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https://player.vimeo.com/video/120393922?title=0&byline=0&portrait=0
https://player.vimeo.com/video/120393750?title=0&byline=0&portrait=0
https://player.vimeo.com/video/120393836?title=0&byline=0&portrait=0
https://player.vimeo.com/video/126529978?title=0&byline=0&portrait=0
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https://player.vimeo.com/video/132448558?title=0&byline=0&portrait=0
https://player.vimeo.com/video/120393608?title=0&byline=0&portrait=0
https://player.vimeo.com/video/211393400?title=0&byline=0&portrait=0
https://player.vimeo.com/video/147246511?title=0&byline=0&portrait=0
https://player.vimeo.com/video/147041627?title=0&byline=0&portrait=0
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https://player.vimeo.com/video/169314660?title=0&byline=0&portrait=0
https://player.vimeo.com/video/169628530?title=0&byline=0&portrait=0
https://player.vimeo.com/video/170052030?title=0&byline=0&portrait=0
https://player.vimeo.com/video/233393949?title=0&byline=0&portrait=0
https://player.vimeo.com/video/213151797?title=0&byline=0&portrait=0
https://player.vimeo.com/video/120393437?title=0&byline=0&portrait=0
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https://player.vimeo.com/video/243027495?title=0&byline=0&portrait=0
https://player.vimeo.com/video/243027747?title=0&byline=0&portrait=0
https://player.vimeo.com/video/243027658?title=0&byline=0&portrait=0
https://player.vimeo.com/video/126529975?title=0&byline=0&portrait=0
https://player.vimeo.com/video/167829168?title=0&byline=0&portrait=0
https://player.vimeo.com/video/195880194?title=0&byline=0&portrait=0
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https://player.vimeo.com/video/120393686?title=0&byline=0&portrait=0
https://player.vimeo.com/video/120394136?title=0&byline=0&portrait=0
https://player.vimeo.com/video/76532218?title=0&byline=0&portrait=0
https://player.vimeo.com/video/120394009?title=0&byline=0&portrait=0
https://player.vimeo.com/video/120394073?title=0&byline=0&portrait=0
https://player.vimeo.com/video/120394265?title=0&byline=0&portrait=0
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https://player.vimeo.com/video/190299410?title=0&byline=0&portrait=0
https://player.vimeo.com/video/190299234?title=0&byline=0&portrait=0
https://player.vimeo.com/video/190299555?title=0&byline=0&portrait=0
https://player.vimeo.com/video/190299503?title=0&byline=0&portrait=0
https://player.vimeo.com/video/190282216?title=0&byline=0&portrait=0
https://player.vimeo.com/video/190281632?title=0&byline=0&portrait=0
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https://player.vimeo.com/video/132244693?title=0&byline=0&portrait=0
https://player.vimeo.com/video/149192714?title=0&byline=0&portrait=0
https://player.vimeo.com/video/129008359?title=0&byline=0&portrait=0
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Case Information + A °
Origin: Inbound email E
Q
Subject: Account upgrade "—-:|
Account Number: ; =
Party Action Menu Q
Customer Segment: Eronze Env
Phone Manufacturer: Personne
Subscription Date: 6/24/2013 12:34:00 PM
Subscription Description UBL:  <a href="http://maobile jfee fr"=Subscription plan</a=
[+] AviiMai @ Inbound 6_/
: . =)
Call to 222+14255551212 ﬁ
|I| | 12/8/2017 3:26:00PM W 5
Q
To:  web@mecr.dev -
[T
m
Please send me information on how | can updagrade to a gold account. w

A Mai
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S Genesys * Workspace

Markaviam ) 1601 N

Case Information

Origin: Inbound email C 055
Account Number: . 5 t\f\e'

Customer Segment: Eronze Env -{'\{\\5 \ ;lof\. .
Phone Manufacturer: Fersonne E of'ﬂ\‘a .E,\N\'odk
Subject: Warranty service W '|. ﬂk"n’
Subscription Date: 6/24/2013 1:34:00 PM ‘JLENQ

Subscription Description URL:

~ Mark Aviam € Inbound
Warranty service

From: MarkaAvi@mail.dom 1072015 2:10:45 PM

To:
Hello,

Iwould like to book an appointment for warranty service on my laptop.
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https://player.vimeo.com/video/126529978?title=0&byline=0&portrait=0
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() avitvai (@ oo0os ZEQ-G-=:-8- 2

Case Information

Origin: Inbound call to 9001

Account Number: . [Kate Lewis
® Logged Off

- Hristi Sippola
Conditionally Ready

Customer Segment: Bronze Env
Phone Manufacturer: Personne

Subscription Date: 6/24/2013 12:34:00 PM

Subscription Description URL:  =a href="http://mobile free fr'=Subscripti...

v +14255551212 (B Connected

® Start Instant Message Consultation

Dispositions Note

)
m +14255557212 x
Enter note

Add Phone Mumber

OO OO OO
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¢ OOV O OO OO OO

[
. OGO OO K]
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Continue Cancel
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Help...

Browser Communications Diagnostics

Browser Communications Diagnostics
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Link to video
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Case Information

Origin: Outbound email

Choose an

~ Mark Avram & Outbound

From: Contact Center |Z| a C tf'o Vt
To_.. MarkAv@mail dom Add Cc -

Subject:
Font - size ~ B U | O H-=E = | = = = =
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° DOOD OV - OOV O OOV OV, OO OOV OOV VOOV VOO O OO OO OO

19
c -6 0000 00000
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= 4 =1 = @ =
t‘:.) Mark Avram e 01:54 |u E (1 =
. R
EeE JTTTEHEE —°E Information History
2
Origin: Outbound email g
=]
= 2
* Mark Aviam € Outbound =
O General
=
From: Contact Center |Z| = Title Mr El
To... MarkAv@maiI.dn"n AddCc ~ First Name* Mark x
Subject:
I%' Last Name* Avram x
i - | s {(B U i m-= == == | B
]
g Phone Number
0
o 2223615 X

Add Phone Number

E-mail Address
MarkAv@mail.dom x

uonewopu [

Add E-mail Address

From: Web Contact Center
Contact Center
Web Contact Center
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QO OO OO OO OO OO OO DOVD COVD VOV OV, OV, OO OV O OO VOV OO O OO OO &
OO OO,

OO OO OOV OOV OV 'OV OO OO OO OOV OOVVYV, DOVY 'OV OO OO OOV VOOV,
QO OO DOV OV VOO OO VO VD VO VOV OOVY VOVVD OOV O OOV,

Workspace Web Edition Help 48



OO OO OO O

OO OO OO QOO OO OO OO

Link to video

QO OO DOV OO OO OOO(Genesys OO OOV OOV OO QOVVD OO OO — O GOVV)O OO

QOO COOD, QOO OO OO OOV O OO OO OOV OO OOV DOVVOD, DOV OO OO OO OO
QOO QOVD OOV, OOV OO OO O DOVOVO OO O OOV OO DOV OOVOV DOV OO & VOO
.

OO OO QOO OO OO OO OO O OO OOOY @@(E)@ OOV, O OO
OO OO OO OODOD OOV OOO & OOV,

QO QO OO DOV OOV COVVD OO O OV O OOV VOOV,

¢ OO DOV DD OV OOV OOVOVD, OO OO OO OOV OOVD OV OOV OOV OV OO VOV VOOV,
QO OODD OO VOO VOV O OO VOV OO OV VOV COVD OO OO VO VOV OOV O OOV,

e OO OO OO OO OO OO V... DOV OOOD VOV OO OOV DOVVD. & OOV VOV VOV OO
QOO & DOVD, OOV OO DOV DOVD OO OOV OOV O CVOV (VD QOOV OV OOV O OO D).

QO OO OOV OOVOD OO OOV VOVVD. OO VO VOV OO VO OV OO OOV OOVVD. OO OO O
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QOO OO OOV,

QOO OO OO VOO QOO OOV ( )OO SO SOV,

OO OO SOOD OOQ OO OOD DOVOD OO O OO OOV OO OO OO OO
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Link to video
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QOO OOV OODY VOV, DOVD COVV OO VOV OO O DOV OV OO VOV OO O DOOY OO
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QO DOV OO OO VOV O OO DOV OO OO VOV VOOV OO OO OO VOV OO O OOV,
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Link to video
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https://player.vimeo.com/video/126529975?title=0&byline=0&portrait=0
https://player.vimeo.com/video/167829168?title=0&byline=0&portrait=0
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SOOD,
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Facebook @O O OO SOOO7

origin: Inbound facebook

~ MancyDye @ Offline

w Nancy Dye « @ 3

w Uiy o7 o8 o = Tl £ 2t T - ,

ay 07 at 9:51 PM « Total Comments : 4 d I t t
These flowers really fascinated me on my recent trip..| have never seen the hills 1 n V‘L 6 ra C l' O h
Timeline Photos

A river of Lupine flowers flowing to the sea. Photo by Stan Russell

@ Nancy Dye - Workspace

(Case Information

© - Comments: 4of 4 « Collapse All Orig: Sotnd facebook

* ’ £ These flowers really ...
baills May O7 at 10:28 PM + Total Replies: 0 1 v =
I love lupines. cept eject

/Mde\/\)

& OO Facebook QOO D COOOOOD COOD OOVD OV OO OO DOV OO OOV VOOV,

\:I‘ & Amanda Terra

QOOOD OOV OOOY Facebook OOOD OO OO SOV OO & Facebook SO OO &
QOO OO OOV COVDD. OO OOV OO OOV VOO SOV,

Facebook €& SO OOO OO OOV OOD SOV OOV OO OOV VOV OOV VOVD OOV OO &
OO & Facebook OO OO0,

QO DOV OOVVD OOV VOVD OO OOV VOOV, OOV OOV OO OOV Facebook & &
OO0,

Facebook @O O SOOD OO SO & OO O OO OO SO OO,

° DOD OO DOVD OOOO OO
e DV, 00D OOV OV OOV OO OOOO OO
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e DO(OD OO O OVV) OO OO(OV OOV) VOO O

e DOD DOVOVDD QOVOVD OV OO VOV OO OV VOVD OV OO OO OO OO VOV (OO OO OO OO
QOVOD COVD OO OO QOVD OV OO OO OOV OOV OO V)

° OO OO OO OOD OO OO OO OO OO
¢ OO OO OO

° OO OO OO OO OO

¢ DOVD OO O OO OO

OO OO OO OO O OO OO

£ Genesys * Workspace

atison 08rien @@ 001 B

£ Genesys * Workspace

Alison 0Brien ) 0033 ﬂx n, Ia

(Case Information

Case Information

Origin: Inbound facebook

Origin:  Inbound facebook

~ facebook party: Alison O'Brien @ Invited
w facebook party: Alison O'Brien @ Invited
s Labuprofen [ ]
APP PAGE s Labuprofen @
APP PAGE

. N Alison O'Brien
e July 31 at 8:10 AM + Total Comments : 0

SN Alison O'Brien F-0O -
B July 31 at 8:10 AM = Total Comments : 0

Hello, | am wondering if you can help me
[i ] Hello, | am wondering if you can help me

(i}
x E Labuprofen
Type your comments/reply here| \’/Nﬁ-

Comment Delete Like

Type message Select Comment

Facebook @OQD OO & OODOD, "OO"D QOO OOV COVD OOV,
QO QO OOD COVV VDOV OOV O OO OV VD OOVY O OV VO VOVVD. & OO OO OV OO O

O OOODD., QOO COODD OOV OO OO OOVVD. OO OO VOV OO OOV OOV SOV OOV,
OO QOO OOV OO OOV VOOV,

[+] OO OO OOOOO.
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‘Case Information

Origin:  Inbound facebook

S’/\O W IVLFO ~ facebook party: Alison O'Brien €9 Invited
ﬂ Labuprofen [ ]

APP PAGE
Alison O'Brien F-o -2
July 31 at 8:10 AM « Total Comments : 4

Hello, | am wondering if you can help me
@+ Comments:20f2 # Collapse Al Comment Delete Unlike
x

Alison O'Brien Post
Update Time: Jul 31 at 10:22 AM
Can create new Comments: true
Total Comments Count: 4 I Ota r CO [N\ ments
Comment Order: ranked
Likes: 1
E Labuprofen [ AR
July 31 at 9:51 AM + Total Replies : 2

Thanks for your call, yes | can help. Please tell me more

0‘ Hide & Comments:2of2 + Expand All Comment Delete Like

Commented By Agent] Agent] at 2251 PM
(@alisonavobrien

1 9:52 AM + Total Replies: 0 » 0 * Show
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ISl aisonozien @ e [ B, IR | Se y t"memt

@ Negative = »
@ Neutral ‘
— L

© Positive

(Case Information

Origin:  Inbound facebook

~ facebook party: Alison O'Brien 0 Invited
x Labuprofen i ]
APP PAGE

ZB Aiison O'Brien F-©-2
A July 31 at 1:16 PM « Total Comments : 2 o

Hello, | am locking for help with a problem. ¥ Actionable .
L] Mot Actionable Compfient Delete Unlike L’ke
%O -
Actionability

Facebook @QOOQ OODD OO & & OOV OO O OO OO OOV O OO SOV OOV,

e OO OOD — OV OV, DO VD OV OOVY VOO O VOO,

° OO — OOD, VDD, VD OV OOVD OOV & OOOD,
OO OO Facebook OOV D COOOD OOV, OO SOV OO SOV OOV, Facebook & &
O OO OO OOVOD COVD VOOV D QOVV, OV VOOV OO VOV OOV OOV, & Facebook &
QOO OO OOV O OO VOO DOVOY O OOV,

QOOOD QOVOD OO OOV OOV,
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el aisonomien @ 021z A B, IR

(Case Information

Reply to original post

Origin:  Inbound facebook

+ facebook party: Alison Q'Brien Olmﬂlad

g Labuprofen @

APP PAGE

BN ntison 0'Brien F-O-4
3 July 31 at 8:10 AM » Total Comments : 4

Hello, | am wondering if you can help me
@+ comments: 202  Collapse All Comment Delete Unlike

s Labuprofen -
July 31 at 9:51 AM + Total Replies: 2

Thanks for your call, yes | can help. Please tell me more.

Subsequent posts

@+ Hide + Comments - 20f 2 « Collapse All Comment Delete Like
B atison oBrien % O -
i July 31 a1 9:52 AM + Total Replies : 0
Thank you E
0+ Hige petete Like W=
. )
iR Alison O'Brien 5O - a
3 July 31 at 10:22 AM + Total Replies: 0
s P
0+ Hige Delere Like J
Labuprofen July 31 at 10:20 AM « Total Replies: 0 « @@ * Show @ Negative 'j -
Note

QOO &V Facebook OO &OOOY Facebook OO QOO & OOOD. OO QOO OO SOV OO &
QOOV. OO OOV OOV VOVD, OO VOO VOVV(OVVD VOOV VOOV O VD), GOOV OOOOD.
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OO OOV OO OO

My Channels Dashboard

Media Status
Q chat Mot Ready
© email Mot Ready
) facebook 5 Mot Ready
) facebook private message ) Ready
W twitter I3 Mot Re

® Log Off

Facebook ©OO& O SOV OOD & QOVO(O OO VOOV OO & &V). OO & Facebook && &
QOO OO OOV VOO OOV OO,

OB PODD BB HD OO GO

o Information Histol
Origin: Inbound facebooksession a
[=]
- 3
~ Brian Tested ) Connected =
O General
=1
0 chats exchanged with this contact in the past 24 hours. Title
[January 25, 12:55:42 PM]Brian Tested: Hi, | was wondering about your new products you have to offer? First Name™

[January 25, 12:56:24 PM]Brian Yee: Yes, absolutely | am able to share some new information with you.
[January 25, 12:56:38 PM]Brian Yee: What are you interested in specifically? Last Name™
BrianTested has not sent any message since 12:55:42 PM. Facebook session has expired and is now over,

\jw‘ezr text

Dispositions Note

Facebook && OO& QOO SOOOD OO COODO OOOD SO OOV OOV OO OOV VOOV OO
QO OO O OOV,
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OO OOO® Facebook

Facebook® &&

£ Genesys * Workspace

(§) Anonymous 9 0o:10 Hx H_, 'E

Agentl Agentl ~ & -~ | @ ~

Case Information
O Facebook v
Origin:  Inbound facebook
| Exit N\ \
Anonymous .
Account:| Labuprofen s

ﬂLahupmfen \
Type your message here|
N elect Facebook

Select Account

Send

Note

Facebook OO SOOD OO O SOV D, OOD OOV OO OO OOOY OOV Facebookd OO0, &
QOO OO QOO COVDY, SOV COOD SOOY OOV,
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OO OO Twitter

Twitter

Twitterd OOV OO OOD OO VOV DOV OV O OO OV OV VOV OO VOV O VOVY VOO
OOV, SOV OOV OOV Twitter GOV OOV, COVOD COOY OOV OO Twitterd® & & OO
.

Twitter®® 0O & OO Twitter O SOD GO SOVY QOVD O SOV OO COVV VOOV, SOV OO
& OO Twitterd® OO OOV O Twitter OOV GOV & SOV,

QO OOV OODD OOV VOO O OOV,
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OO OO Twitter

Twitter QoL OO GOOOD7

£ Genesys * Workspace

Case Information

Origin: Inbound twitter
Subject: Win a powerful BEAM Electrolux Allian...
Subscription Date:  7/30/2015 11:26:30 AM

~ twitter party: jhuskersam(Chrissy C.. W Connected

njhuskersam Chrissy Cinfel 4 162¢)6E61 M - F - O ~

December 8 at 6:36 PM « Reply from jhuskersam
Win a powerful BEAM Electrolux Alliance Central Vacuum System & Q 30 Cleaning Set ($1780 value) #Giveaway http://t.co/QrRnmpx67Tm

(i ) Reply Retweet Quote Tweet Favorite

Dispositions Note
¥ Chrissy Cinfel
Case Information Lad
] ]
Or-‘g‘ na[ , Weet Origin: Inbound twitter
Subject: Win a powerful BEAM Electrolux A...

Subscription Date Toast:  7/30/2015 11:26:30 AM

Win a powerful BEAM Electrolux Allian...

Accept Reject

& OO Twitter QOOOD OOV COVDOOV SOVD COVOD OOVOY OO OO VOV OO OOV VOO
.

QOO OOOQ Twitter SOVD OO COOD OOV SOOD OO Twitter COVOY OO OO OO OO OO
O OO,

QOO COVODOV OO OO OO VOO DOOD VOOV,
QOO Twitter® OO OOOOR. OO VOO Twitter SOV D SO OO SO SOV,

Twitter @O0 OO OOV VDY OO OO VOV OVVOVOD OOV OVOD OOOD OOVD OOY OO® OO
& Twitter @& & &,

Twitter QOO SOV OO VOV O OO O OO OOV OOV OOV,
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OO OO Twitter

e OO OO OO OO OO
e OV, QOO DOV OO OV OO OOVO OO
e DO(OV OO O OOV) OO OO(OV OOV) ©OO OO

¢ DOD OOVOVDD QOOVD OV OO VOV OO OV DOVD OV OO OO OV OO VOV (OO OO OO OO
QOVOD COVD OO OO VOVD OV OO OV OOV OOV OO &)

° OO OO OO DOD OO VD OOV OOV OO
* OO OOOO OO

° DO OO OO OO OO

e OOVD OO O OOV OO

Twitter SO0 SO OO

£ Genesys * Workspace

@) Chrissy Cinfel

Case Information

Origin: Inbound twitter ! a mess age

Subject: Win a powerful BEAM Electrolux Allian

= twitter party: jhuskersam(Chrissy C.. WF Connected
n jhuskersam Chrissy Cinfel 1626861 M- F - O ~
December 8 at 6:36 PM o Reply from jhuskersam

Win a powerful BEAM Electrolux Alliance Central Vacuum System & Q 30' Cleaning Set (31780 vamﬁlﬁ TTt.co/QrRnmpx67m
o Direct Message Reply Retweet Quote Tweet Favorite
x ; ) ]
= twitter party: jhuskersam(Chrissy C.. WF Connected
socimeditest social media testing
jhuskersam Chrissy Cinfel B 1626861 M- F- O -
Type your message herel u December & at 6:36 PM o Reply from jhuskersam

Win a powerful BEAM Electrolux Alliance Central Vacuum System & Q 30° Cleaning Set (51780 value) #Giveaway http-//t co/QrRnmpx67m

0 Direct Message Reply Retweet Quote Tweet Favorite

x

PJJJ\ u socimeditest social media testing

/

Characters remaining: 128

Reply to party

Twitter QOO OO OOV COVY OOV OOV GOV OO OOV VOOV,
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OO OO Twitter

&
POOD GOVOD GOOOD VOO GO & VOO,

QOO OO DO OO OO OO OOV OOV OO OO OV, QO OOV VOV SOVY VOV, @ ¢
O OO OO OOV OOV OOV VOO & OOOOY. Hello @JoeBelow! @O OO @ OO OO
Twitter QOO SOOD SO OO OOV,

Twitter SO O & SO & OO

"~

£ Genesys * Workspace

@ Statuses count

Case Information + A

Origin:  Inbound twitter

Subject: @mommykatandkids #Giveaway #Win the @...

~ twitter party: WayneLecoy(WayneL.. F Connected =

WaynelLecoy Wayne Lecoy RGeS K- F- O -
December & at 6:24 PM & Reply from WayneLecoy
@mommykatandkids #Giveaway #Win the @Arbonne_Canada Sky for Men Gift Set-$66 Value-CAN-Dec. 21 http:fgo/dxPAgomCDU

o Reply Metweet Quote Tweet Favorite

Number of followers

DO O OOD QOO OO OOV DOV OV OO DOVVV, DOV OOV OO O OO OOV,
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OO OO Twitter

OO OO O OO OO

& 472¢9 27165 K ntlmen
http://t.co/dxPAgom{ @ Negalwe&_/ Se t‘ 6 t

= Neutral
© Positive

Reply Retweet Quot

Actionability

A 472{) 27165 ;"‘ - - (O -
¥ Actionable
y Mot Actionable

21 http://t.co/d
: Reply Retw

rfite

S a2@s A - O -
21 hitp//tco/ S Follow F O[[OW

£

e Reply Rety avorite

Twitter SOOOD SOV OO O O SOV OO O OO OO VOV O OO VOV OOV,

e OO OV — OV DD, OO OV OV OOVD VOO O VOOV,
e OO — OBV, OOV, OOV OV OOV OOV O OOV,

Twitter SO SOOD COVD SOV COVD QOO O VOVY. OOV VOV VOOV VOV OOV OO OOOY
OOV,
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OO OO Twitter

Twitter® &&

£ Genesys * Workspace

r )
{E} Anonymous ’ 00:26 -x D_, rﬁ

Case Information

+ @® (<]
Origin:  Inbound twitter g
=]
=
Anonymous
5100F5100L + & ~ | @ ~
Timeline:| TW SMS M

gptd Fostatweet

| @ Facebook |
Exit...

nﬁ\paForSMS

Select Post a tweet

Characters remaining: 140

Dispositions Note

Select Timeline

Twitter SO SOV D SO GOV & COVD, QOO SOV OO OO COOD VOOV OO OOV OOV, &
OO QOO COOODO COVDD, GOV QOO OOOY VOO,
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OO OO OO O

OO O

QO OOV COOOD COVY VOVDD. QOVOD OO VO(V: OO VD) SOV OD SOV OO VOO & &
O OO OO OO PDFO OO 000 OO OO OO0,

QO OO DOV OO DOOD OO OOV QOVOD O VOV OO OOV O & OOV,

OO QOO OO OOV

Link to video

QOO DOV OO O OO OOV OOV VOO VOOV,

SO0 QOVOD OO OO OO

B -0 OO OO
¢ DOV OO VOO OO
QO OO OO OO OO
OO OO

QOO DOOY OO QOO GOVDODOD DOV & VOV OOV OOV,
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https://player.vimeo.com/video/195880194?title=0&byline=0&portrait=0

OO OO OO O

OO OO OOOD OOD OO OO OOO7?

S Genesys * Workspace

{::'- -

;] amiivai @ 3527 (1 - S

aarrfimber
Case Information

All Types

Origin:  Inbound workitem
Subject: Wed Nov 16 16:19:15 CET 2016

Gener,

LIVLNG

~ Avril Mai @ Connected

Media Type: waorkitem
Interaction Type: Inbound
SRl L
016

¢ DO OO DOVDOD DO OO OO O

¢ DOOYD DD - OOOD O OOD OV, OO OOV OOD OOOD OO & OO OO &
W9

c -6 000 000D

QO DOV OO QOVD DOOD OV, OO QOO OOV O OO OOV QOO OOV & OOV,

OO OO OO

QOOO OOD OO DOV OOVOD DOV OO OO OO ) QOO OO, OO O
OO OOVOD, OO OO VOO DOVOD OOV OD OOV OOV OV, <O OO OO
> QOO OO,

QOO COVOD GOVD VOV GOVOY OV O OOV,

QOO OOOOD OOV D SOVY GOV VD OOV D OO OO OO OOQ OO &
QOO OO OOV OOV,
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OO OO

OO OO OO OO OO

OO OO OO OO OO

Workspace® && 00O O OO OO OO SOV OOV OO,

QOO DOVOD VOO O OOV, VOO OO VOOV VOD OO VO VDOV OOVD OO OO VOO OO &

OO0,

QOO O DOV OO OOV OOVOD OOV OOV OOV VOOV VOOD SOV OO COOD OO & OOV,

QOO COVD OOV O & DOVVVDD OO OOV OOV QOVD QOVVD VOOV QOO OO OO OO
QOO OO(OV OO V)OO OOV OOV OOV VOV O OO,

Origisc Inbound chal

AT PR Avril Mlak: | 2 hareng Troubi
[4:88:00 PW] Jobe Dawis: 08 What is by

s Add b Favornes

QO QOVD VOOV & COOOOY

O QOO OO OO(CX)D COOOD OV DOV O OV OO DO(OVD OV OO VOV OO OOV VOOV,

[+] OO OO OO OO

DODOD QOVD OO OOV O OO VOV OO VOVVD QOVD VOV O VOV COVD VOO O OO O
O OO OO OOV OO OOVD, OOVD OOV OO VOO VOO OV O OO VOO OO VOVOD & ©OC
QOO QOO OOV O OO VOV OO OOV OO OOV,

QOO OOOD OO VOV O OV OOV OO

OO

SO(OOD)

OO(O0 &)

IM(&Q &)

QO OO(ODOOO COOV)

QO OO(OOOQ OOOOR)

OO OO O OO
SO OO
M &
SO OO
M &
SO(OQ &)
&
OO OO
M &
O
OO OO
M &>
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OO OO OO OO OO OO OO

OO QOO OO O OO
O
QSO OO
&
M &>
OO OO
SOV OOV OO VOO VOO OO & OO VOO OO
DO O OO OO O OO OO OO O OO OO OO
& QO OO M &> X
QO OO M &>&& X
OO O
M &>&& SO OO X
IM & OO OO
OO OO
OO OO M &>
QO OO OO OO
& M &>
OO OO X
SO OO M &&&
OO OO
M &> OO OO
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OO OO OO OO OO OO OO

O OO OO OO OO

S Genesys * Workspace

Ravi Pache e 01:22 q e c

Case Information

E Ravi Pache (W Connected

New E-mail to RaviP@mail.dom

N

Type name or number Q

e

‘ Active Consultations

= Kri=ti © ypola
Conditionally Ready

{ree fr-Subscrintion plane /3

OO, OO OO OO OOV VOOV OO O OOV OVV VOV VOV OO VOV O OOV,
QOO OO OO OV OO VOO VOOV OOV,

QO QOO OOV QOO & OO OOV OOV OOV,

O QOODOOOY OOV VO O DOVD OV OO OOV OOOO.
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OO OO OO OO OO OO OO

OO OO OOOOD OO OOV OO

S Genesys * Workspace

E‘ Avril Mai (W Connected

New E-mail to A_Mai@mail.dom

aviivai (@ 0021 QL RE Q- G- 5280~ 48 -

Case Information

Enecasss

U

$ Genesys * Workspace

e e

Rl aviva © 009 B AR N B GEO-G

Case Informatinn

~ Avril Mai (¥ Cennected € Outbound

From: Contact Ceine

To... A_Mai@mail.dom AddCc -
Subject: |

‘ Font

v|Sizev|B u ; M- :

QOO OO OO QOVD OO VOV OO O OOVY. OOD OV OOV VOVD OV OO OO OO VOO OO
QOO O OO OOV,

QOO OO OOV OOVD OO OOV COOD SOV OOV,

QOO OO OO COO O O OO OO OV OO OO DOV VOO OO & OOV,

O OO OO DOVOD OO OO VOOV VOO VOO OOV,

QOO OOV QOVOODD OO OO O VOOV OD VOV O VOVODD OO OOV OO OO OOV VOO
QO O OO OO DOVOD QOVOD. & VO O OO VOV OO DOVD VOV OV OO VOV OOV, OO
QOO OO OOV,
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OO OO OO OO OO OO OO

OO OO OOOOY OO OOV OO

= Genesys * Workspace Carole Spencer ~

avitvai Q) o154 WL B - Wig - 38 .

Case Information

E Avril Mai ) Connected

Call to 222+14255551212 "has joined the session
. : . be with you shertly (through Chat Server ChatServer) .
: New E-mail to\_IMai@mail.dom ¥ ¥ (throug SEver)

[ty 'Carole Spencer’ has joined the session
| Mew E-mail to mail@mail. dom ow can | help you taday?

[6:35:5Z PM[ AvrilN= Tam Raving trouble making an on line purchase. My credit card number is not being accepted.
[6:36:21 PM| Carole Spencer: Let me call you and verify your number.

=

= Genesys * Workspace Carole Spencer ~ &

() aviimai (@ 0015 QX RO Q- G- 232 Q0 - Q o239 WL VB - Vig - ,!"._-
——

Case Informatinn

+ AvrilMai ) Connected W Connected

[6:34:41 PN e V' has joined the session
[6:34:43 PM| Chat System: Agent will be with you shortly (through Chat Server ChatServer) .

[6:34:49 PM| Carole Spencer: Mew party 'Carole Spencer' has joined the session

[6:35:13 PM| Carole Spencer: Hello. How can | help you today?

[6:35:52 PM| AwvrilM: | am having trouble making an on line purchase. My credit card number is not being accepted.
[6:36:21 PM| Carole Spencer: Let me call you and verify your number.

QOO OO DOV OOV O O OOV, DOV OO OV VOVD OOV VOO OO OOV,

QOO OO QOO DOVD QOO O O OOVV, DOV OV VOV DOVD OOV VOV VOVD OOV SO
QO DOV O QOO OO,

O OO OO OVOOD OO OOV VOV VOO OOV,
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OO OO OO OO OO OO OO

OO OO QOO OO IM OO OO

Workspaced 00O OO OO OO SO OO & OO, OOV OO OO OO
O QOO DOV SODD OO OO OOVY COOOODD OO OO OO OO OO
QOO OO & OOV,

IMO OO OOQ QOO OO OO QOO SOOIV IMO & OOVODOD SOOOD COVDD OO OOV, OO
QOO OO OOV OOV SOV,

QOO OO OOV OOV IMO OO OOV DOV OO OOV,
° OO IMO OO OO OO VOVOOY OO

e OO IM QOO OO OO OO OOVY OO
° OO OOVOIM OOV OO
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OO OO OO OO OO OO OO

OO IMO OO OO OO OO OO

£ Genesys * Workspace

wristisippola (W 0011 QX RO Q- G -0 8 -

origin:  Internal call 1o KT

~ Kristi Sippola (W Connected\Tﬂam Communicator

Carole Spencer ~

Kristi Sippola e 00:55 t‘ ‘2 t. (. - ==E v (2 - ,!.glv
SEE

Kristi Sippola
|« - e "

L. call(5322)
# Send Instant Message

@ Monitor Agent 'h

= Genesys * Workspace

Case Information

Origin:  Instant messaging to Kristi Sippola

« Kristi Sippola O Connected

Welcome to Instant Messaging. Send a message to start the session
[8:05:09 PM] Carole Spencer: Hello Kristi, here is the account number 5555-5555-5555
[8:05:14 PM] Kristi Sippola accepted the Instant Messaging invitation.

QOO IM OOOOD OO OO OO QOVDD DOV O OV DOV OOV & OOV,
QOO OOVD OOV OO MO OO & OO, OO OO, OO, COOD OO OO OO OO,
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OO OO OO OO OO OO OO

IM OOODD QOO QODOD OO, DOV OO OO OOV O DOVODD VOO VOVOD VOO VOOV, OO
O OOV DOV VOO OOV OOV,

IM OO OO QOO OOOD OO GOV OO OOV,

OO IM OOOD OO OO OO OO OO

OO M OOOD OO OO OO VOV D OOV OOOY OO OOV QOO O O OO &
OO,

QOO OO OO OO DOOD OOV OO IM QOO OO & OOV,
QO OOV OOV OO QOO OOV,

CeE-e. -
LT _\_\_\-\-‘-\-\-"‘-\—\_____,—F"ﬂf _-h'“'“m____
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QOO OO OV, OO VOO OV, OOV COVD M QOO OO QOO OO & OOV,
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OO OO OO

OO

QOO O OOV OO QOO O OOV, OOV OOVDD OOV V, OOV OOVODD DOVOY OOV VOO OO
QOO OOV, DOVD OO V(D GOV OV, OOV, OO OO OV)O OOVY, OOV OO VOOV OO
OO OO,

O OOOD OO OOV

Link to video

QOO QOO O OO O OO OOV OO,

e OO OO OOVD VOO DOVOD VOV SOV OOV D OOV, QOO O OOV, OO O OO OOOY OO O
QOO OO,

° D OOOVOOD QOVD O VD, OOV VO OO OOVD VOV VOV O VOVD. & VOV OO OOV OO @

D DD DD BB VD VOVD(OD POVDD VVBVD VB | = OO PODD) DOOOOD,

QOO DOOV OOV DOVY OOV OOV,

OO OOOOOD QOO OO OOOOY

Link to video
DD DD DOD BB VD VOD VOVD OO,
BB BB VOV DD, DOVD OD VD OD VYD VOO POV D OO SO GOD VOO,

EEIS0 0000 000 00 VO VO VO VVVVD VO VOV GOV VPOVVD, GOVD GOVD VOO GOV
(OO OO V).

QOO OOVD QOVDD QOO OOV OOV SOVV VOO OOVOOD,

OO QOO COO OO OO SOOOY?

QOO DOVOD OO O OOV OO OOD OOVD OO CODOOODD SOV OO
.
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https://player.vimeo.com/video/120394136?title=0&byline=0&portrait=0
https://player.vimeo.com/video/120394009?title=0&byline=0&portrait=0

OO OO OO

° OO OO - OO OOV DOVD VOO COVOOOD COVD OO OO OOV OOV DOV OOV OOV OO &
QO OODOVODOD & OOV OOV,

° SOV OV -V OO DOV OO OOV OOV OOV OO OOV OOV VOVD VOVD OO OV OOV VOOV C
OO OOO OO,

QOO OOV OO OOV VOO OOV OOV,
OO OO

QOB GOVD GO VD VOVOYD BB BOD GOV OO GO(IZ) D VOO,
QO OOV OO OOV COOV VOV DOVOVDD OO OOV OOV VOV OO VOO OOV,

QOO OO SOV VOV OO OO OO(OV, VOOV, OO OV OO OV OO OV OO VOV SOV OOO®
O OO OOVD "OOO" COVVD, OO DOVOV DOV OV VOV 'O OO'O DOVD VOV OO OO
O OOODOD OVODOD OO OO(OV VOO OO COVY OVOD OO OOV OO VOO OO OOV)®
QOO O OOVD VOV OV VOO DOVOO OO,

&
¢ OO DD OODD DOV OOV OO OOOD QOO OO® John Daly®d @00 & OO &&=John & &=
Daly® 0 OO,

e OV, D, OO O DO DOV D OOV OO OOV OO OO John Juniperod S O O SO OB
=Johnny & && = 2001, Junipero Serra Blvd® @000 OO0,

QOO OO OOVD OV DOVVD, DOV VOV OO OO OO VOV QOVD O COVD OO OOV OO OO
OO OOOO(O DOVOOD OO OOV OOVO OV).

&

Genesys® OO OO GOV OD OOVD OO OO VOO GOVD VOV, DOV OV OV VOO OO OOV OO
O OO DD D DO OOV VOO VDD O OOV VOO VD VO OO OOV OO DOV VOV VOVD & OV OOOO
OO,

Genesys - Workspace

Contact Directony
Al w
i ao-
- awila Lo @
. pwins Loer &

= il W = -
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OO OO OO

OO O

QOD OOVD OV OOV VODOD OOV OOY OO® ¥ @@(EE)@ 2O202O2O2ON

QO OO VOV OODDDRVD O OO(VR, OVDRD, OO VO OV VD OV VD) OV VOV (Q OO &
SO OO SOV OOV OO OO COVOD OV) OO OOV OB OO COVD OO OOV OOV VOB VOO
&b,

&

e OO DO DO VOOV QOB OO OOV SOV & John Pad OO & OO &&=John Paul & &=
Doed 0000 OO0,

e OO D OOD OOVOV VOV OO OOOY OOV @ John Daly® &0 && &O& &&=John & &=Daly® &
QOO OOV OO,

QOO O DOV OOVD OV OO OV OO OOV OO VOOV,
QOO OOV OO OOV DOOOD VOV DOVD O OO O OOV,

= Genesys * Workspace

Contact Directory

QOO QOO OO OO VOOV OOD VOV D O OOV OOV Y. OOV O OO
O OO OO OOODD O OO OO OOV,

QOO OO OO QOO & OOOO7

Link to video

° DOVD DOV OOV OO VOO OOV,
QOO SOV OO OOV,
QOO OOV OOV,

6000 ©O00S o> 000G,
SO QOO COVDD(OVD OO OQ) OV OOV SOV VD.

QOO OOV OOV DODOOD COVD OOV OOV OO OOV OOV OOV OOV,
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https://player.vimeo.com/video/120394073?title=0&byline=0&portrait=0

OO OO OO

QOO OOO OOOODY

Information History
B (O Reset
General
Title "Mr. ..
First Name » Mark X
Last Name» Pavram

Phone Number
Y| 555.654.7890 | Office ~ X @ Primary

%317 "Mobile -
Add Phone Number -

E-mail Address
TrkAv@mail.dom rWurk address

1
X

Add E-mail Address -

O OOOD OOVD OVOD OOVY VOV & VOOV, SOV OOV VOVOD OO VOV GOV OO
QOO OO OOV O OO OOV & OOV,

20 0000 0000,
M. covos 00000,

O - 0666 00 666 VOOOD GO,

O OOV OO OO DOODY OO OO OOV OVOVY, DOV OV OO OO VOV OV OOV OO OO OO
QOO OO SO,
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OO OO OO

O OO OO OOOOOY

2 x All Types

t. ~ Hamaguchi

R Call (+55.11.50)
Y. Call (+55.059)

i E-mail (Hamaguchi@genesyslab mag)

i.;'. Add to favorites

t, ~ ChrisH Add to favorites

QOOOD COOVOD OO OOVD & DOVOVD. © VOVOVVOD OOVV OO CVOV OOVOD OOV VOO
O OOOD OOVOD QOO O VOOV, DOVVOD OOV OOV OO OOV,

QO O OO DOVOD COV © VOOV Y OO n(®®®® ORI OOV,
QOO0 (@@)@@ QOVOD, OO O OO DOV OOVD SOOD OV, OO O VOO OOOOD,
OOV COOOD OOOV VOO VDOV, DOV OOV @ QOOOR.

(@@ OQ) QOVOD QOO OOVVD OO DOVVOOD, OVDY OOV O COOV. OO DOV OO O
QOO DODOD OO OO O VY, OO OOV OO OOVOD OOV,

DO QOO COVD OOV O OO DOV OO SOV OOV VOV OOVOD COVD VOB OO OO VOO O
OO,
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The ultimate goal of Genesys Knowledge Center is to convert your knowledge into answers to the g
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Genesys Knowledge Center Workspace Plugin, Genesys Knowledge Center CMS

Related categories

General
Genesys Knowledge Center Server
Genesys Knowledge Center Workspace Plugin

Mo relevant resulis

Compose an answer

e Do you want to compose an answer for this question?

Create Answer
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How can | improve the knowledge base?

* Answer

Categories
Administrator eXtension for Gen...
Archiving
Configuration
Feedback
General
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Configuration X

How long is information stored in the historical database?
The default depth of the historical database is 14 days. This value can be changed by editing the TTL option in the reporting,
Genesys Knowledge Center Server, History , Configuration

Why do | need to configure two communication ports for the Genesys Knowledge Center cluster?
Genesys Knowledge Center (GKC) Server carries out two different types of communication. The HTTP/default port enabl
Genesys Knowledge Center Server, Configuration

How many nodes can be added to the cluster?

The minimal configuration is one node per cluster. Although there is no limit to the maximum number of nodes in a cluster,
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22 minutes ago FEEDBACK knowledgefaq Can | search for knowledge base articles in French or other languages
22 minutes ago OPEN knowledgefaq en
22 minutes ago SEARCH knowledgefaq { jﬁl l Can | search for knowledge base articles in French or other languages
22 minutes ago SEARCH knowledgefag en Can | search for knowledge base articles in French or other languages
g 22 minutes ago FEEDBACK knowledgefaq en
o
Z-' 23 minutes ago OPEN knowledgefag en
=
ﬂ 23 minutes ago OPEN knowledgefag en
Details
Type: FEEDBACK
Knowledge base ID: knowledgefag ( 2 ’
Date: 2016-09-06 12:49:25
Feedback type: LIKE
Query: Can | search for knowledge base articles in French or other languages
How can | archive older knowledge base articles?

QO OO DOVD OOV VOV VOVDV, OOV VOV DOVD OO VOVD OO VOVD VOOV OOV OO
QOO OO O O DOV, OO OOV VOV OO OO VOD OOVY OO OOV VOV & OO,

O OO DOVD OV OOV OOV VOOV OOV OO VOO DOVOVD OOV OOV VOO O OO VOO O O
QOO OO OO OOV, OO OOV COVD OOV GOVD SO GOVD O OO SOVOY VOO & OOV, &
QO OOV OO OOV OOV OOV VDOV Y VOVOY OOV VOV O OOOO,

QOO OO OO & OO OOV,

1-OQO OO OO OOV OO
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OO OO OO O

2-000 OO OO OO

OO OO OO QOO OO OO OO OO OOO7

Ask Browse

Current Session ¥

SEARCH
Date NO ANSWER Knowledge base ID Language Query

OPEM
FEEDBACK

3903 TIMONY & ©

22 minutes ago knowledgefaq en

22 minutes ago FEEDBACK knowledgefaq en

22 minutes ago FEEDBACK knowledgefaq

22 minutes ago knowledgefaq

knowledgefag

OO OO OO OO OO SOV SOV OV OVOD OOV OV OO O O OOV, OB OO OO O
O OO OO OO DOV DOVO O OO,
¢ OO - OO OO OO OO
¢ OO - (OOVD OOV VOV OV) OOV OO OO VOO OO
QO OV - O OOV OOV OOV OOV OO OO
SO - OOV OOV VOV OO OO
e DOV - OOV OV OOV OV OO O OO OO OO

OO

OO OO OOV VOO VOO COVD OV OO VOO OOV OOV OVD GOV, OO O
O OO DOV OOV O O OO OO OO OOV VOOV O OOV VOO OD.
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OO OO OO O

QOO OO QOO OO OO OO QOO O O OOOYY

=
=
2 All History v AL v - . . .
g Last 24 n lect7osye  Lest30daye &
=
0
ﬂ Date Type Knowledge base ID Language Query
33 minutes ago OPEN knowledgefaq en
33 minutes ago FEEDBACK knowledgefaq en
33 minutes ago FEEDEACK knowledgefaq en Can | search for knowle
33 minutes ago OPEM knowledgefaq en

efaq en

Can | search for knowled

QO OO OOV OO OO VDOVD VOOV DOV OV VOOV OOV O O VOOV, O OO OO OO VOO ¢
OO DD OV OOV OOV OOV,

QO QOO O O VD VOVD O OOOD DOVOV OVOD OO OO DOV O OO OOV,
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OO OO OO O

OO OO QOO OO OO OOOOYY

0o Ask Browse History
Zz
Z
o Current Session ¥ ALL v
E ——
5 C a1 —
ﬂ Date NO ANSWER Knowledge Dwge ID Language Query
37 minutes ago OPEN knowledgefaq en
FEEDBACK
37 minutes ago FEEDBACK knowledgefaq en
38 minutes ago FEEDBACK knowledgefaq en Can | search for knowledge base articles in Frenc
38 minutes ago OPEN knowledgefaq kn
38 minutes ago SEARCH knowledgefaq n Can | search for knowledge base articles in Fren
38 minutes ago SEARCH knowledgefaq =) Can | search for knowledge base articles in Frenc
E 38 minutes ago FEEDBACK knowledgefaq en
o
5 38 minutes ago OPEN knowledgefaq en
=
ﬂ 38 minutes ago OPEN knowledgefaq en
Details
Type: FEEDBACK
Knowledge base ID: knowledgefaq
Date: 2016-09-06 12:49:25
Feedback type: LIKE
Query: Can | search for knowledge base articles in French or other languages
=]
ﬁ How can | archive older knowledge base articles?
bl
o

OO QDODOD OO DOV DOV OOV OO GOV VOVODD OO COVD OO VOO DOOOY, OO O
QO OOV OO OOV OO OOV,

DO QOO COOY OO OOV VOOV,
OO OOV OOVD OO OO VOOV,

¢ OOV OO OO
° OO OO
e DOV OO OO

QOO OO OO VOOV OO VOV VOOV,
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OO OO

OO O

e DOVD OO OO
e OO OO

QO OOV SOV OO OOV VOOV,

e DOV VO OO
° QOO OO OO

QOO OOV QOVD OO OO OOV,

e DOV OO OO

e DO OO(OVO OO OOV)
e OOV OO

e QOO OOV OO OO
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OO OO OO OO OO OO

OO OO OO OO

Genesys &0 OO OO OOV DODD OOV OO OO O VOV OOV VOV & OOV, & DOV OO OO
O OOODD GOV O O OV VOO OO OV OO OOOOY OO, Genesys OO OO OO OOV OO &
OO DOOD OO COOOY OOV,

OO OO OO OO OO

© Genesys * Workspace siPs20 ~ & ~ | @ -~

John Doe du-ms LN B R

Case Information ~ 0 Session ID: 386292729 Mode: Pointer 4
Origin:  Inbound Chat E
o
~ JohnDoe (Q Connected El -
I
[3:15:24 PM| John Doe: New party "John Doe’ has joined the session q G en eSyS
[3:15:27 PM| Chat System: Agent will be with you shortly (through Chat Server Home / Solufions
ChatServer) ...
[3:15:30 PM| SIP 5320: New party ‘SIP 5320 has joined the session -
[3:16:44 PM| John Doe: {start: 724064044} S I t
[3:19:03 PM| John Doe: {start:386292729} 0 u IO n S
( 'O —_ b V-O Wse Deploy Genesys Solutions for Better Customer Experiences
0 \B_/
Session :
m
4]
o
S |solutions: v
Dispositions Note f
“
e REQUEST A DEMO
»
Save
O
s]
?
o]
-]
o
E J
7]
m—— X m K

QOO OO OO OO VOO DOOD VDOV, OO OO OO VOO OOV & OOVY. Genesys OO OO OO OO
QOO O DODOD OOV OO OO OO VOO VOVOD QOOD OO OO OO OO OOV VOO OOV,

QO OO OO OOV VOOV OOV OV IDO COVDD, OOV OO OO VOOV OV OO OO OOV OO @
QOO COOD OV, OO OO OO OOV VOOV OOV VOO COOD OOOOO(V:
—{start:123123123} &<, 1231231230 & IDOOD).

DO QOVOV OO OO O OO OOV OO VOV & O OOV,
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OO OO OO OO OO OO

OO IDO QOO OO OO OO OO OO

£ Genesys * Workspace siPs3z0 v @ -

o
o
=z
« JohnDoe () Connected =

[3:15:24 PM| John Doe: New party 'John Doe' has joined the session

[3:15:27 PM| Chat System: Agent will be with you shertly (through Chat Server
ChatServer)

[3:15:30 PM| SIP 5320: New party 'SIP 5320’ has jeined the session

Session ID

2 )Enter Session D

=
Open Co-browse -
Panel ;

QO OOV OO OO OO OV OO VOV VOVD COVV OOV OO IDO OOVD OO OO OO OOV VOO
O OOV,

QOO OO IDO OOVD OO ID OOV OOV OO QOO QOVD OOV,

OO OO DOD OOVOD COVD OOV, SOV OO COVD OOOD VOO OOV, OO OO OO &V IDO &
QOO QOO OO OO COVD OO VOV COVOD, COV DOVD OOV OO OOV OV OO OO OOV OO®
OO OO OOV,

&1 Genesys OO OO OOO OV O QOO OO COVD OO VOO SOV OOOD.
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OO OO OO OO OO OO

OO OO OO
Current Co-browse Mode =
5 g &% Exit Session Session ID: 38629272¢ Mode: Pointer
B> Genesys
Solutions
| Genesys Solutions for Better iences

QOO OO OO OOV OO OOV OO OOV OV VOV, OOV OO OOV DOVOVD & O OOV OO OO
O OO OOV, OOVVOD, OOV DOVDOY, OOV VOO & OOV,

QOO OO QOO OOV VOV OO O O OO, DOVY OOV OOV VOO OOV OOV O OOV OOV,
QOO O DOV VOV O QOO OO QOV OOVD OOV & OOV,

QOOY QOO OV COV DOVOVDO OOV OO & VOOV,
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OO OO OO OO OO OO

OO OO OO

siP5320 - % -~ | @ ~

Click to switch to Write Mode
° % Exit Session Session ID: 386292729 Mode: Pointer
= | 2
B> Genesys
Solutions
| Genesys Solutions for Better iences

OO QOO OOV OO DOV VOO OOV OOV O OOV, & O DOV SOV OOV OOV O OOV,

QO DOV OOVOD OO OO OO VOV OOV OO COOD OO VOV OOVVV, VOOV OO VOO OO
QOOOD OOV COVOV. OO OOV VOO VOOV VOVD GOV D. OOV OOV OO OOV VOOV,

QOO OO OOV OOV DODY OO COVD VOO SOV OOV,

OO
QO QOO COVOD DOVOD OO OO VOV OOV SOV,

QO OOOD O QOO OO OOV Workspace Web Edition® && && &0 &&
O OO & OOV,

¢ OOV O OO DO VOOV,
* URL &®&<& URL® &< Enter && &0,
e OO OO OO OOVOD OOOD OO OOV,
DOOD OO COVD COVD OOV OOV OV & OOV, OO OO OOV OO OOV COVOOVOY OO

O OOV, QOVOD OO OO OOV COOD OO DOVODD OOV, DOV O OO DOV VOOV VOO,
QOO COVOV GOVD DOV OO OOV VOO & OOV,

DO OV OO OOVD OO DOVD OV OO QOO OOV O COOD. OOV OO QOVD VOV OO OO ¢
O OO OO OOV VOV OO OOV VOO OOOOD.
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OO OO OO OO OO OO

OO OO OO OO

Click to switch back to Pointer Mode

(<] &% Exit Session

n

8 L W http://www.genesys.com/solutions

= _ B _

= [ > (i ) Switched to Write mode. Now

9 = e n e Sys you can interact with the page.
erver Home / Solufions

Solutions

eploy Genesys Solutions for Better Cust eriences

QOO QOO OO DOVVOD OV OO OV OOV VOV OO VOV OOV VOOV OOV,

OO QOO OOOD VOV OO OO OO O OOV,
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OO OO OO OO OO OO

OO OO OO OO OO

—

M & Exit Session

LoviNOO I ©

I‘|TT [:| : I/ WWW,

Deploy Genesyes=eenitions for Better Customer Experiences

Solutions: v

e REQUEST A DEMO

fe2) GET AFREE TRIA

4

S3SNodsad |

Save

asmoug-02 ]

QO OO OO DOV DOOD OO VOV OOV VOVD OOV SOV VOV OOVY VOOV,

QOO OO DOV COVD SOV GOVD OO OV OV VOO OOV OO OOV,

&% Exit Session Session ID: 386292729 Mode: Pointer o

QOO QOO OOV QOVOD OOV COVD QOVOD VOV DOVD OOV O OO VOVOD VOVY, OO O

QOO OV GOV OOV OOV,
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OO OO OO OO OO OO

OO OO OO

&2 Exit Session Session ID: 386292729 Mode: Pointer #

. +1.888.436.3797 ? Support Login Select Region

LOVINOD 4 ©

@Genesys“ Customer Experience Solutions Platform Se

Home [/ Solutions

Solutions

3
Deploy Genesys Solutions for

Better Customer Experiences

s3asNods3d H

As customer interactions have expanded across multiple touchpoints, many companies
have been forced to manage front and back office efficiency with a mix of disconng
multi-vendor solutions. As a result, customers have broken experien needlessly test
their patience and loyalty, while organizations don't realize, 1onal efficiencies or

financial returns.

= Extra Scroll

hat's required 15 an |ntegrateﬁl-in-one customer experience platform that preserves
customer context across all touchpgints and communication channels available from the
cloud or in your data center. It take§ these capabilities to measurably optimize front and
back office workforces, increase efflciencies, improve end-to-end customer experiences
along the customer journey, and reduce your total cost of ownership.

Genesys can help you successfully irgplement best-in-class solutions to improve customer
loyalty, increase sales and collections)and align your customer care with strategic business
goals—all while delivering operational §fficiencies and lower costs across your
organization.

QO QOO (OVOD QOVD OO DOVD OOVD V) QY OOV VOOV OO OOV VOOV, OO
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Workspace Web Edition && && OO OO0 OO OO QOO OO O QOO OO OO OOOOQ,
OO OOV

QOO OOV OO O OO OOV OOV & OOVOD., QOO QOO SOOD QOO SOOOD. OO OO &
QOO OOV OOV OO OO OO —VO OO OOVD OO VOO —O OOVOVD OOV & OOV,
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OO OO QOO OO

QOO OO

Workspaced && OO0 QOO OO OO QOO OOV OO OOV OO OO OOV VOVOD VOO & OO

Q.
[+] OO OO: OO QOO OO &
n Link to video
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https://player.vimeo.com/video/132244693?title=0&byline=0&portrait=0

OO OO QOO OO

OO OO OO OO O OO OO OO OO O O OOODY

S Genesys * Workspace

Case Information + A
'I (] |nb0 e
Current Web Page: PlayGround

Engagement Start Page: PlayGround
N

i

v Denis OUre®nnected

[11:41:32 AM] Denis " New party 'Denis " has joined the session
[11:41:34 AM] Chat System: Agent will be with you shortly (through Chat
Server ChatServer) ...

[11:41:36 AM] John Davis: New party 'John Davis' has joined the session
[11:41:42 AM] Denis : Hello!

[11:41:45 AM] John Davis: Hi!

QOO OO VOV OO OO OOV VOV O DOVD OOV OO OV OO DOV & O OOV,
QOO OO OO QOO OO OOVOD OO OV & O OOV,

QOO OO OOV OO OO OOV VOV O OOV DOV OV OO SOV OOV COOD OO VOV OOV @
O OOOD OOV,
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OO OO QOO OO

OO OO O QOO OO OO OO OOYY

2 Next Last 1-100f12 10 4 perpage

© : ;

n PAINOEV LS PlayGround-Singleton PlayGround-Timeout30

Q

()

5

g Description  Started Duration  Url

=
PlayGround  4/24/2015,11:41:07 AM  00:00:00 http://135.39.45.211:8081/playground/PG.html
PlayGround  4/24/2015,11:38:17AM  00:02:49  http,//135.39.45.211:8081/playground/PG.html
PlayGround  4/24/2015,11:36:27 AM  00:01:50  Hitp://135.39.45.211:8081/playground/PG.html
PlayGround  4/24/2015,11:14:45AM  00:21:41/ http://135.39.45.211:8081/playground/PG.html
PlayGround  4/24/2015,11:14:31 AM  00:00:}2  http://135.39.45.211:8081/playground/PG.html#

=5]

o PlayGround  4/23/2015, 12:02:49 PM http://135.39.45.211:8081/playground/PG.html

m

w0

g PlayGround  4/23/2015,12:02:10 PM http://135.39.45.211:8081/playground/PG.html

= T

(72}

m

w

Details

— Selected web page

QOO OO OO OO VOV O VOV DOV OOV OO VOV O OOV OOD O & VOO,
O OO OO DOVOOD OO OOVY OOV OO O OO OO VOOV,

QO OO DOV QOVD VOV QO OV DO O O OOV VDOV OOV O DOVD, OO QOO OOV OO OO
O OOOD OO O O OOV,
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OO OO

QOO OO

OO

QOO O DOV OOVD COOD VOV VOO O DOVOD VOO & & OOV,

O QOO OO QOO SOOOODY

@

Description

PlayGround

PlayGround
PlayGround
PlayGround
PlayGround

PlayGround

@

Started

4/24/2015, 11:41:07 AM
4/24/2015,11:38:17 AM
4/24/2015,11:36:27 AM
4/24/2015, 11:14:45 AM
4/24/2015,11:14:31 AM

4/23/2015, 12:02:49 PM

12:02:10 PM

Duration

00:00:00

00:02:49  http://135.39.45.211:8081/playground/PG.html
00:01:50  http://135.39.45.211:8081/playground/PG.html
00:21:41  http://135.39.45.211:8081/playground/PG.html
00:00:12  http://135.39.45.211:8081/playground/PG.html#
23:11:41  http://135.39.45.211:8081/playground/PG.html
00:00:38, et ~*adLalavground/PG.html

QOO COVD O OOV OOV VOO & OOOO,

®

AN C ] PlayGround-Singleton PlayGround-Timeout30

Url

John Davis ~

http://135.39.45.211:8081/playground/PG.html

O OO OO OOV OO DOV O DOVD OOVD VOV OOVD OO VOV VOO VOO OOV,

QO OOV OOV QOO OO VOV VO OO SOV OOV,
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OO OO QOO OO

OO OO

QO DOVOD QOVD OO O OO OO OO OOVDOD. OO OOVDD VOOV D VOVOD VOOY VOV, OV,
IM(OOOO COV) O COVOO COVDOD, QOO OOV VOVOY OO OOV, COVOOD OOOY OO OO
O QOODY QOVD QOO OOV OOV OOV OOV OOV OO OOV,

OO OOOO OO OOOODY

S Genesys * Workspace

L Agent v .

'l,. - Carcﬂg. Spencer

@ voice: © Ready
5| @ chat: Mot Ready
®© vo < email: Mot Ready © R
W twitter: Mot Ready
@ ch{ @ facebook: Not Ready
= O instant-message: © Ready

) facebook

O QOOVOY OO DOVD QOVODOD COVODY QOVDD OOV, DOVOVO(O VD), OOO OO OO OO
QOO OO OOVOD SO & OOV,

QOO QOO OOV VOV OOV O OV OO OOVD OV OV OO VOV QOVD OV VOOV, & OOV OO
QO QOO OOVD, OO OOV, DOV OOV OOV DOVD COVD OOV OOV,

QOO QOO OO OO OOV OOV QY VOV, VD OO QOVD VOVY OOV OO OO OOV OO ®
QOO QOO OO OOV,
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OO OO QOO OO

QOO OO COOOD7

S Genesys * Workspace

- Kate Lewis
® Logged Off

X, Start Voice Consultation (5322)
h rt Tt T e b edioee
Start Voice Consultation (5322) |

 Start Instant Message Consultation
rromeriumber

Consultation

« Kristi Sippola O Connected

®

222+742555512

Add Phone Nu

531SNOdS3H

ant Messaging. Send a message to start the sessi
=ar: Hi Kristi, can you pleage.b-

QOOL QOO OO © DOV OO ©O, OO OV, OO OO OO OO OOV O OOV, OOV OOV VOO
QOO VOOV OOV,

19
OOO OO,

O OOO QOO COOD QOVD OO OO OO CO(QVV OV, OOV OOV OO VD) OO SOV OOV OO
OOV, OVOD OO DODODD OOV DODODD COVD OO & OOV,

OO OO OOV,

e OO DOVD OOVD OOV O DOV VOOV COVY VOV GOVOV VOOV OOV,
QOO QOO COVD QOVD OO VOO SOV,

QOO QOO SOVODD OOV VOO SO OO & OOV,

O DOVD OO O OOV OOV O O DV, OO OOV OO OO O O OO0,

QO QOO COOD COVD VOVD O OOV OO OOV OO v O SOV OO,

QO DOV OO COVD OOV OO VOV O DOVY DOVOD OV OO OOV OV VOO VOOV,
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OO OO QOO OO

3
. - QO OV DO(O O DO OO OO O V)

®
. -OVD OO O OO OOV VOO OO

QO OO IM OOOD COO OO O QOVDD VOV QOVD OO O OV O OO OOV, OO OO OOV OO
QOO QOVV, OO OO IM OOVOD DOV OO OO SOVD OOV & OO,

QOO OO OO OV OO DOVD VOV VOVD O DOVD OOV O OOV, DOV VOV OOV OO
SO OO OOV OOV,

QOO OO O QOO OO OO DOVD OO OOY OOV OO OOV, OO OOV OO

_)
OO OO @@() OO OOV OO @@@@()@ OOOD OO & OO OO OO O
O OO OO OOV,

OO OOO OO OOOOBY

S Genesys * Workspace

Account / 3617 @ ooz QL REQ -G~
% + o NN «

I h . ‘Acuount Services
1 agents aveilable

L. call (Account Services)

*  Add to favoritk

Enter note

QOO OO DOV COODD OO OOV VOVOD. OO OO OOV OO VOV OO OOV VOBV, OO OO
QO OO OO OOV, OO DOV OV VOO OO O OOVV, OOV OO OOV VOV VOOV OO O OO OO
OO,

QOO O OOV DOVD OO O COVD OO O DOVD OO OO VOV VOV OOV VOV & OOV, OO
QOO QOO OOV OO OO OOV OO OO VOO OOV VOOV,

QOO COOD VOV OOV OO OOV VOV OO O VOVD, OVD VOV QOVD OV VOV OOV OO ¥
OO Workspaced SO0 OO O OO QOO OO OOV QOO OO VOOV VOOV QOVDD. OO OO &
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OO OO QOO OO

QOO OO OO QOVOD OO OOV QOO O OO OOV,

OO
QO OOV OOV OO OOV OOV 10~301 SO OOV OO SOV,

OO OO OOOOY?

= Genesys * Workspace

3615 @ o720 QL E Q- G- .0 0.
William

Origin: Inbound call to 901

Account Number: G- Dave Williams
Customer Segment: Bronze Env Ll e

Phone Manufacturer: Personne %S Instant Call Conference (5321)
Subscription Date: 6/24/2013 12:34:00PM “\

Subscription Description UBL: Subscription plan

» 3615 @ Connected
Dispositions Note

Enter note

QODOD QOVD OO DOV OO OOV QOO OOV O COVD. OOV QOVOD VOV D VOV OOV,

.
- QO OO O OOV OO
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OO OO QOO OO

E— QO OO O OOV OO

QO OO OOD OOOY DOOOD OV, DOD OV, DOV OOV, COVD O OO OOV OO OO OOV OO
O OO DOVOD. DOVOD VOV COVD OO VOOV D., OOV OOV DOVY OOV OO O OOV OO ®
Q& 10~300 OO OOV OO DODD GOVD SOOIV OOV O OOV COVDD GOVD & & OOV,

OO OOV OO0,

e DOVOV QOVD OV VO O DOVD OO VOVD © VOO,

QO QODODD OO VOV OOV VOVOD OOV O VOVV, O OO VOVOVD OV VDOV VOV OO
SOOOD,

QOO OO COVOV OOVVD QOO OOV VOO QOVD VOO VOV OV OOV VOOV, SOV OOV OO
QOVOD OO OO OO OOV O DOV OOVVD QOVOD OOV & OOV,

QOO DOVD COVV QOVVD CVOVYD OV OO COVOVD OOV OO VOV OO VOV OOV OV OO
O OO O OOV,

QOVODOD DOV DOVOD QOO OOV O SOV, QOVODD VOV DODOD OO VOVOY VOV &
O OO DOV DOV O OOOVDD OO OOV VOOV,

O OODD OOOD OOOD OOVODD OOV OO & OOV,

OO O QOO QOO OO COOOO?

Link to video

QQ, OO OO OO OOV OO O DOVOD OO VOVOD OO O OOVD OO VOVY O QOO OO OO OO
O OOOD QOOD OO VOO OOV QOVD OV OO OOD OV VO VOO & VOOV,

SO0 OO OO
- OO O
]
-OVOD OO OO OO

OO OO OOOOOD.

° SOV OO OOV OOV, COOD SOVD OO O SOV OOV O OO,
e OO DOV DOVD OOV OOVD VOOV OO VOO QOO OO,

¢ OO OOV OOOD OO OO COVOD OOV VOV O O VOOV, (VOO QOO OOV & VOO SOV OO
10~300 OO & QOOD OO QOOD OOV DOVD OO OO VOVVY QOO O & VOO D)

¢ OO DDV OO OO OO(OV O O OO VDOV D), OO OOV VOV OO VODOD OV VODOD OOV O OO
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Type name of number  Q _
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QO OO OOODDD. OV, OO VD O OO OO OO
QOO O OOOOO.

QOO OO OO OO

Link to video

QOO O OOV OOV OOV VOV VOV OOV O COVD. & COVDOOD COVD QY OOV VOO OO
OO OO DOV OO OOV VOOV,
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QOO OO DOVDODOD OO OOV OVOD OOV & OOV,
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O OO OO OOVOY OO DOV OO OOV OO OO SOOIV OOV O OOV,

QOO OOV OO @()@ OOV,

QOO OO OO

QOO O OO OOV VOV OO OO VOV OOVD O QOO OVD VOV OO OV OO OO OO OO VOO
OOV, OO VOO OOV,

1. & 000DODOD OO GO GG GHOD GHOD.
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*  Remove from favorites

¥ Edit favorite Rernave from favantes

QOOOD QOVODD OO & OO VOOV OVD OOV
& O

DOOD OOV DOV OO OO DOV OOVVOV, DOD VOVOY VDOV & VOV OO OOV OOV OO ¢
QOO OO COOOD, COO CVOV DOV OO DOVD OOV OOV OOV VOV OOOOD,

9 Are you sure that you want 1o remave this favorite?

—p EE ~

O OO OVDD DOVOV POVD VOV POV VOO &
QOO QOOOD SOV,

&

° OO OODOD OO OO DOV O OOV, OO VOOVOD OO OOV,

e DOOD DOV DOV DOVOD VOV & DOVD OV OOV OOV OV DOVOVY OOV OO O
QOO OO COVOD OO OOV, DOVD OOVOVD SOV QOVD & OO OOV O OO
OO0,

Workspace Web Edition Help 138



QOO OO O OO

QOO OO

QOO OOVD COOOD CVO OO SOV (V: OV, POVOD OO OO OV)OD OO OO OOV, O OO
QOO OOVD OO QOO O OO,

QOD O OO OOD VOO OOOODY
OO VOV Y & VOV GOY & VOOV,

¢ COVOD OV O OOV DOVD OOOD(OV QOAR) VOV OO
° COOD QOVD VOVD DOV VOOV OO QOO OO
¢ DOVOV QOVD OO O OOVD OV O OVOV VOOV OOV OOVY VO OOV OO

OO OO OO OO

QOO QOVODD COVOODY VOVD OO DOV OOV O OV 40D OOV COVOVDY. & OO VOOV OO
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Type name or number Q

My Workspace

My Channels “ My History Dashboard My Statistics Bing

8 Get Record

Status Name Delivery Mode Description

Running Preview. 0407154 14CT62EFT46.. Manual 040715A@Test0Outbound_AG

Outbound Campaign

Campaign Started

Name: Preview.040115A 14CT62EF74604D4160A14
f }l

Delivery Mode: Manual

Description: 040115A@TestOutbound_AG

E@ K% Get Record 0K
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et
Case Information

Outbound Campaign Call - Connecting...

CampaignsIP@Agent Group SIP Ong

default

EMGAGING

GSY SESSION_DBID

= Genesys * Workspace

defaultTenant §

Outbound campaign call to 9993616

Group Mame: CampaignSIP@Agent Group
CardMumber: '
Character: b
GSW Application ID: 124
GSW_CALL_TYPE: REGULAR
GSW_CALLING_LIST: Calling List SIP
GSW_PHONE: 89993616
CEW SCCCINK DDIN. 106

» 0993516 (M Connected
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-
Contact Phone Number: Title (None) ¥
Number of previous attemps made: 0 .
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Loyalty Card Number: 0 Enter First Name
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Charactar % Phone Number ~
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o ( )
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Note
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=3
=
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3
£
£
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s
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[7:20:28 PM] New party "Avril Mai’ has joined the session
[7:20:30 PM)] Chat System: Agent will be with you shortly (thro
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[T:20:49 PM] Jim Miller: Hello. How can | help you today?
[7:20:54 PM] "Kate Lewis’ is monitoring the session
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© Mark Avram
Case Informatic.i \ The Case

Origin: Information

Subscription Des™ggLi - <& href="http://mobile_free fr_,

informs you
that the email
is for review

Subject:
Subscription Date Toast: 6/24/2013 12:34:00 PM

=

£ Genesys * Worksf ace

Re: Warranty service

Case Information

Origin: QA Review of e-mail interaction edited by "Kristi §ippola’
Account Number:

Customer Segment:
E-maj

view Disposition: pending

Persg

Use a Disposition, the
Note tab, or the Send
D¥positions Note I'CO‘H to PF‘OVI'dﬂ

Mg and specify day of week for appgiestfie Feedback abom‘: l"ﬂjﬂﬂﬁﬂd

emails

£ Genesys * Workspace

Send a rejected

email back to

Approve (and send e-mail)

Spelling Mistakes M

Writing Style

= M. Avram

an agent to be  ——__

corvected

Wrong Information
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e DOD OOV OV OOV OO OV OV OV OOV VOOV OV OV VOO OO
e OO OOO OO OO

e OO OO OO
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© Mark Avram

Case Informatior

Origin:
Subscription De
Subject:

Subscription Date Toast:

The Case

\ Information

informs you
that the email

QA Review of e-mail interaCtion edi...

<a href="http://mobile free fr..

6/24/2013 12:34:00 PM

Re: Warranty service

is for review

=T

= Genesys * Works«pace

Bl vekaem Qo B-AR OB E- L
— T

Case Information

Origin: QA Review of e-mail interaction edited by 'Krist§si
Account Number:
Customer Segment:
C"'-E’.Ck to W\ake’, SUure E-mail QA Review Disposition: pending
thﬂf thﬂ F‘ﬂquﬂstﬂd Phove Manufacturer: Personne |
Subject: Re: Warranty service
corrections were Subscription Date: 6/24/2013 12:34:00 PM
Subscription Description URL:  <a href="http://mobile_free fr*=Subscription plan<...
made

o

Case Information

Origin:

Account Number-

Customer Segment:

E-mail QA Review Disposition:

Phooetiagfacturer:

[ﬁj Mark Avram e 0037 N v E F.; @ v

~ Mark Avram @ Outbound

= Genesys * Workspace

From: Web Contact Center
To._. Add
SpHffect: SwWarranty service
| rrhere is a 10am appointment open on Friday. Are avjilable at that time?
h?-- 2075 1:05:35 PM, Mark Avram wroka
= | would — BPWarTanty service on my device.
T T "
O |
Approve ‘and send e-mail)
A Re Reject
Spelling Mistakes Sﬂﬂd thi’.
Bronz| Writing Style appy‘ovgd gmaff
Pendil  wrong Information -
Persom to the recipient
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My History

Dasribased
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Contact Directony
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OO OO OO DOOD OO OOV OO DO DOV OO OOV OO VOO OOV OOV OOV, OO OO
QO OODO O OOV DO OO OO OOVY VOV OV DOV OV OO O O OV OOV VOV VOV OO O
OO0,

* Workspace

Type name or number G,

My Team Workbing
— My Team Workbins
¥ Caicks Spende (35 LR i
* Duve Willkarn  Cacie Spencer
* Wi Sippola ¥ Dawe Wilkami
{} I Ay Doy s {1 @
1 iy irasimaniad F vl i Preagivis (77
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XD
S Subject

will  AVWangEmad dom

LirmSenlied tansacTion
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To:  webEmr dev

Helo,
I moticed an unidantfiad Transaction on my bitest statemant. & s from XYZ
Aoerd Mai
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. 00 R
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My Channels
My Campaigns

My History

Dashboard

My Statistics

Contact Center Statistics
My Workbins

My Team Workbins

My Interaction Queues

L3

Contact Directory

My Messages
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My Interaction Queues

‘Workhans
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{1 AN Emads

" - Jl.lllrbuua
AW il castng - ke
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B quese-tos -rbscrnd-prl -Lashae- arubyin
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u@@ ‘Wrongamountcharged  web@mcordey 0 1002
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£ Genesys * Workspace

Type name or number Q

My Team Workbins

» SIP 5323 Kristi Sippola - My Inbound E-mails in Progress
¥ Carole Spencer

» Dave Williams M- - - |
¥ Kristi Sippola From .“ .

I Facebook Workbin Draft (0)
I Facebook Workbin InProgress (0)
I 1ty Draft E-mails (0)

&= My Inbound E-mails in Progress (..

Waorkbin Draft (0)

Edit Case Info rm

s MarkAv@maii-guii

Supervisors and Team Leads might

be set up to edit Case Information
for interactions stored in Workbins

Edit Case Information X

Bought phone from our store?:

E-mail QA Request:

Phone Manufacturer: Personne

Special Discount on monthly Subscription:

Subject: Warranty service

Subscription Base Pricing:

Subscription Date: Maonday, June 24, 2013 12:34 PM

Ok Cancel
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