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Installing and Using the Administrator Plugin

Installing and Using the Administrator
Plugin

Genesys Knowledge Center Plugin for Genesys Administrator has been discontinued
as of release 8.5.303.xx of the product. All functionality of the plugin has been
migrated into the Knowledge Center CMS which now permits content authoring as well
as knowledge base management. For more information, please see Installing the
Knowledge Center CMS.

Please skip this chapter if you are using 8.5.303.xx or higher installation version.

Installing the Knowledge Center Plugin for Administrator

Prerequisites

e Genesys Administrator must have been installed, but should be stopped before installing the plugin

* |f the Administrator Plugin was previously installed on the current host, manually remove the previous
version from the /plug-ins folder in the Genesys Administrator installation directory

Windows Installation Procedure

Start

1. In your installation package, locate and double-click the setup.exe file. Install Shield opens its welcome
screen.
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Genesys Installation Wizard

Welcome to the Installation of Genesys Knowledge
Center Plugin for Administrator, version 8.5.300.11.

Genesy: Knowledge Center Pluain for Administiator enables system

adrirestrators to use Genesys Admaniztratar to configure their
knovdedge clusters.

The Genesys |nstallation \Wizard vall install Genesys Knowledge
Center Plugn for Adminestrator on pour compuber.

&."""—.3 G (SJQ[SRY gl Tocortie. cick Nt To it the Wizar, cick Cancel

Knowledge Center Administrator Plugin Install Shield Window

2. Click Next. The Choose Destination Location screen appears.

Genesys Installation Wizard

Choose Destination Location

Genesys Installation Wizard will install Genesys Knowledge Center Plugin for Administratar in the
fallawirg Destination Folde.

To install bo this foldes, chok Mest,

To ingtall to a different folder, click Browse and zelect another folder.,
To restore a path bo defaulk Destination Folder, click Default,

Destination Folder

C:AProgram Files\GCT I nowCntPlgnddm

< Back Next > Cancel |
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Knowledge Center Administrator Plugin Destination Window

3. Under Destination Folder, keep the default value or browse to the desired installation location. Click
Next.

4. Click Install. The Genesys Installation Wizard indicates it is performing the requested operation. When
it has finished, the Installation Complete screen appears.

Genesys Installation Wizard E |!

Ready to Install

Genesys Installation ‘Wizard has colected all required information and is ready to install Genesys
Friowledge Center Plugin for Admindstratorn on vour computer.

Toinstall Genesys Knowledge Center Plugin for Administrator, chck Install
To review sattings, click Back. To et the Wizard, click Cancel

< Back [nztall Cancel

Knowledge Center Administrator Plugin Installation Complete

9]

. Click Finish to complete your installation.

(o)}

. Inspect the directory tree of your system to make sure that the files have been installed in the location
that you intended.

~

. gax-plugin-knowledge.jar should be added as a Genesys Administrator plugin.

8. Restart Genesys Administrator.

End

Linux Installation Procedure

Start

1. Open a terminal in the Genesys Knowledge Center Plugin for Administrator IP, and run the install.sh file.
The Genesys Installation starts.

2. Enter the full path to the GAX installation directory.

3. Enter the full path to your installation directory for the plugin and confirm it.
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4. If the installation is successful, the console displays the following message: Installation of Genesys
Knowledge Center Plugin for Administrator, version 8.5.x has completed successfully.

5. gax-plugin-knowledge.jar should be added as a Genesys Administrator plugin.

6. Restart Genesys Administrator.

End

A Knowledge Center item should appear under the Administration menu.

Configuration Manags s [ S—
Accounis Routiesg § eServices Ervvironmend Swiching Onrtksgund

Knowledge Center in Administrator Menu

Providing access to Knowledge Center Plugin for Administrator

Users must have the next privilege in order to use the Administrator plugin.

e Allows agent to manage knowledge bases (Knowledge. ADMINISTER) — Enables access
to the Knowledge Center Plugin for Administrator tab in Genesys Administrator (in
"Genesys Administrator Extensions - Genesys Knowledge Center Plug-in" privileges)

e To save a created configuration the user should at least belong to the Administrators
Access Group

To configure the appropriate role for an agent:

Start
1. Go to Provisioning > Environment > Application Templates.
2. In the Tasks panel, click Upload Template.
3. In the Click 'Add' and choose application template (APD) file to import window, click Add.
4. Choose the application template (APD) file from the import window and click Add.
5. Browse to the Knowledge_Center_GAX_Plugin_853.apd file available in the templates directory of your

installation CD. The New Application Template panel opens.
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Click Import Metadata.
Click Add and select the Knowledge_Center GAX_Plugin_853.xml file.
Click Open.

o ® N o

Information from the metadata file will be added to the template and the appropriate privilege will be
added into the framework.

10. Save and Close.

11. Go to Provisioning > Accounts > Roles.

12. In the taskbar click New to create a new object.

13. Set the name of the role in the General section.

14. Go to the Role Privileges tab, and select the set of roles for Genesys Knowledge Center.

15. Open the Genesys Administrator privileges list and select the Genesys Knowledge Center Plug-In
Privileges section.

16. Set the appropriate privileges as allowed.
17. Go back to the Configuration tab.
18. Add the appropriate Agent to the Members section by clicking the Add button.

19. Save and Close.

End

Managing Knowledge Bases

In order to use Knowledge Center Server you need to create at least one knowledge base in the
Knowledge Center Cluster application, using the Knowledge Center Plugin for Administrator. This
section describes the structure and specific options you need in order to create an index for this
knowledge base in Knowledge Center Server.

Selecting the Knowledge Center Cluster Application

Start

1. Log in to Genesys Administrator and navigate to the Administration > Knowledge Center menu
item.

fanr )
2. Using the button, open the menu for Select Knowledge Cluster. Select the appropriate

cluster from the drop-down and click the Ok button. A list of the knowledge bases that have been
defined for this cluster will be displayed.
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Knowledge Cluster Selection

Wrtdrrhedept Chrites Agpheanin

Knowledge_Space

Selecting a Knowledge Cluster

End

Creating a Knowledge Base

Start

1. Click the + button. A panel with the main knowledge base parameters will be displayed. Fill in the
following fields:

ID—The ID should only contain numbers, lower-case Latin letters, and underscores, with a maximum
length of 50 characters. The limitation to lower-case letters is because ElasticSearch is case-
insensitive and will therefore render all names as lower-case.

Name—Maximum length is 50 characters

Description—optional

Select the type of the content to be stored in knowledge base - Content type:
¢ FAQ - Frequently asked questions
* Articles - rich-text documents

Select the allowed feedback type for the knowledge base - Feedback types support:
¢ Voting (relevance feedback for search query) and Rating (5-star rating of the document content)
e only voting
¢ only raiting
* none (all feedback capabilities are disabled)

Select the first knowledge base language.

Make the knowledge base public or private. (If the knowledge base is made public, it will be visible
to all users, whether or not they are authorized.)

Later for private knowledge bases you can specify whether the knowledge base should be available to all
of your agents or only to the agents that have one of the specified skills. In the case where you have
specified several skills for the knowledge base, the agent needs to have at least one of them to access
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the knowledge base. Skill level does not influence ability to access the knowledge base.

* Make the knowledge base active or inactive. If you un-check Knowledge Base is active neither
your customers nor your agents will be able to search for information in that knowledge base.

Authors, agents with the privilege Knowledge.Author and administrators with the privilege
Knowledge.Admin, can still use the base to prepare content stored in it.

* You can make your private knowledge bases (when Knowledge base is public is not check-

marked) available to only a subset of your agents by selecting Skill-based access to knowledge
base. If you choose to make the knowledge base accessible to an agent with specific skills, you will
need to select the skills that will grant an agent access to the knowledge base.

Add Skill <

Select skill *

tech

Making a Knowledge Base Accessible by Skill
2. Click Save. The knowledge base will be created.

End

Creating Custom Fields
Start

1. Click the + sign under the Custom Fields section. The New Custom Field panel will be displayed.
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< 2 knowledgeFAQ <X Hew Custom Field { x

1 Delete Puge Options Nama o

all Ergiah, dediun numbes
Frasnc

Cusplary Mame: 0
number for knowiedge base

ey

Type 0
+
Humene -
 Krowhadge base is active
o Hrowhedge base is public — °
10
Custom Fields (] o
{Hk Beriness waue (ralue, Blnng) Whinimum Viloe
1
Wlamman Value

1000

&

2. To define a custom field, fill in the following information:
« Name—Should consist only of numbers, Latin letters and underscores, with a maximum length of 50
characters.
¢ Display name
* Select the type of field
e For String fields define:
¢ Default value (optional)

 If the field can be left empty, set the check box to Allow empty

¢ For Numeric fields define:
¢ Default value (optional)
¢ Minimum value (optional)

¢ Maximum value (optional)

¢ For DateTime fields define:

¢ Default value (optional; format should be yyyy-MM-dd HH:mm:ss)
* For Boolean
* Default value (optional)

e For List of values

e List of the allowed values
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¢ Default value (one from the list)

e Visibility of the custom field: whether it visible for agent and customer or just agents.

Click Save to save your changes.

End

Adding Language-specific Information

Start
1. Click the English, default row in the Languages section. A panel with language-specific settings will
be displayed.
< 2 knowledgeFAQ ¢ x English { x
= - P O L g * :
All - Enghsh
teame o « Sel as defaull languge
knawiedgerad Enowledge base name [i]
Desenphen ﬂ kefidrabidgel AL
N ieige 1est
Knowiedge base description [}
/-/ knorarkedgeF AL
Languages 0
default
— Oefault filter conditions [i]
Ererach
Cetman
+
o Knowiedge Base is acteie +
= tm-w L Fafter can comsisd of Basic and custom felds of the
Cusiom Fields i Knowmiedge artice
s e o, ) e e

2. You can define the following parameters in this section:

¢ Alocalized knowledge base name
¢ A localized knowledge base description

¢ Whether or not the selected language is the default
Click the Save button

End

Editing Knowledge Base Options
Start

1. To edit the options for a particular knowledge base, click the Options button and then click the
appropriate option to edit its value. The options are initialized with their default values.
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€ Options > x Mumber of answers in preconfi.. < ¥
Dpticns. L Pa——
Hame W
i ]
¥ I detuicn walid valus
i b vooa]
G - - - NN range
Crescripingn
——— humber of answers thal Byshem suamnes jof
# Out of omain 05 confidence calculation Liyst be more or equal 50
o b Of Angwen
# Humie of wreweers in preconfidence sele an Detion Name
’ 30 PusEa AN W N Prelsanhdente bl ian
Trending pencd s diyi

# Humie of wrewers 15
+ B ©

2. Enter the new option value and click the Save button.

End

Important

It is not recommended to set the out-of-domain value higher than 0.75 as it
represents an exact match of the question with no feedback accumulated for the
query. The optional setting is 0.5 (default value).

Editing a Knowledge Base Definition

Start

1. Select a knowledge base from the list.
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2. Edit the knowledge base definition and click the Save button.

End

Deleting a Knowledge Base Definition
Start

1. Select a knowledge base from the list.

2. Press the Delete button and confirm the action.

End

Purging Knowledge Bases

Prerequisites
* The Administrator user must have Knowledge.ADMINISTER privileges
* You must create and select a Knowledge Center Cluster application

Start

1. To purge a particular knowledge base, select it from the list, press the Purge button, and confirm the

action.

Knolwedge_Space_Freeling < 2 knowledgeFAQ € X
Q == o = Delete Purge Options
P Al Em;nsn aedault
Fremch
[ [4] Knowhedge Base Nams German
piblic_nactae Piubhe inactse KB
+
nacive nacinee KB
" Enowledge hase i active
skille_all Witk skill and #l access P " Enowledge hase i puble:
Custom Fields i ]
test_kb test_kb
OMA business vaue (value, string)
i ive_skoll Inacinve KB with sill
shilksd KB with sklls
skill skill +
kncraledgetag knowiedgeF Al
Prevabe KB Camoal
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Purge knowledge base x

A #ﬂﬂﬂi"ww ®

2. To purge all knowledge bases, use the Purge All button.

End
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