, (manager

and individual) have rated themselves against specific criteria.
e Import Hierarchy — Import user details and organisation structure.
e Import KPI Data — Import KPI data to be used within SkillsDNA and SkillsAnalysis.
e Job Role Mapping — Map agents to SkillsDNA Job Roles.

e Knowledge Nudge Report — this reports on the time and usage of Knowledge Nudges.
Knowledge Nudges are reading material associated to specific assessments and a user has to

access the Knowledge Nudge before taking the assessment.

e Licensing — gives visibility of the license information which includes the number of licences

and the expiry date.
o Manage Assessments —this is where the assessments are created, edited, deleted and assigned.
e Manage Certificates — create certificates to attach to assessments.

e Manage DNA Blocks — Create and edit SkillsDNA blocks, representing Job Roles or

components of those roles.
e Manage DNA Components — Create and manage DNA Components.

e Manage Groups — Groups are created in Skills Assessor for the purpose of managing which

assessments specific groups of users are required to take.

e Manage Roles and Widgets —This widget is similar to security permissions. Depending on the

role and the widgets associated to that role, will define what a user has access to.

e Manage System Settings — This widget is used to create the user fields for all users, such as
first name and surname. It also defines the field mappings (what the system will expect the

user to login with) and manage additional non-standard widgets.

e Manage Users and Hierarchy — used to define the structure within the organization e.g.

positions and associated users. The hierarchy defines who has what reporting visibility.
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e My Development — this gives visibility and access to any assigned assessments.
e Reset Tests — Reset User Tests.

o Skills Analysis — allows correlation analysis using imported data and assessment results to
identify what skills are driving performance. Select the *‘Widget’ tab to display the
functionality or widgets associated to the role.

o SkillsRoute — Transfer agent and skills data to Genesys from an excel spreadsheet file.
e Top DNA Agents — Show the top agents and compare one agent against another.

e Update Routing Skills from DNA — Link routing Skills to DNA, to allow updating of Skill
data from calculated DNA values.

e Update the DNA Cube - Process and update the data in the DNA Data Warehouse.

e User Results Report — allows access to users’ assessment results at an individual level, or at

manager level the ability to view team results.
e View Filtered DNA — View DNA across your organisation, filtered in various ways.
e View User Certificates — View and print your completed certificates.
e Your DNA Mapping — Show the DNA mappings for the current user.

e Manage Knowledge Nudges — Used for creating, editing, deleting, searching and previewing

knowledge nudges.

e Manage Learning Items — Used for creating, editing, deleting, archiving and associating

learning items with DNA components.

An additional ‘Messaging Log’ widget may also be present depending on whether the Skills Assessor

Email Notification Service has been enabled.
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To add additional widgets to the role click on “Widgets’ in the widget selection box.

£ Genesys Genesys Skills Assessor

My Development | Reports Manage Groups & Users | System Settings | Manage Assessments | (@) o | add stuff

Manage Roles & Widgets # Options T R

List of roles: User Widget
Count Count

I
Administrator 3 18 SElect the

. My View your progress through the assessments that have been assigned to you, and
Assessment Designer 0 1 I d Developrment | take anythat are outstanding
Manager 7 4 ro e an Reports Report on individual orteam scores
Feedhark
Test E i z then CI iCk Reportto display Feedback =

- Admin Reporrs Administration Repors
on Widgets. Bl pe——

Feedhack Models Define Feedback

Feedback Report | Reportto display Feedback

o edge Mud
nowledas MUOEE oo on time and usage of Knowledze Nudge

Report
kPl Dashboard Dashboard view of results
Licensing View and update your licensing information v

Right click on the required widget and select *‘Add to role’. This will then be available for any users

to access who are associated to the role.

Users Widgets ‘-,\ Template Tabs

idgets in role User

— 5]

My “iew your progress through the assessments that have been assigned to you, and
Development | take any that are outstanding

Reports Reportonindividual or team scores

Feedback
Reportto display Feedback P

Add torole aranding

Feedback Models Define Feedback

Feedback Report Reportto display Feedback

Enowledze Hudge
2 2 Report on time and usage of Knowledge Nudge

Report
KRl Dashboard Dashboard view of results
Licensing Yiew and update your licensing information ha
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Template Tabs

The template tab is used to define the view that the user is presented with after logging on to the

system.
In the User example below anyone associated to that role will automatically have two widgets

displayed in their home page:
e Reports — with the Report widget displayed

e User — with the individual’s assessments visible.

The widgets associated to the role, as per the example on the previous page, are visible in the Widget

selection box.

£ Genesys Genesys Skills Assessor

Logout

Hello, Gerry Cafolla

~
T Systern Settings | Manage Assessments | G Aadd stuff

Wy Developrent | Reports Wanage Groups & Lisers

# options T Refresh

Manage Roles & Widgets

. y
tistofroles Hser widget Users ' Widgets | Template Tabs |
Count Count A

Filte Temnplate tabs in role

Administrator 18 [ FRight-click here to add a new template tab...
Bl Reports

Assessment Designer

Reparts

Manager

Test Development

3
o}
7
o}

p
Repars Report an individual or ream scores
Widget selection box | ¢ [ seseno susrorresiuas
\
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Template Tabs

Example of what a user would be presented with based on the template above.

£ Genesys

ERRTRT)

My Development

Assessments (by Group)

 Assessments by Date)

Genesys Skills Assessor

To create an additional tab in the user template, right click on the “right click here to add a new

template tab” and click on ‘New Tab’.

£ Genesys

Hello, Gerry Cafolla Logout

My Development ' Reports Manage Groups & Users | System Settings

Manage Roles & Widgets

List of rales: User Widget
Count Count

I i

Administrator 3 16

Assessment Designer Q 1

Manager 7 4

Test [} 2

| Manage Assessments

\ Reports N\ User N @ .

Users

{ Widgets T Template Tabs

Genesys Skills Assessor

Add stuff..

# Options T Refresh

My Developrment

Reports Report on individual orteam scores
Feedback

R rtto display Feedback
Report eport to display Feedbac

“iew your progress through the assessments that have been assigned to you, and
Development | take any that are outstanding
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A new template tab will appear.

= _ .
£ Genesys Genesys Skills Assessor
Hello, Gerry Cafolla Logout
My Developrent ' Reports Marage Graups & Users | Syster Settings |\ Manage Assessments  \ Reports | User | @ . £dd stuff

Manage Roles & Widgets

# Options

List of roles: C“Wt V;‘dgetf Users '\ Widgets Template Tabs
°“” oun (=T FighE-chick Fiere to sdd 5 e terplate fab.., ’
ilte
Report
Adrministrator 3 18 B Feports
Reports

Assessment Designer Q 1

E User =
Manager 7 4 4 Development
Test 0 2

Wy ‘iEw your progress through the assessments that have been assigned to you, and
Development | take any that are gutstanding

Reports Report on individual or team scores
Feedback

Report to display Feedback
Repart eport to display Feedba)

Double click on the new template name to rename the template tab or right click and select ‘Rename
Tab’.

S Genesys Genesys Skills Assessor

My Development | Reports Manage Groups & Users | System Settings | Manage Assessments | Reports | User | (@ . add stuff

Manage Roles & Widgets

# Options T Refresh

petefreles e e Users | Wridgets | Template Tabs |
w” o [T Right-chick Fiere o sdd 3 new template tab. =l

Adrinistrator 3 18 [E] Reports
. Reports
Assessment Designer ) 1
[E User 3
Manager 7 4

Test a 2

Py Wiew your progress through the assessments that have been assigned to you, and
Development | take any that are outstanding

Reports Repart on individual orteam scores

Feedback

Ri reto display Feedbarck
Repar =part to display Feedbac)
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Select the widget to associate to the new tab by right clicking on the widget and selecting “‘Add to

tab’.

£ Genesys' Genesys Skills Assessor

Hello, Gerry Cafolla Logout

( Reports | User | @ .\ Add stuff

Wanage Graups & Users | Manage Assessments

Iy Development

\ System Settings

. Reports

# Options T Refresh

Manage Roles & Widgets

-
st of roles User Widget Users ' Widgets 1 Templste Tabs |
Count Count A \
Ternplate tabs inrole:
Right-click here to add a new ternplate tab...
Administrator 3 18 B R F
[ Reports
Assezzment Designer Q 1
Reparts
Manager 7 4 & User
Test [

H My Develaprent =

Description

My Wiew your progress through the assessments that have been assigned to you, and
Development | take any that are outstanding

Reports Reporton individual orteam scores

- ( Add to tab

To set the associated widget as mandatory and therefore not possible to delete, right click on the

widget and select Toggle mandatory status.
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Create New Roles

To create a new Role, right click on an existing position and select ‘New Role’. There is also the
option to ‘Rename’ the position or ‘Remove the Role’.
Once the new Role has been created, users and Widgets can then be associated and a template

containing the widgets can be created.

£ Genesys Genesys Skills Assessor
Hello, Gerry Cafolla Logout
¥ Y ¥ ¥ Y =y
My Developrment  \  Reports Manage Groups & Users 'g\ System Settings |\ Manage Assessments  \ Reports O\ User @ ..\ add stuff..
Manage Roles & Widgets # Options T Refresh
Histafroles: o wiidz Users ' Widgets | Template Tabs \
oun our \
Terplate tabs in role: A
Admministrator F 16 [E] Right-click here to add a new termplate tab...
[E Reparts ]
Azszessment Designer [ 1 Bl
Reports
Manager 7 4 [ User
Test 0

H Wy Development v

Widget Description

Tty “iew your progress through the assessments that have been assigned to you, and
Developrnent | take ary that are outstanding

Reports Report on individual or team scores
Feedback

R rtto display Feedback
Report eport to display Feedbad
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Creating Customized User Views

Once a role has been created with widgets associated to the role, it is now possible for a user to
customize their application.
By right clicking on the end tab, the option to enter a new tab name is available. Enter a new name

and select ok.

£ Genesys Genesys Skills Assessor
Reports |\ User | @ |\ add stuff...

My Development # Options T Refresh

.
Assessrents (by Group) | Assessments (by Date)

' The page at localhost says:

Enter the name for the new tab (maximum S0 charackers)

Mew Tab Name

Annual Feedback Review from Agents = o.a0
Latest Product Launch - Support Information 000
Skyblue Products 000
Mobilephone Consurmer Sales 25 Jul 2010 10000 £2.22
| Phone Support 11 Jul 2010 o.oo
Insurance Knowledge 18 Dec 2009 o.oo
Blackberry Support 19 Jul 2010 10000 54.92
Leadership Capability Program 0.00
Test Feedbacks o.oo

100,00

Incalhost/SkilsAssessDef ault. aspx

Once the new tab has been created, click on *‘Add stuff’ and the ‘Add Widgets’ option is then
presented. Click on *Add to associate the Widget to the tab’. Once the Widget has been selected and
marked as ‘Added’ use the X in the top right hand corner to close the window.

Administrator Guide 31




Chapter 1: Administrator Guide

Manage System Settings

Genesys Skills Assessor

(3

Logout
Add stuff

(<)

After the widget has

GENESYS -
s ‘ ] Add Widget Py
Hello, Jane Doe Feedback Report
Reports User Mews Tab Name # oo Reportto display Feedback ﬂ
-
¥ tdded
S
Wiew yaur progress through the assessments that have been assigned to you, and take
any that are outstanding =
[
Report:
Report on individual orteam
e -

been added click on
the “X” in the top
right hand side to

close the window.

¥ Search:

FBkillsAssessMidgets/Add-Widget.aspTablD=138

]

Manage System Settings

In the *‘Manage System Settings’ widget, the *User Fields’, ‘Field Mappings’ and customized

‘Widgets’ are found.

User Fields

The user fields information contains the mandatory Login ID, Last Name & First Name together with

any other relevant information for the user. The mandatory information is unique information

required to identify the individual agent. This information is also used for reporting purposes and for

viewing filtered DNA. The user field’s information is also visible against the individual in the

Hierarchy to be covered later in this document.

Additional user fields can be added by entering the information and select +.

The order in which the user fields are displayed can be changed by using the up or down icons at the

side of the specific user fiel

32
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£ Genesys

Manage System Settings

| userfiess T meamapping | widgets General 3etngs

', Réperting Admin

Ta rearrange the ander of the fiekas, Shck and drag one of the preen up-down icens (T[] up or down the tanie.
Legin 10 ]}
First Name 1}
Last Niere 1}
® Compey ]}
X Reglon L1}
X Team [
* Lssin i Enter any
K Manager [ 1}
&

additional user

fields here.

Manage Assessments | )

Manage System Settings

Genesys Skills Assessor

Hella, dema dema Logout

Agministrator | User | WunageUsers | Reports | Anewbcs | Rowbng | DNAAGmE |

Change Font: 4 A A A Sttt
# Options T Refresh (€]

User detail in Skills

Edit User Details

<
Y Assign Assessments
\ \

Field Mappings

Login 1D

Last Marme
First Mame
Function
Departrnent
Location

Cost Centre
Email

EIM
walidating system
Mewr Password

Confirm Passward

jsmith
smith

John

Skillsassess M

15 user archived? []

The “Field Mappings’ information is used as security for Skills Assessor to identify individual users

when they log on to the system. In the example below the ‘Login ID’ is expected and therefore the

user would be logging in as ‘bandrews’.
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< Genesys

Hella, demo dema

| vsermieas T peamappings Y wiogew

Legin 10 1]
1}
u
1]
1)
u
1]
1)

O XX XXX
£
H

s | | Reports '\, Ansibes

General Setings |
Ta rearvange the arder of the fiesds, chck 8nd drag ane of the preen up-down icons (T[] up or down the toie.

|, DA Agman

| Vatidaing system: | itisanarss (3]
| New Passwara
[ —

Isuserarchived? ]

| DONA

|, Reporting Admin

[ Manage Assessments L @ ..

Manage System Settings

Genesys Skills Assessor

Logout

Change Font: 4 A A A Sttt

# Cptions =

Welcome
Ta login, enter your User Name and Password below

D o cht a8 v v samatany

0 [rter 1o Detads

]
< Genesys

Genesys Skills Assessor

Userbiame. I
Passward

SECUIWREN il asnagsar ~

Q Trostieiggng a?

34

Skills Assessor will
expect this user to use
jsmith as their “User
Name’ when they login.
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Widgets

The Widgets tab allows additional widgets to be included in the application by entering the required
information and the relevant url.

£ Genesys Genesys Skills Assessor

Halle, deme deme Logout
% Font: & A St

Administrator Ustr Manage Users |, Reports |, Analvtics . Routing DNARImin |, DWA |, ReporingAcmin |, Manage Assessments | i)

User Fields.
Widget Name

General Settings

General Settings allows configuration of ‘other settings’ as per the example below.

Analysis min data points enables the exclusion of low volume data points presented in
SkillsAnalysis.

AICC —is only for use in conjunction with an LMS.

CSV Extension — specify which extension should be used for exporting data.

Pass text / Fail Text — this information is presented back to the user on completion of an assessment.
Kite Diagram Enabled — report view on completion of an assessment.

Assessment Defaults — leave this selected as default.

Combined Tests require signing with a password — This setting toggles whether combined feedback
assessments must be signed via a password by the user who isn’t logged in to the system when
participating in a combined feedback assessment.
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Message manager on assessment completion — This checkbox toggles the Email Notification Service
on/off

Email field — This select box should be set to the user field that is used to store users’ email
addresses. This field is used by the Email Notification Service if it is enabled.

[ UserFields  Field Mappings | ‘widgets | General Settings

Other settings

Analysis min data points ED

AICC Student ID Field |Login i} 'l
AICC Suppress Put Param Ealse

CEV Extension f =1

Pass Text EUCCESSFUL - blue
Fail Text !]NSUCCESSFUL - blue
Kite Diagrarm Enabled =

Assessment Defaults Ird

Combined Tests require signing ~
with & password

Message Manager on Assessment [

Completion
Email Field |emai| vi
Save Changes

Manage Groups

Groups are created in Skills Assessor for the purpose of managing which assessments specific groups
of users are required to take. The assessments are used to test and verify the users to either confirm
that they have the skills to do their job roles competently or identify a training requirement which
enables the organization to identify and understand who has what skills. By assigning users and
assessments to specific groups this ensures that the assessments are managed effectively and

efficiently, that is, everyone in the group gets all the associated assessments.
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Manage Groups

Select the “Manage Groups’ widget and visibility of any existing Groups will be presented. There is a

counter which identifies the number of assessments within the group together with the number of

users.

New Groups can be created by right clicking on an existing group and select ‘“New Group’.

£ Genesys

Hello, Gerry Cafolla

My Development V"\ Repaorts Manage Groups & Users
Manage Groups
List of groups User Assessment
Count Count
Consurner Sales 13 9
Genesys Mew Group 7 3
Health Care MNew Starters 1 2
Mortgage Selling 4 1
Mew Starters Q4 2009 F 1
MNHE 1 2
Pre-Sales Team 4 3
Skills Maun 1

Renarme

Test Grouy

¥ Remove Group

v
"‘.\ Systern Settings

{ Users

~
Y Manage Assesaments

————
| Bssessments |

Y‘\.‘ My Development X

Users in group Skills Mauritius

LaginID

demo
bdownes
jdrews

dgarman

Search

First Name
Gerry
Bernard
Julianne

Dave

Last Marne
Cafolla
Dawnes
Drews

Garman

Y ~
. Hierarchy
\

Search for user:

Lagin 10

Tanderson
bandrews
pardon
bbaxter
Hayley
dbraun

jburtan

First Marr

Thormas
Bob
Peter
Bob
Hayley
Dirk

lackie

Anderson
Andrews
Ardon
Baxter
Binns
Braun

Button

Genesys Skills Assessor

Logout

Add stuff..

Bssign assessments ta groups of users by

creating 3 group

K Remove

3 Manage Roles & Widgets
¥ Manage Users & Hierarchy
¥ Reset Tests

a Training Portal

By clicking on a Group in the left hand window the users and assessments associated to that group

are visible in the “Users in Group” window.

Clicking on the “Users’ tab will present the users.
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£ Genesys Genesys Skills Assessor

Manage Groups & Users ‘\.‘ Systemn Settings  \ Manage Assessments My Development  \ Reports

My Development ' Reports

Add stuff..

Manage Groups # Optians

List of groups: User  Assessment \ Bssign assessments ta groups of users by
Count Count
I |17 eing 2 group
LoginID Last Mare
bandrewes Bob Andrews XK Remove
Genesys New Group 7 El
pardan Peter Ardon ¥ Manage Roles & Widgets
Health Care Mew Starters 1 2
" bbaxter Bob Baxter 3 Manage Users & Hierarchy
Mortgage Selling 4 1
Hayley Hayley Binns ST
Mew Starters Q4 2009 2 1 derno Gerry Cafolla p—
3 Training Portal
—
MNHS 1 2 Search | Hierarchy '\
Pre-Sales Team 2 N search for user Jea
. - 23 Page 1 of 3
Skills Mauritius 4 1
Test Group & 8 Tanderson Thomas Anderson
bandrews Bob Andrews
pardon Peter Ardon
bbaxter Bob Baxter
Hayley Hayley Binns
dbraun Dirk Braun
Jbutton Jackie Button

To add a user into the group right click on the user and select *‘Add selected user(s)’. There is also the
option to view where the user is within the hierarchy, by selecting ‘Find user in hierarchy’.

= ! Genesys Skills Assessor
£ Genesys Y
Hello, Gerry Cafolla Logout
My Development ', Reports Manage Groups & Users \,‘ System Settings  \  Manage Assessments Y My Development  \ Reparts o ) Add stuff..
Manage Groups #
List of groups. User  Assessment Users '\ Assessments Assign assessments to groups of users by
Count Count A A
l:l Users in group Consumer Sales creating a group
bandrews Bob Ardrews K Remave
Genesys New Group 7 El
pardon Peter Ardon 3 Manage Roles & Widgets
Health Care MNew Starters 1 2
bbaxter Bob Baster 3 Manage Users & Hierarchy
Mortgage Selling 4 1 q
Hayley Hayley Binns 3 Reset Tests
Mewe Starters Q4 2009 2 1 dero Gerry cafolla —
3 Training Portal
—
MHS 1 2 Search w::_w'*, -
Pre-Sales Team 4 3 earch for uker:
Page 1 of3
Skills Mauritius 4 1
Test Group b & Tandersan Thomas Anderson
bandrews Bob Andrews
pardon Peter Ardon
bhater Bab Baxter
Hayley Havley Binns
dy Add selected useris) Braun
= Find userin hierarchy
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Manage Groups

. Reports

My Development

Manage Groups

List of groups:

Genesys New Group
Health Care New Starters
Mortgage Selling

Mew Starters Q4 2009
MNHS

Pre-Sales Team

Skills Mauritius

Test Group

User
Count

L S L R T B

Manage Graups & Users

Assessment
Count

9
3
2
1
1
2
3
1
8

-
| System Settings

~ ~
| Manage Assessments | My Development

e —
[ Users T Assessments |

T Reports |

£ Genesys Genesys Skills Assessor

add stuff.

ssessments in group Consumer Sales

Feedbark

20-Jan-2010
Rewiew from dear dea
Agents
Latest
Pr
Launch - ! 12l

s &nnual Feedback Review fram Agents

illy Blackberry Support

il BT Wision

Eig Feedback Assessmentto Test Feedback Models

il General

Eig Genesys Pre-Test Systern Consultant, Inbound Woice
il Genesys Pre-Test 2

il Health Care

s I Phone Suppart

s Insurance Knowledge

Assign assessments to groups of users by

creating a group

I Rernove
3 Manage Roles & Widgets
3 Manage Users & Hierarchy

¥ Reset Tests

I IR

¥ Training Portal

To associate an assessment to the Group, highlight the Group, select the Assessments tab and right

click on the assessment to select Add assessment to group.

Once an assessment has been associated to a Group an ‘Available From’ and ‘Until’ date can be

assigned to the assessment. This will make sure that the users cannot take the assessment before it is

required and that the assessments are completed by the due date as the required date is visible against

the assessment.
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To set the completion date for an assessment, click on the calendar icon in the ‘Available from” and
‘Until” window and a calendar will be presented to select the relevant date. Once dates have been
entered these will show against the assessment and appear in the ‘User Development’ screen against

the assigned assessment.

= y i

S Genesys Genesys Skills Assessor

Hello, Gerry Cafolla Logout
My Developrent | Reports Manage Groups & Users | System Settings | Manage Assessments | My Development | Reparts '\ @ w0 | add stuff

Manage Groups

-
List of groups User  Assessment s Assessments Assign assessments to groups of users by
Count Count A

[bssessments in group Consumer Sales creating a group
2 Until
H Remove
Genesys Mew Group 7 El
3 Manage Roles & Widgets
Health Care Mew Starters 1 2 2 Y
Mot el . . ¥ Manage Users & Hierarchy
ortgage Selling R
3 Reset Tests
Mew Starters Q4 2009 2 1 IFTmiE e
aunch - 31|26 ¢ 28 29 30 31 1 3 Training Portal
MHS 1 2 il &nnual Feedback Revie 32 2 3 4 5 5 7 8
Fre-Sales Team 4 El il Blackbery Support |y g 13 1p s
Skills Mauritius 4 1 il 8T ision M| 16 17 18 19 2 2 2
Test Group 8 s illy Feedback Assessrent & o5 [PE
il General 3% s 1 2 3 4 5

W Gene syc Pre-Tet 5,
il Benesys Pre-Test v
ks Health Care
fills I Phone Suppart
il Tnsurance Knowdedge

User view of assessments with assigned completion dates. Where there is a start date in the future the

assessment will be visible but not available.

= Genesys Skills Assessor
GENESYS
Hello, Gerry Cafolla Logout

Add stuff...

' MyDevelopment \  Reports

My Developrment "-,‘ Reports  \ Manage Groups & Users 1\ System Settings ', Manage Assessments

My Development

Assessments (by Group) "-,\ Assessrents (by Date) Y Feedback on other users (31 \\.‘_

Annual Feedback Review from Agents 29 Jan 2010 0.00

Latest Product Launch - Support Information 0.00

Skyblue Praducts 100.00 9.26
Mobilephone Consumer $ales 25 Jul 2010 S0.00

| Phone Support 11 Jul 2010 0.00 3
Insurance Knowledge 18 Dec 2009 4115

Blackberry Support 19 Jul 2010 37.50

Leadership Capahility Program 29 Aug 2010 100.00

TestFeedbacks 100.00

1 0.00
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Assigning Users into Groups Based on Hierarchy

There is also the option to assign users into Groups based on hierarchy.

Select the “Hierarchy’ tab and then once the required user has been selected, right click and select
either ‘Add user(s) in this position” — which will only add the selected user

Or

*Add user(s) in all subpositions” which will add all of the subordinates underneath the initial user,
into the selected Group.

£ Genesys Genesys Skills Assessor
Hello, Hayley Binns Logout
[ Iy Development AY Reparts [ Manage Rales and Groups ht Manage Assessments A Administrator V._ Skillsanalysis A Q.. \'-._ Add stuff...

Manage Roles & Widgets

Listof roles User Widget Users | Midgets |\ Template Tabs
count Caunt A 2 L

Users in role Assessment Designer

LoginID First Nare

Mo records to display

Adrministrator 2 19

stnent Designer

Manager 9 5
Super Administrator 1 18 [ Search ] Hierarchy
User az s e

Bab Andrews

e e S
Di =
7| add user)in this position
g Add user(s) in all subpositions

Hayley

Manage Assessments

Assessments are created and managed in the Manage Assessment widget.
After selecting the widget the manage assessment window will be presented as per the example
below.
There are four modules available:
1. Design — create and design the assessment
2. Assign — assign a selected assessment to one or a group of users
3. Reports — print an assessment
4. Import/Export — import existing assessments, export an assessment to share or export for use
inan LMS
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To create a new assessment click on “create assessment’.

The option to view Additional
assessments created by ‘Me’ search filters are

or ‘Everyone’ is also also available.

available.

Design sssessments owned by |Me * Search (in assessment and content) =5
reate Assessment Show additional filkers e
DesT

= | Search |
Assign =
Assign Assessment
t e code Jat l Feedback onby?

Reports [ s ERr Y

Mabilephio Sl 3 11/2013 132
wiew Printable Yersion HEW 13/12/2012 13:59 Mo

frainer selection option test 12/12/2012 17:16 Mo
Import & Export ! i st

K <[1]> A pagesiefin -] Fage 1of 1, items 110 3 of 3

Import ) 9 - g
Export

Export to AICC package

Any existing
assessments will be
listed. Double click to

view / edit them.

This will present you with the creation template as per the example below.

= Genesys Genesys Skills Assessor
Hello, damo demeo Legout
[ Anminimrater Y User ' MamagelUsers |, Repams | Analymics |, Anuting |, ONAAdmim Y DMA ' ArporngAomin | Marage Assewsmenss | G Crange Fong & A Add Ssuff

Manage Assesuments.

¥ e ] | First Guestion | 28 Bt

[T insert “Do ot mnow" sutamaticaity for Multigle Choice and Fick Comect Quéstions.

il NEW

[ pasic | Testhavgmven | Testheset | Knowiedge Nudge T, certiae | meports
Aasessmen code
Introductony text No introductory test
Pass mark =

15 Thiks TesE Times®

Type of Assessment
These values Cannot be changed f the Bssessment has been sssigned to users.

Is this & Feedback Only assessment?
Archival

Aasessment is sechived
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Rename the assessment by clicking on *‘New’ in the left hand box. In this example the assessment has
been renamed as ‘Test Assessment’.

Basic information can now be configured for this assessment by selecting “Edit’.

£ Genesys' Genesys Skills Assessor

Hallo, damo deme

Logout

[ Agministrator 7, User ' ManageUsers | Reports |, Anebcs . Routing . DNAASmAn Y, DNA ' ReportngAdmin | Manege Assessments | i) . Change Fort & A A Add Turt
Manage Assessments

& Desgn evesiment Click on Edit to configure the

| firse cwestion | ¢ Ean

] bnsern “Ds Nt Ko™ sraomtically fr Mulsiule Choice and Pick Carre

basic information.

s Test Assessment

Baic ' TestNovgotion ' TestReset 'y Rnowledge Ny —rre T

Assessment code

Iraraduscteny Test M inaroductany Test
Pass mark :
Is this vest timed?

Type of Assessment
These values Cannot be changed If the sssessment has been sssgned to users.

Is this & Feedback Only assessment?
Archival

Assessment is archived
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There are several options that can now be selected and configured:

There is the option to insert ‘Do Not Know’ automatically for multiple choice and pick correct
answer questions. Enter information in the Assessment code box if this is for an LMS. Customized
introductory text can be created in the *Introductory’ text box. Enter a required overall pass mark in
the Pass mark box.

Select ‘is this test timed?’ to make the assessment timed which will then allow you to enter a
duration for the assessment.

£ Genesys Genesys Skills Assessor|
Hello, demo demo Logout
Administrator | User {  ManageUsers { Reports ¥ Analytis ¥ Routing Y DNAAdmin | DNA { Reporting Admin Manage Assessments | @) . Change Font: A A A Add Stufi|
il — |+ Save || % Cancel | s
[Tl insert *Do Not Knov" autematically for Multiple Chice and Pick Correct Questions.
ills Test Assessment
Basic | TestNavigaon '\ TestReset |\ KnowledgeNudge | Certificate | Reports |
Assessment code
B J UA- == £ Ha B | Calibri vgptv@l
[Enter any introductory text here if required
Introguctory text
|/’ Design | ¢> HTML € Preview
Fass ma; & 85 B
Is this test timed? (]
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If the assessment is a feedback only assessment, then select “is this a Feedback Only assessment’.

To archive an assessment select ‘Assessment is archived’.

S Genesys

Hella, demo demo

Manage fssessments

Reprting Adrii Mansge fasesgments '

B J A~ & -a 5| Calibri

BT

Change Forl A A A Add SuatT

——

Enter any introdutary text here if reguired.

Intraductsry test

o Design €3 HTML 4, Preview

Fass mark |es =

Is this test timed?

Type of Assessment
These values cANRST Be cRanged If the assessmant has heen assigned 1o users

I5-this a Fredback Only assessment? [«

Archival

Rasessment is archived

Genesys Skills Assessor

Logout

Click on Save when completed.
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£ Genesys Genesys Skills Assessor|
Hello, demo demo Logout
Administrator Y User Y\ ManageUsers | Reports | Anmalytics | Routing ' DNAAdmin ' DNA

{ Reporting Admin Manage Assessments | () \ Change Font: A A A Add Stuff]

# Options = Refresh (K]

Manage Assessments

B Design assessment

(Lt e X o |

[T insert “Do Mot know autematically for Multiple Chaice ana Pick Correct Questions.

ills Test Assessment

Basic | TestNavigation | TestReset '\ Knowledge Nudge

Assessment code

B UA-S=S= | 3 lopt < |
Enter any introductory text here if required.

\ Cemificate '\ Reports

Intraductory text

|/ Design | € HTML  © Preview

Pass mark 85 =

Is this test timed? =

Once the basic information has been completed, create new content by right clicking on the

assessment at the left hand side and select *‘New Content’. There is also the option to copy or link
(shortcut) to existing content.
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= Genesys Genesys Skills Assessor
Aomintratar Y User ' MamageUsers |, Repams | &nahuics U, Anuting ), DNAADmin | ONA | RepomingAdmin | Manage Amsessments | ", Cnange Fony A A Asd St
-
.y | First Question || i £
i) New Content —
Ll Insert "D Not Know™ sutomatically for Multiple Choice and Pick Correct Questions.
CoprySharme

il Test Assessment
[ bssic | vemmevgncn | Tempesst | MnowecgeMusgs | Cenfisie |
ASSEIIMENT Coae
Introductorny test 13 Introductony text
Pass mar s H
I5 T rimea?

Type of Assessment

These values cannct be changed if the sssessme:

Is this a Feedbeck Only assessmen [

Archival

Assessmens is arcnied

nt has been sssigned to users.

The option to configure the minimum and maximum number of questions for the content is then

available together with the option of an introductory text and the content pass mark. By leaving *‘Can

Copy’ selected this will allow the content to be copied or linked to another assessment.
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S Genesys Genesys Skills Assessor

Hella, demo dema Logout

| Managelsers | Reperts | Amalmies | Aoaming Reparting Admin Manage Assessments 0, 69 . Change Fonr A A A Add Sl

Mimiage Assessments 4 oprians e €]

[ Aomiismrarar ) User

T I ee—— | Previous Contens || Nest Comern | 22 Edit
I;m [l imsert "D Mot Know” sutometically Sor Multiple Cholce 8na Pick Carrect Questicns.
I Test Content

Win Amount Of Questians. B

M Arouns Of Guestions. B

Introductony test NG introductony test

Pass mark =

Can Copy

To create a new question, right click on the Content and select ‘New Question’.

< Genesys Genesys Skills Assessor

Hella, demo demo Logout

Regerting Adrmin Manege Rssessrents ' G .. ), Change Feen A A A Add Sudr

Manage Astessments

B Design assessment =
=il Tt Assessmenn | Previous Content | wext Content | 1 £t |
W . L imsers *Tie Nt Knews® sutamaricaly for Multiphs Craice 3md Pick Cameer Questons
@ New Cantent
L Test Content
4 -
Min Amount Of Cuesticns: 0 =
CopyfSharteut...
Mz Amount OF Questians: 0 =3
Inzroquctery text o introductory text
Pass mark -
can Cogy
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Right click on “New Question’ to select the appropriate question type.

= Genesys' Genesys Skills Assessor

AgmnTa st | Wanagelnen | Reom | At | Reaimg L GRkADmn DA Aeporingddnin | ManagrAnesmens | G Change Fore: A A A A8 et

3 illy Text Amesement | Prewious Contene | hem Coment | 54 Edn

Q@ hewe nsert “Dis Nt Knomw” sstomascady for Ml Chaicn and Pick Eorract Gurston
ansers

X Detene Content L Test Content

L b Castizn . Ahamgte Chaice

Men demoumt OF Quession ¥
Eopniinonicat Fick Corvect

Intraductony text Wa Intradectorny tert

......

#ep. Aocathoss ShifsAasesson Assessments Deugn-Astesyment asps [ enmentl« 40 |

In the example Multiple Choice question below, a default score of 1.00 will already be associated.
There will also be the option to include an external url together with a description of the url site. This
allows a link to be included in the question text for the user to click on to access. This may be used
for the user to search for the correct answer.
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= Genesys

Genesys Skills Assessor

Atminatiat = et “Manage Users Reporty Soulyt Rouling OHA Admin 7, DNA Eeporting Admin | Mansge Mtrsmests | L)

=il o S | X Comced
e Insert “Do Kot Know” snomasicalty for Mltisle Cholce and Pizk C

soren Enter the url and
Eamerngl USL (e g. hop //www weksive com/Page hemi)
oesipen description if required.
Multiple Chaice Question
0 ooy oo 6 o b cmind o & 150 of pioisole i oA s B e et v motia sy b ke 1 143 by of et tion. o
(Bd A o] :
e Mt e o Enter the question text.
:.r‘tmqn £ HIML .t.\P(rvw

Randomise the answers.
= Genesys

Genesys Skills Assessor

If an image or media is to be

associated to the question select the

relevant tab.

Enter the percentage of the

Percentage of ficere

BIUA-FEE 4L 0n

score the user will receive from

selecting this answer.

Insert the question text.

Meda
_# Design | €3> HTML S Preview

Select OK once

W OK || Canced

« Chﬂnsc-Qucstion Type com p I eted . I

L
Crange 133 Fiex Carrers mestien

To create a new answer, click on the ‘Insert New Answer’ box.

There is also the option to change the question type between Multiple Choice and Pick Correct

Answer.

Manage Assessments
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= Genesys Genesys Skills Assessor

T User age [ Beports Y, Amahymics ', Mouting Y ONAAdmIn | DNA ' RepormingAsmin | Manage Assessments | QB Change Fomr & A fL A0 St

[T —— # ptions © Retremn €]

B Design assessavent 'x
Multiple Choice Question
Upload Image
0 Oinly o COMMECt BNSwer Cin De Seiected from & N5t of possible answers, Both an IMage and audio o V380 medis My be sdded to this type of question.
i Mgt specity 8 e of score of 100%, Usioad Medis
Cuestion Text / HTML
B i U A- EER LU Fenrhome - Resl - G
e Mulriphe Craice CQueszion
" Design | €3 HTML O, Preview
[Fistwrm Answers in Rardom Crier
Answer Percentage of & Tmage Media |
Change the e Create new answer .
Angwer 2 ' Uplosd image  Upicad Medis 50 3
question type. i ) (T
Change Question Type
T changs this Multipie Cheice quesTion 1o a Pick Cormeet question, chok om the fink Below, You may alsa changs a Pick Correer questicn 1o Muhiple Chelee questien
Change to a Pick Canrecy question =

The create new question window will then be presented to enter the question text.

= Genesys Genesys Skills Assessor

Halle, deme damo Logout

Asminisratar | User | Managelsers | Reporrs | Amabymies | Rowing | ONAAdmin | DNA | RepeningAdmin | Menage Assessmests | 69 Y Change Femr A A0 Sttt

Manage Assesments + ptions = petrem €]

B Design ausessament

Multiple Choice Question
D g cos corract snswer can e seeas tram

Image and/or media can also  |...

Ligizez Memp

At least coe of the anpiers murt ipecty 8 B2

0,
Enter what % of be associated to the question.

the overall score

Acxd BEE A ] Colibn <o -l

the question e

contributes to. Enter the required question

text.

e image Media |

U Upidedimage  UpiosdMema

o Design | €3 HTML 5 Preview 100 Uposdimage  UpsiaMess S0

o OF || Concet

Change Question Type
To cnange tis Mufripie Chaice question 1o a Mek Cormect quesTion, chor on te five beiow. You may aie cnange 8 Pick Correct quemion i Muniple Cnelor gueston

Cnmnge 1 p ek Carreer ewminn
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After selecting ‘Image’ the following window will appear for browsing and selecting the required
image. After selecting ‘Upload Image’ the image will appear below “Preview’ to confirm that the
correct image has been selected. To save the information return to the ‘Answer’ tab to click on OK
once the question has been completed.

[?] Edit Answer x
- At \

Answer Image Media '\.‘_.
Browse for the

Select File

Select an image file to upload. The allewed file types are” pg, jpeg, gif, .png

.z «—| required image before

Click the butten below to upload the file. u p I Oad | ng .

|=H Upload Image |

Preview

To create the next question associated to the Content, right click on the content and select ‘New

Question’.
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£ Genesys Genesys Skills Assessor

Hello, demo dema Logout

To edit an existing question click
on ‘Edit’.

Anahyties

nge Fonr: A AL AL Add Sl
" ptions T Retresn (€]

Manage Assessments

B Design assessment

iy Test Ansessmenr Preevi

oL Tesz @ New comen [Tl ingert ~0NGt Know™ automaNealty for Multiche Choice snd Fick Correct Questions,

3 Deete Connent.., Your Score- 0 Passi]
el e o Selecting ‘Previous Question’ — allows
CoewiShornzur

7 angwer 1

scrolling back through existing

- Answer 1

D s mimers questions and “‘Next Question” allows

scrolling forward.

Wiew f L3
Hot Spot Questions
£ Genesys Genesys Skills Assessor
Hello, dema demo Logout
e Y L M Reports | Amabvtics | Rowting | DNAAdmin | DNA | ReponingAdmin | Marage Assessments | g .. ABA Add Sl

Manage AssesEments

B Design assessment

=il Test me | o sove || X Concel

:I_'I . B [ inserr =0 b Knaw o Multighe € c o An image must be

Seare (100

: -
Exmernal URL (e g himp:f} ge.homl uploaded f| rst to

' create a Hot Spot
Hot Spot Question . Hot Spot
00 1 et s ot St image, 288 the Bres 1204 g You may SPECAETY 33E8Eh BUSH 3 questlon. MaRe

£ Flanse e 3wnre that enanging oF removing the Hot Sper image wil invadate and remd Uplaad image

Question Text / HTML
B UA-KE®EE B FfontName = Rest.-| dll | Unloed Media

o Hut Spot Question

Enter the require

question text.

Select ‘Insert New Answer’

BUEEEN o1ma - Q prer once the image has been

oo e | yploaded
| N perssinle answers have nrrnM p *
4«

3 Insert New Answer | | Insert ‘Do Not Know'
-

Follow the instructions to define the hot spot answer area.
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= Genesys Genesys Skills Assessor

| Anshytics | Routing , DNAAdmin | OMA | Reporting Admin Manage Assesaments

B Design assessment
[7] Fdit Hotspot Answer

| Define Hotspat Aree... |

ek the Area.t

Top Left Courdinate. Botiom Right Cocrdinate.

[ starmnmnT oare o4
LOAN NLABER TEMTIED
LR 3 TRASTULL 4 OATE owiane

e itineinan com. TURUAIT ACKARLES | IS e 1ot 1ZMAS TR 1
[E e
T AN ma

J—
i e T

ADDRESE LINE | om
ADDE RS LT T
CiTY STaTE Do

S

= o e e pn
[ e

IMPORTANT ME

£ Genesys Genesys Skills Assessor

¢ opricens

| Mouting DNA&dmin " D%& | RepomingAsevin | Mamage Awsessmenss | b Chmnge Fone A AR, A Sualt

a

B Design assessment
[7] Faltt Hatspat Amrvwer

Define Hotspot Area

Top Lefx Coarsinace: 294,225 Boram Alght Coordinme: 542,267

@.L{Hﬂn Loan Servicing® [ r—
S PR 1 Lo e

P s

P, Tx TTve AM?

wwrw | #monban com PRCPTRTY ATRSEAS ' Ve P PRI |25

e
[ rmmcnas s mrumes:
eyt

o T , This will create a red box

EE3 Lt 1
STYRTATE 29

around the required answer

selection area.

gl Impoimam massagos wil be fisplyed in e secson |
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= Genesys

Hella, demo dema Logout

Genesys Skills Assessor

T e

Anmimimranar

Manage Usrrs

Manage Asseiuments

" Mrporss |, Amanytics )

| RepaningAsmin | Masage Awsessmenny

=

M hod Sl

00ne [1.00 -

Exterrial URL (e g. hitp.ffwrw.website.com/Page himl}
|
Deseriprinn

Hot Spot Question Hot Spot Image

W 1 st the Hot Spat image, see the ares ta the right Vi may sptionsly attech suio or vides media 1o this questian,

" Flasse be puare A the Hat Spet image 5% af snswers.

Question Text | HIML

B UA-EXER ¥ 3% Fotome -[8en - 5] s
T The answer will then be visible |
in the question builder.
Multiple Hot Spots can be
Aoy <>+ X Py created, however only 1
i answer will be accepted. s
— “_j i
G Insert New Answer | | Insert ‘Do Nt Know' 25

= Genesys

Hells, demo dema

Hew et Strut Quesiin

Genesys Skills Assessor

Logout

Cnange Fang: & A fy A Stalld

Select ‘Save’ to save the

o Save |

completed question.

1o¢ Muttigle C1

e}

Hot Spot Question Hot Spot Image

100 12 sut the 1ot Spot image, a4 the sres 1 The raR. You may SDBEAI 35EREH SN0 ar VideD MeSE 10 this quastian,

"y

prger W lisz of pagwers. -
.
Cueszion Tew / HTML _—
B L O A: BFEE & s ooibame | feal-| ol | —_— L
P Harl Spose Ouezion s
Uulowd imege
X ro e
Upluad Medie

o Design. | €3 MTML 4, Preview

Answer Pescentage af Seoee
ey -
I[» msrvies e are wo X
s comean sirusar mare . x
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Simple Text Question

Genesys Skills Assessor

£ Genesys
Hella, demo dema Togout
[ T, user o U Beports . AcabyBes  , Routing ) DMAAGmIn 7, DNA L ReporiingAcmin | Mensgs Assessments | G .. Cnange Fornt A A A Add TSt
Manage Assessments ’ etres
B Design assessment x
o il et t | o Swe || 3 Cancel
= B Test Content I brvrt “Bos Mot Ko™ mutamatic sl fow Multiphe Cheiice smd Pick Carect Custtices
2 KL . Score 100 3
[, hetw,fwemve websi gehtmij
Description
Simple Text Question
Uptoa Image

D The correct aramer has to be entered inta the text bax. Bath an image and sudio or vides media may be added 1 this type of question.

Question Text / HTML Upload Media

B 4 U A-EER § 0% Fombame  =|Real - [ |

New Simgle Tex: Question

After entering the
question text, click on
‘Insert New Answer’

' Design | 42 HTML O Preview

Angwer Percentage of Score

Np pestible answers have been added yet

& [nsert New Answer | | Insert'Do Not Know'

= Genesys Genesys Skills Assessor

Hella, dema dema Logout

[ T tmer ) 2g= " Beports | Acaiybes | Aouting  \, DNAAGmIn ), DNA | ReportngAdmin | Manage Assessments | G _ Crangefent & A A Add AUl
 Options T Refreti [€]
B Deslgn assevoment =
il 1t | [
T b e tesr Cyemmun
Angwer
Percermuge of Seore (3300 (%

o —_| Text answers can now be

entered.

Use Wild Cards * as per the example below where all of
the text has to be entered into the answer to get 100% or

this can be limited to partial words i.e. *Gr*etc.

Percertuge of Score |

“Crange® *Green®. Red” * we =X |
| |

) Trisest Mew Angiwer | | Imaees 'Dia Mot Kne'
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£ Genesys

Hella, dema dema

[ Adminisratar | User | Mrage Users | Reports | Anabtics | Routing DHAAdmin | DNA Reporting Admin | Manage Assessments T @) . )

Manage Assessments

| o save | X Cancel |

Dlinsent for Muttiple C

Answer |,

:;::.::?me—ummm:— Enter the
ok el P
\ minimum and
maximum

number the user

can enter.

e of question,

Genesys Skills Assessor

Logout

Change Font: A A A Add Sl

Upiaed image.

Upiland Media

N possibie answers ibve been sdded vt

i) Insert Mew Answer | | lnsen ‘Do Mot Know'

Feedback Questions
Feedback questions cannot be combined with any other question types.
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= Genesys

Hello, demo dema

In this example a
separate Content
level has been
created for
Feedback

Questions.

o Saove | X Cancel

seore 8

Feedback Question

T insert “Da het Know” sutamatically for Mumiple Chaice 8nd Pick Correct Questions.

Genesys Skills Assessor

0 & mamiple chaice seiecion can be made In responss 1 3 subjertie

Questian Tewr | HTML
[B s U A- B % & X LB ronName
[New Feramace CQuemion

" Design | €3 HTML O Preview

Once the feedback question has
been entered, build the feedback
ratings by entering the minimum
and maximum number of ratings
required.

Answer Percentage of Scare

Nu pussible answers have been sdded yet.

Build Feedback wp/

[re— = Masirmunl T2 i

Save Template

Fesdock Temotase Name Save Template

-

Save the ratings created as a
template for future use.

After selecting Build the number of minimum and maximum ratings will be presented for
completion.

To edit an existing question, select the question and click on “Edit’.

£ Genesys

Hello, dema dema

- Test Camern
] e Mutrgie Chalcr cusestion
[ mew et soot Queston
I vt are the cosours used for traic..
=i [ resansck

|| 7] New Feedback Quession

Frevious (uotstion | Mt Questiol

[Tl insert ~Do Mot mnowe sutemsticaly for Muttiple Choice ana Fick Carrect Questio

Your Score: 0 Possibie Sore: 1
Camments/Evidence
PMew Fesdback Question T

Genesys Skills Assessor

Click on “Edit’ to

access an existing

question.
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To delete a question right click on the question and then select ‘Delete Question’.

= Genesys Genesys Skills Assessor

Logout

Hello, dema demo

( T User age [ Repors Y Analnics Y, Aouting Y, DNAADmin % DNA | RepomingAsmin |  Mamage Assessments | Gd Change Faer & Ay Add Snt

Manage Assessments.

B Design assessment 3

=il Test Assessment | Frevious Content || NextContent || A Ear
=0 Test Content [l insert “Dn biot Krens™ aumematically far Mulrinie Chalee and Pick Cammeer Guesions
New Multiple Choice Cuestion .
u A Feedback
] New bt Spot Question
(%) u -
Wi are i colours et or rabe i At 6 Estons: "
=+
This is mmy test frednack quest Fy T — B
Thisis T
\ X Celete Question... e —
Pass M =4
Can Copy

To use an existing template for a feedback question, first create a new question and then click on the

‘Use Template’ button after first selecting the required template from the drop down box.

= Genesys Genesys Skills Assessor

[ Adminisrater Y User | Manage Users ', Repors Y Analymics ', Mouting Y, OMAAdmin | DNA | RepomingAsmin |  Manage assessments | 69 Change Feer 4 A My Add Sttt

Manage Assessments

B Design assessment

[l vz ave v for et Feedback Question
2H Frea LY wa
- Guestion Text | HTML
B i U A- EER § 0 fontame - Real- |

——
) 7| e Feeinct. Cuusstion it Feeanack Question

s Select the required

|uoposs-n|=ansmmum-| added yer. / p .

Build Feedback Ratings

Minimuen * Muimun 2| Buid

Click on *Use Template to

Save Template

Eerdnari Templare Mame

{ Sarve Template

ferempine o _—— | l0ad the template.

New Test Temeiate [x] |57 Use Template | | 3 Delese Template

! Use Feedback

& Irsert New Arswer | | lnsert ‘Do Nt Know'
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Genesys Skills Assessor

= Genesys
Hello, deme dame Logout
| ReportrgAamin | Mensge Assessments | i . 0, Cnangs Font 4 A Ay 800 Sttt

[ maministrator 7 User | MarageUsers | Reports | Anahtics | Routng | DNAAGm | DNa T

Manage Assessments

B Pesign assessment
3
Feedbhack Question

D & mutipie ennice seiecrian can be made in respanse 78 A SubjerTive gueTion

Cuesteon Test [ HTML
B UA-FEEE § % rontName - Real-| Ll

H e P —

o Design | €3 HTML Ty Preview

The ratings are then e

Angwer

associated to the question. © @

\ The ratings can be changed _—

Build Feedback Ratings

Momrl ] eimefs_] ¢ Lo | and saved if required.

Save Template

o noE o=

Eerdback Templare Name! Save Template

Use Feedback Ratings Template

It is possible to change the order of content sections and questions by dragging them to a new

location within the assessment’s element hierarchy.
Once the assessment has been completed, click on the assessment name to access the additional

functionality.

Genesys Skills Assessor

= Genesys'
[ A A 1 mscage assassments L@ _ Change Font- & A A Add Saurt

7, Réporting Acemin

T, MenegeUsers | Reports | Anehtks T

First Question | 5 Eart
L insers “De Mot Know sursenarically far Mulriple Chaice and Piek Cameer Qysemions

st Cantent
New Muitiple Choice usestion
| s Test Assess
MNew Har Spor Cuestian
Bk ( TemNavigaten |, TemReser | KnowiedgeNudge | Cemificme ' Repans

Tl wnar are whe eolours used for watiic...

=l [ Feedback
This b iy test feadnsck quest Ausezament wode
Tl s i ey second feedback que...
Introductony text No introductory text
Tl New Feedtack Question

Pass mark
15 8l tast med?

Type of Assessment
These values EIRRAT ke cranged If The 35sessmens has Been assigned 1 users

15 this & Eredhack Only assessment?
Archival

Assessment is srchived
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Test Navigation

Allows users to Enter a relevant url and In Order — presents the

move forwards description to present a questions in the order they

and backwards link in the question text have been created.

through the for the user to select. Randomly within Content —

assessment. keeps the content order but
randomises the questions.

Basic | TestMNavigatio

TestReset 1 |knowledge Nudge Y Randomly across all Content —

]
H

questions are presented

Howe are questions ordered? |In order

completely random.

Murnber of questions to choose fo

test 100

1

Can users freely navigate through [
the test?

Relevant site link

Link description

Howy weould wou like the guestions

to be displayed? | & question per page apart from feedback questions ;l

4
I

Display options: ‘A question per page apart from feedback questions’, ‘A

question per page including feedback questions’ or “all questions under a

top level content shown on the same page’.

Administrator Guide 61



Chapter 1: Administrator Guide Manage Assessments

Test Reset

< Genesys Genesys Skills Assessor
Hello, dema demeo
| Analtics . Routing " ONAAdmin | DNA ' Resoeming Admin | Manage Assessments T G Change Font AA A Add 1T
¢ optices ™ aetresn 1€
ey s ) o save || 3 cance
H ) i ingert "D0 MOt Know™ sutomatically for Multiple Chosce and Fick Correct Questions.
e s Test !.\ssessmp.m . : . \
B [ easie % tesmavgmien ([ remmeser | Jinowiesgenusge ' conteme ', Repons
. Allows the assessment to be
= Nursitser f times 16 autereust 1 = . .
automatically reset if the
user fails to achieve the
required pass rate. The
number of times this is
allowed is also managed.
Knowledge Nudge
< Genesys Genesys Skills Assessor

[ Reperss U, Anahwes  , fousng . ONAAGmIn . ONA ', ResorungAdmin | Manage Assessments L G o Crange Forr 4 A Add St

| L User

Manage Assessments # optices = Retresn (€

o Save || X Cancel

et "D ot Know” ically for i i Questions.

i Test Assessment
[ pasic T Testmevgeven | Tesresst Knowiesge nuoge | cenineate ' meporss |

Bpor (Porable Socument Format) (Y Exnernal URL (e . g/, wedsite, com/Page. hami}

Selert File

Sedect a knowled) file 1w upluad. The aliowed file 1y g
. g - B knewledpe nudye file 1o ugla; af e Lypes ae

Clitk fiie.

5 Upioad Knowledge Nudge |

Browse for the required

PDF document to associate
to the assessment or

provide an external url.
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Certificates
< Genesys Genesys Skills Assessor
Hella, demo dema
[ Regorming Agmin | Manage Assessments L G . ) Crange Forn 4 A Add St
E il Test Assessment
. > I [ mase 7 ves wavigation T TestRaset Enowiedge udge Certicate Reperts
B L'IH N Creste 8 certificate on Lest pass? = B
H - . -
u Select a certificate to associate
to the assessment from a list of ’
existing certificates.
Reports
= Genesys Genesys Skills Assessor

Is the user able to view
their results on

completion.

ot || Cwent

i D e e punomaticty Por Mo Crok el en Corrvet Duiten.

[ Ot o A A A0

ik Test Assemsment

L T e gatan Toir e L e

W pane senmes (5] ¢

[ b s
Fernt e wnor

erurisne
Ladrur Britr el
g ) R AT B VRS

Lae Rinigei vim e Skt

Can managers or
users view the answer

detail on completion?

snzs fn e oot comorten

There is the option of
recording the trainer
within the assessment

completion.

Is the kite diagram

visible on

completion?

Toa ise Zugrwm regrm v en 1 s af Lo =

[ ——
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To assign an assessment, select an assessment from the main table and click the ‘Assign Assessment’

link. A new screen will appear allowing you to search for users to whom the assessment will be

assigned. It is possible to search based upon date ranges, user fields, other assessments assigned to

users, DNA components, roles and groups. Once you have entered search criteria, click the ‘Search’

button. Any results will be displayed in the table below. Check the checkboxes in the first column of

the table to select the users to whom the assessment will be assigned, then click the “Assign’ button.

A dialog box will appear requesting that you confirm your choice, click OK to finalise the assigning

of users to the assessment.

E biue.com - fAssign Assessment]

Lzer 1 Ascessments \‘x DN& Y Role \-,_ Group \

Select an Assessrment lALL QUESTIONS ASSE» ‘

0
(0 - 100% )

£

| Search || Assign | [T show assigned users

Login ID First Name Last Mame
i Blus01 Sarah Abbatt
v Blue02 Daniella Armstrong

Select 3 date range (optional}

To print off a version of the assessment, highlight the assessment first and then click on “View

printable version’.

Manage Assessments

# Options = Refresh

Design Assessments owned by |Me i Search (in assessment and content) 5
Create Assessment Show additional fiters ©
Design Assessment
| Search |
Assign = =
Assign Assessment
Feedback only?
Reports 2/01/2013 13:24
‘iew Printable Yersion MEW 13/12/2012 13:59 Mo
II'I'IpOI't & EXPOI’t trainer selection option test 12/12/2012 17:16 Mo
Trport K < > A Pagesie Page 10f 1, items 110 3 of 2
Expiort
Expart to AICC package
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Creating Knowledge Nudges

Knowledge nudges are used when there is some information that the user has to read before taking an
assessment.

A knowledge nudge can take 2 formats;

. A URL pointing to a website on the internet or an internal intranet site.

. A PDF document.

Knowledge Nudges can therefore be used as a powerful replacement to paper briefings as a user’s
understanding of the contents can be assessed.

Reporting within Skills Assessor will also detail the number of times that a user has accessed any
Knowledge Nudges and the average and overall duration of each view.

Skills Assessor’s ability to display PDF’s allows rich PDF content to be displayed. With the use of
Microsoft’s PowerPoint, Adobe Acrobat or Adobe Captivate interactive PDF documents can be
created to deliver a crystal clear message to users which can include video, audio and hyperlinks.
Microsoft’s PowerPoint, Adobe Acrobat or Adobe Captivate interactive is not included with Skills
Assessor and separate licenses are required for these software applications.

In order for Skills Assessor to display PDF content correctly Adobe Acrobat should be installed on

the user’s computer and this is freely available from Adobe.

In order to add a Knowledge Nudge to an assessment select the Knowledge Nudge tab in the

assessment builder, as per the example below.
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" I o | X o
48 Insert Do Mot Know”™ sutomatcally for Multipie Chosce and Pack Comrect Gruestions.
E & " "
2 Boy / Girl Bands of the 90"
u _ , _ Select the relevant
H B \ T Navgation \ Test Beer Kndwiespe Nuspe Certificate
[
=+ @ B [Bortable Docurment Format) Externat URL [ g brto: faw. wet| bUtton’ EXternaI
17}
Select File
H URL or PDF.
H " o Pudge e - Salect » knowledpe nudge Fle 10 upiced. The alowed file Types ane. oo
nawie nudge ment type
ki
] u Click Tha BURON BEw 15 Upkaad the file.
B G Ugiaad Knowledge Nutge
7]
ki
[
33
B
7]
g
ki

Select whether you require your Knowledge Nudge to be a website external URL or a PDF by
selecting the relevant radio button.

The example below shows a website URL of http://www.myurl.com.

Knowledge nudge document type @ PDF
@URL Link

Knowledge Nudge http://www.myurl.com

Alternatively if you wish to upload a PDF to Skills Assessor to be used as your Knowledge Nudge
this can be done by selecting the PDF Radio Button. This will display a browse button for you to
locate the PDF document on your computer, as shown.

Select File

Select a knowledge nudge file to upload. The allowed file types are: pdf

K led dze d Tt
nowledge nudge document type Gfem

Click the button below to upload the file.
|=E Upload Knowledge Mudge |

In order to create interactive multimedia nudges then you will require additional software not

supplied with Skills Assessor such as Microsoft PowerPoint and Adobe Acrobat. If you are using
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Microsoft PowerPoint you can create a new presentation or use an existing presentation you may
have.

You can then design or make changes to your nudges using the wide array of tools available to the
user such as text boxes, images, charts and alter color schemes etc. as shown in the PowerPoint

screenshot below. Additional help on using PowerPoint can be found within its Help Menu.

e o S|

Design Transitions

Click to add notes

& B:=-= e v

In order to make your presentation interactive you will need to add hyperlinks. These hyperlinks will
allow the user to navigate around the presentation by clicking in certain areas. To make an element of

your PowerPoint presentation a hyperlink, simply right click it and select hyperlink.
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cityLINK Airlines

Creating Knowledge Nudges

=)

w  ispring Free Format -~ @
Cut
Copy
Paste Options:
5 @

Edit Text

[ =

Edit Points

Bring te Front

3
b
b

Send to Back

® Ff e B A

Hyperlink..
Save as Picture...

Set as Default Shape

Size and Position

) Format Shape..

The hyperlink dialogue box will then be displayed similar to that below. Select the “Pages within this

document” option and select the page of the PowerPoint presentation that should be displayed on

clicking.

Existing File or
Web Page

&

Place in This
Document

Create New
Document

&

E-mail
Address

Text to display: | <<Selection in Document>>

Select a place in this document:

Slide preview:

- First Slide
~ Last Slide
-~ Next Slide
Previous Slide
[=-Slide Titles
1. Slide 1
2. Slide 2

Custom Shows

Click OK when you are happy with your selection. Repeat this process for each of the hyperlinks

within your presentation. If you run your slideshow in PowerPoint you will be able to test all of your
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hyperlinks. When you are satisfied that everything is in the correct place you will need to save your

presentation as a PDF document.

More recent versions of Microsoft PowerPoint have the ability to create the PDF document from

within it. In the save as dialogue box select PDF in the Save As Type drop down menu and locate

where on your computer you wish to save the file.

File name: cityLINK Airlines Flight Safety

LI A L Pt
[P] Save As a—— — — ﬁ
dh As "B iy
@ | » Knowledge Nudges v‘*f ‘I| Search Knowledge Nud. L |
i Organize v New folder &= - Q
E Microsoft PowerPo w Name Date modified Type Size
Workspaces
E No items match your search.
I . Favorites
B Desktop
! 4 Downloads
I | Dropbox
<% Recent Places

Save as type: IPDF

Authors: Brian

[[] Open file after publishing

# Hide Folders

Tags: Add a tag

(@ Standard (publishing
online and printing)

(@) Minimum size
{(publishing online)

Title: PowerPoint Presentation

Tools - Save Cancel

A PDF of your presentation will then be created with all hyperlinks included. If you do not intend to

use any video or audio within your knowledge nudge then it is ready to be included in your

assessment as detailed above. If you do wish to add multimedia content then you should open the

newly created pdf document within Adobe Acrobat. You will notice that you can navigate around

your presentation.

Insert Video Content

Locate a page that you wish to add your multimedia content to then locate your Tools menu in

Acrobat. This will display a list of various content types that can be inserted. As shown below.
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jeete: | BDEHEH| 8ORLBE 0

Teols | Comment | Share

|-
» Panes

= Content

[ o pockma
& artachaFe
it Toxt # Olijecte
T et Document Tast
e otpect
& add or Bt Tout B
Add o Edit Intesactive Object
&
[2&] sutton
& mirmads
I sotect obisct
» Forms
* Action Wizard
» Recognize Text
» Protecton
» Sign B Cortify

Select the Multimedia option and choose Video. This will allow you to select an area of your PDF

where you wish to insert your video. A dialogue box will be displayed allowing you to select the
location of the video you wish to insert.

—
fie £ e el "
fleee- | B EGEH| B2RDR 2
@) [z]r3] Ik & | Tools | Comment | Share
L] ks —

< — R [ i ook
| Nl i I & attxcharie

| it Toxt B Obijects

Fet Document Taxt

e I Edit Dbject

I = ot e vttty | 1 or Bt Teat Bou

o kb | |

T St vacnd gt | [T [

ultrices pulvinar, velit nibh I Seloct Object

malesuada lorem.
* Action Wizard
» Recognice Text
» Protection
.
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Select the *Show Advanced Options’ selection. This will enable you to select how you would like the
video to be played to the user. You can choose to have the video play automatically as soon as the

page is opened or you can only play the video when the video is clicked by the user.

— Ackivation Setkings

Enable When: IThe page containing the content is visible j

(e CRN = Ml Thie page containing the content is nok visible

Plavback Style: IPIay content on page j

wiidth:  [320 = Heioht: [0 -

It is also advisable to select that the content should be disabled when the page containing the video
content is not visible to the user otherwise the media will continue to play.

When you are happy with your selections select ok and your video will be embedded.

If you navigate away from your page and return you will be able to see your media display in the
way you selected above.

Save your PDF document from the File menu of Acrobat. This document is now ready to be attached
to an assessment within Skills Assessor.

When the user selects the assessment they will be advised that there is an attachment to view before
accessing the test. The user will not be able to move on to the assessment until they have read the
attachment.

Hello, Danielle Armstrong

Assessment: Mobilephone Consumer Sales

© Please View Before Accessing the Test

(ae)

Assessment Details

You may freely navigate through this assessment
Tou may freely navigate backwards and forwards through the questions in this assessment. Therefore you may choose to skip over questions you want to answer later.

A Mavigator will be displayed for vour convenience. This will summarise all the questions in the assessment, and allow you to easily skip back to amy unanswered questions.

This assessment may contain audio or video media

Please make sure that you can hear the audio clip by clicking the play button. You should hear a short clip of a telephone ringing
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Managing Knowledge Nudges

The “Manage Knowledge Nudges’ widget can be used to search, create, edit, delete and preview
knowledge nudges. Existing knowledge nudges are listed in the middle of the widget. The
management and preview controls are on the left side of the widget. The searching controls are at the

top of the widget as shown in the image below.

Flanage Knowledge Nudges # Options T Refresh
Manage Search Type Tag - Owner e =

Create Hudgs Search Term | B

Edit Mudge _ | Ssarch |

Delete/archive Mudge —

Preview Show srchived Nudges Only T Group by Tag W

Preview Mudge

K () A PageSize|10 - Page 1 of 1, iterns 1 to 1af 1
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Creating Feedback Assessments

When creating a feedback assessment create the assessment in the normal way but select ‘Is this a
Feedback Only Assessment?” The option is then available to create the assessment for ‘Self” or “Sel
and Manager’.

Where the assessment has been created for *Self and Manager’ the manager will automatically be
assigned the assessment to complete on the user based, on the hierarchy.

If the feedback assessment has been set to ‘self and manager’ an additional checkbox (labelled *Onl
require user feedback before combined test?’) will appear. Enabling this checkbox will prevent the
manager from seeing the feedback assessment until the user has completed it. Once the user’s
feedback is complete, the manager will have the option of either completing their part of the
feedback assessment or immediately creating a combined feedback assessment without completing
their own version of the assessment first. The combined feedback assessment will require that the
manager and the agent collaboratively take the assessment again and agree on the answers provided
to the questions using the Manager’s Skills Assessor account. The agent will then be required to

provide their password to confirm that they agree with the provided answers.

Type of Assessment
These Feedback options cannot be changed if the assessment is currently assigned to Users, either individually,
by Group, or the Assessment has ever been taken.

Is this & Feedback Cnly o
assessment?
Select a deployment type |59If and Manager _v_]

¥ Only require user feedback before cormbined test? @

The user will see the assessment in their list of assessments to take and the manager will see a

separate tab identifying that they have a feedback assessment to complete. See the example below.
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£ Genesys Genesys Skills Assessor

My Development ' Reports ' Manage Groups & Users

| System Settings \ Manage Assessments  \  MyDevelopment \ Reports @ . Add stuff

My Development

Assessments (by Group) | Assessments (by Date Feedback on other users (3) |

Annual Feedback Review from Agents 30 Moy 2009

After selecting the ‘Feedback on other users’ tab, the assessment will be presented.

= , i
£ Genesys Genesys Skills Assessor
Hello, Gerry Cafolla Logout
MyDeveloprent | Reports ' Manage Groups & Users | Systern Settings | Manage Assessments | My Development |\ Reports |\ @ . #dd stuff
My Development r 4 Options T Refresh
Bsessments (by Group) | Assessments (by Date) Feedback on other users (31
Feeding back on
Leadership Capability Program Christine Lace 29 Aug 2010 50.00
Feedback Assessment 2 Christine Lace 0.00
July Leadership Capability Program Christine Lace 0.00

Once the manager has completed their feedback assessment on the individual this will then be
removed from the *Feedback on other users’ list.
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f_‘ @ . \

" Reports

" Manage fssessments | My Development

.
My Development | Reports | Manage Groups 8 Users | System Settings

2 Refresh (€]

& oOptians

My Development

N
Bsessments (by Group) | Assessments (oy Date} Feedback on other users (3)

Leadership Capability Program Christine Lace 29 Aug 2010 50.00

Feedback &ssessment 2 Christine Lace

July Leadership Capability Program christine Lace

£ Genesys Genesys Skills Assessor

Hello, Gerry Cafolla Logout

add stuff..

Email Notification Service

It is possible to configure SkillsAssessor to automatically send an email notification to managers
when their subordinates have completed a ‘self & manager’ feedback assessment. This optional
feature is enabled via the Email Notification Service. Please see the *SkillsAssessor 8.1.1 Email

Notification Service’ document for instructions relating to the installation and configuration of this

service.
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Assighing Assessments to Individual

Users

The option to assign an assessment to an individual is available in the user detail window.

After selecting the individual user click on ‘Assign Assessments’.

=, Genesys Skills Assessor

£ Genesys Genesys Skills Assessor

Hello, Gerry Cafolla Logout
by Development | Reports Manage Groups & Users | System Settings ' Manage Assessments | N Reports | A add stuff

Manage Users & Hierarchy ch L2) ¥ Manage Groups ~

B —
(@ create Mew User Edit User Deths | Assign Assessments |

¥ Manage Roles & Widgets ~

Hayley Binns LoginID m

Last Name Binns
First Name Hayley
Function

Department

Location

Cost Centre

Email

EIN

validsting systern gyl sassess [
Mew Password

Canfirm Password

Is user archived? [

Define the structure of your arganisation and m
rmanage the users within it.

¥ Remaove
¥ Reset Tests

a Training Partal

The assessments are then available in the assessment window to select and assign to the user.

Click on the required assessment and select ‘Add assessment to user’.
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£ Genesys Genesys Skills Assessor

My Development  \  Reports Manage Groups & Users | Systern Settings

Manage Assessments My Development | Reports add stuff

Manage Users & Hierarchy ¥ Manage Groups

&, Genesys Skills Assessar

3 Manage Roles & Widgets

(@ Creste New User

Bssign Assessments |

Edit User Details

Hayley Binns Define the structure of your arganisation and

rmanage the users within it
Feedback Assessment to Test
Feedback Models

clear dear
I Remove
3 Reset Tests

3 Training Portal

ills Annual Feedback Review from Agents
il Blackbery Support
s BT Vision

Right click on t

required assessment.

The individually assigned assessment will be visible under “individually assigned assessments’ in the
selected user’s “My Development” widget.

£ Genesys Genesys Skills Assessor

Hello, Gerry Cafolla

Logout

My Development | Reports '\ Manage Groups & Users | System Settings | Manage Assessments | My Development '\ Reports '\ @) . \

) Add stuff..

My Development

Assessments (by Group) | Assessments (by Date) | Feedback an other users (3) \

Leadership Capability Program

100.00
tManagement Capability Program 100.00
Skyblue Products 100.00 9.26
TV Deals 27 Nov 2008 0.00
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‘My Development’ Displays the
Assessment due date

The ‘My Development” widget displays the date that an assessment needs to be completed by

(providing it has been configured as part of it being assigned to the user).

| Assescments (by Group) \'._ Assessments (by Date) ‘

Group Name %Complete
User 0.00

Example Iphone Assessment 0.00

Airline Routes 31 Aug 2011 0.00

Individually assigned assessments 100.00

If a user attempts to launch an assessment before the start date they o =
will be presented with a message indicating that the assessment cannot

l Somy, you cannot launch this assessment.

be launched.

K
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Ability to Reset Multiple User Tests

There is a ‘Reset Tests” widget for resetting user assessments (this widget needs to be added to the

relevant job roles).

r
G ' @ nup
B e

localhost/SkillsDn O = B G X || (& localhost | |

£ Genesys

Hello, demo dema

]

" Aasessment Guilder Y Manage Users and Groups |, Reports  f DHA Y DWAAdman ' Anabsis ' G .o Cnange Fant: & A A Add sl

users who have tests that can be reset withi dected date range will sppear on the right; select the ones 1o reset and dicl

Mo users were found who have tests to reset.

01-4am- 2009 |'"—|k | LB-Aug-2011 |ﬂ

Example [phare Avsessment

There is the option to reset by group or for an individual. The Group names will appear at the left

hand side with the option then of selecting the group or an individual within the group only.
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oo 5
a . .,) Wit/ localhost/Sk NP~ BG Xll ___" localhost * | | -.|| 4

£ Genesys Genesys Skills Assessor |

Hallo, deme deme " Logout

Avevsrent Bullder Manage Uers and (roagm

“Meel elected users

—_—

The second column will then be populated with the titles of any assessments that have been taken. If
this list is large you can apply a date filter by entering the date range.

N.B. The date range needs to include the dates when the users have taken the assessments.

A free text filter can be used to search for a specific assessment names.If you change any of the
filtering criteria the list of assessments will update automatically.

Select the title of the assessment you wish to reset, multiple assessments can be selected at this stage
if required. A third column will then appear showing the names of users who have taken the selected

assessment as shown in the example.
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- == .
e@k@ hitp://localhost/SkillsDN O ~ B € X |[ @ rocalhost xu T Lo

£ Genesys Genesys Skills Assessor
Logout

Hello, demo demo

Y Analysis (@ ...\ Change Font: A A A Add stuff
# Options T Refresh

 Reports (_ DNA ' DNAAdmin

[ Administrator (" Assessment Builder " Manage Users and Groups

Reset Tests
Select a group from the list than tick ane or more assessments. Any users who have tests that can be reset within the selected date range will appear on the right; select the ones to reset and click the

button to reset the selected assessments for the selected users.

Type to filter:

Type tofilter:

[No group selection]
1 assessmant(s) selected for reset.
Administrator
From To
User
[ o200 | [ tamug2ou | selectall Deselect all

[} demo demo

Example Iphone Assessment

Select the names of any users you wish to reset then click the ‘Reset Selected Users’ button. If there

are a number of users shown you can use the filter to search for a particular user.
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Individual User Level Access to Increase
Application Font Sizes

In order to improve the usability of Skills Assessor individual users have the ability to increase and
decrease font sizes. To increase the font size the user can select either the small, medium or large text

as shown.

Change Font: A A A Add stuff...

# QOptions T Refresh (<]
|

This menu is available on every page of Skills Assessor in the top right hand side once the user has
logged in.
It is important to remember however that if you have chosen a specific text size when creating an

assessment question this will override any changes the user makes to their text size.

Create Customizable Certificates per
Assessment

Creating A New Certificate

Select the manage certificate widget. You will be presented with a list of any existing certificates (if

any). Click the “click here’ text in order to create a new assessment.

[ show inactive certificates

Certificate name

There are no certificates currently defin@d. Click here to create one,

You will then be able to give your assessment a name. Enter a meaningful name in the field
provided. It is important that you name your certificate appropriatly as you will need to assign this to

individual assessments at a later date.
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[ show inactive certificates

@x |

There are no certificates currently defined. Click here to create one.

When you have entered your certificate name, click the plus icon to save the name change.

™ show inactive certificates

Edit Certificate name

o Silver Lining Certificate

If you wish to rename your certificate click the #" icon and this will enable you to amend the
certificate name.

™ show inactive certificates

Edit Certificate name

|Z| |El |5i|ver Lining Certificate

Click the ! icon to confirm your changes. If you wish to cancel your changes you can select the %]
icon.

After creating a new certificate you will want to design the content within it. In order to do this, right
click on the certificate name and select ‘Design’ from the drop down options. You will notice that

you can also create new certificates from this menu as well as rename them.

[ show inactive certificates

Certificate name

Mew Certificate

Rename
 DesignD

Create a copy

Deactivate

When you select ‘Design’ you will be presented with a blank page containing the ‘toolbox’.
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Toolbox

Create Customizable Certificates per Assessment

The white area within the grey border represents your
certificate page. By clicking on the title bar of the
“Toolbox’ you can drag this around the screen in order to
make it easier to see more of your page.

Items are added to your page by selecting them from the
toolbox. Once selected they will be added to the top left
hand corner of the screen and can then be dragged and

resized into position.

Add Text to your certificate

Right-click to edit

Click the text icon from the toolbox. This is the first icon as shown in the diagram above.

Clicking this icon will add a new next box into the top left hand corner of the screen.

Right click the text as shown and you will be presented with a menu to edit the item.

Right-click to edit |

Edit item
Delete

Select “Edit Item’ and you will have the ability to edit the text in the box.
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|H B 7 U0 A~ L Z3 [ Times MewR. = 12pt  +| | Insert data field

User's Legin ID
Well Done [UserNaruse:uame
Assessment Mame
Test Result

You have completed the [AssessmentMame] assessment an ,
Test Completion Date

an [CompletionDate]

/ Design | €% HTML

You can then use the text editing tools as normal such as Bold, Italic and Underline as well as change
the font sizes and colours etc.

If you wish to add elements of dynamic text such as the assessment or user’s name this can be
selected from the ‘Insert data field” dropdown box, as per the example above. This will create an area

for this information to be included wherever the cursor was positioned within the text box.

Once you are happy with your text press the F] icon. This will add your text to the certificate. In
most cases you will need to resize the box to accommodate your text. To do this click on the right
hand corner of the text box (the icon will change to a double pointed arrow) and you can drag to
resize.

To move your text place your mouse pointer over the text box, click and you can drag it around the
screen.

Remember to ensure your text box is large enough to accommodate any dynamic text that will be
entered such as a user’s full name or the name of an assessment.

Use the save icon within the tool box (1% icon) to regularly save your certificate. If any items such as
text or images are outside the boundaries of the page these will be brought back into alignment
automatically to ensure they fit the page.

You can add multiple text boxes within your certificate.

Adding an image to your certificate

Click the image icon, this is the 2" icon within the toolbox. As before this will be added to
the top left hand corner of your certificate. Right clicking it will open a menu allowing you to
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replace the image with one of your own or the ability to delete the image.

Right-click
to insert
an ims

Replace image
Delete

Select ‘Replace image’
This will open a dialogue box allowing you to locate an image on your computer to be included as

part of the certificate.

E Upload a new certificate image

Select a new image: Browse... |

Once you have selected your image click ‘Save’ and the certificate will be updated with the chosen

= Genesys

As before this will be in the top right hand corner and can be resized and moved into the appropriate
position.
As you progress through the design of your certificate it is recommended that you use the

Save icon to save any changes you make to your work. Should any items be placed outside

the page size defined for your certificate you will be presented with a warning and the offending
elements will be moved to within the page.
If you wish to add additional details of the user results then the third icon as shown will add
ﬁ a graph to your certificate. As with the previous items this will be added to the top left hand

corner of the certificate and you can drag and resize this into the required position.
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Right clicking this item however has a number of different options that you can select from. You can
choose whether you wish the graph to show the achieved scores including the required pass mark. By
default these will be available and simply select them to toggle whether they are visible within the

certificate. If you wish to delete a chart then right click also provides you with the delete option.

Target: 50% 100%
Assessment Name
Main Content 1
Subcontent 1
Subcontent 2

Main Content 2

Subcontent 3

Subcontent 4

Subcontent 5

| » Show scores
¥  Show target

Delete

Once you are satisfied with your certificate ensure that it is saved and then close down the designer
window. By default your certificate is now available to be selected against any existing or new
assessments.

If you would prefer to remove your certificate you can right click its name and select deactivate.
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Assigning your certificate to an assessment

After you have created a certificate you can assign it to an assessment. In the assessment properties

you will see the option together with the drop down menu to select the required certificate.

| S | 3 s

L..I e D Mot Endw™ putamatically for Maitiple Choice nd Pick Conecy Quertiond.
s Cross Skill Training

Bpsi Tedx Mawigacion Test Reser Knoasiesgs Nudps 1 Cemificare Reports

Crapte § cortefizate on 1egt pass? = -

Remember to save any changes you make to the assessment properties as normal. If a certificate has
been defined against an assessment this will be loaded automatically for the user to print when they
have achieved the required pass mark.

This can be changed at any time by selecting a new certificate or the ‘No Certificate Selected’ option.
Should an assigned certificate become deactivated the certificate will no longer be presented to the

user upon completion.
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Recalling Awarded Certificates

If a user has achieved the required pass mark, the certficate will be presented automatically upon
completion and can be printed off, if required, as a record of achievement. If a printer is not available
or there is only a requirement to store it electronically, it will be saved within the ‘users Certificate’
widget for them to view at any time in the future.

In the ‘users Certificate” widget there will be a list of assessments that the user has successfully
completed. To view the certificate simply click on an assessment name and all of the associated
certificates will be displayed along with the date and time they were awarded.

Click on the certificate to open it and a new window will open ready for printing.

Select an assessment that you have a certificate for, then click the certificate to view/print it.

Assessments: Certificates:
Example Iphone Assessment Insurance Complaince Certificate - 03/08/2011
11:43:25
Insurance Complaince Certificate - 03/08/2011
11:56:00
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Reports

Knowledge Nudge Reports

Select the “Knowledge Nudge Report’ (this may be in the Report Widget depending on how the
application has been set up).

Click on the user and the available user information will depend on where the individual is situated in
the hierarchy.

In this example the user has been selected by “selected position only’ but users can be selected in the
hierarchy.

After selecting the individual a list of the assessments where knowledge nudges have been accessed

is presented in the bottom left hand window.

£ Genesys Genesys Skills Assessor
Hello, Gerry Cafolla Logout
At . ~ . ~ =
My Developrent Reports | Manage Groups & Users | System Seffings | Manage Assessments My Development | Reports | @ .. | Add stuff
Knowledge Hudge Report # Options = % Admin Reports
Repart filters: Start Date (DThe selected position only 3 Feedback Report
End Date: Ointo the hierarchy [1 | 3 level(s) down [

Repart on time and usage of Knewledge
Hudge

Director of Contact Centres

K Remave

% Reports

<] o 3] The report needs to be rebuilt to reflect yaur selections
[ selectall Rebuild repar]

[Jeroadband suppart
Wobilephane Consumer Sales
Blackberry Suppart

IS Mental Health Disorders

et vision
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Click on ‘Rebuild Report’ once the individual has been selected.

Reports

Wy Development Reports

Knowledge Nudge Report

Report filters

| Manage Groups & Users

End Date: [14-Aug-2010

System Settings | Manage Assessments | My Development

@The selected position anly
Ointothe hierarchy [1 | 2 levelis) down

Reports

£ Genesys Genesys Skills Assessor

<] Im

The report needs to be rebuiltto reflect your selections

Cselectall

[“] Broadband Support

[ tobilephane Consurmer Sales
[ elackberry support

CInHs Mental Health Disorders
et visian

[Rebuild repord

4dd stuff
3 Admin Reports
3 Feedback Report

3 Knowledge Nudge Repor

Report an time and usage of Knowledge

Nudge

¥ Remove

3 Reports

The information is then available to view and there are several options to select from.

My Development Reparts

| Manage Groups & Users

System Settings | Manage Assessments | My Development

£ Genesys Genesys Skills Assessor

Knowledge Hudge Report # opti
Report filters: Start Date: | 01-Mar-2010 @The selected position only
End Date: |18-Auz2010 Ointo the hierarchy [1 |2 level(s] down
Chartings |\ Users ', lad
N sits @)
u
(Oratal Duration Omi:e
awerage Duration €
@ Broadband
Support
<] m B
[ selectall
Humber Of Visits
[¥] Broadband suppart
] mMobilephone Consumer Sales 0 05 1 15 2 b
[ Blackberry support
IS Mental Health Disorders vy Catolla A
et vision
v

Add stuff
3 Admin Reports

8 Feedback Report

u'Knowledge Nudge Repor

Report on time and usage of Knowledge
Hudge

K Remove

3 Reports
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Assessment Report

Select Reports to view the individual results or a team results based on the hierarchy.

Select the individual and the required date range.

S Genesys' Genesys Skills Assessor
Hello, Gerry Cafolla Logout
My Deweloprment Reports | Manage Groups & Users | Systern Setfings | Manage Assessments '\ MyDevelopment | Reports '\ @ . add stuff
po © Admin Repo
Report filters stgfDateflsul20t0 | @rhe selected pasitiononly (B B Repo
EnNDate Ointo the hierarchy [1 |2 level(s] down owledge Nudge Repo
Report on individual or team scores W
A Remove =S
<] m 5 rebuilt to reflect your selections
[select all the hierarch build repor]
[ skyblue Products (1) y
Leadership Capability Program (1)
Management Capability Program (1)
[ July Managernent Capability Prograrm (1)

Select the assessments from the bottom left hand window. These are all of the assessments that the
individual has completed. Once selected, click on ‘Rebuild report’ to view the results.
The results can be expanded be clicking on the Assessment name to reveal the Content level results.

Click on the Content name to view the individual questions as per the example below.
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Reports

Wy Develapment Reports

| Manage Groups & Lsers

Reports

Report filters:

Start Date]15-Jul-2010

System Settings | Manage Assessments | My Development

Reports

(Ehe selected position only
Qinta the hierarchy [1

= levelis) dawn

£ Genesys Genesys Skills Assessor

Add stuff.

3 Admin Reports

 Feedback Repart

3 Knowledge Nudge Report

Target: 0%

“ Skyblue Products
% Basic Knowledge Awareness
How much does it cost (per m...
wWhich of these are valid sky
A customer wrote to complain...
% Brand | dentification
¥ Website Information
<] m = “ Skyblue Upgrades

[ select all

¥ Basics
¥ Course Feedback

[ skyblue Products {1)
Leadership Capability Program (1)
Management Capability Prograrm (1)
[Ciuly Management Capability Program 1)

Report an individual or team scores

H Remove S

By right clicking on a question the option to “View Detail’ is presented.

£ Genesys

Hello, Gerry Cafolla

My Development Reports

Report filters

Start Date|15-Jul-2010
End Date |14-Aug-2010

| Manage Groups & Users | Systern Settings | Manage Assessments | My Development |

4 K2} » Admin Reports

@The selected position only
Ointa the hierarchy [1

2 level(s) down

B

Target: 50%.

“ Skyblue Products

¥ Basic Knowledge Awareness

9.26%
0.00%
Hinwy |

art questions
wihich o
& custord Wiew Detail

“ Brand Identification
* Wiebsite Information
<l m 2] % Skyblue Upgrades

Cselectall

¥ Basics
¥ Course Feedback

Skyblue Products (1)
Leadership Capability Program (1)
Management Capability Pragram (1)
[Cliuly Management Capability Program (1)

Genesys Skills Assessor

Logout

Add stuff

3 Feedback Report
3 Knowledge Nudge Report

Repart an individual or team scares

# Remove

Click on “View Detail’ to reveal the answer given and the correct answer. Where a team has been

selected, ( x levels into the hierarchy) it will list all of the team with their respective answers.
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£ Genesys Genesys Skills Assessor

Hello, Gerry Cafolla Logout

Wy Development Reports | Manage Groups 8 Users | Syster Settings | Manage Assessments | MyDevelopment | Reports | ( Add stuff

& Admin Reports

Repart filters: Start Date|15-Jul-2010 @The selected pasition anly ¥ Feedback Report
End Date |14-Aug 2010 Qinto the hierarchy [1 | levelis) down 3 Knowledge Nudge Report

Repart on individual ar team scares W

¥ Remove -

Question type: Multiple Choice Result

How much does it cost (per month] ta subscribe to all
Sparts Channels?

I Correct A.

Gerry Cafolla

< m ‘
[selectall

[“] skyblue Products (1
[ Leadership capabil|

Management Capabl
D iuly Management c:

The option to export the information into an Excel spreadsheet is also available by clicking on the

‘select for export’ button and then click on “Export’.
Select for export button.

s

Genesys Skills Assessor

Genesys

Hello, Gerry Cafolla

My Development Feports | Manage Groups & Users | Systern Seings | Manage Assessments Wy Development ' Reports dd stuff

Reports tia efre: 3 Admin Reports

Reportfiers  seartoaef i ] - 3 Feedhack Report
End Date [14-Aug 2010 Oy ¥ Knowledge Nudge Report

~Resre

Target. 80% ‘

“ Skyblue Products == R
s knowlsds Avarensss Once the required assessment

How much does it cost (per m...

Which of these are valid Sky.

and content levels have been

& customer wrote to complain...

¥ Basics

“ Brand Identification L =]

&l [ | O westeiormaion 4@ selected click on “Export’.
D selectall % Skyblue Upgrades o=
LE]
L =]

[¥] skyblue Products (1)

[JLeadership Capability Program (1)

[ management Capabil ity Program (1)

[ july Management Capability Program (1)

¥ Course Feedback

The Excel spreadsheet is

—t— then available to view. T

Clear any exports by clicking on the
X
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Feedback Report

Similar to the assessment report the users can be selected individually within the hierarchy structure.
Using the date range this will display any feedback assessments that the individual has completed in

the bottom left hand window. Select the specific assessment and click on ‘Rebuild report’.

£ Genesys Genesys Skills Assessor

Helle, Gerry Cafalla

Logout

My Development | Reports Manage Groups & Users  \ System Settings |\ Manage Assenments | Reports

My Development |

Add stuff.

* Admin Reports -
ir= =
Report ta display Feedback i

3 Remove .

|  Knowirdge Nudge Repart -
| = feports -~

Feedback Report

Repart filters Start Date| 1% jul-2010
tnd Date |14-Aug-2010

freeh o)

m
m

[0 e ctor of Contset Centres

£
[ Gerry catalla

The report nesds to be ral o reflmct your selections

J Management Capability Program
) Lemderehip Capability Program

) auly Leadership Capability Program
3 Leadership Capsbility Prograrm

The information presented will display the user feedback together with the manager feedback
depending on whether the assessment has been created as user and manager and if the manager has
completed their feedback assessment.

The information is also available for exporting to an Excel spreadsheet by selecting ‘Export’. The

Excel spreadsheet will contain the criteria used in the assessment.

%Genesys- Genesys Skills Assessor

Helle, Gerry Cafolla Logout

' Manage Groups & Users | System Settings |

My Developrment

Reports

Manage Assessments | My Development | Reports

Fredhack Report L> W ¥ Admin Reports -

Reportfilters: Stertpate[T5 2010 || =
- Expord Report to display Fredhack i

[ESW Director of Contact Centres K Remove e

| === Self (1) | (7

2 3 ] » Knowledge Nudge Repart ~
Thave a clesr understanding of
which direction the Company is | % Heporls ~
garing and readily contsibute with
any YRRV AR SRR RARHR RS
with any evternal partness that
<] 5 Imanage on a daily basis.
I Gerry Cafolla 1 actively participate in any new

projects where possible. |

Tam able ta communicate effectively

LAY P HEY AR AL e
1l of the operational systems
and feed inte the development
team with any recommendations

@ Managenent Capability Program I manage my tedBS SLASSINATE BOBAE
© Leadership Capahility Program clear ahjectives and KPY measures.
9July Leadership Capability Program Lunderstand the strategic direction
O Leadership Capahility Program that the Company i3 going in and

1am ableto motate my team
o deliver 3gainst those objectves.

1lead by example. sl

Administrator Guide 95



Chapter 1: Administrator Guide Reports

Admin Reports

To access the Admin Reports select the Admin Reports widget and a window will appear as per the

example below.
There are 3 Admin Reports:

e User Result Detail
e User Feedback Response Percentages

e Question Response Summary

Reports can be generated without any filters, therefore presenting all of the associated detail as per

the examples below.

User Result Detail
Select the required report at the bottom of the Admin Reports screen. Use the drop down box to
select the required report. In this example the report selected is the’ User Result Detail’.

Once the required report has been selected, click on ‘Create Report’.

S Genesys Genesys Skills Assessor

Hello, Gerry Cafolla Logout
w\ Add stuff

" System Settings | Manage Assessments | My Development | Reports |

N
Reports | Manage Groups & Users

My Development

Admin Repaorts

Administration Reports

¥ Remaove

s Feedback Report

* Knowledge Nudge Report

¥ Reports

&

Test Result Filters:

K]

The report will then automatically appear at the top of the page next to the Filters tab.
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£ Genesys Genesys Skills Assessor

Wy Development Reparts

| Manage Groups & Users | System Settings | Manage Assessments ' MyDevelopment | Reports | @ .\ add stuff.

Administration Reports m

K Remove

Admin Reports +

J User Result Detail @

User Filters:

Optians

Filters

 Feedback Report
¥ Knowledge Nudge Report

3 Reports

Test Result Filters:

After selecting the report the option is then available to select the specific assessment from the
assessments available.

£ Genesys Genesys Skills Assessor

Hello, Gerry Cafolla Logout

My Development

Reports |\ Manage Groups & Users | System Settings | Manage Assessments | My Development '\ Reports

add stuff..

Admin Reports

- User Result Detail @ Administration Reperts

] Filters applied to this report 3 Remove

User Filters: Test Result Filters:
Mo filter was applied. Mo filter was applied. ¥ Feedback Report
¥ Knowledge Nudge Report

Select an assessment fram the |istto see the report: | — Select an assessment ~

- Select an assessment - \ S i s

lnnual Feedback Review from Agents

Blackberry Support

BT vision

Feedback Assessment to Test Feedback Models

General

Genesys Pre-Test System Consultant, Inbound voice
Genesys PreTest vz

Health Cars

I Phane Suppart

Insurance knowledge

Ly Manszsment Capahility Frogram

Latest Product Launch - Support Infarmation
Mobilephone Consumer Sales

Mew Product Quiz

MHS Mental Health Disorders

Safety Rating of Hew Cars

Skyblue Fradurts

TV Deals )
orking with the local labour market
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The data can then be expanded to Content and Question level with the option to Export into Excel.

Click on the relevant buttons to expand the data.

£ Genesys Genesys Skills Assessor

Hello, Gerry Cafolla Log

My Development v Lis Daelapment Reports @ .-\ Add stuff..

Admin Reports CI ick on the button # Options T
- User Result Detail @\
€3 Fiersspplet o his report to expand the view.

User Filters:
No filter was applied.

Reparts | Manage Groups & Users

Select an assessment fror the (T the report: | Mobilephone Consumer Sales [v]

Login ID First Hame Last Hame Date Completed Overall result Mobile Phones  ‘What are the pay- | Which of these Broadband | Where would you
monthly tariffsfor | Mobile Phones dlick to order
Sim-only plan... | are exclusive to Broadband?

Question out of: 80 60 70
Average (8 users): 63.89% 47.92% 50.00% 59.21% 100.00% 0.00%
bandrews Bob Andrews 13-Jan-201012:35 62.22% 0.00%. 100.00% 0.00%
pardon Peter Ardon 18-Apr-2010 1128 60.00% 100.00% 100.00%

Hayley Hayley Binns 11-May-2010 20:18 80.00% 100.00% 100.00%

derno Gerry Cafolla 18-Apr-2010 1111 62.22% 0.00% 100.00%

fdavies Frankie Davies 18-Apr-2010 11:24 80.00% 100.00% 100.00% R |
jdoe Jane Doe 25-Feb-2010 16:28 62.22% 0.00%. 100.00% 0.00% U
ZT.J_ S . _ nm it Antnatan an nnor [ Yy S e &
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Using the Report Filters Option

Filters can be created and saved by selecting ‘Add” which will then present the ‘Edit User Filters’ as

per the example below.
Use the drop down box to select the filter required. In the example below the options are — Hierarchy,

User Field & Group.
Once the filter has been selected click on ‘Add Filter’.

Genesys Skills Assessor

£ Genesys

Hella, Gerry Cafalla

epurts | Manage Groups & Users | System Setlngs |

Test Result Fillees

In the example below the filter added is the *User Field’, which then reveals the fields available.

Select the additional filter.

Genesys Skills Assessor

£ Genesys

Hella, Gerry Cafalla

% MyDevelopment Reports 43

ifters
User Filters Edt User Alter:
1o (] RN

select a filter type from the list and click Add Filter: | User (el

Delete

5!
o
vl B Location
m il st Centre
A E— 1
Test Result Fitbers: ElN
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In the example below the field selected is Department and the department to view the results for is

Customer Services. Customer Services has to be manually entered into the right hand box.

(= : H
= Genesys Genesys Skills Assessor
Hello, Gerry Cafolla Logout
Wy Development Reports | Manage Groups & Users ' System Settings ' Manage Assessments My Development ' Reports '\ @ .. Add stuff
Admin Reports # Options T Refresh
~
Filters ladl
User Filters Edit User Filter:
Select a filter type from the list and click Add Filter: | User Field v | [EERIE
Department [ ] =|Customer services Delete
(55 :
Test Result Filters

Once the filter has been created, this can be saved to use against any report selected. Click on ‘Save’
which will then save the filter to be used as and when required in the *User Filters’ box.

S Genesys Genesys Skills Assessor
Hello, Gerry Cafolla Logout
My Development Reports | Marage Groups & Users '\ System Settings |\ Manage Assessments ' My Development '\ Reports '\ @) A Add stuff...

Admin Reports # Options T Refresh

S
Filters | |

Us &

¢ Departrment is ‘Customer Services'
N

Test Result Filters:

Load Filters.. M
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There is also the option to create additional ‘Test Result Filters’ in the same way as “Filters’.
Click on the ‘Add’ button under the “Test Result Filters’ box.

= 3 i

£ Genesys Genesys Skills Assessor

Hello, Gerry Cafolla Logout
My Development Reports | Manage Groups & Users | Systen Settings | Manage Assessments | My Development | Reports @ . | Add stuff...

Admin Reports # Options T

Filters i

User Filters:

Department is 'Customner Services'

Temove

TestResult Filters

Load Filters.

(| = ) L

The available filters are then visible in the drop down box top select from. Once the filter has been
selected, click on ‘Add filter’.

S Genesys' Genesys Skills Assessor
Hello, Gerry Cafolla Logout
My Development Reports | Manage Groups & Users | System Settings | Manage Assessments | by Development | Reports ) add stuff
Admin Reports « Options T Refresh
Filters s
User Filters: Edit Test Result Filter:
Departrment is "Custarmer Services’ Select afilter type fram the |ist and click Add Ffter: | Date v
Date
TestResult
Test ResultFilters
Load Filters.. M
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Reports

There are two available options in the ‘Edit Test Result Filter’:
“Test Result’ filter as per the example below.

£ Genesys

Genesys Skills Assessor
Hella, Gerry Cafolla Logout
My Develapment Reports | Manage Groups & Users | System Settings |

Admin Reports

N
Filters

| Manage Assessments | My Development | Reports

0.\

Add stuff.
# options T Refresh
~
User Filters: Edit Test Result Filter:
Departrent is 'Custarmer Services’ Select a filter type from the list and click Add Hlte AddTi
<Select an assessment/content- ) Result between 1 % and|100 |5 Delete
Test Result Filters:
Load Filters... M

There is also the option to save a specific assessment with the filter if this is a report that has to be

created on a regular basis.

£ Genesys Genesys Skills Assessor
Hella, Gerry Cafolla Logout
Wy Development Reports |\ Manage Groups & Users | System Settings | Manage Assessments | MyDevelopment | Reparts '\ @ . | add stuff..
Admin Reports # Options T Refresh
Fitters | e
User Filters: Edit Test Result Filter:
Department is 'Customer Services’ Select a filter type from the list and click Add Rlter: | Test Result[+] &
<Select an assessment/content- Nnetwean 0 % and[100 |2 Delete
Filter:|mo [search| \
lly Feedback Assessment to Test Feadbz \ Click here to reveal
iz Mobilephane Consumer Sales
Test Result Filters: >
J
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Once an assessment has been selected, this will save the details together with the results as a filter

once ‘Save’ has been selected.

& Genesys Genesys Skills Assessor
Hello, Gerry Cafolla Logout
My Developrent Reports | Manage Groups & Users '\ Systern Settings | Manage Assessments | My Development | Reports @ . Add stuff.
Admin Reports
Filters |, |
User Filters Edit Test Result Filter:
Department is 'Custormer Services' Select a filter type from the list and click Add Filter: | Test Result[v]
~~tdapilephone Consumer Sales L) Result between 00 | 3 and[100 |3 Delste
Test Result Filters:
Load Filters M
11 b -
Date’ filter
= ) .
£ Genesys Genesys Skills Assessor
Hello, Gerry Cafolla Logout
My Development Reparts | Manage Groups & Users | System Settings | Manage dssessments |\ My Development | Reports |\ @ .. Add stuff...

Admin Reports

Filters | ]

User Filters: Edit Test Result Filter:

Department is 'Customer Serices' Select a filter type from the list and click Add filter (Date | .

Mobilephone Consumer Sales ) Result between [80 | % and[10 | & Delete

[1407/200 to[14/08/2010 Defete

Test Result Filters:
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Once the filter has been saved it will appear in the “Test Result Filter’ box.

£ Genesys Genesys Skills Assessor

Wy Development Reports

| Manage Groups & Users | Systen Settings | Manage Assessments My Development | Reports | () e
Admin Reports

# options T R
—
Filters |,

-~
User Filters:

Add stuff.

Department is ‘Custamer Senices’

Test BasuHeFHTET

Bssessment "Mabilephane Consumer Sales' result )
between 80 and 100, Campleted between 14-1ul-2010

o

W

/\

To save the filter for future use, click on *Save Filters...” and give the filter a new name.

£ Genesys

Genesys Skills Assessor
(el ey ool L

My Development Reparts | Manage Groups & Users '\ System Settings '\ Manage Assessments | MyDevelopment | Reparts '\ @ . Add stuff.
Admin Reports # Options T Refresh

Filters (e
User Filters:

Department is ‘Custarmer Services'

Enter filter name a

lease enter a name to save the filters as:

Test ResultFilters |

Assesstnent Mohilephone Consumer Sales' result

between 80 and 100, Completed between 14-lul-2010 m'_l_/

and 14-Aug-2010
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Notification given once the filter has been changed.

£ Genesys Genesys Skills Assessor
Hello, Gerry Cafolla Logout
My Develaprment Reports | Manage Groups &Users | Systern Settings '\ Manage Assessments |

| MyDevelopment  \ Reports @ ..\ Add stuff

Admin Reports

# options T Refresh
Filters

~
User Filters:

Departrent is 'Customer Services'

e page at localhost says:

Current repart filkers saved as Test!

Test Result Filters

Assessment 'Mobilephone Consumer Sales' result
between &0 and 100, Completed between 14-Jul-2010
and 14-Aug-2010

Load Filters.

Loading Report Filters

The filter is then available to select from by clicking on ‘Load Filters’ and the available saved filters

are presented. Highlight the required filter and then click on Select.
/

£ Genesys Genesys Skills Assessor

Hello, Gerry Cafolla

Wy Development Reports | Manage Groups &tUsers |\ System Settings ' Manage Assessments | My Development | Reports | @ .\ add stuff...

Admin Reports

# Options T Refresh
Filters
User Filters:

Genesys Skills Assessor - [Load a sav;(repnn filter] )
Department is ‘Custarer Services'

Select a saved filter from the list belowfthen click Select to load it. Clicking on a saved
filter will show its definition below Pe list

53

Test
Test Result Filters
Azsessment Mobilephone Consumer Sales' result User Filter, Test Result Flters:
between 80 and 100, Completed between 14-Jul-2010 No filter fas applied

Mo filter was applied

and 14-Aug-2010
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The filter then appears in the relevant filter box.

£ Genesys Genesys Skills Assessor

Wy Development Reparts

\| Manage Groups & Users '\ System Settings '\ Manage Assessments My Development '\ Reports @ ..\

Admin Reports

Add stuff...

<\ Department is ‘Customer Services' [

Test Result Filters:

Assessrnent Mobilephone Consurer Sales' result

between 30 and 100, Completed between 14-Jul-2010
and 14-Aug-2010

Load Filters.

select a report from the list: | User Result Detail

El

Select the report type e.g. ‘User Results Detail’ and after clicking on the report at the top of the
screen the filter information will then appear as part of the report selection.

S Genesys Genesys Skills Assessor
My Development Reports | Manage Groups & LUsers | System Settings

| Manage Assessments My Development \ Reports  \ @ .

Admin Reports

add stuff.
# options T Refresh
User Result Detail @

1D Filters applied to this report

User Filters: Test Result Filters:
Department is 'Customer Services'

Assessment 'Maobilephaone Consumer Sales' result between 20 and 100, Completed between 14-Jul-2010 and
14-Aug-2010

No data for this report matches your filters.
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User Feedback Response Percentages

Select the “User feedback Response Percentages’ report from the drop down box and select *Create
Report’.

S Genesys Genesys Skills Assessor
Hello, Gerry Cafolla Logout
My Development Reports | Manage Groups & Users | System Settings | Manage Assessments | MyDevelopment | Reports () . Add stuff
Admin Reports # Options =
[P ]
Department is ‘Custarmer Services'
Test Result Filters
Assessment Mobilephone Cansurmer Sales' result
between 30 and 100, Completed between 14-Jul-2010 =
and 14-Aug-2010
/ [T — —
Select @ repart from the |ist; | User Feedback Response Percentages \¢ | o

The report appears at the top next to the “Filters’.

= . )
S Genesys Genesys Skills Assessor
Hello, Gerry Cafolla Logout
My Development Reports | Manage Groups &Users |\ System Settings '\ Manage Assessments | MyDevelopment | Reports |\ @ o add stuff.

Admin Reports # Options T Refresh

[ Filters | User Feedback Response Percentages @\ [=]

User Filters

Test Result Filters:
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Select the relevant assessment and there is also the option to select the type of feedback to view from

a drop down box.

£ Genesys Genesys Skills Assessor
Hello, Gerry Cafolla Logout

Wy Development Reports | Manage Groups & Users | System Settings | Manage dssessments |\ My Development |\ Repors |\ @ .. add stuff.

Admin Reports # Options T Refresh

Filters | UserFeedback Response Percentages @ ', i

B Filters applied to this report

User Filters: Test Result Filters:
Ho filter was applisd Ho filter was applied

Select an assessment from the |ist to see the report: | Leadership Capability Pragram | v |

Select an the type of feedback you want to report on: | &1l feedback M
&ll feedback

Fromm Self Only

From Manager Only

Frorm Direct Reports Only
From Peers Only
1 3 sble to confidently coach any individual tear. . All but self orey Agree Strongly Agree

4 wsen(s): 0.0% 75 D% 25.0% 0.0%

| have all of the tools available for me to | denti Strongly Disagree Disagree Agree Strongly Agree

4 usei(s). 25.0% S0.0% 25.0% 0.0%
Leadership

I lead by example Strongly Disagree Disagree Agree Strongly Agree

4 wsen(s): 25.0% 50.0% 25.0% 0.0%

Strategic Direction

| understand the strategic direction that the Comp Strongly Disagree Disagree Agree Strongly Agree

pyp— \ Y B Y Ry va— now | [l

Question Response Summary

The Question Response Summary allows immediate visibility across an assessment for all of the

results by question within an assessment (date filters could be used to reduce the volume of answers).
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Genesys Skills Assessor

S Genesys
Add stuff.

Manage Groups & Llsers | System Settings | Manage Assessments | MyDevelopment | Reparts | \

Wy Development Reports

Admin Reparts

Test Result Filters:

El

Selectarepnr’tfmmtheM@stmn Response Summary [v]

Genesys Skills Assessor

= .

= Genesys

Hello, Gerry Cafolla Logout
Manage Groups & Users | System Settings | Manage Assessments | My Development  \ Reports | @ . add stuff...

Wy Development Reparts

Admin Reporte

Filte| Question Respanse Summary @ |

B3 Filters applied to this report
Test Result Rlters:

User Filters:
Ho filter was applisd

Ho filter was applied

Select an assessment from the |istto see the report: | — Select an assessment
- Select an assessment
#nnual Feedback Review from Agents
Blackberry Support
BT Vision
Feedback Assessment to Test Feedback Models
General
Genesys Pre-Test System Consultant, Inbound Yoice
Genesys Pre-TestV2
Health Care
| Phore Support
Insurance Knowledge
uly Management Capability Program
Latest Product Launch - Support Infarmation
Mobilephone Consurmer Sales
Mew Product Quiz
NHS Mental Health Disorders
safety Rating of New Cars
Skyblue Products
TV Deals
orking with the [ocal labour market
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S Genesys Genesys Skills Assessor
Hello, Gerry Cafolla Logout
My Development Reports | Manage Groups & Users | System Settings | Manage dssessments |\ My Development |\ Reports |\ @ .. add stuff..

Admin Reports

N
Filters | Question Respanse Summary 8 | N

B Filters applied to this report

User Filters: Test Result Filters:
Ho filker was applied No filter was applied
Select an assessment from the |ist to see the report: | Mabilephone Consurer Sales [+]

What are the pay-monthly tariffs for Sim-only plans?

irang
20 1 month plan 2 25.0% 1240%
[
20 12 month plan 5 62.5%
1) 3 month plan 4 50.0%
0 |5 month plan 3 37.5% Part Right
4750%
L]

8 users)

Which of these Mohile Phones are exclusive to TP?

a0 I 1 50.0%
Wrong
Al Right
50(32“ 50.00%
0 a 4 50.0% “
=

Admin Report User Filter — Hierarchy

You can now use the organisational hierarchy as a filter within the Admin report. Simply select the
‘Add Filter’ button under the ‘Edit User Filter’ section of the *Admin Reports’ widget.

Admin Reports < Options T Refrash

At
Filters

User Filters: Edit User Filter:
<Empty Criteria> Select a filter type from tha list and click Add F r dd filcer

Save Cancel

Test Result Filters:

s e |
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You will then be presented with a drop down as displayed in the example below:

Filters ".\
User Filters: Edit User Filter:
<Empty Criteria> Select a filter type from the list and click Add Filter: | Hierarchy [ LR
Team Leader Q down |1 % levels Delete
[E System Administrator (smpty) i
E:| Training Department (empty)
&
LT -- Agent 01 (TestManzger TestMan
[E Agent 02 (TestAgent02 TestAgen
Test Result Filters: .. Agent 03 (empty)
=
Save Fifters... Load Filters...

The hierarchy will then be presented to either expand it as required and select the relevant nodes or
select a specific position. To include any subordinates simply increase the number of ‘levels’ as
required.

Click on the “Save’ button to apply the filter for reusing at a later date. To select and use an existing
filter select “Load Filters’ and click on the required filter or to remove a filter click on the filter name
and after selecting it click on ‘Remove’.

Duration Column now included within the User Result Detail
Report

Duration is now included within the ‘User Result Detail’ admin report together with the overall
average duration of all users in the report.

Employee ID First Name Last Name Date Completed Duration Overall result

Average (1 users): 92.86%

TestAgent03 TestAgent03 Testhgent03 18-Aug-201110:4 .
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Feedback Deployment Models

Reports

This widget allows the creation of feedback models for selection as part of the properties option for

an assessment.

In the example below the standard feedback models are available.

Hello, System Administrator

b |
A

[ System Admin Manage Users

Feedback Deployment Models

b1

%

Reports T Manage Assessments

Self only : Self

Self and Manager : 3{f, Manager

E5 Assessment Builder

—
[ Basic

E

Isth

I

| Advanced

Number of questions to choose fortest 19 | %

Test Properties

Assessment Code: ‘

Question order | In order within content

[=]

Introductory Text

|/ Design 4% HTML

Pass mark [gg B

ificate on test pass? | (No certificate selected) [+ ]

@, Preview

Are answers viNgle after a Test? []

Enable test auto-re:
is a Feedback Only assessment? Jgf @ These values cannot be

changed if the assessment

Select deployment typeg | seif only [=] has been assigned to users

To create a new feedback model for use in a feedback assessment, click on ‘Add’ and additional

options are available to select from to build another profile.
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Hello, System Administrator

System Admin { Manage Users ¥ Reports T Manage Assessments | My Development ¢  Skilsroute Skilsanalysis ' @ ...

Feedback Deployment Models

Self only : Self
Self and Manager : Self, Manager

To create a new feedback model, select the required options and move them across to the left hand
box.

Hello, System Administrator

System Admin % Manage Users ¥ Reports T Manage Assessments | My Development | Skillsroute ( Skilsanalysis ¢ @ ...

Feedback Deployment Models

Self only : Seif
Self and Manager: Self. Manager

B Genesys Skills Assessor

Name:

Self

If “‘Reports’ is selected, the number of Reports will be requested.
Enter the number of Reports and click on ‘OK”.
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Hello, System Administrator

| System Admin { Manage Users { Reports T Manage Assessments | My Development | Skillsroute  { Skilsamalysis | @ ...

Feedback Deployment Models

Self only: Self
Self and Manager : Self, Manager

MName:

\
Feedback a

E

umber of Report that ar

| OK || Cancel |

Once the new feedback model has been created click on “‘Save’ for it to be available for selection
against feedback assessments within the assessment properties.

Hello, System Administrator

System Admin ( Manage Users ' Reports | Manage Assessments | My Development ( SKlsrouts ¥  Sklbanabsis (@ —

Feedback Deployment Models

Self only : Self
Self and Manager: Self. Manager

Self Manager

R Report(2) a Peer
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Reset Tests

To reset assessments, select the ‘Reset Tests’ widget. The individual Groups will be listed down the
left hand side. Any assessments taken within the date range will be presented in the box underneath
the date range window.

Reset Tests + Options T Refresh

Select 2 group from the list then tick one or more assessments. Any users who have tests that can be reset within the selected date range will appear on the right; select the ones to reset and click the button to reset
the selected assessments for the selected users

[No group selection] Type to filter: Mo users were found who have tests to reset.
Competency Feedback Erom To
Customer Complsints [ olan-2009 | [ 15sepmoul |
MNew Product Launch
Test
[[] Agent Annual Feedback -

[7] Agent Annual Feedback 2

[[] Agent Soft Skills

[] April Customer Care Assessment
[ Blackberry Support

[] Blackberry Terchdg00

[[] Customer Support - Complaints
[ Financial Core Skills

[[] Financial services

mn

[7] Genesys Pre-Test System Consultant, Inbound

Voice -

Reset selected users

After selecting an assessment any users that have completed the assessment within the date range
will be presented in the third window under “Select all’.

To reset an assessment either select and individual or “‘Select all” and then click on ‘Reset selected
users’.

Any reset assessment will then appear in the users ‘My Development” widget to be retaken.
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Skillsroute

Skillsroute allows the management of bulk changes (inserting new agent, adding and updating skills
and adding and updating proficiency levels) in Genesys CME
The prerequisites are:-

v' GIS 7.5 & CME 7.5 on the server.

Select the Skillsroute Widget, as per the example below.

Hello, System Administrator Logout

" System Admin  { Manage Users ' Reports { Manage Assessments | My Development 1 Skillsroute | Skilsanalysis,  SkillsDMA SkillsDNA Admin
My Development 7 Reports { &) ...

Change Font: AA A Add stuff...

skillsRoute # options T Refresh

[ Selectfile | View ( Import

Please enter the path to the file or click Browse to search for it
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Browse and select the relevant spreadsheet containing the data for updating Genesys.

Hello, System Administrator Logout

[ System Admin

Manage Users 7 Reports

. My Development

" Reports  { E o

" Manage Assessments

My Development |

Skillsroute

" Skillsanalysis

" SkillsDNA

SkillsDNA Admin

Change Font: AA A Add stuff..

SkillsRoute

[ Select File

W View 1 Import

Please enter the path to the file or click Browse to search for it

U:\Reference Guides\Ski

The spread sheet must be created in the format as per the example below and be in Excel 97 — 2003

format file (.xIs). The actual format of the information will be dictated by what is already in CME.

The Skill levels in the example below are displayed as Bronze, Silver and Gold, with the proficiency

levels associated to the employee as 1, 2 or 3 (in this example 1 is the highest proficiency level).

The proficiency levels will be decided by the individual organisation as used within their routing

strategies.

Employee ID First Mame Last Name User Name Bronze Silver Gold
jhiggins Joanne Higgins jhiggins 1

jparker Jerry Parker jparker 2

To create a new employee, the employee details are entered under the first four column headings as

per the example below and the format will be as per the existing information as expected in CME.

oyee ID First Name Last Name User Name =Bronze Silver Gold
jhiggins Joanne Higgins jhiggins \ 1 2
jparker Jerry Parker jparker / 2 3

To create a new Skill, this is included at the end of the spread sheet after the Employee ID, First

Name, Last Name and User Name and the proficiency level associated with the Skill is entered in the

column against the relevant employee.

Administrator
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—

Employee ID First Name Last Name User Name /anze Silver Gold

jhiggins Joanne Higgins jhiggins \

1
jparker Jerry Parker Jjparker \\ 2 3

After selecting the file, click on “View’ to confirm the information is correct.

Hello, System Administrator Logout

“

| Skilsanalysis | SkillsDNA (" SkillsDNA Admin

| System Admin " Manage Users ' Reports { Manage Assessments | My Development T Skillsroute

Addl stuff...
(" My Development ¥ Reports % (J . Change FontAA A stul

SkillsRoute # oOptions & Refresh

| Select File «_. Import

Sheetl ' Sheet? ' Sheetd |

First Name Last Name Billing Service

U_8306_Simulator Amy lay 1 1 2 3
afriio afriio Andrea Friie 1 1 2 3
asmith asmith Angela Smith 1 1 2 3
aosborn aosborn Ann Osbomn 1 1 2 3
brigel brigel Barb Rigel 1 1 2 3
btamzarian btamzarian Barney Tamazarian 1 1 2 3
bearlson bearlson Brad Carlson 2 1 2 3
cspencer cspencer Carole Spencer 2 1 2 3
clee clee Charles Lee 2 1 2 3
] m r
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Map the “‘Source Fields’ to the “User Fields’ by dragging and dropping the information across.

Hello, System Administrator Logout

[ System Admin ¥ Manage Users ¥ Reports | Manage Assessments My Development T Skillsroute \_ Skillsanalysis ¥ SkilllDNA ¥ SkillsDNA Admin A Add st
' : TUff...
{ My Development { Reports | © .. Y\ Change Font: AA s

SkillsRoute L Options T Refresh

Clear all Mappings| o

Source Field
UserName
EmployeelD UserName
FirstName First Name

LastName |—> Last Name
EmployeelD
Email Address

Tenant

m

Agent Login
e

Persons Folder

Access Group

Agent Group

Skill Mappings

Source Field

No records to display.

Once the mapping has been done, select the relevant options at the bottom and click on “Import’. The
information will then be updated in CME.

Hello, System Ad strator Logout
[ System Admin ¥ Manage Users % Reports { Manage Assessments My Development T Skillsroute \-_ Skillsanalysis ¥ SkillsDNA —( SkillsDNA Admin A Add sttt
' : Tuf.

My Development ( Reports D .. Y\ Change Font: A A e

L Options T Refresh

Email Address p
Tenant

Agent Login

Persons Folder

Access Group

Agent Group

Skill Mappings L

Billing Billing
Sales Sales

Service Service
Support Support

[

[Clereate skills if not found
reate Agents if not found
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CME Authentication (Genesys
environment only)

If Skills Assessor is being used within a Genesys environment there is the option to authenticate user
access using their CME log in details. To enable this ensure that the users Genesys CME username,
is included in the user upload or that the relevant field has been included in the hierarchy import.

In order to configure this setting first select the ‘Manage Systems Settings’ widget within Skills

Assessor and select the “Field Mappings’ tab.

This will display a screen similar to the example below:

Manage System Settings # options T Refresn %)

User Fields Field mappings
elec n opl

If Genesys authentication is

being used then select the

e wsnger Genesys user name field.

O ine Manager,

[Apply change:

If Genesys CME authentication has been enabled you will be able to select Genesys from the drop

down menu. The field name then has to be selected from the list i.e.Genesys username.

Click on “Apply Changes’ to save any changes you have made and to enable Genesys to authenticate
the user.

When a user logs into Skills Assessor they can then select ‘Genesys GIS’ as the ‘Select System’

option rather than Skills Assessor.
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a = ittpe//localhast/SkillsDNA/Aut P~BOX i\_;n:mmnml x |_- - f
= Genesys Genesys Skills Assessor |

Welcome |
To login, enter your User Name and Password below I

W These details are case-sensitree

DO Enter Your Details

UserName

The user entered ‘UserName’ will then be authenticated and validated against Genesys login details.

SkillsDNA Creation

Manage DNA Components
Before DNA Blocks can be created Key Performance information has to be imported (this data is
also used in the SkillsAnalysis Widget for correlation analysis).

In the example extract below, there is a unique identifier for the individual, a date and the associated
data.

This is the data spread sheet that will be imported into Skills Assessor to create the Skills DNA
blocks and for use in the correlation analysis.

Administrator Guide 121



Chapter 1: Administrator Guide

SkillsDNA Creatio

n

A B C D E F G H 1 J K L M N
1 Firstname Surname Employee number Manager Position Region Location Team Company Date Product Knowledge (Assessment) Agent Attitude Customer Info Fit Identify Problem&sSoln
2 |Tianni Ayala tayala atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 8 6 9 8
3 Lisa Barnes Ibarnes atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 7 7 5
4 Lonnie Bruce loruce atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 9 4 10 9
5 Shane Carlson scarlson atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 10 6 3 4
6 Brian Chen bchen atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 7 6 1
7 \John Cunningham jcisco atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 5 10 8
8 Louise Cunningham lcunningham atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 10 1 10 10
9 Luis Davenport  Idavenport atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 10 10 1 1
10 Lillian Davies Idavies atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 9 3 7 9
11 Henry Dunn hdunn atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 9 7 4 3
12 Lorraine  Ellison lellison atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 7 1 3 5
13 Andrew  Faust afaust atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 9 2 5 2
14 Larry Finn Ifinn atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 10 7 10 5
15 |Mary Gail mgail atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 5 2 5 )
16 Eduardo  Garcia egarcia atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 2 5 4 5
17 Stan Goldman  sgaldman atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 2 1 7 6
18 |Lillie Grant Igrant atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 3 5 9 9
19 |Kathy Gurin kgurin atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 6 8 9 9
20 Loretta  Hammond  lhammind atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 9 10 5 4
21 lovise  Jacobs ljacabs atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 5 7 9 6
22 |amy Jay ajay atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 2 1 4 3
23 lan Johnson ijohnsan atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 10 7 1 4
24 Gurute]  Kaur gkaur atalbot  Agent Manchester Worsley Team 1 My Company 01/11/2011 3 6 7 6
25 Ann Larson alarson atalbot  Agent Manchester Deansgate  Team 1 My Company 01/11/2011 9 4 9 6
26 Kal Lemieux klemieux Ispencer Agent Manchester Deansgate  Team 2 My Company 01/11/2011 4 3 9 6
27 Kim Lewis klewis Ispencer Agent Manchester Deansgate  Team 2 My Company 01/11/2011 6 6 4 5
28 Ben Lin blin Ispencer Agent Manchester Deansgate  Team 2 My Company 01/11/2011 1 3 6 7
29 Pele Lolani plolani Ispencer Agent Manchester Deansgate  Team 2 My Company 01/11/2011 2 10 7 6
30 Rebecca Lorraine rlorraine Ispencer Agent Manchester Deansgate  Team 2 My Company 01/11/2011 9 El 8 6
31 Lisa Low llow Ispencer Agent Manchester Deansgate  Team 2 My Company 01/11/2011 3 7 7 6
32 |Leslie Lvn lyn Ispencer Agent Manchester Deansgate  Team 2 My Company 01/11/2011 9 4 9 3
M 4+ M| sheetl ,Sheet? , ‘sheet3 71 4] [ ] »

ol

To import the data first select the ‘Manage DNA Components’ widget as per the example below.

Use the drop down box to select the component type and in this example the component type will be

KPI.

Provide a description and then configure the remaining information as required.

Click *Create’ to create the component once the information has been entered.

= Genesys

.Hello, demo demo

Drop down box to select the

feports |

AnBHDLE auteg Change Fons: &

component type.

Manage DNA Components

Enter a description.

Flesss select 8 companent
by

Flease seiect [=]

Cirmnmer {insermnning

Minimum default value i.e. if the lower

value of the data is 80 then enter this.

Flip the range if the range should be higher

As the DNA range is
presented as green, amber,

value to low.

red, enter a default green,

amber and red value.

Genesys Skills Assessor

AR hdd S

122

Genesys Skills Assessor 8.1 @



Chapter 1: Administrator Guide

SkillsDNA Creation

Once the component has been created it will appear in a list as per the example below.

< Genesys

Hella, dema dema

Genesys Skills Assessor

Create and manage DNA Components

Manage DNA Components

Description

Agent Attitude

Diana Revesue fos/m
Custamer indo Fit nfon I
<

FoR onfosiznz
Identify Prablem and Soluticn onfesEE
Prasduct Eneededge {Avieviment) a7/05/2012
Pradurt Cffering (Assessment) 07052012
Rerestion 07/08/2013
(Crease Compenent

T Reperts

Y Anewbcs 7 Routng | CMAAGmin | DNA | ReportmgAdmin 0, Manage Azsessments | G _ Cnangs Font: & A A Ada Sttt
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Import KPI Data

The next step is to import the data into the SkillsDNA repository. To do this select the “Import KPI
Data’ widget as per the example below and click on ‘Import New Data’.

Use this process to upload any new data.

< Genesys Genesys Skills Assessor

Hella, demo demo ]

| DNaadmin | DMA | ReportngAcmin | Mange Amessments | G Crange Font & A A Ada St

==

This will bring up the import wizard as per the example below.

After selecting the required file click on “Next’.

S Genesys Genesys Skills Assessor

[ Administrator Y User T Mansgeusérs T Reports | Anewbes | Routing DNaRgmin | DNA_ 7 Reporing Admin ' Mensge Assessments U G _ Change Font: A A A Add Sttt

Retiesh (€]

I Browse and select the =
[ Uplond Fie

required spreadsheet.
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Select the required sheet from the drop down box.

£ Genesys Genesys Skills Assessor

Select the required sheet

from the drop down box.

Selecting the required sheet brings up the next step for importing the data.

< Genesys Genesys Skills Assessor

Crange Fenr & AL A\ Add St

e —
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SkillsDNA Creation

Select the correct fields from the drop down boxes. Click on ‘Next’ once completed.

Genesys Skills Assessor

e ) Erowygn ok & A ML, A0 feen

Select the correct fields
from the drop down 1

boxes.

Click on “Next’ once
completed.

Select the the relevant source field and which component it maps to from the components created

previously.

Genesys Skills Assessor

N datmiman [+] Cramgs Fore: & A A, Aaa el
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After selecting ‘Add mapping’ it will then appear within the ‘Field Mappings’ list.

£ Genesys Genesys Skills Assessor

r *( Managelsers | Bepoms | Amabymics | Aeoring | OMAGamin |, DNA | ReperngAdmin | Mannge Amessments L 49 Crange Fonr & 7y Add Sl

|| e vt ssesrer = o

To save the mapping template to reuse for future data imports click on *Save Mappings’.

Click on “Next’ to import the data once complete.

Genesys Skills Assessor

Sergt Prompi-
Puns erter & descriolive name for fhis sel of liekd messrngs.

Give the saved template a

Change Fong: & A A A33 5ttt

name and ‘OK’ to save.

L [——— Any saved templates will

. be saved to select for

future imports.

Click on “Start Import’ to import the date.
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S Genesys Genesys Skills Assessor

Cnaeyge Font A B A0S St

Livé imperts Archived imports Mapping Templates

cemodeme | 07/06a012 1503 B Genesys Skills Assessar -

Bt —
Identify key data
581 up deta MappIngs

Click on “Start

Import’.

Once the import has been completed click on ‘Finish’.

Genesys Skills Assessor

= Genesys

Helle, demo demo

Impeet complened suzresstully

The data import will then show in the import log. This is where data previously imported can be

deleted. Use the Archive option to archive any data no longer required.
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< Genesys Genesys Skills Assessor

T Umr g L | Meparts |, Anahmes | Gounng | DMAAdmin | ONA | GepamingAdmin | Maeage Assessmenss | Gy Chpnge Foer & A | And fnasf

DNA User Field Mapping

To create the “View Filtered DNA’ view, user fields (from the ‘Manage System Settings’ fields
widget)have to be selected in order in the ‘DNA User Field Mapping’ widget.

Refresh the DNA users once these fields have been selected.

= Genesys Genesys Skills Assessor

Aomrater L Wariage Lien Farports. Arayicy Soumeg | ONA AZme oNa Apporing Asmn Bmagr Arirens " ] L i

Uner i e o [ s

Compary
o [imeminne
LacHtn  Eagon e

(asmtey . g i o Mg VR
Leerton o red i the arder ol the fiekss, click and drag one of the grees up-down icons (1) w o down the tabie:

Maragr Leginio il

Firgt Name 1

Lt M I

X comgany I

M Regicn 1]

- o T L1}

Moen U Wow st

o ~—_ M Locamen i

wmu—i\ W Masager {1
K ]

Rearrange the fields

Refresh the
DNA Users after
the fields have

if required.

been selected.
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Manage DNA Blocks

DNA blocks are created in the “Manage DNA Blocks’ widget as per the example below.
Drag and drop the DNA components into the block to create DNA blocks.

< Genesys Genesys Skills Assessor

Hello, demo dema

[ Asmieisrawme | User | ManageUsers ' feparts Analiies | Rening | OMAAAmin | DNA | ReporiegAsein | Manage Amessmests | )

- 3 £ k| [T
Drag and drop into the
Agent Attitude
e | block.
ustomer Infa Fit
oL bl Please drag and Srop an assessm N, perfoemance data or 3
FCR DNA block
loentify P
Pradurt Knawiedge (Assetimes
Praduct Cifering (Asiessment)
Rerention

The DNA

components with

associated data.
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Multiple components can be used to create a DNA block as per the example below.

= Genesys Genesys Skills Assessor

Hello, dema dema

| swepl s BEMEANDNA | Step 3 s Argn AgEnisTaONA | St6p S > Refresh ONA Cube
| R Agene:

Pute To. |08/06/2012 (& Frevious Ohas | Flesse seiess  [7]

The weighting can be

Product Dffering jAssessment)
Retention

changed for the
component by moving
the box or using the

Agent Attitude [ 50% §)

arrows.

Click on the ruler to amend the distribution. It is important to note that if the highest value for the
component is for example 10 then the range in the example below would need to be amended to

show a maximum value of 10.

Once the DNA block has been created click on ‘Save’ and give the DNA block a name.
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= Genesys Genesys Skills Assessor

Hello, demo demo

Admintarares | User ' Manage Users | Repers | Anahzis | Aoutiag | OWA Admin DNA ' Repaning Anmin ' Marape Assessments L B8 Change fone 4 M Aad Satt

Manage D464 Blocs

[ Seoi-milaiitons | S0 E Aden Agenti (s DNA | e 3 Hatmedt DNA Cude =
|T’Nl_' kPl

Date from’ |08/ er201L T8 Owe T 09rh a0ds = Previous DA Flease siect [ =]

_“_HMMI_ U O T o T O O T

BB R

Cisanmer infa Fit

Catturn Uniideritanding

e s Tt Amend any values if

. s ——1| required and click on

Manimusm vase: w0

‘apply’ to save.

The new DNA block will then be available in the ‘Previous DNA’s’ drop down box and within the
‘DNA’ tab.
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Genesys Skills Assessor

Changs bors 3 A A lelt

Meane atanua.'w

AEREEEMENT, PTG

& DA Blodk
ity Proiers i Sohation

oot Kncwie oy (Alseisest|
Frodoct OFfering [kibriirmird]

L

In this example several DNA blocks have been combined to create a Sales Agent job role.

£ Genesys Genesys Skills Assessor
Hella, dema dema

[ Aoministrator ', User

[ MenageUsers . Reporis . Anahytics . Routing | OWAsgmin T DNA
Mansge DNA Dlocks

" Weporting Admin | Manage Assessments | ) _

Cnangs Font: A A A A Sutt
| Stepl-»BuilgfEaitONA T Step2-> Assgn ApentstoONA Y Step 3 - Refresh DA Cube
[ oma UTRER

ate From: [09/06/2011

— i rrp— -
T Dete To: 00002012 = Previceas DNAs | Sales Agent [ =]

Quakty

)|
‘# Qear

Broadband Skill {4 373 )

Retention
Resolution
Hevenue
Sales Agent

Brasdband Skl

SRR I
¥

Resolution (4 3a% 1)

110100 AR A R
¥

auality (255 )

Administrator Guide 133



Chapter 1: Administrator Guide SkillsDNA Creation

To create a job role, first create the DNA block and then click on ‘Save’. The ‘Save DNA Block’
window will then be presented. Select ‘Is Job Role’ and give the job role a name. This job role will

then be available to associate user to.

= Genesys Genesys Skills Assessor

Hella, demo dema

N user | 1 Reperts Anahics | Routing | ONAASmin T DNA Repeeting Amin | Manage Assessments 0@

S E s AvSgn Agnie ONA, 1 GIRR S 7 REEIh DN e

I Dere To 080672012 m Frevious ONs Plesse senst (7]

After building the DNA blocks assign the agents to DNA / roles. Users can only be assigned to one
job role.

To assign an individual to a job role, highlight the users and drag and drop them onto the job role, in
the example below this would be onto the Sales Agent role.
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= Genesys

Hella, dema dema

[ User

[ aaminisrater

Managr IMA Rlcks

[ Gen 1 BulyEd ONA

Search fer user:
Please select a Company ©
Please sebest o Region

Pirase seleera Locarian ©

Flenss select a Team

First Name:

Tianni
Lise

Lonnie

1 seen 2> Assign Agents o DNA

[Fonty Unassigned sgents

=
E
=]

ihgents Found 3 |

BRIBIEIENE

Surrmame.

Apaly
Barnes

Bruce.

| Manage Users | Repees

Anahmics | Aouting | DNA Admin

" Step 3 > Refresh DA Cube

Flenss seiect 3 job rose and Then arag 8nd 2rop AGEnts Frem the un-assigned IIst 1o the ASSinad apents list.

" ONA ', Aeporing Aomin

Job roles:

Sales Agert

 Wanage Bssessments

Genesys Skills Assessor

Lopout

Cnange fone: & A i Add Sruff

F : % heven €]

= Genesys

Hello, demo demo

Managr DhiA Bincks

Siep 2 -> AsslEn ARerns 1o DNA

| St 3 - Roefiresh DNA Cube ),

Agents

Seareh fnr user

bl aeses
Flense setect 8 Compeny
Flease sttect s Region |
Pleate select & Locatiun

Flense seieera Tram

First Mame

Py Unasigned sgerits

Al =

.r.|; =]

[Galigenen Foumarian )

Bruce

Bruce
Carbiun.
Larison
£nen

nen
Cunningram
Cunningram
Cunningrem
Cunningram
Tavenpary
Davenpart

Cavies

gned b1 1 he Assigned agents list.

D

Carrent Jub ke

s

Sales Agent

S Users are all assigned

s st > to a job role.

After assigning users to roles, select the last tab and refresh the DNA Cube.
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= Genesys

Hello, deme deme

[ %ep1-> busafiat Dha
1 yu have ballt 3 new DNA Ehen click Run Cube Translsticn,

T, SeR2-> Assign Agents to LA

RN THE CLIBE]

Click on “‘Run
070672012 15:26.00 Last Cube Transia The Cube’

Genesys Skills Assessor

Your DNA Mapping

This widget allows the filtered DNA view and the options to choose from are available from the user

fields selected in the ‘DNA User Field Mapping’ widget previously.

= Genesys

T " v— - —

Select the required

hierarchy view from
the user fields

selected previously.

Genesys Skills Assessor
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View Filtered DNA

The “View Filtered DNA’ widget gives visibility by hierarchy of where the associated users are
within the aggregate DNA block.

In this example the total number of users who are in green, amber or red based on their aggregated
DNA ‘score’ (based on the DNA components and the weightings), are shown in the top right hand
corner. They are also displayed visually as per the example below.

£ Genesys Genesys Skills Assessor

Anminigrazor 0, User | Maeagelsers | Reporss 0, Anahties Y Aouting ' ONAAomin | DNA | Reporing Admin ', Manage Assessments [+] Change Fony: 4 /A i Add Sruft

Coscutste By: Total No of emeioyees green: 36
Current [Retres) Tatal Mo of emalcyess amberah
B- Tatal No of emgloyees red. 15
Total No of emglovees: 9% |
il Liverpasl Liverpool Manchester
=
Manchester
Grwmn
- 41 5,
Green 5817
T 0E%
Fmber
TS
Rea Rea
WIS 125

Either click on the donuts or expand the hierarchy at the left hand side to view the individual user

results.

£ Genesys Genesys Skills Assessor

Hello, deme deme

s gt T Reperts | Anaiybes |, Routeg ', DNAAAmIn | DA | ReportngAcmin ' Manage Assessments L i
View Filtered DNA

Caleulate By Tosal Ko of emplayees green: 13
current  [] [Resress] Torsl Mo of employees amber:36

ToRsl Mo of employees red: 9

Tosal Mo of emplovees: 48

3 Cressington Park Merseyside
Cressinglon Park
- Merseyside Grem - Amber
i Manchester w00% 00% 347 %
Green
17 304
Red Red
24 00%, 1304

Select and individual user to reveal their DNA results.
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< Genesys

Helle, damo demo

[ Aaministrator T User | Manags Users

View Filtered DNA

T Reports

Anahtiss | Routing |

DNA &amin |

oa T Reporting Admin |

Manage Assessments | ) .,

Caleulate By Temal ko of emplayees green: 9
curent [] [efresn] Tatal o of emalayess smber:1d
:Il Total No of emplovess red: &
Total o of employees: 25
=~ My Company
= Liverpoal Jenniter Reppert Alarte

Genesys Skills Assessor

Logout

Crange fort: 4 A A Rdd Sl

- Performance Dats

Agent:
= Cressington Park 1o role

o Team 2

Login 10 reppert

[l s

First Neene. lennifer

Lasz Name Repper

Company My Company -
Stacy Resh |compare| [snow o fsnow ot mag)
Deben Proctor /
Lynee Suzanne

e Select an individual to view their
Lydia Bamirez

DNA and the area that requires

lJennifer Rhoades

attention.

i Merseyside

= Marchester

Click on ‘Show DNA’ to view the DNA block for the individual.

S Genesys Genesys Skills Assessor

Hella, dema dema

T ReportngAdmin | Manage Assessments Change Fons: a A A 833 Sttt

Wiew Filtered OINA

# Gptiuns =

Cakculate By Total Mo of srgikopees graen: &
Curvent [metresn] Teanl Mo of ergloyees amber 10
E] Teanl Mo of emplovees e &
Toanl Mo of employers: s
S My Company
s~ Liverpaol Jennifer R " Alerts
= Cressingtan Park Job role =i~ Perfermance Data
=i~ Team 2
Field Value
- Sales dgert
Lisgin 10 freppen
+ Green
amber first Mame: Jenniter
Last Name wert
Roberto Richards S
Compan, My Ceenpan
Stacy Resrer
Dera Froctar

Lymne Suzanne
Fiamans Privett
Ay Rescher
Megan Pawell 111
Lydia Rarmirez
Jenruter Rhosdes

-
o Merseysice

i~ Manchester

Sales Agent
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Click on “‘Show DNA Map’ to view the full DNA breakdown.

< Genesys Genesys Skills Assessor

L oeer Y nage 7\ Repoms |, Amahyics | Meoning | ONAAGmin | Dha | Aeporngasmin | Mansgedsmewmests | Gl Crange Fomr & A A\ S0 St

<]

Optioes = Retresn

=i~ My Comparsy
4 Liverposl
= Cressinglon Park =
st~ Team 2
o Sabes Agent
2l Green
4 b
Robert:
it | ¢
Stacy 1 Sales Agent
e
Lynne it
Homan}
Aoy B I
Megen) L]
Lyeden z
Jennifef E_
1l Merseyside =
il Manchester E:
Broadband Skill Resolution
o i -

There is also the option to compare the individual against another job role to identify the areas for

attention.

Alerts
s Performance Dty

Lyree Supsers
Resmas Pevent

Magan Powell 113
Lytha Farmerz
Jesder Rrosden

s Meneyrse
i Maschets

"

| !
=
£
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Comparison view.

SoRemer | ke Compe] i A e )
Debra Froctor

Lynne Suzanne

Fiamana Privett
Amy Rexcher
Megan Powell 111
Lydia Ramirez
Jenrufer Rhontes
-
- Merseysice

= Manchestes

Top DNA Agents

The ‘“Top DNA Agents’ widget is the report widget.

In the example below the role selected is Sales Agent; however the application has searched across
all job roles to present the top agents based on the aggregate DNA components for the Sales Agent.
This means that potentially the top performing agents may not necessarily be associated to the actual
job role but may belong to a different job role, but has the aggregate DNA components.

140 Genesys Skills Assessor 8.1 @



Chapter 1: Administrator Guide

SkillsDNA Creation

Top Employees

bzent Mame

{0-10
Search across all roles: -

Calculate By: |Current 'I
__ Refresh |

(= Feedback
(49)

Quiality
&}

IIIIIIIIIIIIIE

Transfers
146]

FiveKPIs

Arnold Lawrence

Pleaze select a Job Role IWE ¥ | Daonna Quigley
Selection Criteria e list F Filtars: W Rosemary wright
Flease select a Job Title : [ = | Shawn Prince

V¥ | tvonne Simpson
Please selact a Departrment w =] B | Ssmuel Chapman
Shiow range (percent): U U ¥ | Darielle Armstrong

v

v

Kim ates
4]

Select Al Deselect &l

ExportlSa\re User Selectionl

FiveKPIs job role selected
but the search is across all
job titles.
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Results can then be filtered. In the example below this displays users between 90 and 100%.

Top Employees
Please select a Job Role

Selection Criteria
Please select a Job Title

Please select a Departrent

Show range (percent):

Search across Al roles:
Calculate By:

[Fvekpls =]

Cser list @ Filters:

[al =l
[al =l
0 {
{0-1007)

Results between 0

Feedback
143}

—100%.

Quiality
&}

Illllllllllllﬁ'

Trarsfers
[46]

FiveKPIs

doent Name

(2]
O
¥ | Donna Quigley _—
¥ | Rosernary wright 66 g
¥ Shawn Prince &1 1
¥ | vvonne Simpson 58 m
V¥ | Samuel Chapman 55
¥ | Dariglle Armstrong 55
V| arnold Lawrence 55
Ird

Kirn *ates 54 .
4| | o]

Select Al Dezelect Al

ExpurtlSa\re User Selectionl

™~

Results can be

exported and saved.

Individual users can be also be selected.
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E Feedback
(49)
) Ll

Trarsfers
(46)

FiveKPIs

Employee Compare

Agent Search:

Search results:

Flease Select
Alex Evans
alice Oliver
Armnanda Foster
Annette Young
Arnold Lawrence
Barbara Cwwven
Barry Elue

Eill Barker

Brenda Irwin
Bruce Edwards
Christian Taylar
Craig Mixaon
Daniglle Armmstrong
David Reid

Donna Quigley
Elizabeth Wincent
Eril; Morris

Eva Lewis

1 Franicis W alker

-

SkillsDNA Creation

Flease Select
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Update Routing Skills from DNA

This widget enable Skills and proficiency levels in CME to be updated for the SkillsDNA output.
The DNA components are presented in the left hand side table and the CME skills in the right hand
table.

The DNA components and CME Skills need to be ‘linked” in the middle table. In this example
‘Broadband Skill” DNA has been linked to ‘Broadband’ skill. To link drag and drop the individual

components into the middle table.

= Genesys

Hella, dema dema

Anministranor Y User

Updare Rouring Siills fram ONA

Y, Manage Users

Repors Anabeks | Aouting T

L DNAS ans d CMES into the 1w link them,
DNA's Linkad Skills [upaase| CME Skills  [Refresh kit
Qualiy Brosdbend Skil Bevadtang AgentScripting_Refer -
eeeion acate
Resolution Ay
Revenus Bimng
Lales agent Branch
Broadband Skil Broadband
Back Office BrosdBankTalk
Ruilding
RusinessBanking
BusinessContracts
Latback
LamHandling
Lhatageed
ClscolM
CleimEnguiriesOnLine
Coliegefund
CorporateSchemebiembers
CresinCard
CresinCards

Genesys Skills Assessor
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Configure whether the DNA skill and CME skill are directly mapped or whether the DNA results

provide a scale to match the proficiency levels in CME.

hiA Al oaE Argoreg Ramin

Right click to
select

‘properties’.

Genesys Skills Assessor

= Genesys

Hallo, demo demo

Liser Reporty

Usndate Ruuting Skilh from DNA

Flease arag and oo ONAS ang CMLs into 1ne cerre o fink hem,

| DNA'S

Qualfy

Rales fggnirt
Tzt S0

Rk Dcw

|=m shills Rehcsnsia

Genesys Skills Assessor

Logout

Change Fort. A A A Adu st

TiNA = .

& £dit DNA -~ CME Magpings

If there is a direct mapping
select ‘Direct Mapping’.

Ui Boundary

To use levels of DNA results for proficiency levels in CME,
enter the DNA Lower bound and DNA Lower upper values and
associate these with a level in CME associated to the Skill.

Click on Add once complete to create the required levels.
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Click on ‘Update’ to update the CME Skill levels. The information will be presented prior to
updating CME.

= Genesys Genesys Skills Assessor

Hallo, deme demo

Logout

. User 1 WA Reports ' Analylics Fouling ', CHAAGmn | DNA Beporting Admin__ ', Manage fasessments '\ Gd . Chinge Font A A A, A st

# tpams T aetreon B

Flense drag #nd oo DNAS ana CMLS info the centre 1o link them,

[onas Linked Skills =rr CME Skills  ebrah i)

Qualty | Brosamana il Brosdoena Agentscripting Rater

Sales fgent.
Broadband Sk
Back Office

Airarel

SkillsAnalysis

The SkillsAnalysis widget works in three stages.

Stage 1, select the users and users are selected from the hierarchy. All users can be selected or
specific users. In the example below a particular manager has been selected and by leaving this
selection the application would only look at this managers team.

If all users are to be selected as part of the analysis, click on ‘Select all users’.
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< Genesys

Hello, demo dema

Skills Anahysis

[ mgmenistrator 7 User | MenegeUsters | Reports | Anahvtics | Routing |, OMAAGmin | DNA | Reporting Admin | Manage Assessments

| userseiecnon T Choose memstoAsalyze | Perform Ansihysis | AnalysisResult | Saved mems Summary

Genesys Skills Assessor

Logout

Cnange Font: A A A A3 sttt

Users Selected

[Thsect gaers
SH1ECT users by A w
ory Price

=i~ manager \

ann talnat
T &
<

Agend

Drans Oisur

= Agent
Berison Clsor

Either click on “Select
all users’ or a specific

group of users.

21

Click on “Choose items to Analyse’ once the users have been selected.

£ Genesys

skills Anahytic

| UserSelecon( T Choose hems o Analyee | JPerform Anslysis T Analysis Resalt

[ Mamnistrator | User | Manageusers | Repon: Acatvics | Rewting T DWAAame | DNA T Reporting Admun | Manage Assessments |

Saved lnems Summary

Genesys Skills Assessor
Hallo, demo demo Legout

Cnange Font: A A Asd sttt

[Frsiect oa users

BN rsnbger
i Wit
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Select which data to use for analysis.

Genesys Skills Assessor

= Genesys'

Logout

Hella, dema dema

N Y

" Manage Assessments

Change Fone: A M Add Saufd

7 Rrporting Agmin

Skdis Analysks

[ Usrioemion | CheestiemstoAnsyze | PerformAnails | AnaivssResah Y Saved nems summary
[Fizk are or mare inems in the tree on the of 3na cick AGH 12 363 ENEM 16 18 T2 (13T o KEM3 12 3nalyse. TIZKRg/uriicking a Box wil Hect 2l VSIEIE REMS N2t Belang 58 1T In the ree -

- il e [Test]

lly Test Assessment [Tesr]

PR mpern attuge [Fert, Average)
R BBand Revenuse [Perf, Average]

Click on the items to B e e

R customer Unaerstanding [Pert, Average)

I esena mevenue
FER comemer infa Fir BB Fon [Perr, avernge)

e — use for analysis and P R—

FIE Fen TR Product Knowledge (Assessimen

1B, ety Prosiem and Ssaaion -
: then click on Add to @

R, resention Pert, versge]

T Froduct Knowiedge (Assessmer]

F R Product 0fferieg (Auscoment

Iy -;fff""‘“ move the items to the
_._5 Sales Agent

P18 Bacumce right-

Click on “Perform Analysis’ to analyse the data.

< Genesys Genesys Skills Assessor

Logout

Halls, d

[ er |, User M [T T Reports | Anewtics | Routing . OWAAGmIN ', DNA | ReportngAdmin | Mansge Assessments L i _ Cnange Font: & A A Add St

Skills Anatysis

User Selecton | Choose flems to Analyze Perlurm Analysis ) Anlyus Resalt | Saved items Summery

=

Run Anglyss

Current Step:
Eupuen Time ORXEDSs

N existing analyiis sessean; new sessen 10 3.,

Dana set NEW was not addesd, there were nsulfcient dals ponts (0,
Data set Test Assessment was not sdded, there were insufficient data paints (0).
Cata set Agent Attitude added at 10-Jun-2012 1108

Lata set BBand Revenue added at 10-Ju 2 11406

Data set Customer Info Fit sdded st 10-Jun- 11:06.

Cata set Customer Understanding added at 10-Jun-2012 11:06.

Data set FUR sdded ot 10-Jun-2012 11406,

Data set [dentify Problem and Solution added at 10-)un-2012 11:06.
Cata set Product Knowledge (Assessment) added at 10-Jun-2012 11:06.
Data set Froduct Offering [Assessment) added at 10-Jun-2012 11406,
Data set Retention sdded st 10-Jun-2012 11:06.

Analysing Agent Attitude and BBand Revenue

Anabyurs Agent Atldude and Custames Infs Fit
Analysirsg Agent Axtitude and Custamer Urderstanding
Analysing Agent Attitude and FCR

Analysing Agent Arbtude and ldentify Problem and Salution
Analysirsg Agent Atltude and Product Enawiedge [Assessment)
Analysing Agent Atttude and Product Offering [Assessment)
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Select ‘Analysis Result’ and three option are then available to view the correlation results. In the

example below this view is ‘Best Correlations’. The higher the correlation the stronger the influence

on the output.

= Genesys

Hallg, deme demo

skills Anahysic

T e g U Reparts | Anahtis ' Routing ' DNAAdmin

DA

7, Regartrg Admin

T, Manage Assessments | G

Genesys Skills Assessor

Crange Font A A B A0E St

[ VserSelection 7 Chouse hems toAnalye T Perform Analysts | Anahsis Resull | Sewed Heres Summary |
fTiee Best Correlations list shirers the most highty T, " an Tar .- LA ta help yau Tind putenal Usining Bieas Lo Imprave any of yowr GaLa suurces. The Resulls MBa shovws the compiete resalts o (e analysis in tabules form.
(1 resccometarions )| Find Carrelamion Far_ '\ Resulns Marix
To Tind TR B3 £0rreRTanS 101 [LST TAE SeiRCTed 56T =
9006 Customer Ungerstending Etention 56
B Customer Understanding FCR s
6724 Customer Ungerstandig Froduct Dffenng [Assessment) 56
#7148 ] Proctuer Offering (Assessment) Reraenrian %
BT feR Rtention 56 I
#6850 ] FR Procuet Cffering (Assessmens) % I
7961 BBand Revenwe Retention 5
647 | aBand Revenue ECR %
7675 BBand Revenwe Custorner Understanding 56
655 | Bland Revenue Frocusct Offening (Assessment) 56
7580 ety Problem and Sokutin Retention 6 3
7319 ] fR Igentify Problem and Sokation 56
72486 ety Prosiem an Sakmion Prociset Ofering (Assessmens) 3
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The ‘Find Correlation For...” allows a specific data set to be selected to view the correlation results.

Use the drop down box to select a specific data set to view.
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In this example Broadband Revenue has been selected with all correlation results visible.

< Genesys Genesys Skills Assessor

Hello, dema dema Lagout

[ Aoministrator T User | MensgeUsers | Reports | Ansibics | mouting  , DMAAGmIn ', DNA . ReportrgAcmin ', Manege Assessments L G . ), Crange Fons: a A A A Sttt

‘skills Analysis

[ Userssection | ChoteefemstoAsalyoe | PerormAndiyis | AnMyssResdt | Saved ftems Sumensry
e V2% shaws th b, Yo can w2t e T 1na ~tanta hein wering treas Vour Gt Sources. The RETulE SIE1E Te3uIts O T ANBIYSIE I TBRUIAT Torm.
BestCorrelasions | Find Corelaies For 1 Resudes Mati
mich aalysis 521 o0 yoLE WART T fie the BT comeations for?| Bgand Revenue B
Mard

a T9.61% %
R A %
Custormes Undwrstanding 76 75% 5
Prudiuct Offering (Assessment) | mssw s
Geritity Fretiem and Soiution 54.35% £
Customes Info Fit | 57.35% %
Frocuct Knowledge [Assessment] |0z @
apeen artuge 0458 %

The third option is to to view the ‘Results Matrix’ as a heat mat view with the highest correlation

results being highlighted in green.

£ Genesys Genesys Skills Assessor
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[ Userseiecion 7 Unocse MemstaAnahIe T Perform AnShls |  AnalysisReslt | Saved REms summary
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Best Correlatiors. ', Find Corvelation Fur... | Resuhs Metrin
5 — customer inia e Custamer " Identiy Problem
Sendkovowe || aomer T || erandng || T and Solution
agent Attitude D.a5% 214% e 12.37% 11.45% 465 GE0 1061%
BEana Revenue nas% 57 355 7675% 76475 £3,35% 052% TES5% 7961%
Customer infe Fit 1% 57.45% G157 65.57% G0.7E% L66% ST67% LB
Cuszamer Unsdersanding SAT% TETEN BIETR AA.00% TLTES 196% &7.25% 90,065
Wanage fird Eemions
[7es pe-cen 0 saved anahysls SEs5an, of 1 YN0 any Fesults, chce
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To select users for training based on the correlation results, click on the analysed data and a separate

window is presented to select the number of users based on results.

< Genesys Genesys Skills Assessor
Halle, demo demo Logout
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fTne Zem Correar POt NP ST NIy £ Voui £an e e 7 Ter .~ taB 10 newp you find g arens 1o imp  OF YT S19E SUrEeT TR EOPTETE TS Bl the ANAKSIY in TR form.
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automatically exclude
the top 10%.
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Once the users have been selected click on *Save’ to save that training plan and give the new plan a
new name if required. Click on ‘Save’. The saved training plan will then be available to view or
export the details out by selecting ‘Manage Saved Sessions’. This will then reveal the user names that
have been selected against the training plan.
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Managing Learning ltems

The “‘Manage Learning Items’ widget allows users to create various types of learning items and
associate them with DNA components. There are four types of learning item: Assessment,
Knowledge nudge, E-Learning URL and Free text.

The left side of the “Manage Learning Items’ widget contains the various controls for designing,
assigning and viewing users’ development plans. The list of existing learning items is located in the
widget’s main table. It is also possible to filter the display of learning items by different users and
search for learning items via the controls in the top section of the widget.

Manage Learning Items ¢ Options = Refresh

Desigrl Learming Items Owned By [Everyone x| Search Leaming Items — [

Create Learning Item Show additional fiters ©
Edit Learning Item
Delete/Archive Learning Iterm Search

Assign

Learning ltem Date created

Links to DNA Components E nd ming LN :
Repol‘ts K < . » 3 PageSeze|10 ~ Page 1of 1, iterns 1to 1 of 1

Wiew Lsers Developrent Planis)

To create a new learning item, click the *Create Learning Item’ link. You will then be asked to select

the type of learning item that you wish to create.

B Leaming item

[Please Select ~|
Please Select

| Assessment

| Knowledge Nudge
E-Learning URL

|Free text

To set an assessment or knowledge nudge as a learning item you must first create the assessment or

knowledge nudge via the ‘Manage Assessments’ or “‘Manage Knowledge Nudges’ widget first. It will
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then be possible to create a new learning item and associate it with this assessment or knowledge

nudge.

B Leaming item

Type: |Knowledge Nudge |

Select Knowledge Nudge | |

| Save || Cancel |

The creation of an E-Learning URL knowledge nudge involves the setting of a title and E-Learning
URL for the learning item. The E-Learning URL must use correct formatting, e.g. start with either
‘http://” or “https://’.

B Leaming item

Type: [ELeamingURL =]
Title |
E-Learning URL |

| Save Cancel |

To create a ‘Free text’ learning item, enter a Title and some associated text in the ‘Free text’ field.

Administrator Guide 153



Chapter 1: Administrator Guide Managing Learning Items

B Leaming jtem

Type: [Free text 4|

Title |

Free text

| Save || Cancel |

Once you’ve created a learning item, you can associate it with DNA components by selecting it from
the widget’s main table and clicking the ‘Links to DNA components’ link. A new window will
appear allowing you to select the type of DNA component you wish the learning item to be
associated with (either assessment or KPI) via the tabs. Select the appropriate tab, identify the

component you wish to use and click its *Assign’ link.

B Links to DNA Components
~ Assessments | KPls \
Date From |23.n‘01!2tll2 | Date To |24,"0112013 |

Description Date created

Feedback 12{12f2012

Quiality 12{12§2012

Revenue 12f12§2012

Transactions 12f12f2012

Transfers 12/12§2012
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Once the learning item has been associated with a DNA component it will appear in the relevant
users’ ‘My Development’ widget. Taking the assessments or learning from the content of other

learning item types will allow them to improve their DNA scores.
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