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Genesys Content Analyzer is an option to Genesys Knowledge Management, requiring an additional
license. It adds natural language processing technology to Genesys Knowledge Management.

Content Analyzer Plug-in for GAX is an administration tool for managing Genesys Content Analyzer.
The rest of Knowledge Management is handled in eServices Manager Plug-in for GAX.

Tip
e Content Analyzer is designed to be viewed at a minimum screen resolution of

1280x1024, or a full HD resolution of 1920x1080.

e For Content Analyzer to work with Microsoft Internet Explorer 11 you might have to
adjust your browser settings. Ensure that the following Internet Explorer Security
options are enabled:

¢ Downloads/Font download

e Scripting/Active scripting

What Does Content Analyzer Do, and How Does It Do It?

Content Analyzer looks at a text-based interaction and tells you where on your category tree it is
most likely to belong.

¢ It does this using a classification model, which is basically a statistical representation of a category tree.

e It applies the model to an incoming text interaction (email, SMS, chat, and so on), and produces a list of
categories. For each category, it tells you how likely it is that the interaction belongs to the category.

e The actual analysis is done by Classification Server when it is triggered by a Classify or Analyze object in
a routing strategy.

Tip

Classification, like screening, can operate on any interaction that has text somehow
associated with it, whether as the body of the interaction (email, chat), or otherwise
(as user data, for example). This document calls all of these things training
interactions or messages.
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https://docs.genesys.com/Documentation/ESDA/latest/ESMgr/KMwelcome
https://docs.genesys.com/Documentation/ESDA/latest/ESMgr/createcat
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https://docs.genesys.com/Documentation/ESDA/latest/ESMgr/SRuleRef#Analyze_Object
https://docs.genesys.com/Documentation/ESDA/latest/ESMgr/ScrRules
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So Where Do Models Come From?

First you need a Training Data Object. That is a category tree plus a set of text objects (such as
emails, SMS messages, Twitter interactions, and so on), with each text object assigned to one
category in the tree. Those text objects are called Training Messages or Training Interactions.
Then you run the training, and that produces the model.

In a little more detail,

1. Create a Training Data Object.

N

. Modify the Training Data Object as needed:
* Create some new Training Messages.
* If you have uncategorized Training Messages, move them into categories.

* Use cut/copy/paste to move Training Messages between categories.

w

. Get ready to run the training.
* Choose when to run it and how to run it.

* If you want, you can have it filter out confusing or irrelevant text strings before it runs.

4. (coming soon!) Test the model.

Importing and Exporting

You can import and export training objects and models as part of the process of importing and
exporting objects in eServices Manager. This is also a means of copying training objects.

Warning

Once you import an archive that includes any Training Data Object, you cannot import
the archive again to a different language. If you attempt to do so, you will receive a
message asking you to change the root category name, but when you do that you
receive an error message saying that a Training Data Object with that name already
exists.

As a workaround, you can rename the Training Data Object before importing the
second time.
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