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Viewing Recent Customer Questions

Ask a question

LOVIN

Knowledge FAQ E InteractionChaE

Customer’s Recent Questions

What components are included in Genesys Knowledge Center?

Can | use my own CMS system instead of the Genesys Knowledge Center CM5?
What components are included in Genesys Knowledge Center?

Why do | need the Genesys Knowledge Center CMS?

Why do | need the Genesys Knowledge Center CMS?

3SMOHE8-00

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?

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

n
N
L

Does Knowledge Center Keep an interaction history?

3903TMONY @

Knowledge Center FA( % Email e

How does my feedback help Genesys Knowledge Center? [0 i

User feedback helps Genesys Knowledge Center improve its understanding of the various question
our answers can be.

4l
1l

Genesys Knowledge Center Server, Feedback

Does Genesys Knowledge Center know how much time a person spends reading ez

No. Genesys Knowledge Center focuses on feedback that users provide about each document and
information is much more valuable than measuri...

LIVINOD

Genesys Knowledge Center Server

Can | offer a chat session when negative feedback is provided by the user? [T,

That is one of the most common integration use case between Genesys Knowledge Center and Ger
Bealaccr's Guide.

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

Prerequisites:

e The incoming interaction has been accepted.

1. Click the Knowledge tab.
2. Click the Ask tab.

3.
4

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

. 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 public content of answers into your interactions:

Prerequisites
e The incoming interaction has been accepted.

1. Click the Knowledge tab.
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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.
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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.

Search Result Filters

This functionality is available as of the 9.0.001.xx release of the product.

You can use search result smart filtering to improve the precision of your search results. Also, while
browsing, smart filtering allows you to type in contextual information that is related to your question
and Knowledge Center will provide suggested filters that can be applied in the given context.
Knowledge Center analyzes the categories that documents are assigned to, as well as the

documents' attributes, tags, and channels to come-up with the most relevant suggested filters for
you to choose from.
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How to use smart filtering when asking a question

Ask Browse History

center )
Knowledge Ce v

Ask Browse History
Filte +

center

Can | prevent Knowledge
Today, Knowledge Center trie

Knowledge Center FAQ ¥

“R Filters, |Fmerataq, category, channel or custom attribute ‘

Genesys Knowledge Center Server

Genesys Knowledge Center CMS

Canl k General

Today, K Ask Browse History
upcomi Feedb@
Genesy| Config

center
Administrator for Genesys Know|
How d
Integration Knowledge Center FAQ ¥
User feg

| Histary
Genesy: Filters | pf | 3} |

Roles
Canlt GenMwledge Center Workspace Plugin

Languages

Genesys Knowledge Center Pulse Plugin

' ' canl L stions? [T
n juestions? i
K F puse Plugin i
er Server, Ger Today, k wledge base no matter what question:
upcomi Export procedure

Genesys Knowledge Center Server

What Is Genesys Knowledge Center?
Genesys Knowledge Center allows you to make the best use of your enterprise knowledge by capturi
nt

English v

Ask Browse History

center

Knowledge Center FAQ ¥

Genesys Knowledge Center Pulse Plugin X |§E3

Filters,

What reporting data is available in the Pulse plugin?

The Pulse plugin allows you to monitor the performance of Genesys Knowledge Center and your knowledge bases. It provides a visual representation of your summary data and basic drill down

capabilities ...
Genesys Knowledge Center Pulse Plugin

Related categories

Genesys Knowledge Center Pulse Plugin

Under the Ask tab, you'll find the Filters + area immediately below the "Ask a question" field.
To add a smart filter:

1. click on the + button.
2. When you click in the filter area you will be immediately provided with some suggested filters.
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3. As you begin typing in this field, Knowledge Center refines the list of suggested filters to reflect the
context you are searching.

4. Knowledge Center suggests smart filters based on the:

e categories used

* document attributes

* document tags

* channels that knowledge can be used across
5. Click on one of the suggested filters to add it. This will refine the results on your ask query.
6. To remove a smart filter, click on the X next to the filter name.

7. To remove all applied filters, click on Clear all at the end of the Filters line.

How to use smart filtering when browsing the knowledge

Ask Browse History

All documents @owledge Center FAQ ¥ )
FHteEs + )

4 Bl Knowledge Centel
b B General (7) Alldocuments ¥ Knowledge Center FAQ ¥

Ask Browse History

Y .
I Solutions Filters |Emeratag, category, channel or custom attribute ‘

B Administ Genesys Knowledge Center Server egor
" ntegati i Genesys Knowledge Center |
4
M server General
I Gene 4 Ask Browse History
4 | Feed

I Gene

Config Alldocuments ¥ Knowledge Center FAQ ¥
Administrator for Genesys K
Integration Filters | p .;‘3\

History Gen&qﬁ&(ﬂwledge Center Workspace Plugin

Genesys Knowledge Center' « E Genesys Knowledge Center Pulse Plugin

Roles . Pulse Plugin
a

Workspace Plugin
"\‘ Export procedure
I~ [ Integration (3)

4 I Server

I Genesys Knowledge Center Server (33)

Il Genesys Knowledge Center CMS (15)

Ask Browse History English v

Alldocuments ¥  Knowledge Center FAQ ¥

[ZUEEN Plugin: Puise X I tenesys Knowledge Center Pulse Plugin X [t ] Clear All
4 &g Knowledg! Erter FAQ @

< [ Solutiens
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Under the Browse tab, you'll find the Filters + area immediately below the knowledge base
selection.
To add a smart filter you need to:

1.
2.

Click on the + button.
When you click in the filter area you will be immediately provided with some suggested filters.

As you begin typing in this field, Knowledge Center refines the list of suggested filters to reflect the
context you are searching.

Knowledge Center suggests smart filter based on the:

e categories used

* document attributes

* document tags

e channels that knowledge can be used across
Click on one of the suggested filters to add it. This will refine the results on your browse query.
To remove a smart filter, click on the X next to the filter name.

To remove all applied filters, click on Clear all at the end of the Filters line.

Next, let's check out some of the Knowledge tab's advanced features!
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