3 GENESYS

This PDF is generated from authoritative online content, and
is provided for convenience only. This PDF cannot be used
for legal purposes. For authoritative understanding of what
is and is not supported, always use the online content. To
copy code samples, always use the online content.

Genesys Pulse Deployment Guide

Introducing Pulse

4/14/2025



www.princexml.com
Prince - Non-commercial License
This document was created with Prince, a great way of getting web content onto paper.


Introducing Pulse

Introducing Pulse

Genesys Pulse is a widget-driven, graphical user application, which is accessible from a web browser
as a Genesys Administrator Extension (GAX) plug-in application. Using a direct communication link to
a real-time metrics engine, Stat Server, Genesys Pulse enables at-a-glance views of real-time contact
center statistics within the GAX user interface.

The tabs below provide a quick visual representation of some of the Pulse functionality and a list of
the Genesys-provided templates. For more details, see the Pulse User's Guide.

Dashboard

Pulse Dashboard Examples

1. Examples of a Sales Team Lead dashboard

Genesys Pulse Deployment Guide



Introducing Pulse

Sales Team Lead 1

Sales Service Level [

Cuseuse: Overflicw P

Oueus Activity - &n.

Oueue Overflow -

I Hew Dashboared [5)

Agent Supervisson Since Login

Calls Internal

P

( 43768 )-

N

A Edssson, Tomas
B Gabes, Mike

C Clark, Artur

O Otivers

L

Agent Szate Durabons

Total Login Time

Gilock, Tim [TE =]

Joda, Masier [1E &L

Wilson, Danes] of-x53

Les, Andrew [TETED
Taz8

rae Gates, Mg TEE
L
21813

Agent Actiaty by Busmess Type

Widge! is remaoved, please delete it

Trom your Dashboasd

i Debete

STAS Agend Fisie Durston

Total Login Time

ar

Glock, Tim [TEF:]
Joda, Masier onzsam
Wilson, Danisl [TE e ]
Lé#, Ardtiew 57
Gates, M onEs:n
White, Sandra ELE R
Edisson, Tomas Of i 5T
Mattew, Jim 13454

User-defined Sales Team Lead dashboard

Agent Acirvry Global

Calls Inbound

Reooney, Michael

Agent Periprmance by Dusiness Type

Agent SUmmary

Perfoimance

Smith, Judy mans @
Diarvis, Jobn m.2s 8
—— — —
Bicch, Joshua 100.62% &

Clark, Artur

Koy, Bruce

Wilzon, Oaniel 10004% & Joda, Master
Transfers Sales —
Mariew Jim 99.96% & Lee, indrew
I — — I
Fisies, James 99 63% 9 Warlew, Jim
— R E— —
251 gBB Lew. Anciew 9.4 8 Glock, Tim
—
Gock, Tim wo02% O Wilson, Daniel
| I E— ——
[5] Joda, Master ap.7e% @ Duarvis, Jobn
A Rayn, Ann 815 ——
B Clasksan, Jenemy aBaT Bicch, Joshua
C Gates, bike aTei
D Diers FI2535
= =
-
Fi
Add a Widget Voncw At | ogm sith atatu wen
Mamss - Curent Status
91 & (BT195
Bloch, Josbuia & (B17T1954)
A Brown, Jack £ (BT854

Genesys Pulse Deployment Guide



Introducing Pulse

Al Croup S1aus
Bluesky

- —
Logged in ne
Aeady 14
Mot Ready 9
AW k]
Consult o
Dialing ]
On Hodd 1]
Inbownd L]
Outbound o
Indemal o
Waiting 14
Ringing o
Places Moniboned 34
Places Nod Monstorsd ]

User-defined Sales Team Lead dashboard

Aegenil Logen

Hame

Calfes. Marsha

Haler, Stephare

Tamblyn, Ene

Teresa, Teress

Brow, Scott

Cartgon, Brad

Rigel, Barb

Sman. Jim

Claricson. Tom

Spalding. Erin

Smith. Angela

Williams, Dave

Sperecer, Carole

Stevens. Seth

Tamzarian, Bar

ap

Curren] Status

<]
<]

L

-
-
-
-
&
&
&
3
&
- 3
&
&

2. Example of a Sales Service Level dashboard for Supervisor
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User-defined Sales Service Level dashboard for Supervisor
3. Example of a multi-channel dashboard for Supervisor
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4. Example of an outbound campaign dashboard for Supervisor
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User-defined outbound campaign dashboard for Supervisor

5. Example of a back-office dashboard for Supervisor
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User-defined back-office dashboard for Supervisor

Expanded Charts

Expanded Charts

You can expand a widget to view detailed charts: Line; Grouped Bar; Stacked Bar; and Grid. Within
the expanded charts, you can use sort options, define objects, and define statistics.

1. Line Chart
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2. Grouped Bar Chart
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3. Stacked Bar Chart
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4. Grid
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Widgets

Widgets

On the Pulse dashboard, statistics and objects can be displayed within different type of user-defined
widgets: Donut; Grid; Key Performance Indicator (KPI); and List. You can view and select additional
details and options by expanding a widget to a dashboard tab.
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Widget Examples

List Widget

This widget displays either one statistic —
for many objects or many statistics for CT - EWM - Distribution
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Widget

KPI widget

This widget displays either one statistic
for several objects or several statistics for
one object, depending on the value of the
Cycle By option. The Cycle By option is
available if the widget has objects
selected individually, not by group.

Grid widget

This widget displays a grid listing objects
in rows with statistics in columns.

Examples

Donut Widget

Donut Widget

Queue Overflow - East Coast

East Coast
Queue@Switch

CT - EWM Resource

Work Items Processed
I
Sippola, Kristi 1 A
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Day o
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KPI Widget
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Sippola, Kristi 1 A
Chanel, Monigue 19
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Hammond, Steve 00
McDaddy, Trevor 00
Grid Widget
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Widget Examples
Agent Login
Name & Current Status %  Login Time s
Calfes, Marsha @ (00:00:01) 00:09:47
Halter, Stephane @ (00:00:59) 00:09:47
Tamblyn, Eric < (00:00:00) 00:09:47
Teresa, Teresa < (00:00:00) 00:09:47
Brow, Scott < (00:00:01) 00:09:47
Carlson, Brad < (00:00:03) 00:09:47
Rigel, Barb < (00:00:04) 00:09:47
Grid Widget

Genesys-provided Templates

Genesys-provided Templates

The following is a list of Genesys-provided templates:

Template

Description

Presents the current number of agents in the

Agent Group Status

various states.

Presents reports with KPIs of agent group in a

Agent KPIs

contact center.

Presents an agent's properties and login

Agent Login information.

Monitors the activity associated with outbound

Campaign Activity campaigns

Campaign Callback Status

A report presenting information related to

Genesys Pulse Deployment Guide
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Template

Campaign Group Activity

Campaign Group Status

Email Agent Activity

Email Queue Activity

eServices Agent Activity

eServices Queue KPIs

IWD Agent Activity

IWD Queue Activity

Queue KPIs

Queue Overflow Reason

Description
campaign initiated callbacks.

Monitor the activity associated with outbound
Campaign Groups.

Monitor the current state and durations associated
with outbound campaign group activity.

A report presenting agent or agent group activity
as it relates to the processing of Email type
contacts.

A gueue report presenting an overview of current
or near real-time activity in the individual email
queues.

Monitors agent group KPIs related to eServices
(chat, email, SM) media to monitor and see if
behavior problems exist that need to be addressed.

A queue report presenting an overview of current
or near real-time activity for eServices channels.

A report presenting agent or agent group activity
as it relates to the processing iWD work items type
contacts.

A queue report presenting an overview of current
or near real-time activity associated with the iWD
queues.

Presents call activity statistics associated with the
queues.

Presents reasons why calls were cleared from
queues.

Genesys Pulse Deployment Guide
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