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Preface

Welcome to the Genesys Training Manager Web Portal Agent Guide. This guide is
designed to explain the application in very user-friendly terms and walk you through
how to navigate the system.

Access has been provided for agents to view the training that has been scheduled for
them, together with the trainer, room, and reason for the training.

This document is valid only for the 8.1.1 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 8.

About Genesys Training Manager

Genesys Training Manager enables companies to create, manage, and schedule multiple
agent training activities, team meetings, and one-on-ones automatically in Genesys
WorkForce Management (WFM). The training scheduling process can include rooms
and trainers, or any combination of agent, room, and training. Team meetings and one-
to-ones automatically include the manager.

A browser-based Web portal is included as part of the application, allowing visibility
into the scheduled training and meeting activity, together with any other available
details. For example, it describes the reason for the training, the room, the identity of the
trainer, any pre-training work of the manager, and who attended. If there were any non-
attendees, these can be "mopped up™ automatically as part of the scheduling process.
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Preface Making Comments on This Document

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
Technical Support 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.

Genesys

Consult these additional resources as necessary:

» The Genesys Technical Publications Glossary, which ships on the Genesys
Documentation Library CD and which provides a comprehensive list of the Genesys
and CTI terminology and acronyms used in this document.

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

Information about supported hardware and third-party software is available on the
Genesys Technical Support website in the following documents:

*  Genesys Supported Operating Environment Reference Manual
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Preface Document Conventions

» Genesys Supported Media Interfaces Reference Manual
Genesys product documentation is available on the:
* Genesys Technical Support website at http://qenesyslab.com/support.

» Genesys Documentation Library DVD, which you can order by e-mail from Genesys
Order Management at ordermanegenesyslab. com.

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.
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Preface

Document Conventions

Type Styles
The Type Styles table describes and illustrates the type conventions that are used in this document.
Type Styles

Type Style Used For Examples

Italic » Document titles Please consult the Genesys

* Emphasis

«  Definitions of (or first
references to) unfamiliar
terms

Migration Guide for more
information.

Do not use this value for this
option.

A customary and usual practice
is one that is widely accepted

and used within a particular
industry or profession.

Monospace font

(Looks like teletype or
typewriter text)

All programming identifiers and
GUI elements. This convention
includes:

*  The names of directories,
files, folders, configuration
objects, paths, scripts,
dialog boxes, options,
fields, text and list boxes,
operational modes, all
buttons (including radio
buttons), check boxes,
commands, tabs, CTI
events, and error messages.

e The values of options.

» Logical arguments and
command syntax.

* Code samples.

Also used for any text that users
must manually enter during a
configuration or installation
procedure, or on a command
line.

Select the Show variables on
screen check box.

In the Operand text box, enter
your formula.

Click 0K to exit the Properties
dialog box.

T-Server distributes the error
messages in EventError events.

If you select true for the
inbound-bsns-calLs option, all
established inbound calls on a
local agent are considered
business calls.

Enter exit on the command line.
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Web Portal Agent

The Agent

When the agent logs on to the system the first time, he or she will be presented with a screen to select

their working time zone.

Use the drop down box to select the correct time zone and then click on Continue.

= Genesys Training Manager Training Portal

Location ; Main Menu > Change Time Zune

Amy lay - [U_Z306_Simulatar]

Choose Your Time Zone

Please choose your Time Zone from the list befow. This will enable all dates and times to be displayed in your local time.
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Web Portal Agent The Agent

The agent will then be presented with a home page view similar to the following example.
The agent has access to:
= agent calendar

= training roadmap

The home page is separated into two sections, my options in the left pane and training roadmap in the
right pane.

Details of any training sessions will only be visible in the portal if the advisor has scheduled training

in Training Manager and this has been approved.

The agent can also change their time zone on the home page.
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Web Portal Agent The Agent

The option to log out is available in the top-right corner of each screen.

< Genesys

Learian  Main Meny

Training Manager Training Portal

Amy Juy - [U_8306_Simulator]

o my options o training roadmap
o [ e——————

u mgent calendar [& maimum of 5 inems are shawn heiow]
IEEEER | Ve e T osimep

w Chenge your time one o Mew Product Training (MPTOOL)

Bustiness Sponsers | & NOTher
18 Jun 2002 - 30 Jun 2002

u Self Leaming Time (SUTOL)
18 Jur 2002 - 30 Jun 2012

Berreaya Training Manager Perlai 211

Cuprright B 2012 S Liniog Sobutisens L A1 Fighis Resarved
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Web Portal Agent

My Options

My Options

Agent Calendar

Clicking agent calendar on the home page will reveal any scheduled training activity. The date range
can be altered by using the date filter. The option to log out is available in the top-right corner, and to
return to the home page, click Main Menu in the top-left corner.

Location : Main Menu > Agent Calendar

agent calendar
/%5 Required fields
Legend

" Scheduled

Events partially or fully scheduled

o Completed

Events no longer requiring action

-~

Scheduled training session

%

Amy Jay - [U_8306_Simulator] Logout

N

Search Start Date [2p/Aug 2011

== ==
7] End pate [17 Sep 2011 [=7] sortey Namz@

Saturday, 17 September 2011

¥ ' ' New Product Launch [NPL1)

18:00-19:00 1r5iner: Lucy McDonald / Room: Location 1 Room 1
43 Training Request : New Product Launch [NPL1) & Trainer: Lucy McDonald
@Training Event : Event 1l QJ Room: Location 1 Room 1

Link :
http:/ /v anything.com

Description :
Please make sure that you bring with you XXX

12
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Web Portal Agent My Options
Clicking one of the training session bars will reveal the details of the session—for example, the
trainer, the location of the room, and any additional notes about the session.

If there is a link to e-learning content, click the link to go directly to the content, without having to
navigate the system.

The status of the training is color-coded, as explained in the key on the left side of the screen.

Click Main Menu to return to the home page at any time.

= Genesys’ Training Manager Training Portal

Amy Jay - [U_E306_Simulator]
agent calendar

s nequired fields

Legend
Search St Duse 27 My 2012 : ‘“ End Cue 24 Jun 2012 B e Ml =] E

! Scheduled
gl RS sy O
0 Completed Saturday, 23 June 2012
L e o T LT anr i SR

W Tralning Request: Self Learning Time (57001) & Tralner: <Momes

Training session

S poom:  enones

bar

After a classroom training session has been completed, each individual’s attendance record will be
updated by the trainer with the information appearing under Attendance and CompLetion.

E-learning attendance may also be updated and visible against the scheduled e-learning activity.
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Web Portal Agent My Options

Training Roadmap
The training roadmap is displayed in the right pane of the home page, and the latest training activity
is visible in the training roadmap pane.

Click view the full Training Roadmap to view all of the training sessions currently scheduled in
Training Manager.

= Genesys Training Manager Training Portal

Location : Hain Mer

Amy lay - [U_E206_Simulatar]

o my options o training roadmap
Starting Letween 10 May 2012 and 30 Jul 2012
W agentcalendar (A maximum of 5 fems are shawn belaw)
I, V= '\ Tiioe toxdnag
o e 2008 Tew Product Trainag NFTOOL)
W Smg 8504

Business Spansees A N (tner
18 Jun 2002 - 30 Jun 2002

seif Learning Time (5LT001]
36 Jun 7013 - 30 jun 7017

Capyriges 0 3013 Sk Lining Salumiany tre AX Signrs Ssarved

Ganarye Teaining Mtanager Swerai £ 11
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Web Portal Agent My Options

The training roadmap is color-coded, based on the status of the training session:

o — The training session was agreed to.
e Completed — The training session was finished.

= Genesys

Loeatlon = Main Mere > Agen Calenaar

Training Manager Training Portal

Amy lay - [U_8306_Simulatar]

agent calendar

£ Required fleids
Legend

iR Search st Dese ET MEy 2012 [ tnd D o 2012 15 o [ =] IR
A scheduled
i L R e
0 Completed Saturday, 23 June 2012

Tuaras nn ieagas suiring asthna

Ganaays Tepinng Musape Potai 12

Comyeget © 2052 Bivar Lising boh s ang L1s 47 Sgnts Rasred
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Web Portal Agent My Options

Click one of the training session bars to reveal any additional details—for example, objectives,
additional notes, who the trainer is, and in which room the training is taking place.

The training sessions can also be filtered by using the Sort By drop-down list.

= Genesys Training Manager Training Portal

Lneation s Main hene > Agent Calenaar

Amy Jay - [U_8306_Simulatar]

agent calendar
1 Required fleids

Legend

i Search St Due 57 My 2012
A scheduled
Everts partially o Fully schwduied

™ e

D Completed Saturday, 23 June 2012

Tvarat na ienges saquinng achos s s Pt g ey

B Tralning Request : Self teaming Time (517001) & Tralner: <toses

5 Tralning Event:  Cventl Blpoom:  <nones
Ukt
it/ fweww sibverliningsaustians ca. uk
Deseriptian :

Click an the e-Leaming link tw sccess the wantent

Ganaays Tepinng Musape Potai 12

Convrget © 2052 Stvar Lising Sohmon 114 A1 Sgnts Bumrvd
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