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Genesys Web Engagement Plug-in for
Workspace Desktop Edition Help

Welcome to the Genesys Web Engagement Plug-ins for Workspace Desktop Edition Help. This
document introduces you to the GUI elements that are added to Workspace Desktop Edition by the
GWE plug-ins and describes how to use them.

Genesys provides the following plug-in:

¢ Genesys Web Engagement Plug-in for Workspace Desktop Edition — Use this plug-in if your Genesys
environment includes Workspace Desktop Edition 8.5.124 or higher.

You can use this plug-in to view your current customer's browser history.

Note: When using this plug-in, please take into account the following:

* The agent will be treated as an anonymous user when viewing pages visited by customers. If the visitor
is authorized on the site, pages that require authorization may be displayed to the agent differently
than they are to the visitor.

¢ Cookies that are saved in a visitor's browser are not visible from the plug-in. This means that you will
not be able to see cookie-related information, such as items in the customer's shopping cart.
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How do | view my customer's browser
history?

The following articles show you how to view your current customer's browser history:

* How do I view the first and the current web pages my customer has been browsing?
* How do | view a list of the web pages my customer has been browsing?

¢ How do | use categories to filter the web page list?
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How do | see which page my customer was
on when invited to engage?

You can easily see the web page your customer was browsing when an engagement invite was sent
to them, and also the page they are currently displaying.

Finding the Case Information

= Genesys +« Monique Chanel - Workspace Monique Chanel ~ &
test user] user? f 00:07:45 'X !) - !'- - Case tho rin m‘:wh
Activity:  Current Visit -
Origin: Inbound chat 8
Current Web Page: Second 5 s
, = All Categories
Engagement Start Page: Singleton 9
Target: Web Engagement Chat Current Visit
+ festuserl user2 O Connected Description = Started Duration
e , — . [3 second  10/7/20152:27:10PM 00:00:00
[7:20:33 AM] New party 'test gser] user2 has_plned the session o 3 second 10/7/2015 2:27-09 PM_ 00-00:00
[7:21:09 AM] New party '"Monique Chanel' has joined the session 2 ) second 10/7/2015 22706 PM  00-00:02
[7:21:27 AM] Monigue Chanel: Hello! o T o
[7:21:34 AM] test user] user2 : Hil %
[7:21:58 AM] test user1 user2 : Could you please help me with this site? 7
™m

I4 4 Page2 of2 » 10 = perpage

Details

The current customer's case information is visible on the left side of the active-interaction window.
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Seeing the page your customer was on when invited to

engage—and also their current web page

£ Genesys + Monique Chanel - Workspace

test userl user2 ﬁﬂ-ﬂ:lﬂ:#ﬁ e - !'-v ,!" -

Current Web Page: Second
Engagement Start Page: Singleton

Web ement Chat

- testuserl user2 ) Connected

[7:20:33 AM] Mew party 'test user] user2 ' has joined the session
[7:21:09 AM] Mew party 'Monique Chanel' has joined the session
[7:21:27 AM] Monigue Chanel: Hello!

[7:21:34 AM] test user] user2 : Hi!

[7:21.58 AM] test userl user2 : Could you please help me with this site?

The title of the web page your customer was browsing when an engagement invite was sent to them
is labeled Engagement Start Page, and the title of their current page is displayed right above it, as

highlighted by the circle.

The title of the current page will change as the customer moves from page to page on your site.
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How do | view a list of the web pages my
customer has been browsing?

You can easily see a list of the web pages your customer has been browsing during their current visit,
as well as the contents of the currently selected web page.
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Finding the Web Activity Pane

£ Genesys + Monique Chanel - Workspace

W

test user] user? ﬁ 00:07:45 'x !}v !'- -

Origin: Inbound chat

Current Web Page: Second
Engagement Start Page: Singleton

Target: Web Engagement Chat

- testuserl user2 ) Connected

[7:20:33 AM] Mew party 'test user] user2 ' has joined the session
[7:21:09 AM] Mew party 'Monique Chanel' has joined the session
[7:21:27 AM] Monigue Chanel: Hello!

[7:21:34 AM] test user] user2 : Hi!

[7:21.58 AM] test userl user2 : Could you please help me with this site?

Web Activity Tab
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To access the Web Activity view, select the vertical WEB ACTIVITY tab on the active-interaction

window.

A list of the web pages your customer has been browsing

Monique Chanel -

List of Web Pages

Activity:  Current Visit

19VINOD @

All Categories

Current Visit

5 -

Singleton

g"'

.

Description | Started Duration

Second 10/7/2015 2:27:10 PM  00:00:00
Second 10/7/2015 2:27:09 PM  00:00:00
Second 10/7/2015 2:27:06 PM  00:00:02

3SMOHE-0D

URL

http:
http.//

h

Wb.com:90:
r.com:90:

http.//

.com:90:

J

4 4 Page2 of2 » 10~ perpage

You now see, on the upper right side of your window, a list of the web pages your customer has been

viewing during their current visit.
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Seeing the contents of the currently selected web page.

Current Visit

Description = Started Duration

Second 10/7/2015 2:27:10 PM  00:00:00 htip: g slab.com:90:
Second 10/7/2015 2:27:09 PM  00:00:00 http://
Second 10/7/2015 2:27:06 PM  00:00:02 http://

I5SMOHE-0D

4 4 Page2 of2 & 10 ~ | per page
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On the lower right of your window, you can see the contents of the currently selected web page.

If your customer has signed in to your website, you may not be able to view the
contents of the web pages they have been browsing.
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How do | use categories to filter the web
page list?

Once you have opened the list of web pages your customer has been browsing, you can filter that list
by selecting a category.

Filtering the list of web pages

Monique Chanel + & ~ | @ ~

Activity: | Current Visit -

@ ®

All Categories B EEE et

Current Visit

Description Started Duration | URL

Singleton  10/7/2015 2:36:10 PM  00:00:00 http//B .genesysiab.com
Singleton 10/7/2015 2:34:54 PM  00:00:00 |http:// .genesyslab.com
Singleton  10/7/2015 2:34:37 PM  00:00:00 hitp/s: genesyslab.com
Second 10/7/20715 2:27:25 PM  00:00:00 hittp./} .genesyslab.com
Second 10/7/2015 22724 PM 00:00:00  httpods, ~genesyslab.com
Second 10/7/2015 22723 PM 00:00:00  httpess .genesyslab.com
Second 10/7/2015 222721 PM  00:00:071  http:s Lgenesyslab.com
Second 10/7/2015 22718 PM 00:00:02  hitp//, .genesyslab.com
Second 10/7/2015 22717 PM 00:00:01  http:f, Loenesyslab.com
Second 10/7/2015 22715 PM 00:00:07T  hittpcds rgenesyslab. com

EEEE

ELoCC

of 1+ 10

Directly above the list of web pages, there is an area of highlighted text (1) that tells you that you
are displaying web pages in all categories.

If you click on the text next to it, which in this case is the name of the Seq-Second category (2), you
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can filter out all of the pages that are not in that category. You can also do this for the Singleton
category (3).

Note that these categories are samples—your categories will have different names.

Displaying only one category

Monique Chanel ~ &

Activity: | Current Visit

All Categories singleton

Current Visit

Description Started Duration | URL

Second 10/7/2015 2:27-10 PM  00:00:00 hitp:/s .genesyslab.com: 30
Second 10/7/2005 22709 PM 00:00:00  httpoy .genesyslab.com:20;:
Second 10/7/2005 2:27-:06 PM  00:00:02  http:y _genesyslab.com:20;:

ISMOHE-0D

Here is what you will see after you click on the Seq-Second category.
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