[image: ]

[bookmark: _GoBack]
	

	Premier and IVR Self-Service Debugging Guide
Version 3.0





	






Contents
Executive Summary	3
1.	Information Needed for Troubleshooting	3
2.	Self Service Learning Refresher	5
3.	Self-Guided Troubleshooting for Premier /Contact Center/VCC:	6
4.	Self-Guided Troubleshooting for CTI:	8
6.	Self-Guided Troubleshooting for Soft Phone/BluIP:	9
7.	Self-Guided Troubleshooting for Data Delivery Issues:	12
8.	Self-Guided Troubleshooting for Outbound Campaign Manager:	19
9.	Self-Guided Troubleshooting for Chat:	20
10.	Self-Guided Troubleshooting for Telephony:	21
11.	Self-Guided Troubleshooting for Email:	22
12.	Self-Guided Troubleshooting for Uploading Audio Files, Changing Business Hours and Data files in Premier IVR Application:	23




Overview
The Intent of this guide is to provide a reference guide for Internal Genesys Premier Support teams and Premier Customers for some easy self-guided Troubleshooting techniques. 
Audience: 
· Premier Contact Center Agents, Supervisors and Admins. 
· Self-service IVR- Administrators, Account holders. 
· Internal Genesys Customer Success Teams: PS/Support/CSM. 
Product Suite Covered
· Premier Contact Center 
· Premier CTI
· Premier BluIP Soft Phones
· Data Delivery from CXB Premier Platform: Data files, Audio Files
· CXB IVR
· Premier Outbound Campaign Manager
· Chat and Email 

1. [bookmark: _Toc435610514][bookmark: _Toc440457148]Information Needed for Troubleshooting
 
In order for the teams to provide better insight into the exact issue, the following information is critical to successfully troubleshoot the issue 

For IVR and Contact Center
· Caller ID:  Sometimes referred to as the ANI or the number from which the caller is placing the call.
· Dialed Number:  The number the caller dialed
· Date and Time of Call: The closer to the actual time the call was active the quicker the troubleshooting will take
· Description of Issue:  
· What is expected behavior:
· At what point in the IVR/Contact center workflow is it happening?
· Is it repeatable? If so, note the steps needed to replicate issue:
· Any account number, specific scenario for which issue occurs
· If specific to contact center: 
If faced by certain agents: Please note agent’s name, email, skill and call types for which this happens
Details on scenario: 
· Business Impact and Criticality: 

Have you tried any of the self-guided Troubleshooting tips? If not, Please go through section 3 to 11 in this document to eliminate the possibility of any setup anomaly.  Once confirmed, all troubleshooting details requested above along with Browser and Network logs will be required to create a CASE with GENESYS

· Collect Network and Browser logs for Agent/Supervisor/CTI Related Issues
For information on how to capture Browser and Network logs see “Retrieving VCC Browser and Network Logs” in My Support Knowledge. 

· To get to the browser log, go to your browser window. For Mozilla Firefox press F12 key. For Google Chrome press the keyboard shortcut Command + Option + J (Mac) or Control + Shift + J (Windows/Linux). The Console window will open.

Mozilla Firefox:
[image: ]

Google Chrome:
[image: ]
Copy the contents of the window.


· To search for this document;
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2. [bookmark: _Toc435610515][bookmark: _Toc440457149]Self Service Learning Refresher
For the most recent link of e-learnings refer to ‘Help’ menu which is accessible from CX Builder account

Premier Contact Center:  
· Premier Edition – Administrator Training:  http://genesyslab.adobeconnect.com/pe_vcc_administrator/
· Premier Edition – Agent Training:  http://genesyslab.adobeconnect.com/pe_vcc_agent/
· Premier Edition – Supervisor Training:  http://genesyslab.adobeconnect.com/pe_vcc_supervisor/
· Premier Edition – User Management (Administrator) Training:  
http://genesyslab.adobeconnect.com/vcc_administrator_usermanagement/
· VCC Administrator (New Dashboard):  http://genesyslab.adobeconnect.com/pe_vcc_263_administrator_newdashboard/
· VCC Supervisor (New Dashboard):  http://genesyslab.adobeconnect.com/pe_vcc_263_supervisor_newdashboard/
(Once 2.6.6 is deployed, only this new dashboard will be accessible)

SFDC CTI  
· CX Analytics – Basics:  http://genesyslab.adobeconnect.com/ss_cxanalytics_basics/
· SFDC CTI Adapter:  http://genesyslab.adobeconnect.com/sfdc_cti_adapter/
· SFDC Gplus Adapter: https://elearn.viewcentral.com/content/genesys/PRODUCTION/SFC/menu/Salesforce_Adapter/story.html
· SFDC CTI Adapter Administration:  http://genesyslab.adobeconnect.com/sfdc_cti_adapter_administration/
· SFDC Gplus Adapter Administration: http://genesyslab.adobeconnect.com/gplus_adapter_salesforce_administration/

CX Builder:  
CX Builder Basics – Create a Call Transfer Page:  http://genesyslab.adobeconnect.com/cxbuilder_calltransferpage/
· CX Builder Basics – Create a Message Page:  http://genesyslab.adobeconnect.com/cxbuilder_messagepage/
· CX Builder Basics – Create a Question Page:  http://genesyslab.adobeconnect.com/cxbuilder_questionpage/
· CX Builder Basics – Create a Schedule Page:  http://genesyslab.adobeconnect.com/cxbuilder_schedulepage/
· CX Builder Basics – Create an SMS Page:  http://genesyslab.adobeconnect.com/cxbuilder_smspage/
· CX Builder Basics – Create a Voicemail Page:  http://genesyslab.adobeconnect.com/cxbuilder_voicemailpage/
· CX Builder – Advanced: Create an ACD Page:  http://genesyslab.adobeconnect.com/cxbuilder_create_an_acd_page/
· CX Builder – Basics:  http://genesyslab.adobeconnect.com/ss_cxbuilder_basics/
· CX Builder Advanced – Create a Data Page:  http://genesyslab.adobeconnect.com/cxbuilder_datapage/
· CX Builder Advanced – Create a Logic Page:  http://genesyslab.adobeconnect.com/cxbuilder_logicpage/
· CX Builder Advanced – Create a Transaction Page:  http://genesyslab.adobeconnect.com/cxbuilder_transactionpage/


3. [bookmark: _Toc435610516][bookmark: _Toc440457150]Self-Guided Troubleshooting for Premier /Contact Center/VCC: 

Go through the below asked question to rule out any setup anomalies. This guide is for VCC/Premier contact center only (Non- CTI and BluIP phone related interface)

1. Symptom: Agent Unable to login in Agent Desktop

1. Has supervisor/Admin set that agent up with right email/phone number/skills in contact center?
Please refer to the training guide or recorded training session provided to you by Genesys Professional Services to see how your Agents should be set up.  The link to the self-paced e-learning can be found here: 
https://genesyslab.adobeconnect.com/_a1160209796/vcc_administrator_usermanagement/
Also refer to the e-learning:  VCC Administrator (New Dashboard):  http://genesyslab.adobeconnect.com/pe_vcc_263_administrator_newdashboard/

· If not, Agent has to be set up first with the right skill, phone number and other details by the supervisor by logging Into the ARC/VCC supervisor dashboard. 
· Agent should be sent login instructions by supervisors and agent needs to be logged into the Agent desktop and in Ready state to receive calls. Refer to Login instructions below.


2. Has agent ever tried logging in before?
· If not, check step 1 and send login instructions to agents. 
· The Password reset link is valid for 24 hours only, if not setup within that period, ask supervisors to resend reset link

If agent had logged in before, and login is not working now:
· Ask agent to Clear cookies and Cache on browsers
· Make sure supported web browser is used: Chrome, Firefox, IE-10 and IE-11 are supported
· Make sure correct login links are used:

If using VCC 1, the login link is: 
https://sb.angel.com/login/login-page.jsp 

If using Premier 2.6 platform, the agent login link is: https://premier.angel.com/ui/ad/v1/index.html 


2. Symptom: Agent not getting calls/IVR calls not getting routed properly. 
Confirm that
· Agent is logged into the Premier Contact Center
· The correct skill, proficiency, and phone number is assigned to agent
· Agent is in Ready state.  Agent has set their state to Ready in the Agent Desktop
· Confirm that calls are being routed to contact center with the skill of agent in question.  Confirm another agent with the same skill is able to receive calls.
· Is the other agent with the same skill able to receive calls using the same telephony device (cell phone, landline or IP phone)
If using IP phones: Make sure agent is logged into endpoint. Also Refer to BluIP troubleshooting guide in section 6


3. Symptom: Premier Edition Agent UI status doesn't match in VCC dashboard

• Collect browser and network logs
· Have the agent 
1. Log out
2. Clear their cache from the beginning of time
3. Close the browser
4. Re-open a new browser
5. Log back into Genesys
6. Change the agent status

• The Supervisor should monitor the agent's status using the VCC Dashboard.  If the agent's status still doesn't match open a case and provide
• Browser logs
• Network logs

4. Symptom: When an agent is on an active call the call is going to the Agent’s voicemail instead of going to next available agent
· Check the number of rings/time after which call goes to the phone systems voicemail. 
· “Missed Call” time-out needs to be shorter than the time configured for the phone system to connect the call to voicemail. There is a setting in the ACD page which defines the number of seconds after which call gets routed to next available agent. If this timer is greater the in ACD page (default 25 seconds) than the number of seconds the call can ring before voicemail (say 15 seconds) is connected then this issue will occur. 
· The setting in ACD page should be changed only if it’s affecting majority of phones, else the phone system settings should not be adjusted. 

5. When an Agent places an Outbound from VCC the  call not going through: 
· Confirm the number dialed is correctly formatted.  
·  For US numbers, +1 xxx-xxx-xxxx, 
· If calling from the US and dialing an international number, prefix with:+011 country code
· How is the agent placing the outbound call (IP phone (endpoint) or Agent Desktop)? 
Note that outbound calls cannot be made using BluIP/IP endpoint phone, only Agent Desktop or CTI supports dialing outbound calls. 
6. Calls are being received at the VCC  Dashboard but not the Agent Desktop when both are open: 
·  Calls can be received within the VCC Dashboard if the supervisor or Admin also have the agent role assigned. 

4. [bookmark: _Toc435610517][bookmark: _Toc440457151]Self-Guided Troubleshooting for CTI Adapter:

1. Symptom: SFDC Admin cannot add users to CTI Adapter list (call center)
Make sure instructions for adding agents in Call Center are added, per attachment.
· Are there any other CTI adapters this SFDC instance? If yes, SFDC users can be assigned to one Call Center at a time. Remove  the agent from the other Call Center assigned


(Sample Installation Guide attached)

2. Symptom: Agent does not see CTI in Zendesk
· Ensure the Adapter  is correctly configured
· Ensure CTI permissions within Zendesk are correct.
This is typically a configuration or permissions issue

3. Symptom: CTI adapter is showing a white screen
· Ensure the customer using one of the supported browsers.   The most common reason for this issue is that an unsupported browser is being used.  Supported browsers, are IE10 and IE11, Firefox, and Chrome. 
· Does the customer have a good network connection?  If not, that can be a possible issue

4. Symptom: VCC Dashboard is shown in Zendesk environment
· The Zendesk CTI adapter must have the “VCC Dashboard URL*” updated from https://vcc3.angel.com/ui/sd/v1/index.html to https://premier.angel.com/ui/dashboard/#/login. 

5. Symptom: Call Activity in Zendesk is not being posted to the ticket originally popped by the call.
· It is best practice to disable call activity within CTI adapter setting “Disable Call Activity”. Otherwise call activity is posted to the ticket the agent is viewing at the time the call ends. 

6. [bookmark: _Toc440457152]Self-Guided Troubleshooting for IP Endpoint (BluIP softphones):  

Make sure below mentioned VOIP practices are followed:

· IP Endpoint:  The “Genesys VoIP” application.

[image: ]      [image: ]         [image: ] [image: ]

· Genesys Agent Desktop:   

[image: ]  [image: ]  [image: ]


Best Practices:
· DO Log In to the IP Endpoint before logging into the Genesys Agent Desktop.  These require separate logins, and the Endpoint should be READY first. 
· DO make sure your Endpoint is logged into using YOUR username.  To be sure, if the endpoint is already open when you start work to log out of the endpoint and log back in.
· DO only use the endpoint to answer calls using the green button.  All other call controls (hold, reject, hang-up) must be done through the Agent Desktop.
· DON’T click the red button in the endpoint to reject a call.  Only reject a call from the Agent Desktop
· DO Log Out of the endpoint before letting someone use the PC (e.g. at the end of a shift).
· DON’T check the “Log in automatically” button on the endpoint login screen 
· OPTION:  Uncheck “Remember login information” in the endpoint login screen.  This will insure user credentials will be required at every login.

Enabling Auto Answer functionality
· Enabling Auto-Answer on the Genesys VoIP endpoint will cause the endpoint to connect to the call automatically after a specified period of time.   By default, when Auto Answer is enabled, the endpoint will immediately connect the call with a delay of zero seconds.
· In the default configuration, Auto Answer is NOT turned on, and must be enabled on a per-endpoint basis.   The controls to enable Auto Answer are in the main screen after logging in.   Click the “…” icon to expose the Auto Answer option, then click Auto Answer so the check mark appears.
· [image: ]



Setting Auto Answer Delay
· The default Auto-Answer Delay is zero seconds, but can be changed to add a delay up to 5 seconds.  If Auto Answer is desired, Genesys recommends using the default of zero seconds, as this prevents the call reject (red) button from being clicked in the endpoint.   If call rejection is allowed, it must only be done from the Agent Desktop
· You can change the Auto Answer delay starting from the main menu under:   Softphone -> Preferences, then select the “Calls” tab in the pop-up menu, then choose the delay.[image: ]
· Inserting DTMF Tones into an Active Call
· Although the VoIP Endpoint cannot be used directly to place outbound calls from the dialpad (an agent can use the Agent Desktop to place calls), the VoIP endpoint can be used to insert DTMF tones during a call.    To do so, the agent must first click in the “active call window” within the endpoint before clicking digits on the dialpad.    By default, the cursor does not start in the “active call window”.
1. Symptom:  Agents unable to login into Endpoint 
· Make sure agents have phone assigned and setup created in BluIP portal. Only Genesys employees/CARE have access to BluIP Portal.
· If the agent has a login and a phone is setup resent password the agent password
· If resend password doesn’t work, deactivate and reactivate the agent in portal. If that doesn’t work, assign a new number to the agent in BluIP portal
2. Symptom:  Audio quality issues 
· The Contact Center User network must be certified through the pre-qualification process.  This process is provided below




Collection BLUIP LOGS
Refer to Soft Phone debugging Guide to collect logs for softphone related issues. This is needed for the support case. 




7. [bookmark: _Toc435610518][bookmark: _Toc440457153]Self-Guided Troubleshooting for Data Delivery Issues: 

1. Symptom : Data File (.csv/.xlx) set for auto delivery- Not getting delivered:

· Was the data file successfully delivered previously
· If has  never worked, then confirm configured is correctly
· Confirm exact name of the data file in question and for that,
· Confirm email address for delivery/ftp/sftp details are correct. 
· Confirm FTP configuration (for example data can be delivered but data is then deleted)
· Check the number of rows that exist in the data file. If source data file is at 50k it means the data file is full
· Check - if old data rows is getting deleted . If not, you will exceed the 50 k data file limit
· Check frequency of delivery, ensure that data file is set for delivery per schedule
· Set a “send now” from data file to check if this is issue with subscription. If “send now “works, it means the subscription configuration may be incorrect

2. Symptom: Call recordings for Inbound/Outbound not getting delivered in FTP
· Confirm FTP details are correct.  The details must include: host, port, username, password and directory, if needed.
· Confirm if files have been successfully delivered previously 
· (If was never setup- then check setup in SiteBuilder, else check if FTP has an issue). 

· To set up FTP delivery, log in to CX Builder. Go to HOME tab and choose “All Data Files”. 
[image: ]

· Choose the correct file and click “Edit”.
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· Click the “+” button.
[image: ]

· Click the option “Enable Delivery” and fill in the required data. Set the time of delivery.
[image: ]
· If inbound is getting delivered but outbound call recording is not getting delivered -  Then open a Genesys support ticket/case

3. Symptom: Only headers for data files are being delivered
· Confirm that calls were made and valid data is present for the timeframe. 
· To check if there is any valid data regarding calls, go to your CX Builder account and open CX Analytics tab. 
[image: ]
· Go to STANDARD REPORTS and section CALL HISTORY REPORT, choose requested time frame and phone number, click GO.
[image: ]
· Check data file delivery settings to see if only new rows are sent. 
· To check data file delivery settings, log in to CX Builder. Go to HOME tab and choose “All Data Files”. 
[image: ]

· Choose the correct file and click “Edit”.
[image: ]
· Click the “+” button.
[image: ]
· Check if option “Deliver only new rows of data” is enabled.
[image: ]

· Note that when no calls are made, the system will deliver only the data file headers regardless if it's using all data rows or only new rows of data for delivery
Such a situation would occur when there is no traffic to the voice site or no agents log in on weekends or holidays, if the delivery settings are to send a file each day.
· Follow the steps from item 1
       4.  Symptom: Data from web service not delivered/posted correctly
· Test the transaction page responsible for delivery and confirm it is correct configured.  If Genesys built scripts- Hit the “Run” Test and confirm “Success”. 
· Go to your CX Builder account and open CX Builder tab. Choose the IVR by clicking on its name.
[image: ]
· Go to the desired transaction page, enter (or check relevant test data) and click “Run Test
[image: ]
· Check if “TransactionStatus” equals “Success”.
[image: ]
· Confirm all the fields are set correctly (all data that needs to be delivered and the delivery 'address'). 
[image: ]

· Confirm that the transaction page is being 'hit' for the calls in question and the data is populated. 
· Go to your CX Builder account and open CX Analytics tab. 
[image: ]
· Go to STANDARD REPORTS and section CALL HISTORY REPORT, choose requested time frame and phone number, click GO.
[image: ]
· Click “Variables” next to the details of call in question. 
[image: ]
· Look for the number of transaction page under “Page History” variable.
[image: ]

· Another way is to check the Page Hits report (only available when CX Analytics enabled).
· In CX Analytics tab choose IVR reports and click on Page Hits report in VUI Analysis group, Choose timeframe or enter specific date range:

[image: ]

[image: ][image: ]
· Select the right voice site from the list and Run the report:
[image: ]
· Find the row with page in question and click on “Hits” value and find the call for analysis:
[image: ]
· Check debug emails from transaction page. 
· To check, if debug emails are to be sent, go to the site by clicking on its name in CX Builder. 	Enter the page that you would like to check.
[image: ]
· Go to ADVANCED OPTIONS tab:
[image: ]
· Check settings for “Email Debugging”:
[image: ]
· Confirm no special characters are sent in data fields as they may create issues.
· If the web service is not working despite everything being set correctly on the IVR side, confirm that the IP used by the IVR is accepted by the destination system. For this open a CASE with Genesys Support
· Confirm that the destination system supports the correct certificates. For this open a CASE with Genesys Support





8. [bookmark: _Toc435610519][bookmark: _Toc440457154]Self-Guided Troubleshooting for Outbound Campaign Manager:

1. Symptom: Campaign in Campaign Manager is set, but no end users not receiving calls
· Make sure OCM account setup is setup correctly.  
· Follow the instructions for OCM below.


· Make sure right Outbound API key has been linked to account and that Account is enabled for Outbound. (If you were able to run and receive calls for a campaign earlier, this should not be an issue)
To learn if the account is enabled, it is necessary to create a CASE with GENESYS.
· Make sure campaigns are correctly setup - Calling Windows, Site name etc. 
· Ensure data file which is set in Campaign Manager conforms to the correct format specified in the Design. 
· Make sure Settings in Sitebuilder under Outbound section are correct (Detection thresholds and calling windows. Refer to attached manuals above (zip file)

2. Symptom: Single Sign On doesn't work when logging into OCM from CXB
· Only Main Account holders can use Single Sign On. Logging in through CSR doesn’t allow you to use SSO (Single Sign On). 
· If the user is the main account holder, then SSO may need to be enabled. Open CASE with GENESYS.
· If the user is the main account holder and SSO is enabled, however the email address for CXB & OCM doesn't match, then Ops will need to disable SSO, have an OCM account created that matches the main account holder address and re-enabled SSO.  In this case is creation of a CASE with GENESYS.
· If they are the main account holder has SSO enabled, and email address for CXB & OCM match, then Ops needs to disabled SSO and re-enabled it. . In this case is creation of a CASE with GENESYS.
· Confirm the OCM user email address matches the main account holder email address?
3. Can we have an OCM account per sub user?
· No, if a customer needs everyone to see Campaigns started or completed all users within the customer will need to share a single OCM account. Same for OCM reporting. Otherwise, Genesys can create separate OCM accounts for users. In this case is creation of a CASE with GENESYS.
4. Can we have a test OCM account so production data doesn’t get mixed with test data?
· We can provide a test OCM account so production data doesn't get mixed with test data. Ops will need to be involved for setting up the OCM account. In this case is creation of a CASE with GENESYS.
9. [bookmark: _Toc435610520][bookmark: _Toc440457155]Self-Guided Troubleshooting for Chat:

1. Symptom: Widget doesn’t display 
Widget requires both HTML code and javascript file to be implemented on the customer website.
· Has the HTML code been implemented?
· Has the javascript file been implemented?

2. Symptom: Widget is blank after starting chat
· The Client ID needs to be added to the HTML code. It can obtained by opening a ticket with the Genesys Care team, who in turn need Genesys operations involvement
· Has the Client ID been inserted in to the widget HTML code?
 
3. Symptom: Chat Icon is visible after hours
· Chat Icon is visible at all times of the day. When customer starts chat to reach an agent they get a message an agent will be with you shortly even if it is after hours. The client needs to include in their web site code to have the icon disappear after hours.

4. Client wants to modify the fields that is captured to initiate a chat.
· Product limitation - we can capture up to 5 variables (First Name, Last Name, Phone Number, Email, and Subject). The captured variables can be decreased, but anything that is set has to be filled out before a chat can be initiated. Customer needs to go into HTML file and remove the fields that aren't required. The only field that cannot be removed is the email address. All other fields can be removed.

5. Symptom: Client cannot start chat without filling out all fields.
· Product Limitation - we need all fields to be filled out before a chat can be initiated. We can decrease the amount of variables needed to initialize a chat; please see #4.

6. Symptom: Site says that Chat feature is not recognized.
· Has all the customer provided all domain names for their web sites (including UAT and Production)? If not, Ops will need to do a deployment to allow the domains access to chat. 
7. Symptom : Customer wants the transcripts be turned off
This can be done by the customer. They will need to go into the Javascript and set the variable transcripted = false. 



10. [bookmark: _Toc435610521][bookmark: _Toc440457156]Self-Guided Troubleshooting for Telephony:

Support teams will require the following information for troubleshooting

For Telephony Issues
· Caller ID:
· Dialed Number:
· Date and Time of Call:
· Description of Issue:
· What is expected behavior:
· At what point in the IVR/Contact center workflow is it happening?
· Is it repeatable? If so, note the steps needed to replicate issue:
· Any account number, specific scenario for which issue occurs
· If specific to contact center: 
If faced by certain agents: Please note agent’s name, email, skill and call types for which this happens
Details on scenario: 
· Business Impact and Criticality: 

1. Symptom: One way audio, Latency in Audio

Note: For International Locations, Genesys cannot guarantee Quality of Service (QoS) without a MPLS circuit
· Check if softphone, headset issue (Does it happen all the time or under specific scenarios/hardware/software setup)
· Understand and document the exact use case
2. Symptom: Callers hear a clicking sound in IVR
· When the Genesys system does data look up (Using web services), callers can hear a clicking sound if the web service response is greater than 1-2 seconds. This may happen when: Web service response time takes longer due to network connectivity (If hosted on customer side)
· The max timeout is 30 seconds by default- Meaning if we fail to get a response within 30 seconds, callers will be routed based on settings in Sitebuilder (On error destination) 




11. [bookmark: _Toc440457157]Self-Guided Troubleshooting for Email:

1. Symptom: Email accounts are not configured: Refer attachment


2. Symptom:   Emails are being received by agent or popped via Agent Desktop 
· Check if skill is enabled for email account in contact center setting, Email in the Dashboard. 
· Check if the skill used by the email account is assigned to the agent 
3. Symptom:  Customer: We are in the process of moving a data center into a new building which will require us to change the IP addresses of our mail servers. I know that your system connects to a mailbox in our environment via POP server and I was wondering if someone could let me know what your configuration is for that connection? Are you connecting via IP address and if so what IP address are you currently using? This would be very helpful in planning out the move.
· The Email settings within the VCC Dashboard will need to be updated
· All emails from the current email domain should not be migrated to the new Email Domain. Since all existing emails in production have already been triggered with an Automatic reply, if we receive the same emails from the new IP this will also trigger automatic reply and the recipient will receive it twice.  
· All existing emails (contact history)  in current production needs to be marked as completed. After moving to the new domain, these emails will not be included and cannot be accessed from the dashboard once we migrate 
· For Best Practice we need to create new email accounts to allow testing the new configuration.  The new email server should have an empty mailbox and no new emails stored (Inbox, Spam, Drafts, etc). Once Testing is successful, we will make the switch and they can cut over their email traffic to this new server (for new incoming emails only).  The old accounts can be deleted once the new email server is validated
· Here’s a short overview of  best practices on incoming emails handling:
· Standard Mailer service
· When agent is presented with email, he/she accepts the email
· The agent clicks reply. The original email is placed in the agent bin, updates are applied to the replied email.
· The agent enters and saves any required notes and disposition for the email*
· The agent responds to the customer’s question
· The agent sends the reply email. 
· The agent marks the email done. The email is sent and the agent can receive next interaction

· For Mass Mailer Service
· When agent is presented with email, he/she accepts the email
· The agent copies the return email address to the clipboard
· The agent opens the Contract Directory and searches for contact by email address
· The agent completes contact if new and/or clicks on the send email icon
[image: cid:image002.png@01D1335B.B0909180]
· This generates a new email which will be used to reply to the customer.
· The agent copies the original email content, if required, and answers the customer’s question, sets disposition and saves notes. The reply for the email is sent. The Original email will still be on desktop.  The agent adds a note that a reply was sent to the customer via a separate email and marks this email as done.
12. [bookmark: _Toc440457158]Self-Guided Troubleshooting for Uploading Audio Files, Changing Business Hours and Data files in Premier IVR Application:

Before making any changes to production site, Ensure customer /concerned party has: 
· CX Builder Access 
· Reviewed CX Builder Basics training, If not please refer to trainings below:
· As a best practice - All changes needed to be made in a copy site first, tested and only once confirmed changes can be replicated in production site 

CX Builder E-learnings: For the most recent link of e-learnings refer to ‘Help’ section which is accessible from CX Builder account)
CX Builder – Basics:  http://genesyslab.adobeconnect.com/ss_cxbuilder_basics/
CX Builder Basics – Create a Message Page:  http://genesyslab.adobeconnect.com/cxbuilder_messagepage/
CX Builder Basics – Create a Question Page:  http://genesyslab.adobeconnect.com/cxbuilder_questionpage/
CX Builder Basics – Create a Schedule Page:  http://genesyslab.adobeconnect.com/cxbuilder_schedulepage/
CX Builder Basics – Create a Voicemail Page:  http://genesyslab.adobeconnect.com/cxbuilder_voicemailpage/
CX Builder Advanced – Create a Data Page:  http://genesyslab.adobeconnect.com/cxbuilder_datapage/
CX Builder Advanced – Create a Logic Page:  http://genesyslab.adobeconnect.com/cxbuilder_logicpage/
· CX Builder Advanced – Create a Transaction Page:  http://genesyslab.adobeconnect.com/cxbuilder_transactionpage/

1. Symptom:  Need help changing business hours check, Updating Holiday List, updating audio files with new prompt message.

· Note: Audio files announcing a Message can be updated with only changing audio files. Any prompt change which has a change in menu, drives action in IVR also needs logic change in the application and cannot be achieved with just a prompt change. 

· 
[bookmark: _MON_1510476151]Please refer to following step by step guide to update Data files, schedule pages and Audio files
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LOGIN INSTRUCTIONS



Password Reset Links

· UAT testers will receive an email from admin@genesys.com with subject ‘Set VCC Password’, as shown below.

[image: ]

· It’s recommended to copy and paste the link in Chrome. This link will direct to a web page to reset your password.

[image: ]

· Enter your password and click on the ‘Reset Password’ button to submit the password. You can also click on the ‘Password Help’ link for more details on password naming convention.

· This password will allow supervisors and administrators to login to VCC Dashboard for real-time statistics, call monitoring, edit agent information etc.  

· This password will allow agents to login to Agent Desktop to receive inbound calls and/or place outbound calls.

· The username is the email address to which the reset password link was delivered. Username must be entered in lower case.




VCC DASHBOARD



Access

· VCC Dashboard can accessed at - https://vcc3.angel.com/ui/dashboard/#/login

· Use the username-password combination from above section.

[image: ]





































User Management



· All users and other settings in VCC Dashboard are configured based on JM Bullion VCC Specifications 1.1.docx, gathered during design.

· You can assign/un-assign a skill and a proficiency to the UAT testers before placing a test call. This can be done by navigating to the Users tab and finding a specific UAT tester in the search box.

[image: ]

· To edit agent information, click on the hyperlinked name of the UAT tester. This will open a dialog box in which agent information such as phone number, skills and proficiencies can be edited.

[image: ]

· To assign a skill, simply select the checkbox and enter a numeric value from 1 to 5 for a corresponding proficiency.

· To un-assign a skill, simply deselect the corresponding checkbox.

· You can also edit the phone number on which the UAT tester would like to answer test calls as an agent. Phone number must be entered without spaces, dashes or periods.

· The reset password button can be used to instantly trigger a system generated email that contains a reset password link.












Agent Desktop



Access



· Agent desktop can accessed at - https://premier.angel.com/ui/ad/v1/index.html

· Use the username-password combination from above section.

· UAT testers should not run Agent Desktop and VCC dashboard simultaneously in the same browser. 

[image: ]



Customer Test Calls



· Test calls can be placed to the <CUSTOMER ABC> IVR using the following Genesys DIDs. Please do not use the production toll free numbers as traffic has not been cut over to Genesys.

		Genesys DIDs

		Client TFN

		Client Name



		844-598-3627

		844-598-3627

		AAA



		703-996-4235

		800-276-6508

		BBB



		703-996-4244

		888-989-7223

		CCC



		703-996-4264

		855-330-1512

		DDDD









· Place several test calls and test various paths illustrated in the call flow – <>1 Design.docx



Agent Inbound Calls



· The UAT tester must be logged into Agent Desktop and set himself in Ready status in order to answer a test call as an agent.

· The agent can select ‘Ready’ state for the voice channel by navigating to My Channels and clicking on the Status dropdown for voice media, as shown below.

[image: ]

· Any agent in Ready state is eligible to receive a test call based on the configured routing logic. If an agent is routed a call, the Agent Desktop displays a toast notification on the bottom right hand corner.

[image: ]

· Agent must answer the call on the phone number registered in VCC Dashboard.

· Upon answering the call, a case data panel is displayed on the top left hand corner.

[image: ]

· When the caller hangs up, agent automatically goes into After Call Work for a wrap-up time of 30 seconds and then the agent status resets to Ready state. The wrap-up time duration can be modified by an administrator in VCC dashboard.

[image: ]
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Salesforce CTI Installation



Production Environment



Steps to install a Gplus CTI Adapter

· Install the adapter by logging into Salesforce and then navigating to the URL - https://login.salesforce.com/packaging/installPackage.apexp?p0=04to0000000C3VD

· After a successful installation of CTI, go to Setup

· Expand Customize tab, and then click on Call Center

· Click on Manage Call Centers, and you will find Genesys Gplus for Salesforce installed. Click on edit tab under Actions

[bookmark: _GoBack][image: ]















· Replace the CTI Adapter URL value with https://vcc3.angel.com/ui/crm-adapter/index.html?crm=salesforce



[image: ]



· Click on Save button
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Steps to add users to Genesys Gplus

· Click on Manage Call Center Tab

[image: ]

· Click on Add More Users Tab

[image: ]



· Search for your agents by editing the below filters

[image: ]







· Once you find your agent, check the box on the left and click on Add to Call Center tab

[image: ]



· After adding the agent you will find the record in Genesys Gplus Salesforce : Manage Users tab

[image: ]
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Genesys Premier Edition VoIP Softphone Customer Pre-qualification Questionnaire (for Trials and Deployment)



1. Introduction

In order to ensure a successful VoIP softphone deployment, Genesys customer computers and networking equipment must be configured to meet certain minimum requirements. This questionnaire is meant to identify potential issues with agent/supervisor PCs, network elements, and firewalls/routers that would result in poor VoIP performance.  Genesys will provide reasonable assistance to guide customer through implementation, and the checklist at the end of this document will be used as a guide during implementation. Regardless, the elements outside of Genesys control (including but not limited to Internet, customer network, customer IT environment including PC’s, PC security suites, headsets, and other applications which may interfere) remain the customer’s responsibility to resolve issues and incompatibilities.  



2. Completing this Questionnaire

This form should be completed by a technical-oriented person and returned to your Genesys Sales Engineer (SE).  Once received, Genesys will analyze answers and VoIP test tool result and determine if your site(s) meet the minimum requirements for a VoIP deployment.  Should any issues be found Genesys will make recommendations for corrective actions.



Name of Customer Contact completing form: [fill in]

Contact email: [fill in]

Contact Phone Number: [fill in]



3.  PC System Requirements

The following section covers questions related to the Personal Computers (PCs) that will be used by agents and supervisors within your contact center.

3.1.  Minimum HW Requirements

[image: ]

Question: Do all of your agent and supervisor PCs meet these minimum requirements?

Answer: [Yes or No]



3.2. PC Network Interfaces

For the Genesys VoIP softphone to function properly the agent/supervisor PC must be connected to one and only one hard-wired LAN interface. Multiple LAN interfaces and WiFi are not supported.  PCs must be connected directly to the LAN switch, and not through another device such as a deskphone.



Question: Will all agent and supervisor PCs be connected to a single hard-wired LAN interface?

Answer: [Yes or No]



3.3. Software Installation Permissions

 

The Genesys VoIP softphone is an executable (Windows .exe or Mac .dmg) that must be installed on the agent or supervisor PC.  Software installation requires administrator rights to perform installation. 



Question: Will the agents themselves or an IT administrator perform the installation of the VoIP softphone on the agent/supervisor PCs? 

Answer: [IT Administrator or Agent]



Question: If agents will be performing the installations do they have administrative installation permissions?

Answer: [Yes or No]



3.4. Agent Headsets

 

The Genesys VoIP softphone requires a wired USB headset (e.g. Plantronics, Jabra) to function properly.  Note: Genesys recommends headset testing prior to deployment to ensure proper function. Genesys has found that some configurations where the headset is also used for other applications (e.g. Microsoft Lync/Skype for Business) can be problematic.  Given the combinations of headset hardware/software, PC O/S, and application software, Genesys especially recommends pre-deployment testing of any configuration where the headset may be used for anything other than the Genesys VoIP softphone. Configurations where Lync is configured for telephony (regardless of whether or not it is used for such purposes), or where “Optimized for Lync” headsets are used MUST be tested.  Please consult with Genesys if you have questions or concerns.



Question: Please confirm that all users of the VoIP softphone have working wired USB headsets.

Answer: [Yes or No]



Question: Please confirm your understanding that particular headset functionality is not guaranteed, and that simultaneous deployment of other applications (e.g. Microsoft Lync) may interfere with VoIP softphone functionality; and such configurations should be tested prior to deployment.

Answer: [Yes or No]



3.5. PC Security Suites, Firewalls, and Applications

 

PC security suites (firewall, anti-virus, intrusion detection, etc…) must be configured appropriately to not interfere with the Genesys VoIP softphone application.   Because of the realtime nature of voice communications, VoIP traffic must flow freely without adding unacceptable latency, jitter, and packet loss.  



The Genesys VoIP softphone application must be whitelisted by security applications, and the traffic generated to/from the softphone must be whitelisted so packets flow is not blocked, interrupted, or delayed.  (Note:  IP addresses to be whitelisted are shown below in the Firewall section).   If you are unsure how to appropriately configure PC security applications/features, please refer to the vendor who provides the application(s).



Question: Please confirm understanding that PC security applications/features must be configured to allow and not interfere with the flow of traffic to/from the VoIP softphone application.

Answer: [Yes or No]








4. IP Network Requirements



The following section covers questions related to the IP network that will be used by agent and supervisor PCs.



4.1. VoIP Test Tool



Genesys provides a browser-based self-testing tool that customers run in order to help discover if the network will have issues supporting VoIP.  Technically speaking the tool tests network bandwidth, firewall traversal, and VoIP characteristics (jitter, delay, etc.).  Please note that this test is a snapshot for a single user to help uncover problems, and is not a test to guarantee VoIP function/capacity for an entire contact center.

 

To perform the test, please navigate to the following link: http://qos.bluip.io. The test runs as a Java Applet within a browser and takes roughly 8 minutes to complete. 



Browser Requirements are as follows:

· PC - Internet Explorer, Safari

· The browser and PC must have permissions to download and install java applets



The tests must be run as follows:

· At least 3 times

· During normal working hours.

· In all locations where contact center agents are located. 

· If you have “work-at-home” agents, each agent should run the test 

 



Please email the results back to your Genesys Sales Engineer.  (Note: Once the test completes, you are given the option to email the results).

 

Question: Have you completed all the tests and provided the results back to Genesys?

Answer: [Yes/No]








4.2. Network Topology



Genesys would like to understand how you plan to deploy your agents so we can better meet your needs.  Genesys would also like to understand your current agent telephony architecture so we can understand your migration path.  Note: Additional care is warranted for VoIP softphone deployment to agents working at home, as home IT/network environments are more variable and more prone to network and IT quality issues that neither Genesys nor the customer can control.





Question: Where are your supervisors and agents located (US city)? Are they all in a single site or spread across multiple locations? Do you have agents that work at home?

Answer: [please specify]





Question:  What voice telephony product/service is the VoIP softphone intended to replace (if any)?  For example,  a deskphone connected to a legacy phone service/PBX (non-VoIP), or another VoIP deskphone, or another VoIP softphone solution.

Answer: [please specify]





4.3. Internet Access

 

Adequate Internet bandwidth capacity is critical to successful VoIP implementation.  Internet service will have to simultaneously support existing data usage in addition to the VoIP usage (calculated below) during periods of peak voice and data usage. If necessary, please check with your Internet Service Provider to determine the type and bandwidth of your Internet access.   



Question: Please specify the type of Internet access you have purchased – i.e. Fiber, Cable, T1, etc... for each of your locations, including provider name and downstream/upstream bandwidth.

Answer: [please specify Vendor and type of service]



Question: How many agents and also how many simultaneous agent calls do you expect at each location?

Answer 1: [please specify total number of agents]

Answer 2: [please specify # of agents who will be on a call at the same time]



Each agent requires up to 100 kbps of network bandwidth for VoIP and Agent UI functions.  (Note: G.711 codec plus header data takes up to 87.2 kbps.  Round up to 100 kbps per simultaneous call for convenience).  This is the amount of bandwidth required for voice, and does not account for other customer network traffic unrelated to the Genesys VoIP softphone.

 

Total required bandwidth = 0.1Mbps * # of simultaneous agent calls =          Mbps





4.4.  Internet Quality of Service for multi-user locations



Consistently high quality and reliable VoIP communication depends on connections which are low in latency, packet loss, and jitter (delay variation).  Quality of Service (QoS) mechanisms aid delivery of a reliable, quality VoIP experience by prioritizing delivery of voice traffic over data traffic across various network segments.



It is typically the “last mile” segment (between the Internet Service Provider and customer location) or the agent PC where unacceptable levels of latency, packet loss, or jitter are introduced. 



Question: Does your network infrastructure support QoS mechanisms?  (e.g. DiffServ/DSCP tagging on your Internet access service, and/or Windows policies for prioritizing an application’s traffic).   

Note: Your router may support prioritizing VoIP traffic going to your Internet service provider, which is separate from your Internet Access provider being able to prioritize VoIP traffic coming to your network).

Answer: [please specify]





Question:  What is your outside IP address, and will it respond to ICMP ping (from 209.97.234.244 specifically, if exception is required)?   In order to monitor/troubleshoot certain network issues, occasional ping bursts need to be sent to your Internet router to monitor for latency, jitter, and/or packet loss. 



Answer 1: [please specify outside public IP address(es)]

Answer 2:  [will router respond to ICMP ping requests?]




4.5. Firewall Requirements

 

In order for the Genesys VoIP softphone to work properly, the customer firewall or router must be configured to meet certain minimum requirements.



Question: Please specify the make and model(s) of the firewalls and routers used to connect your company LAN to the Internet.

Answer: [Please specify]



In order for the Genesys VoIP client to work properly the customer firewall or router must not “fix-up” or manipulate SIP signaling – such as with a SIP Application Layer Gateway (ALG). Note: While the VoIP test tool attempts to test for SIP ALG it cannot cover every scenario. 



Question: Please confirm that the SIP ALG or firewall fix-up is turned off in your router or firewall.

Answer: [Please provide confirmation (e.g. screen shots of router/firewall configurations)].



In order for the Genesys VoIP client to work properly, your routers/firewalls must be configured to allow VoIP traffic to pass through to and from specific SIP addresses and TCP/UDP ports. Note: While the VoIP test tool tests the basic configuration of router/firewall ports it cannot test the full range of ports.



IP Addresses and Ports for SIP signaling and VoIP media (RTP)

 

LAX SBC1:		199.168.177.13

LAX SBC3:		199.168.179.167

CHI SBC1:			199.168.181.13

CHI SBC3:			199.168.182.167

 

SIP Signaling:  UDP/TCP 5060 and 5061

Real-Time Transport Protocol (RTP):  UDP port range 1024-65535

 

IP Addresses and Ports for the Configuration Server

 

LAX DMS       	199.168.176.165

CHI DMS       	199.168.180.165

 

TCP port 443

 

Question: Can you confirm that your routers/firewalls do not block access to these IP addresses/ports?

Answer: [Yes/No].








Pre-Implementation Checklist



		Complete ?

		Element

		Section



		

		Single hardwired LAN connection per PC, no WiFi.   Wired connection must connect directly into LAN port, not through another device such as a desk phone.

		3.2



		

		Wired USB headsets are installed for each agent.

		3.4



		

		PC Security Suites, firewalls, etc… configured on each PC to whitelist/allow Genesys VoIP softphone application (executable) and traffic (IP addresses/ports/protocols as listed in Firewall section of this document).

		3.5



		

		Customer has validated that Internet Access bandwidth is sufficient to support combined additional VoIP traffic (from maximum simultaneous agent usage) and all other customer traffic at the same time.

		4.3



		

		Have any QoS mechanisms been implemented to prioritize VoIP traffic over other traffic?   This is highly recommended, but not a mandatory pre-implementation step; however it may be necessary for customer to implement such schemes (and/or add bandwidth) if network traffic conditions result in latency, jitter, and/or packet loss that impacts voice quality. 

		4.4



		

		Outside IP address configured to respond to ICMP ping from 209.97.234.244

		4.4



		

		Firewall(s) are configured such that SIP ALG (aka SIP inspection) is turned off

		4.5



		

		Firewall exceptions have been made for IP addresses, ports, protocols as necessary to pass traffic without blocking or interference.

		4.5









End of Document
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Below are the instructions for turning on BlueIP logging:

1. Log into BlueIP softphone

1. Click on the “Help” tab near the top of then click on “Troubleshooting”

[image: cid:image001.png@01D0D4FF.D1875280]



1. Another screen will then pop up. On the pop up screen click on “Diagnostics”

[image: cid:image002.png@01D0D4FF.D1875280]





1. The click on “Advanced Logging”, which will produce another pop up screen. 

[image: cid:image003.png@01D0D4FF.D1875280]





1. Then click on a statement in the “Phone Calls and Audio” group that best describes the issue and click on “Start Advanced Logging”



                [image: cid:image004.png@01D0D500.975C0190]



1. When done with test/troubleshooting repeat steps 2-4, which should put you back on the Advanced Logging pop up. Click on “Stop Advanced Logging” then click on “Send Advanced Log…”. By clicking on “Send Advanced Log…”, you are not sending out anything, but will have a folder on your computer open up where you can open the log. When you get to this point it is best to grab the file path and grab the document and send it out to the appropriate people. 
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There are four main reports in the Outbound Campaign Manager 3.0 tool.
1. Callee Status-The callee status report provides a quick overview of the overall campaign.
2. Call Attempts Status-The Call Attempts Status reports show the status of completed calls.
3. Callee Status Disaggregated-Provides additional information about the callee status.
4

Call Attempts Status Disaggregated- Provides additional information about the callee attempt status.

HOW TO RUN A REPORT

Step 1: Once logged into OMC 3.0, click on the report tab at the top of the screen. Next select the Campaign name and
then the report type. Click "Show" or export the report to .xls or .csv.
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| REPORT SAMPLES |

Callee Status

The callee status report provides a quick overview of the overall campaign. The calls in be in one of the following four
status:

1. Pending: These are calls that are yet to be queued for calling.
In Progress: These are calls that are currently in progress

3. Completed: These are calls that have been placed. Completed calls include calls that were answered by human,
answered by voicemail, line busy, no answers and failed include.

4. Expired: These are calls that expired because the calling window ended before the calls could be placed.

N

A B Cc D E F G
1 |PHONE_NUMBER TIMEZONE CALLEE_STATUS CALL_CO OUTBOUND_ICREATION_DATE MODIFIED_DATE
2 |5713585800 America/New_Yor PROCESSED 1 0 07/11/2013 09:00:33 07/11/2013 09:01:50
3 |57176265961 America/New_Yor PROCESSED 1 0 07/11/2013 09:00:33 07/11/2013 09:02:01
--0Or--
In Progress: 0 In Progress: 0
Invalid: 0 Invalid: @
Campaign Reporting Human NetReached: 0 Campaignh Reporting Human Not Reached: 0

Pending: 0
Expired: 0
Completed: 2

Pending: 0
Expired: 0
Completed: 2

Response

®In Progress

® Invalid

©Human Not Reached

count

© Pending
1.0 10 ®Expired

B In Progress @ Completed

B invalid

B Human Not Reached
0% [ Pending

I Expired

B Completed

Pending
Expired

In Progress
Invalid
Cormnpleted

Human Not Reached

o
o

| Status
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Call Attempts Status
The Call Attempts Status reports show the status of completed calls. The completed calls can have any one of the following
status:
1. Human
2. Voicemail
3. Line Busy
4. No Answer
5. Failed
A B c D E F G
1 |PHONE_NUMBER CREATION_DATE  CALL_GUID CALL_RESULT REQUEST TIME  START_TIME END_TIME
2 5713585800 07/11/2013 09:00-33 200187102508 answered_by voicemail 07/11/2013 09:01:04 07/11/2013 09:01:30  07/11/2013 09-01:50
3 5717626961 07/11/2013 09:00:33 200187102509 answered_by_human  07/11/2013 09:01:04 07/11/2013 09:01:14  07/11/2013 09:02:01
4
__Or_
Human: 1 Human: 1
Voicemail: 1 Voicemail: 1
Campaign Reporting Line Busy'0 Campaign Reporting Line Busy: 0

No Answer: 0
Failed: 0

No Answer: 0
Failed: 0

50.0%

0.75 0.75 Response

® Human
® Voicemail
© Line Busy
©No Answer
® Failed

W Human

W Voicemail

D Line Busy

[0 No Answer
B Failed

0.50

50.0%

Human
Failed

count
e I
voicemail [
e = o

count

Line Busy
No Answer

call status
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Callee Status Disaggregated

Additional information that is provided:

MAX_OB_FAILURES
EXPIRED
CAMPAIGN_ENDED
CALLPLACED
STATUSPROCESSING
MAX_RETRIES_REACHED
DAILY_EXPIRATION
PROCESSED

PENDING

INVALID

PLACECALL
HUMAN_REACHED
CAMPAIGN_CANCELLED

Campaign Reporting
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[ DAILY_EXPIRATION

[0 PROCESSED
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[J HUMAN_REACHED
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Callee Status Disaggregated
Additional information that is provided:
FAILED_EXTERNAL_CONNECTION
ANSWERED_BY_HUMAN
TIMEOUT_MAX_WAITTIME

SUCCESS

INVALID_PHONE_NUMBER
INVALID_GUID
TIMEOUT_BEFORE_ALLOWED_SCHEDULE
ANSWERED_BY_FAX
FAILED_INTERNAL_CONNECTION
IN_PROGRESS

BLOCKED

LINE_BUSY

CANCELLED

FAILED_INTERNAL

NO_ANSWER
TIMEOUT_AFTER_ALLOWED_SCHEDULE
ANSWERED_BY_VOICEMAIL
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Outbound Campaign Manager 3.0

Instruction Manual

Step 1: Log into your Angel account and click on the tab called “Outbound Campaign Manager”.

S J
=]
= Genesys Angel v CX BUILDER CX ANALYTICS CAMPAIGN MANAGER SUPPORT

TODAY'S CALLS

Step 2:Log into the Outbound Campaign Manager log in screen.

Login to your

OUTBOUND CAMPAIGN MANAGER

Email Address:
Password:

I-REI'T'IEI'T'IDEI' me

Vihat's this?

Step 3: Click on the “Create New Campaign” button.

Angel { + CREATE NEW CAMPAIGN

OUTBOUND CAMPAIGN MANAGER Welcome,

Help? What's this? Logout
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Step 4: Enter in a Campaign Name and the voice site number of the IVR you are using.

Create Campaign

Progress Status: o o o o

Campaign

Campaign

Campaign Mame: *

Voice Site Number: * — SelectaVaicesite —

— Select a Voicesite —

Cancel Continue €

The campaign manager will
connect to your SFTP site every
hour (if periodic option is selected
Step 5: Next, choose your data source: File or SFTP. under Data Lookup) and attempt
to import any CSV or text files
found there.

Create Campaign - Credit Card Notification Create Campaign - Credit Card Nofification N\~
pngreSS Status: o—o e o Progress Status: o_o o o
Campaign Data Source Campaign Data Source

Data Source
Data Source

CFILE FSFTP
FFILE CSFTP
Hostname: * ?
Upload: * || #Choose | supload | @ cancel | ‘ Location. * i
ocation: 7
| ‘ User Name: *
Supported formats: CSV/ XLS! TXT Password: *

Data Lookup: ¢ Once & Periodic [60Mins]

Step 6: If you chose file, then select the .xls or .csv file to upload. Once you see the information in green, this
means that the file uploaded successfully. Hit the “Continue” button.

Progress Status: o—o o o

Campaign Data Source
Data Source
FFLE CSFTP

Upload: * “ +Choose | #Upload || @ cancel | ‘

ML S THT

Validated : AgentinformationCutbound xis ;I
Row Count: Ok
Column Count: Ok
Headers: Ok
Values: Ok LI

2001 Junipero Serra Blvd. , Daly City, CA 94014, USA | t +1650466 5017 | f +16504662858 | www.genesyslab.com








S Genesys e S

Create Campaign - Outbound Oct28

Progress Status: o_o o o

If your file has an Campaign Data Source
issue when uploading, Data Source
the errors will be GFILE CSFTP

displayed in the box Upload: * “ +Choose || 2upioad | @ cancel | ‘
after you click upload. | |

4 Invalid : Agent Information.csw
Row 1 contains the invalid phone number w

Step 7: Next, specify the start and end date of the campaign. Then hit the “Continue” button.

Progress Status: o o o o

Campaign Data Source Schedule

If you select “never”, Schedule

the campaign will never
paig Start Date: € Now

end, hence will

. * Specify Date =] *
continue to place calls pecify 102412013 | [

within the calling End Date.  Never

windows. Retries will & specify Date T -
also continue until they
reached their max

number of attempts.
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Step 8: Now specify the time zone that the number should be called.

Calling Window Timezone

Specify whether the phone numbers should be called by using the timezone of their area/country code or by a specified timezone.

| AmericalMew_York j|

There are three options for the calling window time zone:

Option 1: Use Phone Number Time zone.
Option 2: Select the dropdown to select the time zone.

Option 3: Specify the time zone in the file with the phone numbers to
be called.

Step 9: Next, select the day and times for the calling windows. Make sure that you click the “Add Calling
Window” button to add the calling window.

Campaign Windows

Dayi(s)
Sunday —
Monday
Tuesday " R
Wednesday [ 12200 =I| |oz00 =]
Friday
Saturday -
Day Start Time End Time Delete
Thursday 12:00 02:00 i}
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Step 10: Now select how many retires, time between retries, and the reasons for the retries.

Retries

Specify the conditions under which a phone number should be called back again (retry). Also indicate how many retry attempts should be made and the minimum time
interval between successive retries

Number of retries : 2 =
Time between successive retries 15 (time in minutes between 5 and 10080)
Retry if: ¥ Answerad By Voicemail

¥ Mo Answer

I Line Busy

[~ Failed

Step 11: Next, if you would like the retries not be called in the following days calling window, then check the
box “Expire phone numbers on a daily basis”. Then click the “Continue” button.

Phone Number Expiry

Specify how to handle the phone numbers that could not be called within a given day's calling window. Should these phone numbers be expired on a daily basis or
should these numbers be called in the next calling window?

¥ Expire phone numbers on a daily basis

Step 12: Next, review the campaign and then click the “Finish” button.

Campaign Preview

Campaign Attributes

Campaign Name: Agent Call
Vaoice Site: 200000127317
Campaign Timazone America/Nen_York
Schedule
Start Date: Oct 24, 2013 America/vew_York
End Date: Oct 31, 2013 AmericaiNew,_York

Calling Windows:

Day. Start Time End Time
Thursday 12:00 02:00

Campaign Rules

Reftries: true
Tatal Retries: 2 Frequency (ming): 13
Retry Options:  Failed, ho Answer, Line Busy

Expire Callees Daily: true

Data Source

Uploaded via the web interface
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Email Configuration



· Any user with admin access to VCC dashboard can configure email through Settings -> Email Accounts -> Add button.

[image: ]

· The add button opens a dialog box and prompts the administrator to enter the following details:

· Account Name – Address of the email account. Distribution lists are not supported.

· Password – Password associated with the email account.

· From Address – Copy and paste the email address specified in Account Name field. This will ensure that agent’s replies are masked with the Account name.

· Routing Skill – Select the appropriate routing skill from the drop down. Any agent handling email must have this skill with a proficiency 5.

· Server Domain – specify the server domain. Only POP3 is supported.

· Check SSL box for secure socket layer

· Multiple email accounts can be configured in this fashion. IMPORTANT: Before configuring an email account, please ensure that your Inbox is empty. Otherwise, automated replies will be sent for all emails in Inbox.

· Once the email account is configured, UAT tester should begin testing by sending a sample email to one of the email accounts.

· The UAT tester will be receive an automated reply, indicated in JM Bullion VCC Specifications v1.1.docx

· If an agent marks himself in ‘Ready’ state for Email channel and is assigned the corresponding email skill with proficiency 5, then that agent is eligible to receive the email interaction from UAT tester.

[image: ]

· The agent can accept the email interaction to reply or reject the email.

Chat Configuration



· To access the Chat Widget Configuration Tool, click:

http://docs.genesys.com/Engineering/WebChat/index.html?transport=vcc&id=97a765e4-a736-47ff-a444-c851b9ef5740&dataURL=https://vcc3.angel.com/api/v2/chats 

· In the Settings tab, enter the chat skill name, as it exists in VCC Dashboard.

[image: ]

· Click on the different options in Look & Feel tab and adjust the settings.

[image: ]

· When done, click on the Embed Script. Download the genesys-webchat.min.js file. Copy and Paste the HTML code in a note pad file and send it to Genesys.

[image: ]

· Genesys will make a few tweaks such as turn off delivery of chat transcripts, limit chat client fields to First Name, Last Name and Email etc.

· Update the source code of web page where you would like to install the Genesys chat client. Embed the HTML code from the note pad file in your source code and reference the JavaScript file as shown in the screenshot below.

[image: ]

· Upload the JavaScript file and the updated source code on your web server.

· Repeat the above process for each web page where Genesys chat client needs to be installed.

· Once uploaded, UAT tester should initiate a chat session from the web page.

· If an agent marks himself in ‘Ready’ state for Chat channel and is assigned the corresponding chat skill with proficiency 5, then that agent is eligible to receive the chat interaction from UAT tester.

· Agent can accept or reject the chat interaction.

[image: ]
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Embed Script

Download this Javascript file and host it on your website or CDN. Make sure you
include this javascript file on your page before you include the embed code below.

‘genesys-webchat.min.js

Copy and Paste the following embed code into your webpage to embed your
customized widget.
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</span>
</a>

<a class='genesys_contact_block’ href
<i class='genesys_icon chat'> </i>
<span class="genesys hlock info'>
<span class="genesys_block_info hd'>Chat</span>
<span class='subtitle'>Chat live with one of our specialists.</span>
<span class='genesys block info2'>Weekdays 8am - lam: Weekends 8am - 1ipm EST</spam:

- /eensactus whe' >

</span>
</a>

<1-- START GENESTS CHAT CODE -->

€SCEIPE sro='genesvs-webchat.min.lis" SE/SCEipts

<div 1d='genesys_webohat 123' class='ChatUI'><div class='close’>CLOSE</div><div class='title'></div><div cle

<style type='text/gss'>.CRAtUL *(hox-sizing:horder-hox}.CRatUL(width: 3Lapx:horder:6px solid rgh(217,217,217
<seript types'text/javaserint' title= genesys chat_options'>window.oGenesysiebChatInstance = new window.Gen

<1-- END GENESYS CHAT CODE ——>

</div> <!-- end genesys_contact_row diy -->
</div> <!-- end genesys_contact giy ——>
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[bookmark: _Toc434337690]CX Builder & CX Analytics Accounts

[bookmark: _Toc434337691]Adding Sub Account Users to CXB & CXA

· First login to you CX Builder Account at https://sb.angel.com/login/login-page.jsp , as shown below.

· Please note that setting up a sub user can only be done by the main account holder. Currently, <Main Account Holder Name> is set up as the main account holder.

[image: ]

· Once logged in, click on Add, Delete, Assign Phone Number.

[image: ]



· Go to User Account Management, as shown below. 

[image: ]

· Then click on the Add User button. 

[image: ]

· The ADD USER page should now be shown. From here you will need to add the users first name, last name, a unique email address (this only means that the user can’t have multiple sub user accounts using the same email address), phone number (this doesn’t have to be unique), and permission settings. Once done click on Save. 

· Please not that only 20 sub account holders can be created. 

· For permission settings, sub accounts can be set up with either CX Builder access, CX Analytics access, or both.

[image: ]





[bookmark: _Sub_Account_User][bookmark: _Toc434337692]Sub Account User Password Setup

· The sub account user will then receive an email from mail@angel.com with the subject ‘Angel.com - New Password’, as shown below. 

[image: ]

· The sub account user will then need to click on the Create Password link. 

[image: ]

· The sub account user will then need to enter a password that is at least 8 characters and must contain one number and one capital letter. Additionally, the security question answer must be at least 6 characters long and are case sensitive. 

· Once password and security question is set, the sub account user needs to select the Continue >> button.  The sub account user should then be logged in to the CX Builder site. 







[bookmark: _Toc434337693]Reset Sub Account Users Password

· First login to you CX Builder Account at https://sb.angel.com/login/login-page.jsp , as shown below.

· Please note that setting up a sub user can only be done by the main account holder. Currently <Main Account Holder Name> is set up as the main account holder.

[image: ]

· Once logged in, click on Add, Delete, Assign Phone Number.
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· Go to User Account Management, as shown below. 

[image: ]

· Click on the check box for the sub account that needs a password reset. Then click on the Resend Email button, as shown below. 

[image: ]

· The email will then go the sub account users email address. The email will be from mail@angel.com with the subject of ‘Angel.com Login/Password’. The sub account user will then need to follow the steps outlined in the Sub Account User Password Setup section.

[bookmark: _Toc434337694]Delete Sub Account User

· First login to you CX Builder Account at https://sb.angel.com/login/login-page.jsp , as shown below.

· Please note that setting up a sub user can only be done by the main account holder. Currently <Main Account Holder Name> is set up as the main account holder.

[image: ]

· Once logged in, click on Add, Delete, Assign Phone Number.
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· Go to User Account Management, as shown below. 

[image: ]

· Click on the check box for the sub account who is being removed as a sub account user. Then click on the Delete button, as shown below. 

			[image: ]

· CX Builder site will then ask to confirm if you wish to delete the user. Hit OK to remove the sub account user. [image: ]









	

[bookmark: _Toc434337695]CX Builder 

[bookmark: _Toc434337696]Add Audio files

· First login to you CX Builder Account at https://sb.angel.com/login/login-page.jsp , as shown below.

[image: ]

· Once logged in, click on the CX Builder tab.

[image: ]

· Then click on Audio Files, as shown below. 

[image: ]

· <Describe Folder Setup>

[image: ]

· Then click on the Browse button and select the file you want to upload. Once done please select the Upload button. You will then receive a message if you want to overwrite a prompt. Please select the option that best fits the situation. Once the audio file is loaded please select the Folder Up button and repeat this process in the Spanish folder so that the corresponding Spanish prompt is uploaded. 	Comment by MacKenzie Rogers: This is for a bi-lingual setup.

· Please note that the English and Spanish audio file will need to have the same file name. Also please be careful and make sure that you are uploading only English prompts to the English folder and Spanish prompts to the Spanish folder. 
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[bookmark: _Toc434337697]Add/Delete/Change Business Hours

· First login to you CX Builder Account at https://sb.angel.com/login/login-page.jsp , as shown below.

[image: ]

· Once logged in, click on the CX Builder tab.

[image: ]

· Then click on the site <Site Name>

[image: ]

· Then go into the page called <page name>

[image: ]

· To change business hours you can just click on the From and To text fields that correlate to the time blocks that needs to be changed. Please note that the format for From and To text fields is hh:mm am/pm.

· Time blocks are the selection of days. This can vary based on business needs. Time blocks that are available are: Weekdays (Mon-Fri), Weekends (Sat & Sun), Monday, Tuesday, Wednesday, Thursday, Friday, Saturday, and Sunday.

· To add a time block click on the Add Time Block button. 

· To delete a time block click on the time blocks corresponding check box and hit the Delete button. 

				[image: ]

· Once done with the changes please hit Save & Exit, as shown below.

[image: ]

[bookmark: _Toc434337698]Add/Delete/Change Holidays

· First login to you CX Builder Account at https://sb.angel.com/login/login-page.jsp , as shown below.

[image: ]

· Once logged in, click on the CX Builder tab.

[image: ]

· Then click on the site <site name>

[image: ]

· Then go into the page called <page name>.

[image: ]



· Next set is to update the data file. Please refer to the Changing a Data File section. 

[bookmark: _Updating_a_Data][bookmark: _Toc434337699]Changing a Data File

· First login to you CX Builder Account at https://sb.angel.com/login/login-page.jsp , as shown below.

[image: ]

· Once logged in, click on the CX Builder tab.

[image: ]

· Then click on Data Files, as shown below.

[image: ]

· To update a data file, click on the Edit button for the data file you want to update. This will open up the Data File Properties. 

[image: ]

· Next, select Download and open up the .xls file. 

[image: ]

· Once the .xls file is open you can either add a new rows, delete rows, or change existing rows. Please note:

· Dates need to be in the format MM/DD/YYYY.

· File needs to be saved in the same format that it was downloaded, which should be either .xls or .csv. CX Builder does not support data files that are not .xls or. csv. 

· It is recommended that you do not add columns to the data file that you are changing. If you do wish to add columns, please note that CX Builder changes will need to be made. 

· Only 50,000 rows can be maintained in a data file. 

· Lastly, please do not change the column names. This will result in CX Builder changes if this is desired even if it is to change ‘Holiday’ to ‘holiday’. CX Builder is case sensitive. 

[image: ]

· Once done updating the excel document, save the file and go back to CX Builder. If you have followed these steps exactly then you should be in the Data File Properties. If you have not, please review the steps above to get back to the Data File Properties section. 

· Next, select Re-Import, as shown below. 

[image: ]

· Then select the Browse button and select the .xls or .csv file that you just updated. Then click on Save. 

· There are two radio buttons above the Save button. Please make sure to use the 1st option, Use the first row for data titles. 

[image: ]

· Once done, you should see all data files, please review the newly uploaded data file to make sure that your data file changes were uploaded. One of the reasons why you want to do this is because it is common to forget to save your changes in the excel file.  

· When you just uploaded a file you may see Refresh right next to the data file name. If that occurs just hit the refresh button. If uploading a large data file, you may want to wait a few seconds before hitting Refresh.

[image: ]

· To view a data file, please select the data file name or View if in Data File Properties. 

[image: ]

· From there you can check your changes. Once done hit the Exit button. 
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[bookmark: _Toc434337700]Data File Email Delivery

· First login to you CX Builder Account at https://sb.angel.com/login/login-page.jsp , as shown below.

[image: ]

· Once logged in, click on the CX Builder tab.
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· Then click on Data Files, as shown below.

[image: ]

· To set up delivery options, select Edit that corresponds to the data file you want to be sent to you. 

[image: ]

· Go down to the Scheduled Delivery & Update Options section in the Data File Properties and hit the + button. 
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· There are several options that can be set up for data file delivery. First off, we can deliver new rows of data and Delete delivered rows after a period of time (this can only be set by number of days). It is recommended that the deleted delivered rows is set up since only 50,000 rows can be maintained in a data file.  

· Next, select the check box for Enable Email Delivery. Add the email address that will receive the data file, and select the time that data file will be deliver to the email address.

· If you wish to stop email deliveries at any time, all that needs to be done is de-select the check box. 

· If you wish to send the data file to multiple email addresses, you just need to separate them out with a comma. Ex: mackenzie.rogers@genesys.com,test@genesys.com

[image: ]

· Once done, hit Save & Exit.

[bookmark: _Toc434337701]Voicemail Delivery to Email Addresses

· First login to you CX Builder Account at https://sb.angel.com/login/login-page.jsp , as shown below.

[image: ]

· Once logged in, click on the CX Builder tab.

[image: ]

· Then click on Recordings And Voicemail, as shown below.

[image: ]

· Next select Edit. Edit is to the right of the Mailbox name. 

[image: ]

· Change, add, or delete the email address.

· Multiple email addresses can be added. Just separate them out using a comma. Ex: mackenzie.rogers@genesys.com,test@genesys.com

[image: ]

· Once done hit Save & Exit.
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