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Reviewing document data

Ask Browse English v

€ What is Genesys Knowledge Center?
B 2018-07-23 ® 0 & 62+ words @ less thana minute Channels: any 1

Genesys Knowledge Center includes Knowledge Center Server and Knowledge Center Content Management System (CMS).
Release 8.5.

Genesys Knowledge Center allows you to make the best use of your enterprise knowledge by capturing, storing, and distributing it wherever it
is needed.

Agents only content: Supported Browsers: Apple Safari (Version 10), Firefox ESR (Mozilla Firefox release 54 was tested with version
8.5.304.09), Google Chrome (Google Chrome version 59 was tested with version 8.5.304.09), Microsoft Edge(Starting with version

8.5.304.09), Microsoft IE (Version 11). %
| Read only content and cannot be copy or paste i

£} Send decument E. Copy content Y7 Add to favorites

WY

Please, leave a comment

If you are curious to know:

¢ how current the document appears

* how many views a document has had

¢ how long it takes to read the document
* the word count of the document

* the average document rating

e the suggested channels that document can be used for

73
then simply look to the icons below the question heading ‘Zifor all that useful information.

Note: Your document can contain both public and private content (private means only available for

agents). The private content Z is highlighted with a background color and denoted by a lock-icon
with title, and a pop-up tooltip.

Genesys Knowledge Center User's Guide



Advanced features

Browsing the Knowledge Base using Categories

£ Genesys « Workspace

Gome i ® [ ] oy
Origin: Outbound email ;
Q Alldocuments % All knowledge bases  Email A4
= 11 © Outbound | ] I_Ign
From: mcr{@gks-dep-stbl.emea.int.genesyslab.com E
To... | test@g.com; AddCc - i [EE| 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 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 . . . .
Lset24n Lest7aeye  Lest30asys Al

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
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information on the selected event.

Browsing Favorites

Browse

LOVIN

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

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

54
O) Ask Browse History
=
=
=]
= spend reading each article
=
n
a 4 Does Genesys Knowledge Center know how much time a person spends reading each artic
m

[ 2018-10-04 @ 0 [ 85+ words @ less than a minute Channels: any

No. Genesys Knowledge Center focuses on feedback that users provide about each document and on
this information is much more valuable than measuring their reading speed. However, if you are intere
dislikes a document if they have spent less then 5 seconds on its page) you can refer to the Knowledg
integrate Genesys Knowledge Center and Genesys Web Engagement.

f=1 Copy content 7 Add to favorites

Was this helpful? - Yes / No

LOVINOD

@ Ask Browse History

=

=

=] ) )

= spend reading each article

=

m

5 4 Does Genesys Knowledge Center know how much time a person spends reading each articl
7]

B 20181004 @ 0 [ 85+ words @ less than a minute  Channels: any

No. Genesys Knowledge Center focuses on feedback that users provide about each document and on k
this information is much more valuable than measuring their reading speed. However, if you are interes
dislikes a document if they have spent less then 5 seconds on its page) you can refer to the Knowledge
integrate Genesys Knowledge Center and Genesys Web Engagement.

Was this helpful? — Yes / No

LIVINOD

Adding and removing favorites is easy! With the click of a button, you have complete control over
what documents are important to you.

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.
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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 Knowled

getentaryyill 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

I L %) glemente all of whirh wark tnnether tn conuert | dne intn anewsre It includss the
nowledge Center is mage up of several el Il nf which wark h ! 1 Indes the foll

C o K led, Coantor ¢

Ask Browse History

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

To provide access to Genesys Kitg
Knowledge FAQ / Roles

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.

Browsing My Documents

All documents
Favorites

My documents
how many shards do | need 10 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 (inf
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

3SMOHE-00
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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
view all of the documents you wrote and for which you submitted a draft. The list will be sorted by
creation date and will include drafts that are:

e 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 v  Knowledge FAQ
pevans
Pending
Accepted
Rejected

Sizing, Genesys Knowledge Center Server

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

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

e copy document content for use in your interaction

Accepted status

p—
Browse

My documents v Knowledge FAQ

v

@Ge Center Clusters do | need to set up in my environment?
..... 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? v

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

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

Genesys Knowledge Center User's Guide 10
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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)

Genesys Knowledge Center User's Guide 11
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Proactive Knowledge in Chat

2. o-

gks_super ~

se Information @ Ask Browse English &7
rigin: Inbound chat ;
% Ask a question x
~ HanSolo Q) Connected =
o 1 lasd.
— 8 € Can | restrict to the kn ge base to my agents only?
Genesys 2018-04-25 @ 2 [E 47+words @ lessthan a minute Channels: any
F§ Han Solo 18:01:50 Yes, a knowledge base can be declared as private, in which case it will be accessible to
What is Knowledge Center? agents only. Information on how to declare a knowledge base as private can be found
g Han Solo 180421 in the Knowledge Center Plugin for Administrator section of the Genesys Knowledge
I need to restrict access to my knowledge base Center User's Guide.
g Han Solo 18:06:18
To make only agents with predefined skills use ;
knowledae byasgs p 8 |f=1 Copy content ¥7 Add to favorites
5 Was this helpful? - Yes / No

Send

Za) @2
Knowledge found for | need to restrict access to my knowledge base query

DISERSIONS Note Can | restrict access to the knowledge base to my agents only?

Knowledge found for What is Knowledge Center? query
What |s Genesys Knowledge Center?
Do the Knowledge Center CMS and the Knowledge Center Server use the same data?

Can | prevent Knowledge Center from answering certain questions?

Knowledge found for ys query
What Is Genesys Knowledge Center?
Can | use Genesys Knowledge Center as a virtual assistant?

How does my feedback help Genesys Knowledge Center?

While working with a chat interaction, Knowledge Center proactively looks up relevant knowledge for
the customer queries asked. When there are relevant knowledge documents found, you will see the

knowledge icon in the chat message area (13'{13}).
When you click on the Icon you will see a drop-down list with:
e The last 3 customer queries
¢ Under each query, you will see (up to) the top 3 relevant knowledge documents

e The number next to the knowledge icon indicates the total number of relevant documents for all
customer queries shown
If you click on:

e A customer query from the list — the Knowledge tab is displayed with the pre-searched results for this
query. You can use one of the suggested document or refine the query to find a more precise result.
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¢ A suggested document under the customer's query — the Knowledge tab is displayed with the selected
document opened. You can use the content of this document to serve the customer interaction.

For more information on using Proactive Knowledge, please see the following video:

[+] Genesys Knowledge Center: Using Proactive Knowledge
Suggestions

Link to video
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