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Knowledge Center Plugin for Workspace Desktop Edition

Knowledge Center Plugin for Workspace
Desktop Edition

Integrating Knowledge Center with Workspace Desktop Edition

Overview

The Knowledge Center Plugin for Workspace Desktop Edition enables you to perform a number of
tasks. Use the following guide to help you get the most out of your Knowledge Base:
1. Before you begin
* Select a Language
* Select a Knowledge Base
* Select a Channel
2. Getting started
* View recent customer questions
* Search for Answers in a Knowledge Base
* View attachments
* Copy Found Answers to a Reply
* Suggest answers for missing questions in knowledge base
* Provide feedback on an answer
3. Advanced features
» Statistics:
* Review document data
* Browsing:
* Browse the Knowledge Base using Categories
¢ Browse a customer's search history
* Favorites:
* Browse Favorites
* Add and remove Favorites

¢ Browse Favorites by category
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* Copy content to your interaction
* My Documents:

* Browse My Documents

¢ Pending status

* Accepted status

¢ Rejected status

To work with Knowledge Center plugin the agent must have Knowledge.Worker
privileges.

Selecting a Language

Ask | Browse | History

What Is Genesys Knowledge Center?

LOVINOD @

All knowledge bases B All Channels E

What Is Genesys Knowledge Center?
The ultimate goal of Genesys Knowledge Center is to convert your knowledge into answers to the questions your clients or agents have. It delivers a set of components for administering, authoring, and ..

Knowledge FAQ / General

Related categories

General

3ISMOHE-03

No relevant results

e e

To select a language, click the language menu and choose your language from the list.
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Selecting a Knowledge Base

O] Ask Browse History

What Is Genesys Knowledge Center?

l All Channels

groupen [nowledge Center?
Knowledge FAQ

nesys Knowledge Center is to convert your knowledge into answers to the questions your clients or age

Knowledge FAQ / General

Related categories

General

3SMOH8-02

Mo relevant results

By default, the Knowledge Base is set to All knowledge bases allowing you to search through all
live Knowledge Bases at the same time. Should you wish to search a single Knowledge Base however,
clicking on the Knowledge Base menu allows you to choose a specific Knowledge Base from the list.
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Selecting a Channel

Ask Browse History

Ask a question

1oV,

Knowledge FAQ

search
What reporting data is available in the Pulse plugin?
Can | use Genesys Knowledge Center as a virtual assistant?

abra

-0J

How do | import data into my knowledge base?

What Is Genesys Knowledge Center?

Can | use Genesys Knowledge Center as a virtual assistant?
How should | ask questions?

How should | ask questions?

Can | use Genesys Knowledge Center as a virtual assistant?

By default, Channels are set to All Channels allowing you to search through all Channels at the
same time. Should you wish to search a single Channel however (for example, documents relating to
Chat only), clicking on the Channels menu allows you to choose a specific Channel from the list.
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Viewing Recent Customer Questions

wse History

Ask a question

LOVIN

Knowledge FAQ E ImeractionChaE

Customer’s Recent Questions

What components are included in Genesys Knowledge Center?

Can | use my own CMS system instead of the Genesys Knowledge Center CMS?
What components are included in Genesys Knowledge Center?

Why do | need the Genesys Knowledge Center CMS?

Why do | need the Genesys Knowledge Center CMS?

ISMOHE-00

How do | create a new knowledge base in the Genesys Knowledge Center Server?

Why do | need to configure two communication ports for the Genesys Knowledge Center cluster?
What types of events does Genesys Knowledge Center record in the historical database?

How does my feedback help Genesys Knowledge Center?

Why do | need the Genesys Knowledge Center CMS?

203 TMONX

Use the following procedure to view any recent customer questions:

1. Go to the Ask tab.
2. If there is no question asked, the system shows a list of the most recent customer questions.

3. For detailed knowledge on the customer's usage history please see Browsing Customer Search History
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Searching for Answers in a Knowledge Base

History

Genesys

Knowledge FAQ InteractionCha

What Is Genesys Knowledge Center?

The ultimate goal of Genesys Knowledge Center is to convert your knowledge into answers to the questions your clients or ager
General

LOVINOD

What types of events does Genesys Knowledge Center record in the historical database?
The historical database stores all agent and customer activities that are related to the knowledge base (including search reques
Genesys Knowledge Center Server, History

How can | assign Genesys Knowledge Center Plugins to my agents?

3SMOHE-02

Access to Genesys Knowledge Center functionality is based on the privileges granted to each agent within their roles. GKC supg
Roles

Related categories

General Ge
History Ro

No relevant results

—_— —

Use the following procedure to search for answers in a Knowledge Base.

J903TMONN

Prerequisites:

The incoming interaction has been accepted.

Click the Knowledge tab.
Click the Ask tab.

Enter the search term and either click the Search button or press Enter.

A W N =

Knowledge Center will provide the appropriate search results.
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Viewing Attachments

Ask Browse History

How do | import data into my knowledge base?

LOVINOD | @

¢ How do | import data into my knowledge base?
© 20160225 @ 11 % 4.00 Channels: any

BT=E g ="

Lorem ipsum dolor sit amet.pdf

. |f=1 Copy content 37 Add to favorites

Was this helpful? — Yes / No

/\

There are a number of ways to do this. If you have decided to use the Genesys Knowledge Center CMS there is an import action available for every knowledge|
knowledge directly into the Knowledge Center Server, you can use the Indexer tool that is shipped with the product (see the Indexer topic in the Deployment G|

___-—l”

Use the following procedure to view any attachments that might have been added to the documents:

1. Click the question heading to expand the answer.
2. Click the appropriate attachment to open it in a new window.

3. To close the attachment, simply close the new window.

Copying Answers

Ask | Browse | History

How do | import data into my knowledge base?

< Can agents add new documents to the knowledge base?
© 20160217 @ 2 Channels: any

Absolutely! Agents are the subject matter experts in mest cases and therefore they can suggest new document to be added to the knowledge base. However, before these i are i into the

automatically imported into the CMS for review, and approval but an authorized administrator. For a detailed description of the procedure for this, refer to the Genesys Knowledge Center User's Guide.

5] copy content Jadd 1o favorites

Was this helpful? - Yes / No

base these are

/

Use the following procedure to copy answers into your interactions:

Prerequisites
e The incoming interaction has been accepted.

1. Click the Knowledge tab.

Genesys Knowledge Center User's Guide




Knowledge Center Plugin for Workspace Desktop Edition

Click the Ask tab.
Enter the search term and either click the Search button or press Enter.

Click the question heading to expand the answer

u A~ W N

Click the Copy content button.

Suggesting an answer

@ Ask | Browse | History

Genesys

1JVINOD

Knowledge FAQ v Chat v

How can | assign Genesys Knowledge Center Plugins to my agents?

To provide access to Genesys Center i 10 your agents, ensure that they have the Knowledge Worker role. Knowledge Center also supports other sets of privileges. For ex_..
Roles
What are il in y Center?
5 Knowledge Center is made up of several elements, all of which work tegether to convert knowledge into answers. It includes the following components: - Knowledge Center Server — the heart of Genesys K.
Q General
]
g Can | use Genesys Knowledge Center as a virtual assistant?
] Genesys K ledge Center will be i ion source for virtual But it is not a virtual assistant itself. It can help an existing or 3rd Party virtual assistant find the best answertoaq...
General

Related categories

General Roles

No relevant results

J903TMONN

9 DO you Want 10 compose an answer for this question?

*Question —

< - D8
Type your question
_
u - nser

Type your answer|

Calegories

Administrator for Genesys Kno. >
Archiving

Configuration

Feedback

General

Genesvs knowledae Center cms [l

Confirm ancel

Use the following procedure to suggest an answer to the Knowledge Base:

Prerequisites

* The incoming interaction has been accepted.

Only an agent that is granted authoring rights (with Knowledge.AUTHOR privilege)
will have access to this functionality
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Go to the Knowledge Center tab.

Open the Ask tab.

Enter the search term and either click the Search button or press Enter.

Click No relevant results button.

Click Yes when asked "Do you want to compose the answer for the question?".

Compose the answer, set the appropriate categories, and submit the answer by clicking Confirm.

No v kA w N e

You can copy the new answer as a reply to the customer by clicking Yes when asked, "Do you want to
send this answer to the customer?”.

8. Once submitted, your suggested answer can be found under My Documents in the Browse tab at the
top. From there you can view their current review status.

Genesys Knowledge Center User's Guide 10
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Providing Feedback

>

Ask Browse History

1OVINOD @

How How do | import data into my knowledge base?

£

Home / Search: How How do | import data into my kn... / How do | know the information you h...

How do | know the information you have on file about me is accurate?

Keeping your account information accurate and up to date is very important. You have access to your account information through various means, such as
er? and in response to specific requests. If your account information is incomplete, inaccurate or not current, please call or write to us at the telephone number
records or ofher documentation. We will promptly update or correct any erroneous information. Please contact us if you have questions or feel that we have]

Was this helpful? - Yes / No

m—PTAdd 10 favorites

~ fo] Ask Browse History

Q
=]
5 How How do | import data into my knowledge base?
b

J90TTMONX

Home / Search: How How do | import data into my kn... / How do | know the information you h...
How do | know the information you have on file about me is accurate?

h Keeping your account information accurate and up to date is very important. You have access to your account inform
nter? and in response to specific requests. If your account information is incomplete, inaccurate or not current, please call

records or other documentation. We will promptly update or correct any erroneous information. Please contact us if y

mment

|f=1 Copy content Y7 Add to favorites

F90ITMONI

If the answer provided has been helpful, this is your chance to improve the knowledge base by
providing feedback. Answering the question "Was this helpful" allows the system to better serve your
future interactions by training the knowledge base to know which answers are the most suitable.

Leaving a star-rating helps with overall reporting.
Use the following procedure to provide feedback on a document in the Knowledge Base from the Ask

tab:

1. Answer Yes or No to the question, "Was this helpful?"
2. Give the current answer a star rating of your choice.

3. Type your feedback in the field provided and click Submit.

Use the following procedure to provide feedback on a document in the Knowledge Base from the
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Browse tab:

1. Give the current answer a star rating of your choice.

2. Type your feedback in the field provided and click Submit.

Browsing the Knowledge Base using Categories (8.5.302.x and

earlier)

Ask | Browse | History

Alldocuments v Knowledge FAQ v Chat v

Knowledge FAQ

@Genesys Knowledge Center Pulse Plugin (1)

Sizing (2) Genesys Web Engagement (2) Administrator for Genesys Knowledge Center

@

Genesys Knowledge Center Workspace Plugin  History (3)

General (7)
Genesys Knowledge Center CMS (15)

Languages (2)

Ask | Browse | History

All documents v Knowledge FAQ

Languages X ( 2 )

Can | search for knowledge base articles in French or other languages?

W Chat v

The v8.5 of Genesys Knowledge Center is only available in English. The team is working very hard to support more languages at the earliest opportunity.
Genesys Knowledge Center Server, Genesys Knowledge Center CMS, Languages

Can | store knowledge articles in different languages?

Genesys Knowledge Center Server, Genesys Knowledge Center CMS , Languages

Related categories

3SM0YE-0

Genesys Knowledge Center CMS
Languages

Genesys Knowledge Center Server

Use the following procedure to browse the Knowledge Base using Categories:

1. From the Browse tab, click a category from the list.

2. Clicking a category opens all documents relating to that category.

For information on copying answers, please see Copying Answers.

The current release of Genesys Knowledge Center is only available in English. Our A-team is working very hard to support more languages at the earliest opportunity.

ledge Center Server (33)

Genesys Knowledge Center User's Guide
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Browsing the Knowledge Base using Categories (8.5.303 x and
higher)

£ Genesys « Workspace

Case Information @
Origin: Outbound email ;
g Alldocuments % All knowledge bases  Email A4
= 11 © Outbound RO o
=]
From: mcr{@gks-dep-stbl.emea.int.genesyslab.com 7]
To... | test@g.com; AddCc - b [l Demo: GBank
Subject: 4 [EF| Knowledge Center FAQ

4 @ General (7)
Text = English (United S » [ Configuration (5)
I Archiving (1)
I Feedback (6)
Im History (3)
Im Sizing (2)
4 m Solutions

LOVINOD

I Administrator for Genesys Knowledge Center (4)
4 | Server
I Genesys Knowledge Center CMS (14)
I Genesys Knowledge Center Server (33)

Dispositions Note » [ Integration (3)

Use the following procedure to browse the Knowledge Base using Categories:

1. From the Browse tab, click a category name from the tree of categories. Clicking the category name
opens all documents relating to that category. The number near the category name indicates the
number of documents in that category.

2. To view any child categories click the light triangle by the folder icon, next to the category name to
expand it (clicking on the dark triangle closes the child categories).

For information on copying answers, please see Copying Answers.
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Browsing Customer Search History

Curment Session W ALL

Date ge base ID L Query
6 days ago SEARCH knowledgefaq en What Is Genesys Knowledge Center?
SEARCH knowledgefag en Can | use Genesys Knowledge Center as a virtual assistant?
Ask Browse
All History

Lsst 20 lestTamye  Lesi30dsye A

Date ge base 1D L Query

6 days ago SEARCH knowledgefag en What Is Genesys Knowledge Center?

6 days ago SEARCH knowledgefaq en Can | use Genesys Knowledge Center as a virtual assistant?
6 days ago SEARCH knowledgefag en Can | use Genesys Knowledge Center as a virtual assistant?
6 days ago SEARCH knowledgefaq en How should | ask questions?

6 days ago OPEN knowledgefag en

6 days ago SEARCH knowledgefaq en How should | ask questions?

6 days ago SEARCH knowledgefaq en Can | use Genesys Knowledge Center as a virtual assistant?
6 days ago SEARCH knowledgefaq en What Is Genesys Knowledge Center?

6 days ago OPEN knowledgefaq en

Details

Select history item to view detail

Use the following procedure to review the customer search history:

Prerequisites:
e The incoming interaction has been accepted.

1. Go to the Knowledge Center tab.
2. Open the History tab.

3. Browse either the customer's search history from the current session or the customer's entire search
history (by choosing either Current Session or All History in the drop-down).

4. Filter the history events by type:

ALL - shows all events (you can define a date range here, if needed)

SEARCH - shows the customer's search queries

NO ANSWER - shows queries when the customer indicated that there was no answer found
OPEN - shows documents that customer opened to view

FEEDBACK - shows the customer's likes & dislikes

When you select any line in the history table, the Details view is refreshed to show all

Genesys Knowledge Center User's Guide
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information on the selected event.

Browsing Favorites

Browse

All documents
Favarites

"Genesys Knowledge Center Plugins to my agents?

To provide access to Genesys Knowledge Center functionality selectively to your agents, ensure that they have the Knowledge Worker role. Knowledc

LOVIN

Roles

The ability to save documents as Favorites makes it easy for you to quickly access information that
you use frequently. Once you add a Favorite, you can perform a number of actions from the
Favorites option, found under the Browse tab such as:

* remove documents from favorites

e browse favorite documents by category

e copy document content to your interaction

¢ see how many times the document has been viewed

¢ see the date of the last modification to the document
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Adding and removing Favorites

Ask Browse History

Genesys

€ How can | assign Genesys Knowledge Center Plugins to my agents?
© 2016-02-17 @ 5 Channels: any

To provide access to Genesys Knowledge Center functionality selectively to your agents, ensure that they have the Knowledge Worker role.
Desktop Edition can also be configured to provide access to the plugin

[ copy cont Y7 Add to favorites

Was this helpful? - Yes
Ask Browse History

€ How can | assign Genesys Knowledge Center Plugins to my agents?
© 2016-02-17 @ 6 Channels: any

Desktop Edition can also be configured to provide access to the plugin

If=1 Copy cont W Remove from favorites

¥ Yo Yr Yr vy

Flease, le

Adding and removing favorites is easy! With the click of a button, you have complete control over

what documents are important to you.

To provide access to Genesys Knowledge Center functionality selectively to your agents, ensure that they have the Knowledge Worker re

To add content to your favorites, click Add to favorites within any document and it is automatically

added to your Favorites found under the Browse tab for you to access at any time.

To remove a document from your favorites, click the Browse tab to navigate to your Favorites then

click the question heading to expand the answer. From there you simply click Remove from

favorites and the document is removed from your Favorites.

Genesys Knowledge Center User's Guide
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Browsing Favorites by category

Ask Browse History

Favorites v Allknowledge bases W

Can | use Genesys Knowledge Center as a virtual assistant?

Genesys Knowledgeteasaryill

mation source for virtual assistants. But it is not a virtual assistant itself. It can help an existing or 3rd Party virtual assistant find the
Knowledge FAQ / General

What components\are included in Genesys Knowledge Center?

Knowledge Center is mage up of several elements all of which worl tanether t canvert L ledae intn ancwere It includee the fallawing o o i ledne Center ¢

Knowledge FAQ / Genera Ask Browse History

How can | assign Geneshg
To provide access to Genesys Kitg
Knowledge FAQ / Roles

Favorites v Allknowledge bases W

General X ': 2, ’

Can | use Genesys Knowledge Center as a virtual assistant?

Genesys Knowledge Center will be information source for virtual assistants. But it is not a virtual assistant itself. It can he
Knowledge FAQ / General

What components are included in Genesys Knowledge Center?

Knowledge Center is made up of several elements, all of which work together to convert knowledge into answers. It incluc
Knowledge FAQ / General

If your administrator has defined categories, you can use these to quickly jump to the right answer at
the right time. Clicking on any of the categories helps narrow your search by only showing those
documents that apply.
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Reviewing document data

Ask Browse | History

< Can | use Genesys Knowledge Center as a virtual assistant?

016-02-17 @5 % 3,00 Channels: any
Gin sys Know el Il be information source for virtual assistants. But it is not a virtual assistant itself. It can help an existing or 3rd Party virtual

|f=:'r Copy content % Remove from favorites

10V

Please, leave a comment

If you are curious to know 1-how current the document is, 2-how many views a document has had, or
3-how many times a document has been added to Favorites then simply look to the icons below the
question heading for that useful information.

Browsing My Documents

(UL Gl s Knowledge FAQ
All documents
Favorites

My documents
how many shards do | need to have per knowledge base?

It depends on the size of the data planned to be stored in knowledge base. The general recommendation is to divide planned size of your data in one language version (in{
Sizing
how many replicas to | need per knowledge base?

Replica is the way for us to have extra copies of the knowledge within the cluster. By default we are creating one replica for every knowledge base. Extra replicas can hel
Sizing, Genesys Knowledge Center Server

3SMOYE-00

The My documents option under the Browse tab gives you the ability to browse all the documents
you authored in the Knowledge Base and verify their current status. From My Documents you can
can view all the documents you made suggestions to which are sorted by their creation date, and
view where they are in the review cycle such as:
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¢ Pending

e Accepted

* Rejected

The default view in My Documents is Pending however clicking on the status menu allows you to
choose from the list of statuses.

Only an agent that is granted authoring rights (with Knowledge.AUTHOR privilege)
will have access to this functionality

Pending status

My documents

.
owledge Center Server can | allocate per one physical server?

ended to have one Knowledge Center Server per physical server. That will ensure that in case of hardware

' Knowledge FAQ

Sizing, Genesys Knowledge Center Server

Can | change the number of shards in knowledge base?
the number of shards can be defined before indexing any data into knowledge base. If you would like to change numbe
Sizing, Genesys Knowledge Center Server

What is the shard and replica within knowledge base?

Shard is the bucket of data. When you specify the number of shards for the knowledge base — it means that you instru

Sizing, Genesys Knowledge Center Server

When you click My Documents, you're immediate view is of all your documents that are waiting for
approval from your Knowledge Base Administrator. This is the default view.

From this view you can:

e browse documents by category (if your Administrator has defined Categories)

e copy document content for use in your interaction
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Accepted status

My documents v Knowledge FAQ

e

ks you are quite enough to have one cluster per tenant. Having more then one cluster within tenant could be required in case of

Sizing, Genesys Knowledge Center Server

How many knowledge bases do | need? v
It depends on your specific needs and organization structure. Knowledge base is the way to collecting together documents of the same typ|

Sizing, Genesys Knowledge Center Server

Do | need to index attachments? «

In most cases indexing attachments (especially for FAQ) is the bad idea. Adding too much content as the attachments will degradate the q

Genesys Knowledge Center Server

From the status menu, choose Accepted to see all the documents you've authored in the Knowledge
Base that are approved by your Knowledge Base Administrator.

When viewing the Accepted status, you can also:

* browse documents by category (if your Administrator has defined Categories)

¢ add documents to your Favorites tab

¢ remove documents from your Favorites tab

e copy document content for use in your interaction

e view and hide your original document submission
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Rejected status

Sizing

how many replicas to | need per knowledge base?
Replica is the way for us to have extra copies of the knowledge within the cluster. By default we are creating one replica for every knowledge base. Extra rej]
Sizing, Genesys Knowledge Center Server

From the status menu, choose Rejected to see all the documents you've authored in the Knowledge
Base that are not approved by your Knowledge Base Administrator.

When viewing the Rejected status, you can also:

e browse documents by category (if your Administrator has defined Categories)
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