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About the My Support Information Guide

o This guide gives you quick, visual tips on the features of My Support (the
Customer Care Portal) including how to open and manage Cases.

> Please refer to the Support Guides and Support Processes for full details on
service level targets and how to work with Customer Care, including Case
Management.

> You must also be a Designated Contact to open Cases. Please visit our FAQs for
more information.

o
o G E N ESYS“ Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.


https://genesyspartner.force.com/customercare/CustomerCareFAQ#question-1

Genesys Knowledge Network

S GENESYS | knowiedge Network

PureEngage v Signin 9

Welcome to the Genesys Knowledge Network

This is your product command center. Explore the Genesys community, training, help, and more.

= - I
(ij.) PureCloud f% PureConnect \l/ PureEngage

date shared Dashboard copy not

PULSE
distribu
By: Ricc Paoli, a day ago

Hello everyone, we noticed that if a Use..

RE: PULSE : Display Targeted Skill
By: Daniel Hilaire, 4 days ago

Melson, First make sure that Router.

On-Premises Community (most recent) Useful Links
RE: PULSE : Update shared Dashboard copy not What is ACD?
distr
By- Eystain Kylland, 10 hours ago ndustry Terms
This is normal behavior. When you open a... Webinars

On-Premises Release Notes

PureEngage Release Notes
Read more

[
o G E N ESYS“ Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.

The Genesys Knowledge Network demystifies
the task of navigating a maze of portals and
empowers you to be more independent and
efficient. This all-in-one portal is your access
point to everything Genesys.

If you're a Designated Contact for Genesys, go
to know.genesys.com and sign in. The Genesys
Knowledge Network knows who you are, what
you bought, and only shows you what’s relevant
depending on whether you have PureCloud,
PureConnect, or PureEngage. Your content
includes product-relevant Community posts, a
link to your My Support page for Case
Management, billing information, your
PureSuccess token count, contact information
for your CSM or Genesys Advisor, and much
more.



https://know.genesys.com/
know.genesys.com

Problem with the operation of
Genesys products in production

Report a severe impact or
degradation to business operations

Post-production technical
guestions about the operation of
your Genesys application

Problem with Genesys Care tools or
the mobile app

Problem with your custom
professional services application

Requesting My Support access
level change and other actions
regarding my account

Changes with My Support profile
such as updates to email address
or phone numbers

My Support functionality issues

Product does not show in drop-
down list

File upload/download issues when
using "File Transfer" function

Submit a Support Case in
or call Customer Care*

Call Customer Care for immediate

evaluation*

Submit a Support Case in
or call Customer Care*

Submit a Support Case in
or call Customer Care*

Submit a Support Case in
or call Customer Care*

Login to and select My
Support Access from the bottom left

Login to and select My
Profile from the bottom left

Submit an Admin Case in

Problems with My Support login

Information required for product pricing

or a quotation

You have anticipated application or
product additions

Changes regarding the status of your
Genesys account

You have architecture or design
questions

Billing concerns

Existing Case follow-up

Product change or Feature Requests
(FRs)

Questions about Genesys Care

*Visit

Email Customer Care

Contact your Account Executive

Post updates to the Case in My
Support. Or, reply to an Email
originated from the Case which
includes a special Reference ID,
which will tie any reply back to the
Case.

Submit a change request in the
Product Ideas Lab. Update existing
FRs in

Contact your Genesys Care
Representative

for Customer Care phone numbers


http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
mailto:customercare@genesys.com
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care/contactus

My Support: Login from the Customer Care Website

http://www.genesys.com/customer-care

%° G E N ESYS M'V’ Suppon Login GetStarted FAQ Documentation ContactUs

Our Customer Care Communications Portal

GET STARTED

Username

Forgot Password?

Q\:, Need Help? (4 Have Questions?

HGENESYS
Contact Customer Care View our FAQ page Ar you a Customer
- E:pu\mnei:purl‘!'
[ 4
»

<7t Product Documentation

—~
@j PureCloud %' PureConnect \[D PureEngage
= =

Login to My Support for:

My Support Login ’

Support Information

Case Management
Knowledge Search
Community

Product Documentation
Tech Tutorials

Genesys Care Apps & Tools

Customer Care News and
Product Advisories

From this page, you can also:

* Contact Customer Care

* View our FAQ page
¢ Visit the Product Documentation sites



My Support: Request an Account

http://www.genesys.com/customer-care

%° G E N ESYS My Support Login  GetStarted FAQ Documentation ContactUs

Request My Support Login
Our Customer Care Communications Portal

* Select ‘Get Started’
* Select ‘Request My Support Account’

* You will be asked to provide your
— corporate email address

Don't have an account or not sure? Enter your corporate

Three My Support Access Levels:
* Basic Access

address and we'll get you set up.

* Read-Only
* Read-Write (Designated Contact)

Request My Support Account

[
o G E N ESYS“ Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited. 7



My Support: Dashboard

Security Advisories and
Support Articles, Tech

Tutorials, and Featured
News and Events will

display on the page after

Recent Announcements:

S GENESYS My Support

My Cases Dashboard Announcements FAQ Documentd

Select ‘Continue to

your Dashboard’ to
access the My Support
Quick Links

Security Advisories & Support

Tech Tutorials

News & Events

anuary 8,2018
Security Advisory: Genesys Response
to Meltdown and Spectre
PureEngage. PureConnect, PureCloud

November 10,2017
Security Advisory: Genesys Widgets
PureEngage

October 13,2017

Security Advisory: Apache Struts
Remote Code Execution
PureEngage

January 24,2018

Tech Tutorial #109 - Implementing
WSDL in Composer Web Service
Block by the Telephony Product
Support Group

PureEngage

February 2,2018

Please enter Survey on Topics for
next Tech Tutorial from Reporting and
Analytics product support group
PureEngage

December 14, 2017

Improvements to Feature Request
(FR) Process

PureEngage

November 8, 2017

Genesys Customer Care Platform
Continues to Expand!
PureEngage, PureConnect, PureCloud

October 26,2017
New rules that apply when updating

an Open Case by Email
PureEngage, PureCloud

S GENESYS

Genesys confidential and proprietary information.
Unauthorized disclosure is prohibited.



My Support: Dashboard

If you have access to multiple product
Dashboards, you can switch between
them by expanding the drop down list
and selecting one product or another.

S GENESYS ' My Support

My Support | PureEngage On-Premises Knowledge Search | Case Search

PureEngage On-Premises A

PureEngage On-Premises

PureEngage Cloud

f PureConnect On-Premises Q Q o
PureConnect Cloud |/Qﬁ @
PureCloud
Cases . Community Support Info

&—J @ </> Q Access many My Support

. features from the Dashboard.
AR The Quick Links displayed will
1 4 depend on your level of Support

|__'3’5 Access.

Feature Requests/
Product Ideas Lab

Downloads Apps & Tools Tech Tutorials

[
o G E N ESYS“ Genesys confidential and proprietary information. 9
o Unauthorized disclosure is prohibited.



My Support: Dashboard

3 GENESYS My Support

The ‘My Cases’ quick

- ecngage On-Premises

link gives you one- greEngage On-Premises v

click access to your
current Non-Closed

0!

Cases consolidated
on one page Cases

Gy

Downloads

)

Feature Requests/
Product Ideas Lab

]

Knowledge

oo
oo

Apps & Tools

Knowledge Search

o

Community

</>

Tech Tutorials

Support Info

Q

Activation File
Request

Dashboard Announcements FAQ Documentation Contact Us]

Select ‘Case Search’ to
quickly search for Cases

using Case Number or
Keywords

[
o G E N ESYS“ Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.
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The ‘My Cases’ list includes Non-

My Support My Cases Closed Cases that satisfy the

following criteria:

2 Welcome, -~

2
S GENESYS My Support Dt Fhnoinosents EAQH | DOSUIEIRT (CETECEL

Cases Contact = Logged in user
of My Support

Case Types: Support Case,
Service Requests (including
Data Privacy requests), Feature
Request, or Admin Cases

My Support | PureEngage Og

Knowledge Search | Case Search

PureEngage Og

] Bt &

Knowledge Coi|

Quickly locate all your

Non-Closed Cases using S : Product lines: PureEngage On-
‘ ’ . . My Support ases Dashy rETETS—TE {
the ‘My Cases’ quick link 3 GENESYS My Supp satlly” Premise, PureEngage Cloud,
(2E) PureConnect On-Premise,

Y o Tec| My Support | My Cases ) PureConnect Cloud, PureCloud,
or non-product specific (i.e.
Admin Cases)

Case Number ~ Case Type  Subject Account Status Sort Order: mOSt recently

000184543  Support Open ] updated Cases on top

My Non-Closed Cases
L8

Feature Requests/
Product Ideas Lab

PureEngage Cloud

PureConnect On-Premise
PureConnect Cloud

PureCloud

Admin Cases

Manage Profile

o
=t G E N ESYSm Genesys confidential and proprietary information. )
o Unauthorized disclosure is prohibited.




My Support: Support Documentation

My Support | PureEngage On-Premises

PureEngage On-Premises ~

= O]

Cases Knowledge
oo
oo
Downloads Apps & Tools

L&

Feature Requests/
Product Ideas Lab

3 GENESYS ' My Support My Cases . Dashbicard

e pport Info provides access to online

R documents which include details on

how to work with Genesys Customer

Care for Case Management, using the
Knowledge Base, and guidance on

00 = other My Support features

oS (&) (Community, Tech Tutorials, etc.).

Announcements

Knowledge Search | Case Search

Community Support Info
</>
GENESYS PureEngage v Q Search this manual
Tech Tutori Genesys Care/Support

Support Processes for On-Premises Licenses

When you selected Genesys, you gained a partner with the right tools and expertise to meet your business needs, along with a commitment to provide the industry’s best

customer experi 2 ys Care is designed to deliver on our commitment by elevating traditional support services and help you protect your mission-critical solutions,
lower your operating expenses, and maximize uptime.

This document describes the Genesys Care offerings and provides guidelines for interacting with our Customer Care team to quickly address on-premises support
reguirements. It will provide you with guidelines on how to best interact with our Customer Care team to quickly address your needs.

Forinformation regarding Genesys Care Response, Restoration and Resolution targets as well as information on roles and responsibilities when interacting with
Customer Care, please read our Support Guide for On-Premises Licenses™ .

[
o G E N ESYS“ Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.
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from the top menu, then PureEngage.

My Support: Support Documentation
Login to My Support, select ‘Documentation’

S GENESYS | My support
< GEMESYS

My Support | PureEngage On-Premises

PureEngage On-Premises ~

welcome,

WWialrmrno tn tho Conoouc
Welcome to PureEngage Docs
Smarch our deea ..

e Search

Q
Q00
O3
knowledge
esource Centers

Community
Flitmr by

Sanesys Cloud Content

./- ™
Q,

Support Info
-
it prfr| DmPremises Comtant

— Q
pps & Tools Tech Tutorials Ac'é‘ggli‘%"sf"e
W
'\_J.-"'
=
PureEngage
.
This page mam b et £ 13 Cacamitar S217, a1
S "
o G E N ESYS Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.

online guides that
provide full information

on Service Level Targets
and Responsibilities.

13


http://www.genesys.com/customer-care

My Support: Apps & Tools

°
3 GENESYS My Support My Cases Dashboard Announcements FAQ Documentation Contact Usf

Access these links to learn more about

apps, tools and services available to you
like Mobile App, Workbench, Log File
Management Tool, Log File Masking
Utility, Remote Alarm Monitoring with
Workbench, and Other Tools.

My Support | PureEngage On-Premises Knowledge Search | Case Search

PureEngage On-Premises ~ Q

I, ] 091 =
3 GENESYS My Support

Cases Knowledge Communit Announcements FAQ Documentation Contact Us

@ @ <£> My Support | PureEngage On-Premise | Apg
Downloads Apps & Tools Tech Tutorig ADDS & TOOlS
) Mobile App Log File Management Tool
Feature Requests/ s Q =.
Product Ideas Lab .
3 &
Log File Masking Utility Remote Alarm Monitoring with
Workbench

13

o
=t G E N ESYSm Genesys confidential and proprietary information. )
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Genesys Care Mobile App

Mobile App Features
o 10S and Android

o Review your open Cases, including all public
case updates

o Post updates to your Cases

o Contact any of our regional Customer Care
Centers

o Request Case closure

o Receive alarm notifications and view alarm data*

S GENESYS

< Case# 0001149617 '

|
Genesys Demo Room-Frimley

Denys Babyak
Offline

<

Case# 0001149617

Bt Proey Status A Escalation

Denys Babyak
is currently unavailable

||||||||||||||

Please Call us if vou have furthel

Close

’ Cancel

Please note that updates appear in the S
T e T s s



Genesys Care Mobile App
Supports Chat

o Available to Designated Contacts

o Request Chat with your assigned Case Owner
for any Open Case

S GENESYS

< Case# 0001388439

16



Genesys Care Mobile App

Mobile App Setup

o Download the App:
* I0S
* Android

o Successfully sign into My Support from your
computer/laptop at least once

o Sign into the Mobile App with your:
* Corporate Email
« Password
* PIN*
* Phone Number

o If you experience any issues such as Incorrect
PIN or Authentication Failed, please emalil
care.mobile@genesys.com

*To find your PIN, login to My Support and select the dropdown arrow by
your username then Manage Profile. Then select My Profile to locate your

PIN.

[
o G E N ESYS’" Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.

< Setup

R, 5065555555

Please use your Support Web
cred

entials Genesys employess,
contact: care.mobile@genesys.com

If you experience

. Mobile App login issues,

please email
care.mobile@qgenesys.com

< Setup

Authentication failed

a..
2 -

R, 5065555555

Please use your Support Web
ials. Genesys I b
contact: care.mobile@genesys.com

17


https://itunes.apple.com/us/app/genesys-care/id589386014?ls=1&mt=8
https://play.google.com/store/apps/details?id=genesys.gcare
mailto:care.mobile@genesys.com
mailto:care.mobile@genesys.com

Genesys Care Workbench

A suite of troubleshooting tools to identify and resolve issues faster

Dashboard

System Metrics and Troubleshootint

Log Analysis

Alarm Monitoring

Channel Monitoring
Verify Service Availability

S GENESYS

Gain additional data to oversee the overall
health of the Genesys environment

Identify issues faster using event correlation
data

Drill down on specific events to target relevant
log files that should be captured and provided
to Customer Care

Provide better data for support Cases

Quickly see recent application changes in
Configuration Server, as an aid in
troubleshooting issues

Schedule IVR and contact center call flow
tests to identify trends and problems

View critical/major alarms data to quickly find
the root cause of potentially serious issues
(must have Remote Alarm Monitoring with
Workbench) 18



My Support: Downloading Workbench

o Select ‘Apps & Tools’ from the Quick Links.

%" GENESYS MIY Suppon My Cases Dashboard Announcements FAQ Documentation ContactUs
o Select ‘Workbench’” where you will be
directed to a Workbench page with details
My Support | PureEngage On-Premise | Apps & Tools Q
on how to get started.
Apps & Tools
Mobile App Log File Management Tool

&

E3

Log File Masking Utility Remote Alarm Monitoring with Other Tools
Workbench

Emables you o sorubog fiss

[
o G E N ESYS“ Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.



My Support: Downloading Workbench

° -
% GENESYS M')/ SUPPOIT My Cases Dashboard Announcements FAQ Documentation ContactUs

Genesys Care Workbench

yownload Workbench <Version 8.5.100.03>
Workbench Release Notes

Workbench User's Guide

i

m o

w current information
s and alerts across your environment. Also included are 2

ew for more information.

Check Your System Requirements. Priar 10 instzlling Wa

ch. please fuffill tnese prerequisites

« Java 1.8 must be running on the same server where Workbench will be installed.

» Workbench installation must have access to your Configuration Server, and you will need to know your Config Server login.
For mors information, please review the Prerequisites saction in the Werkbench User s Guide
Downloading Workbench. During download, you will oe 2s<2d 10 do the following. Downlozad will not proceed until you have complsted both steps

e Enter the Workbench Download Code. If you do not have a download code, use the instructions on the downioad page to request
one.

e Read our Genesys Care Tools Terms and Conditions, and click the checkbox to indicate you accept the terms.

[
o G E N ESYS“ Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.

The Workbench page
provides information on
e Installation prerequisites

e Where to find the
Workbench User’s Guide

e Other tools such as Log
File Management Tool
and the Mobile App

 Remote Alarm
Monitoring

Select ‘Download
Workbench’ to begin the
installation process

20



My Support: Downloading Workbench

o Enter the Workbench Download
Code available from your Genesys
Care Representative

o Accept the Genesys Care Tools
Terms and Conditions

Genesys confidential and proprietary information.
Unauthorized disclosure is prohibited.

S GENESYS

2 GENESYS

My Support My Cases Dashboard Announcements FAQ Documentation ContactUs

Genesys Care Workbench

Download Code snd Terms and Conditions

Genesys Care Workbench. = suite of rroubleshocting tools. has been loped by

issue resolution and othe related 0 purchased

< of the officizl Genesy suite, and as such are not covered under maintenance or

Before downloading or using Cenesys Care Workbench. you mus: enter your Workbench download code and

accept the Genesys Care Tools Terms and Conditions.

Workbench Download Code

Pleass enter your &-digit code:

—

£ you do not have a download code. please send 2n email to the appropriate region with "WE Download Code™ in

the subject fine:

North America GCNA@genesys.com

EMEA GCEMEA@genesys.com
APAC GCAPAC@genesys.com

Latn Amanca GCLATAM@genasys.com

Terms and Conditions
The Genesys Care Tools Terms and Conditions are availadle a1

htips://genesyspartner force.com/customercare/GenesysCareToolsTermsConditions.

ease carefully read these terms before downloading or using any Genesys Cars tools and their relazed

tools. you agree 1o be bound

)

21



\Workbench Dashboard

S Workbe
Current Historical
System Health Event Correlation
26 April 2017 26 April 2017
# Active Critical Alarms # Active Major Alarms 15 10 05 1427 56 50 45 40 35 30 25 21
0 ! < * 15 supported alarm
types displayed
# Active Minor Alarms # Active Hosts
0 (s < * LFMT must be
installed for data
# Active Applications # Active HAPairs to po p u Iate
Server Current Time: Wed, 26 Apr 2017 14:27:19 GMT o
( 36 7
# Active Solutions # Simultaneous Calls Solution Health Host Health Application Health
s ¥ i
,/ 7 “ { 3 \» Al B
% £

# Agents Logged-in/Ready

3 GENESYS &



Workbench Log Analysis Console

B4

Indexes

~ ConnlD

007d024fe11b615e

007d024fe11b615f

007d024fe11b6160

007d024fe11b6161

007d024fe11b6162

007d024fe11b6163

007d024fe11b6164

007d024fe11b6165

007d024fe11b6166

& ©2018Genesys | Terms of Use

8285

8204

8315

Events x Afe11b615F x

225 (08/07/2014 08136:15.957 EventCalPartyAdded

Timestamp NA. TS_AG_DEV_SWITCH::

09/07/2014 09:36:15.997 EventCallPartyDeleted

(08/07/2014 08:36:15.998 EventReleased

09/07/2014 09:36:15.998 EventCalDeleted

7 -AP[2B030}>-13 @M:38.046712

+ :0000000000000000. 20838475320 @ ¢ 0702471
@ 14:35:22 7847 [0] £.1,004.00 distibute calipary ever
AftobuieEveniSequenceliumper 0000000000005691

14:38:22.788 Int (4544 Iferaction message "EventCallPartyAdded genersted
14:38:22.783 Tre (4542 EventCallPartyAdded sert o [14] (00000002 ORS_DEV 172.30.254.43.50843)

-Ap[20030<13 @14 3824 6714
Q1414270 504 4

Privacy Policy

Version 8.5.000.02

3 GENESYS

Genesys confidential and

proprietary information.

Unauthorized disclosure is prohibited.

The Log Analysis feature of
Workbench allows you to
use log files for
troubleshooting more
efficiently. With this tool,
you can identify log event
sequences and anomalous
behavior.

Log files you can view
include SIP Server, T-
Server, and Genesys Voice
Platform (GVP)
components.

23



Workbench Channel Monitoring

Channel Monitoring

Call Summary: Today ¢ Sort By: | Failed Calls D& Filter:

% 5010@10.20.192.31 -8030

lod Calls: 18, Active Alerts: 32

% JesusTest

Total Calls: 4, Failed Calls: 1, Active Alerts: 1

&= Schedule Enabled %= Schedule Disabled

Stage Palette Call Flow Stages

4-Send DTMF Tone x

6-Send Media x
7-End Call x
= -
[rre. Bt et R Schudiis .
hgest Tapaghe: Tan Prring e 2 M 90T 1006 06 08 P # o e
Sample Test all onoed Thay, B0 s FINT 15048 3000 # a a

Genesys confidential and proprietary information.
Unauthorized disclosure is prohibited.

S GENESYS

o

Create and run recurring test calls
that model call flows through IVR
menus down to agents, to
continuously monitor the health of the
call processing environment and
identify potential interaction issues
before your customers are impacted

View the status of recent test calls in
reports showing overall test results,
call quality, and other metrics

Configure thresholds for various call
test parameters and error conditions
so that when a configured threshold is
exceeded, an alert will be displayed
on the Channel Monitoring row of the
Workbench Event Correlation widget

24



Workbench Alarm Monitoring Console

Must have Remote Alarm Monitoring to view

EINETE =3
Priority Y status ¥ Alarm Text ¥ Arrival Time ¥ Count Y Server ¥ Application vo=
Major open Connection to t-server 'Sip_Ser...  06/24/2016 12:26:29 -0300 Qenesysone-ors ORS -
Major closed Connection to t-server'Sip_Ser..  06/24/2016 12:27:04 -0300 eNesysone-ors ORS
Major closed Connection to t-server 'Sip_Ser... 08/24/2016 12:29:23 -0300 QeNesysone-ors ORS
Major open Connection to TServer 'Sip_Ser... 06/24/2016 12:26:29 -0300 genesysone-rep CCP_StatServer
Maj closed Connection to TServer ‘Sip_Ser... 06/24/2016 12:27:04 -0300 genesysone-rep CCP_StatServer
Major closed Connection to TServer 'Sip_Ser... 06/24/2016 12:29:23-0300 genesysone-rep CCP_StatServer
Majy open Connection to TServer ‘Sip_Ser.. 06/24/2016 12:26:29 -0300 genesysone-rep CCA_StatServer
Major closed Connection to TServer 'Sip_Ser... 06/24/2016 12:27:04 -0300 genesysone-rep CCA_StatServer
Major closed Connection to TServer 'Sip_Ser.. 06/24/2016 12:29:23 -0300 1 genesysone-rep CCA_statServer
Major open Connection to TServer 'Sip_Ser... 06/24/2016 12:26:29-0300 2 genesysone-urs Routing_StatServer
Major apen Connection to TServer 'Sip_Ser.. 06/24/2016 12:27:04 -0300 2 eNesysone-urs Routing_StatServer
Major closed Connection to TServer 'Sip_Ser... 06/24/2016 12:29:23 -0300 1 genesysone-urs Routing_StatServer
4 4 |1 [FIRL i | 25 7 items per page 1-120f 12 items

o
o G E N ESYS"‘ Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.



Genesys Care Log File Management Tool

Install our Log File Management Tool (LFMT)
%)GENESYS :‘""II‘," Support My Cases Dashboard Announcements FAQ Documentation ContactUs for:

o A central repository to store indexed

My Support | PureEngage On-Premise | Apps & Tools Q . ) )
Apps & Tools appllcat!on log flles_t_o_ enable faster search
and retrieval capabilities.
Mobile App Workbench Log File Management Tool
Q o Use of a scrubbing feature so that log files

uploaded to Customer Care do not contain
sensitive information.

e

3 -
- -

Log File Masking Utility Remote Alarm Monitoring with Other Tools
Workbench

o Enabling log events data to populate in
;ﬁ the Workbench event correlation grid.

13

e

o Todownload LFMT, login to My Support
and select Log File Management Tool
from the right-side menu.

S GENESYS 26


http://www.genesys.com/customer-care

Genesys Care Log File Management Tool

[ —— R

° -
% GEN ESYS My Support My Cases Dashboard Announcements FAQ Documentation ContactUs

Genesys Care Log File Management Tool

Cownload LFMT <Version 8.5.000.02>

e On our Technical Documentation site, we
also have the LFMT Deployment and User
e Guide for you to reference. Visit

nd the LPMT Client https://docs.genesys.com/Documentation/ST/latest
/DeploymentGuide/Welcome™* for more

information.

Deployment and User's Guide

Log File and Supporting Information Requirements for Troublesho
F -

€ Retrieval Se

e Setup

« Deploys on the LFMT Server Host(s).
e Initiates scheduled and real-time collection requests by the LFMT Client
o Application hosts are queried for new or modified log files only.
o Log files are copied from application servers to the LFMT Server Host(s).
o Log files are compressed for transfer (~10:1). *Requires Iogin through MM SUQQOrt
o Log files are encrypted for transfer (default is AES128-cbc).
Creates log file packages resulting from user queries in the LFMT Client.

Masks sensitive data in log file packages created by a user in the LFMT Client.

LFMT Indexer performs the following functions:
« Deploys on the LFMT Server Host(s).
« Indexes log files collected by LFMT Collector.
e Compresses log files for reduced storage.
e Purges log files based on a user specified retention period.

The LFMT Client allows you to!

« Configure the index settings for log snapshots stored on the Log Server.
« Specify the right log snapshots to collect and package for transfer to Genesys Customer Care when a problem occurs.
e Upload the packaged log files directly to the FTP folder associated with your open problem ticket, using secure FTP protocols.

Check the System Requirements. Zrior 1o

[
o G E N ESYSu Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.



https://docs.genesys.com/Documentation/ST/latest/DeploymentGuide/Welcome
http://www.genesys.com/customer-care

Genesys Care Log File Retrieval Service

o Request the Log File Retrieval Service and enable Customer Care to perform log file retrieval for you
when a support case is submitted.

Genesys .
Care/Support

o Log File Management Tool is required |====x  Workingwith Support

Genesys Care This section of support processes describe best practices for working with Genesys Customer Care including:
feriac s + Wihen 1o Contact Customer Care
with Sepport. - Using the Log File Retrieval Services
Treubleshosting = Remote Diagnostics
Tosls « Onsite Support

‘Suppon Definitians

ST | o File Retrieval Service. [

Designated Contact

Additional information for the Log File S
q q q q Managing Scftmare How t the Log File Retrieval Servi
Retrieval Service is available on our — oo use e tog Hie Retieva sevice

e All customers with @ curent maintenance contract cen elect to use the Log File Retrieval Service. With this servioe, when log filas 2re required for 2 case, the

Technical Documentation site: s . Custemer Cars snslyst wil ratrieve the lag files fram the customars Log Fils Server.
. Tao request the Log File Retrieval Service. a Designated Contact should open an Admin type case with Log File Retrieval Service subtype.
https://docs.genesys.com/Documentation/ST/latest e et o ?

Clossary
Before requesting activation of the Log File Retrieval Service, a customer must fulfill these requirements so that the relevant information can be included in the case
description:

[Premise/WorkingWith#t-1*. Cineruices 1 T Lo i gt ! LAVIT) ot b o 50 et rvenene

Warkberch User's Guide

2. The customer must configure the relavant applications 1o hide anachad data, or LFWT to purge il sensitiv data ¢such as social security numbars, credit card
numbers, or ather sccount identifiers) from the lags before they are packaged.

epoymant =0
User's Guide 3. The customer must install the Genesys-defined remote access tool on a dedicated terminal server with access to the Genesys Administrator Extension (GAX] that
includes the LFMT Client plugrin. This terminal server must be on 2 host that ia not running eny production or lab applications (other than LFMT).

4. The customer must give Genesys & generio login (A
Geneys Care Alarm will b used by the Genesys Customer Care tzam.
Manitaring Advanced

ve Directory or Local Account) to the terminal server that has access to their GAX with LFMT Client. The login

*Requires login through My Support

- The Login name should follow this formet: <customer-names-genssys-4fmt
Suppon Processes for + Password reset notices for this login should be sent to CustomerCare@genesys.com. Plesse note that password changes will be processed Monday-Friday
Cioud Customers + This login should not have direct access o the LFMT Cenral Log Storage (Jog directory list

Suppont Processes for
Cloud Recellers - - N N - -
5. The customer must give Genesys & login to the GAX with LFMT Client plug-n for a user defined with the Read Plugins role
Log File Masking Uiy
User Guide - The Login neme should follow this formet: «customer-names-genesys-fmt
+ Password reset notices for this login should be sent to CustomerCare@genesys com. Plesss note that password changes will be processed Monday-Friday
LDR Cheat Shaet
G s Care Rele
T 6. The customer must deploy the Bamgar Jump Client end provide outbound sccess to the Genesys Bomgar Bax from the terming| server. This means configuring
jports 80 & 443 for outhound TCP access:

7. The customer must creste 2n Admin case ta requast the Log File Retrievel Service. and include the information about the steps completed above
When Genesys Customer Care has verified that a customer has met all the requirements for Genesys to retrieve log files unassisted fram the customer's LFMT Log
File Server, Customer Care staff will complete the setup process within Genesys so that the global Customer Care team is alerted that this customeris ready to use
the Log File Retrieval Service

[
o G E N ESYSu Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.
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Log File Masking Utility

This utility is a standalone version of the data scrubbing function in the Log File Management Tool
(LFMT) and is designed specifically for users that have not had the benefit of downloading and installing
LFMT. The utility serves the important need of sanitizing critical information from log files before they are
sent to Customer Care for support case investigation. For more information and to download, login to My
Support and select Other Tools from the right-side menu.

Qther Tools
On our Technical Documentation site, we
also have the Log File Masking Utility User’s

Guide for you to reference. Visit
https://docs.genesys.com/Documentation/ST/curre )

nt/LogFiIel\/laskingUtilitv/Welcome* for more Log Fil Masking Utiiy - standalone utility that sanitizes log files of sensitive information before they are sent to Customer Care for support case investigation
information.

he Genesyz Care Toals Terms and Conditions apply to 2ll tools offered through Genesys Care. By downloading or using any of the tools, you zgres to these terms.

— is 2 GUI troubleshesting tool for T-Sarver, Universal Routing Servar, and Outbound Contact Server log file analysis.
*Requires login through My Support
Ta2dh for V/incoz, Selaris, HE/UY - examines ane or mare logs from T-Sarver 2nd provides = brazkdawin of sach event and request, listing s=ch stribute within them
CallFlow for Windows, Solzris, HP/UX - examines a T-Server log to extract zll of the Requests and Events that pertzin to a specific Cennection|D. Output is provided in the form of an Excel workbook.
lIFlow i [ Il of d f 1 f |
= - exzmines one or more logs from 0ED Server 2nd provides = brazkdown of Useful infarmation for debugaing 2nd sptimizing 2n instzllztian

OcsView for Windows, Salzris, HP/UX - examines one or mare logs from Outbound Centact Server and provides 2 breskdown of useful information for debugging and optimizing zn inszzllztion,

(-] N
3 GENESYS
(@) Suppart Test Phons — TLibrary based, statically linked softphone that will wark with any switch, supports ll TS=rver client features.
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My Support: Community

2 GENESYS My Support

My Support | PureEngage On-Premises Knowiedgs Saarch. |[Gass searen

PureEngage On-Premises ~

= ]

Cases Knowledge

Downloads Apps & Tools

o

Community

Tech Tutorials

LS

Feature Requests/
Product Ideas Lab

My Cases Dashboard Announcements

FAQ Documentation Contact U]

Ea)

Support Info

Activatio
Requqg

Browse by categories
Al
PureEngage
PureConnect

Custom P5 Applications

Login to My Support, select ‘Community’ from the
Dashboard. After login, you can also view the
Support Processes for On-Premises Licenses for
additional My Support: Community tips.

S GENESYS

Genesys confidential and proprietary information.
Unauthorized disclosure is prohibited.

Genesys Care Tools
and Capabilities

Cloud

Q Questions Forum

The Genesys Customer Care Community site
provides access to Customer forums and other
interactive features. You can use the Customer

Care Questions Forum to ask technical questions

and exchange ideas with other Customers and

Genesys staff.

Yhat would you like o know? Q

Show Solved Cuestions sorted by Date Posted

./, Number of statistics exceeds limit" error
= October 17, 2017 - LikeD

o/ Statistics Platform SDK raising errors with Stat Server

e 7.2

October 12, 2017 - Like 0

./ JTAPILink Failure
September 14, 2017 - Like 0

Community Guide

Most Popular Questions

WIDE Extenslon How 1o

Genssys

February 6, 217

when will Windows 2016 ba supportzd by
Ihe Genzeys Engage piatom?

March 24, 2017

Indlz waE out of range. Mugt b2 nan-

negallive and lass than tha Elza of tha
collaction. Paramater nama: Indax

July 18, 2015
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My Support: Knowledge Base

2 GENESYS | My Support

My Support | PureEngage On-Premises

PureEngage On-Premises ~

55 900

Cases Knowledge

I

Community

Apps & Tools

Gy

Downloads Tech Tutorials

3

Feature Requests/

Security and Product Advisories

Genesys recommends that all Designated Contacts,
at minimum, subscribe to Genesys Security
Advisories to get immediate notification on critical
security notices. To subscribe, login to My Support
and read the Knowledge Base Advisories section in
the Support Processes for On-Premises Licenses.

Login to My Support, select ‘Knowledge’ from the
Dashboard. After login, you can also view the Support
Processes for On-Premises Licenses for additional My
Support: Knowledge Base usage and search tips.

Activati
Reqy

3 GENESYS My support

My Cases Dashboard Announcements FAQ Documentation ContactUs

Knowledge Search Tips

From the Knowledge Search page
as shown, enter your search
terms. Knowledge Search will
return matches from several
Genesys sources:

Support Guide
You can find your pravios s2ttings here’ Manage
Featured Articles

e Customer Care Articles
* Technical Documentation

My Favorite Articles

Manage Favorites

* Release Notes

Getting Started Guide for Favorites

Genesys confidential and proprietary information.
Unauthorized disclosure is prohibited.

S GENESYS

* Questions Forum (Community)
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My Support: Tech Tutorials

2 GENESYS My Support

My Support | Pur On-Premi Knowledge Search

PureEngage On-Premises ~

] B

Cases Knowledge Community

@

Downloads Apps & Tools Tech Tutorials

I

Gy

3

Feature Requests/
Product Ideas Lab

Support Info

Q

Activation File
Request

[
o G E N ESYS“ Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.

Login to My Support, select “Tech Tutorials’ from the
Dashboard.

Subject matter experts design and present
knowledge-sharing sessions that provide
significant insight into optimizing the Genesys
product portfolio. Tutorial topics include
performance tuning, upgrade/migration
planning, and troubleshooting techniques.
Multiple live tutorials with Q&A time are
delivered free each year to Customers and
Partners with current service contracts.

A list of upcoming tutorials is always available
on this Tech Tutorials page in My Support.
Tutorials are also announced in the monthly
Genesys Customer and Partner newsletters.
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My Support: Software Downloads

2 GENESYS | My Support

My Support | PureEngage On-Premises

PureEngage On-Premises ~

= -

Cases Knowledge

My Cases Dashboard Announcements FAQ Docum

entation Contact Us|

Login to My Support, select ‘Downloads’ from the
Dashboard. Please refer to Managing Software section in
the Support Processes for On-Premises Licenses for

oo
oo
Downloads Apps & Tool

LS

Feature Requests/
Product Ideas Lab

Qa . .
instructions.
205 >
Community Support Info
Genesys Downloads Center
® Installation Packages (O CD | DVD Images
End UserAccount ™| @] [Clear Accounts
Sold To Account I
Product I v
Component v
Major Release v
Version v
Language v
oIS v
[ Include Software Releases under Shipping Control
O accept the Genesys software usage terms and conditions
Component Version oS Language Release Type Release Date * Details Download

[
o G E N ESYSM Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.

o Genesys Care includes access
to all Genesys software upgrade
releases and hot fixes for
licensed software purchased.*

o Customers requiring assistance
in the installation or
configuration of upgrades or
updates should refer to the
Genesys Professional Services
organization.

*Must be a Designated Contact to access Software
Downloads
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Tips: What to Check before Opening a Case*

o Have you checked the Release Notes?

o Have you searched the Genesys Knowledge Base?

o Have you looked in the Product Manual?

o Can you clearly define the issue you’re having?

> Do you have documentation on your troubleshooting efforts and can you reproduce the issue?
> Are you prepared to send all relevant log files via our File Transfer Tool?

o Can you document the key search data to use within the supplied log files? This data could include
connection IDs, telephone numbers, user data, agent IDs, and other information.

o Can you identify a clear business impact?

*For more details, please reference our Support Processes for On-Premises Licenses online content. You must login via My Support to
view this content.

[
o G E N ESYS’" Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.
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My Support: Opening a Support Case

S GENESYS My support My Cases Dashboard Announcements

Begin by selecting
‘Open a Support Case’

FAQ Documentation Contact Us]

My pport | Pur: On-Pr

Knowledge Search | Case Search

PureEngage On-Premises ~ Q

Note: Also make this selection
ﬁ 990 F@ to submit technical questions

I

Cases Knowledge Community Support Info
Welcome,
(@] GENESYS My Support Dashboard Announcements FAQ Documentation Contact Us

Downloads Apps & Tools Tech Tutorials

Lo

Feature Requests/
Product Ideas Lab

My Support | PureEngage On-Premig

Case Search = Knowledge Search

| Q

Create and Manage Ca#

Open a Support Case View and Manage Cases Support Info

Open a new Support Case to View, update ana manage your Access Support Info for

report a problem with your cases support processes, tips on -
Genesys products or toask a navigating My Support, case %
technical question. management, and user guides

for our apps and tools

(]
o G E N ESYS’" Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.



My Support: Opening a Support Case

On-Premise Support Case

Report problems with Genesys products or ask & product-related question
End User Account Il
L}

Sold To Account |I

S GENESYS | My Support

Clear Accounts

' Product Category 'I PureEngage Products ¥ |

PureEngage Products

EYDOMCY Genesys Care Tools

Major Release | Custom PS Applications

Component |_None— v |

Version |--None-- v |

Didn't find your product? | Next [

If these fields are blank,
select the [ icon for
selection options

Dashboard Announcements FAQ Docum

Select Product Category for:

* PureEngage Products

* Genesys Care Tools

* Custom Professional Services Applications
(see next slide for details)

S GENESYS

Genesys confidential and proprietary information.
Unauthorized disclosure is prohibited.
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My Support: Opening a Support Case

On-Premise Support Case

Report problems with Genesys products or ask & product-related question

End User Account I—J Q ‘ Clear Accounts

Sold To Account
Product Category
Product

Major Release

Ci

PureEngage Products b ]
—None—
CC Analyzer/CCPulse+
JIComposer
ise S

eServices/Multimedia
= A

Version

Genesys Desktop
Genesys Media Server
Genesys Mobile Services
Genesys Voice Platform

Interaction Concentrator
Interaction SDK

IP TServers

I\VR Interface Option

IVR SDK

License Reporting Manager
Load Distribution Server
Management Framework
Orchestration Server
Outbound Contact
Platform SDK

Pulse

Real-Time Metrics Engine
Reporting Templates

Genesys Voice Platform 3rd Party - Nuance
Genesys Voice Platform 3rd Party - Other

SAP Busil Objects
TServers

Universal Routing
Virtual Hold for Genesys

Platform

| Cancel |

On-Premise Support Case

Sold To Account
Product Category
Product

Major Release
Component

Version

Report problems with Genesys products or ask a product-related question

EndUserAccount' Q_’ Clear Accounts l

(Genesys Care Tooks V|

Log File Management
Mobile Application
Remote Alam Monitoring
Workbench

ot

--None-- v

Didn't find your product?

Next H Cancel ‘

S GENESYS

Genesys confidential and proprietary information.
Unauthorized disclosure is prohibited.

About the Product Category drop-down:

o The Product List and Custom PS Applications will reflect what is available to your
account (or to a partner’s end user account)

On-Premise Support Case

Report problems with Genesys products or ask a proauict-related question

End User Account |
\

Sold To Account |

Q) ‘ Clear Accounts ;

Product |.-None- v

Major Release |
Component

Version

Announcement

BlackChair Spotlight

Call Data Integration Application

CIMplicity Desktop

Custom [VR Driver

Custom Software

Cyara Software

D-Stat

Empirix Software

Genesys Adapter for ALI

Genesys Adapter for Salesforce

Genesys Agent Activity Monitor

Genesys Connector for [BM Sterling Call Center
Genesys Mult-Media Softphone

Genesys Onyx Adaptor

Genesys SoftAgent

Genesys Survey Solution

Interaction Workspace Connector for Microsoft Dynamics CRM
Interaction Workspace Connector for Salesforce

v

o Genesys Care Tools shows a list of all apps and tools
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My Support: Opening a Support Case

Case Sub Type

Environment

Type

Subject

Description

Select Case Sub-Type
‘Problem’ if you have an
issue or ‘Question’ if you
have a technical question

Business Impact

os

Report problems wit,

On-Premise Support Case

1‘ ' S 2sk a product-related questi [3Hign

I Problem Priority

[Production g Security Threat [
[ patabase

e

[
o G E N ESYS“ Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.

Select the Case ‘Priority’
level
(see Appendix)

Call Customer Care for
immediate evaluation if
you have a Critical issue to
report

Provide detailed information
in the Description and
Business Impact fields to
help us route your Problem

or Questions to the
appropriate product
specialist



My pport | Pur: On-Pr

PureEngage On-Premises ~

= ]

Cases Knowledge

Downloads Apps & Tools

Lo

Feature Requests/
Product Ideas Lab

My Cases Dashboard

Knowledge Search

iy

Community

</>

Tech Tutorials

Announcements

Case Search

FAQ Documentation Contact Us]

fe

Support Info

My Support: Managing Your Support Cases

2 GENESYS My Support

3 GENESYS

Genesys confidential and proprietary information.
Unauthorized disclosure is prohibited.

S GENESYS ' My support

Create and Manage Cases

Open a Support Case

Open a new Support Case to
report a problem with your
Genesys products or toask a
technical question

My Support | PureEngage On-Premises | Cases

My Cases Dashbq

Puncements FAQ Documentation

View and Manage Cases

View, update ana manage your
Cases.

Select ‘View and Manage

Cases’

Contact Us

Case Search = Knowledge Search

Support Info
Access Support Info for
support processes, tips on -
navigating My Support, case 3
management, and user guides

for our apps and tools
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My Support: Managing Your Support Cases

Export Support Cases

into an Excel file
Contact Us (Note: will export the filtered
Case view as seen on your
screen)

Announcements FAQ Documentation

% GENESYS My SUPPOH My Cases Dashboard

My Support | PureEngage On-Premise | Cases

My Non-Closed Cases v | End User All v |
My Non-Closed Cases

My Open Cases e
My Awaiting Info Cases R
My Solution Proposed Cases Status Priority Product Name Date Opened Date Modified Contact Name
My Closed Cases Open 4-Low IP TServers 11/22/2016 8202018

All Non-Closed Cases

All Open Cases

All Awaiting Info Cases

All Solution Proposed Cases
All Closed Cases

Filter your Case view

‘My’ Cases provides a view of
Cases you have submitted

‘All" Cases provides a view of all
Cases submitted by your company

o
=t G E N ESYS“ Genesys confidential and proprietary information. )
o Unauthorized disclosure is prohibited.



My Support: Managing Your Support Cases

2 Welcome, -
o
o )
o) GENESYS My Support My Cases Dashboard Announcements FAQ Documentation ContactUs
My Support | PureEngage On-Premise | Cases
| My Non-Closed Cases v| EndUser v
page 1 of 1 (1 records total) « 4 Previous Next » »
o (2] (3] o 6 (6] (7] (8] (9] LS
Case Number Subject Account Status  Priority Product Name Date Opened Date Modified Contact Name
0001845436 Open 4-Low IP TServers 11/22/2016 8/20/2018

[
o G E N ESYS“ Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.

030

9 o o

®

Case Number: Assigned by Customer
Care

Subject: Description of Case
Account: Account Name

Status: Current status of the Case

OPEN (New; Investigation; Customer Responded;
Engineering Request; Maintenance Review; Third-
Party Pending)

AWAITING INFO (Info Required from Customer)
SOLUTION PROPOSED (Fixed — Software Provided;
Replied; Resolved)

CLOSED (Cancelled; Resolved; Logged for Future Fix;
Redirected; Customer Requested to Re-open)

Priority: Assigned per Case severity; see
slide 55
Product Name: Name of impacted
solution
Date Opened: Date Case opened
Date Modified: Last date that either
Genesys or Customer posted a Case
update
Contact Name: Designated Contact
who opened the Case
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My Support: Managing Your Support Cases

Case
? 0002068195

Status Summary

Post Update H Close Case H Transfer Files || Request Chat

Status Open

Sub Status  Update from Customer

Case Detail

Subject

Select ‘Post Update’ and

Case status automatically
changes from ‘Awaiting Info’ to
‘Open — Customer Responded’

Case Type On-Premises Support Case

Created Date  1/10/2018 9:22 AM

Last Modified Date  1/10/2018 9:29 AM

ity  3-Medium

Case Owner

Close a Case (no need to
email/call Customer Care)

Version 7.6.200.06
0SS Windows Vista 64-bit Compatibility
Database |BMDB28.7

3rd Party Products

Upload logs and other files that may
be needed to

help resolve the Case

Genesys confidential and proprietary information.
Unauthorized disclosure is prohibited.

S GENESYS
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My Support: Managing Your Support Cases

Case
f 0002068195

Status Summary
Status
Sub Status
Case Detail
Subject
Description

Contact Name

End User Account

Sold To Account .

External Ref #
Case Type
Created Date

Last Modified Date

Post Update H Close Case H Transfer Files

Request Chat

Update from Customer

On-Premises Support Case

Priority

Case Owner

Product Name
Component Name
Major Release
Version

0os

Database

3rd Party Products

3-Medium

Universal Routing

Interaction Routing Designer

76

7.6.200.06

Windows Vista 64-bit Compatibility

IBMDB28.7

S GENESYS

Genesys confidential and proprietary information.
Unauthorized disclosure is prohibited.

Chat with the assigned

Case Owner

Designated Contacts can:

o Ask quick questions or
inquire about Case status

updates

o Leave a message if the Case
Owner is unable to accept
the Chat request

o Receive an email transcript
of the Chat

o Access Chat via computer or
mobile phone*

*Requires download of the Genesys Care

Mobile App



My Support: Managing Your Support Cases

Additional Details on Chat

o Case Owners are assigned based on product knowledge available globally

* You may have a Case Owner that is in a different time zone than you.

* In this instance, live Chat for that Case might not be available during your local business hours.

o Used for Case facilitation and not for troubleshooting

o For details on how to use Chat, please reference our Support Processes for On-Premises Licenses
online content.* For details on using Chat with our Mobile App, please reference our
Mobile App User Guide.

*You must login via My Support to view this content

[
o G E N ESYS“ Genesys confidential and proprietary information.
o Unauthorized disclosure is prohibited.
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My Support: Re-opening a Closed Case

Case
l' 0002068195

Status Summary
Status
Sub Status
Case Detail
Subject
Description

Contact Name
End User Account
Sold To Account
External Ref #
Case Type
Created Date

Closed Date

Closed

Resolved

3 GENESYS | My Support

Request to Re-open

On-Premises Support Case

1/10/2018 9:22 AM

1/26/2018 3:35 AM

Dashboard

Case Owner

Product Name

(of t Name

Announcements FAQ

Documentation

Universal Routing

Routing Designer

Major Release
Version

0s

Database

3rd Party Products

76

7.6.200.06

Windows \ista 64-bit Compatibility

IBMDB29.7

To re-open a Closed Case, select the Closed
Case and select ‘Request to Re-open’

S GENESYS

Genesys confidential and proprietary information.
Unauthorized disclosure is prohibited.
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My Support: Feature Requests / Product Ideas Lab

Designated Contacts are welcome to
submit ideas for new product features

S GENESYS | My support My Cases Dashboard

Announcements FAQ Documentation Contact Us|

My pport | Pur: On-Pr

B Lo — Select ‘View and Manage Feature
Requests’ for FRs submitted before Sept
— E 9gQ [_:’@ 15, 2018
Cases Knowledge Community Support Info

Welcome,

S GENESYS My Support

Announcements FAQ Documentation Contact Us
E' D oo
Downloads Apps & Tools Tech Tutorials

My Support | PureEngage On-Premises | Feature Requests

Case Search Knowledge Search

Submit and Manage Feature Requests I Q

LS

Feature Requests/
Product Ideas Lab

Product Ideas Lab View and Manage Feature Support Info

Requests
Have an idea for our product?

Access Support Info for

Submita jea, post View the status of all
comments and vote on other submitted Feature Requests
iceas

quides for our apps and toals.

Select ‘Product Ideas Lab’ for

N EW d f The ability to submit Feature Requests in My Support has been turned off as of September 15th, 2018. You can still view and
p rodau Ct eatu res manage existing Feature Requests while they are transitioning over to the new Product Ideas Lab. To submit and manage new
requests, please select the “Product Ideas Lab" tile above.

The Product Ideas Lab is a crowdsourcing platform that allows customers to create new ideas, post comments and vote on other
o " ideas. For more information on the Product Ideas Lab, please refer to the knowledge base article

o Genesys confidential and proprietary information.

3 GENESYS

Unauthorized disclosure is prohibited.
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My Support: Managing Your Feature Requests

% G E N ESYS My Support My Cases Dashboard

My Support | PureEngage On-Premises | Feature Requests

Submit and Manage Feature Requests

Announcements FAQ Documentation Contact Us

Case Search Knowledge Search

| Q

Product Ideas Lab View and Manage Feature

Requests
View the status of al
submitted Feature Requests ﬁ

The ability to submit Feature Requests in My Support j

Have an idea for our product?

Submit a new idea, post | I
comments and vote on other

ideas

£ been turned off as of September 15th, 2018. You can still view and

Support Info

Access Support Info for

sup) s on -
navigating My Support, case ™
management, and user

quides for our apps and toals.

o006

o000

Case Number: Assigned by Customer Care

Subject: Description of Feature Request

Account: Account Name

Status: Current status of the Feature Request

OPEN — CUSTOMER CARE (New; Investigation; Info Required from Customer;
Solution Proposed)

OPEN - PRODUCT MANAGEMENT (New; Info Required from Customer; Under
Review; Future Candidate; Planned; Committed)

Sub-Status: See above

Product Name: Product the Feature Request has been raised against
Date Opened: Date FR opened

Date Modified: Last date that either Genesys or Customer posted an update
Contact Name: Designated Contact who opened the Feature Request

manage existing Feature Requests while they are

requests, please select the "Product Ideas Lai

The Product Ideas Lab is a crowdsougg

ideas. For more information on tj

Select ‘View and My Support | PureEngage On-Premise | Feature Requests

S GENESYS My Support

Manage Feature

x Welcome, -

My Cases Dashboard Announcements FAQ Documentation ContactUs

|My Cases - All Non-Closed v | End User All

Requests’ to view the

status.

o

Case Number

o
(an) G E N ESYS“ Genesys confidential and |proprietary information.
o Unauthorized disclosure is prohibited.

v

page 0 of 0 (0 records total)

2] © o e

Subject Account Status Sub Status

4 Previous Next » »

(6] 7] 18] © =

Product Name Date Opened Date Modified Contact Name
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Your M

Weicome, -

My Support: Managinc

% G E N ESYS My Support My Cases Dashboard

Supyport Profile

_ Select ‘Manage Profile’ to manage your
My Siniostl Pt - Fracalans My Support account including level of
PureEngage On-Premises v a access, password changes and

opening/managing Admin Cases when

= 0qQ = you have issues with your My Support
B E s L—@ login or the My Support menu views.

Cases Knowledge Community Support Info
2 Welcome, -
o
= | B
@ @ l</> (o) GENESYS My Support My Cases Dashboard Announcements FAQ Documentation ContactUs
oo
Downloads Apps & Tools Tech Tuto|

My Support | Manage Profile

Manage Profile

C & My Profile My Support Access Change Password

Feature Requests/ Make changes and updates to View your My Support access Change your My Support login
Product Ideas Lab your My Support Profile privileges. @ password

Select ‘My Profile’ to view
and Update your Open Admin Case Manage My Admin Cases

info rmation Open an Admin case for Update and manage your open
problems and questions Admin Cases.
related to your My Support E @
acc

ount.

Oo . Genesys confidential and proprietary information
(@) G E N ESYS Unauthorized disclosure is prohibited 48




My Support: Managing Your My Support Profile

Contact Information

IVR Code / PIN

892386

Salutation

First Name
Middle Name
Last Name
Employer

Email

Alternate Email
Preferred Method

Preferred Language

[-None--

[Email v

|English v

Location of PIN number
(required when calling
Customer Care or using the
Address 2 | | Genesys Care Mobile App)

Address 1

Zip Code | ]

City | |

State/Province ~ |--None-- v

Country JUnited States |

Mobile Phone | |

Contact Phone | I

Fax| ]

| Update Contact Info

If you update your profile,

select ‘Update Contact

S GENESYS

Genesys confidential and proprietary information
Unauthorized disclosure is prohibited

Info’ before exiting
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Your M

Weicome,

My Support: Viewin

% G E N ESYS My Support My Cases Dashboard Manage Profile

Logout

Support Access

My Support | PureEngage On-Premises Knowledge Search = Case Search
‘ TP
PureEngage On-Premises v a Select ‘Manage Profile
= Q0 =
= O 2o Q
Cases Knowledge Community Support Info
Select ‘My Support Access’

I _ to view and update your
l @ g e} GENESYS My Support My Cases Dashboard A Support Access

Downloads Apps & Tools Tech Tuto|
My Support | Manage Profile
Manage Profile
C & My Profile My Support Access Change Password
Feature Requests/ Make changes and updates to Vi your My Support access Change your My Support login
Product Ideas Lab your My Support Profile privileges. @ password
Open Admin Case Manage My Admin Cases
Open an Admin case for Update and manage your open
problems and questions Admin Cases.
related to your My Support
account.

[
o G E N ESYS“ Genesys confidential and proprietary information. 0
o Unauthorized disclosure is prohibited. S



My Support: Viewing Your My Support Access

°
Do GENESYS My Support My Cases Dashboard Announcements FAQ Documentation Contact Us

My Support Access - On-Premises Licenses

Access Level End User Account End User Location Sold To Account Sold To Location Product Line Contract Status
Genesys Customer Care Genesys Customer PureConnect On Service
ReadVinte Platform DalyGity; Care Platform Daly City, Premise e Contracts

If you would like additional access, please complete the form below.

Types of Access
READ/ONLY = View case information finked to your Company/Partner, Knowledge Base, Genesys Community, Documentation.

READ/WRITE = Create/View/Manage case information linked to your Company/Partner, Software Downloads, Knowledge Base, Genesys Community, Documentation.

Access level being requested

(Read/Only'Read/Write

Please specify which Genesys product line you need the access for. This is especially important for your access setup if your company uses multiple product lines.
[ PureEngage On-Premises
1) PureE Cloud

Outbound Et , legacy Premier Edition and Enterprise Edition)

[ PureConnect On-Premises (formerly known as Interactive Intelligence CIC)
! PureConnect Cloud (formerly known as Interactive Intelligence CaaS)
) PureCloud

To request access for additional accounts, please provide either Customer/Account info or Existing Contacts on those accounts, or both.

Company/Partner Combinations (End User/Sold To)

Existing Contacts

By submitting this form you accept the Genesys Care Contact Terms and Conditions.

Submit Request ‘ Clear Form

Genesys confidential and proprietary information.

3 GENESYS

Unauthorized disclosure is prohibited.

My Support Access displays the
access levels for all users at your
organization
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My Support: Openin

% G E N ESYS My Support My Cases Dashboard

My Support | PureEngage On-Premises

Knowledge Search

PureEngage On-Premises v

= O

202

an Admi

Weicome,

Manage Profile
Logout

Case Search

n Case

Select ‘Manage Profile’

Select ‘Open Admin Case’
for questions and issues

you are experiencing with
My Suppo

Genesys confidential and proprietary information.

Make changes and updates to
your My Support Profile.

s

Open Admin Case

Open an Admin case for
problems and questions
related to your My Support

=

account.

Cases Knowledge Community Support Info
o
@ @ l</> % GENESYS My Support My Cases Dashboard Announcements FAQ Documentation ContactUs
Downloads Apps & Tools Tech Tuto|
My Support | Manage Profile
Manage Profile
C & My Profile My Support Access Change Password

View your My Support access

privileges.

Manage My Admin Cases

Update and manage your open
Admin Cases.

Change your My Support login
password

Q D)

Iz

S GENESYS

Unauthorized disclosure is prohibited.
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My Support: Opening an Admin Case

Select ‘Open Admin Case’ e | 1
for questions and issues

related to My Support
problems and requests

Description

As a reminder, Open a
Support Case for problems
with your Genesys products, e et
Genesys Care tools, or PS
custom applications.

Priority [4-Low v
Select the problem or
Case Sub Type .
Questi
Date Needed Re::e“;: Create New My Support Account q u eStI on yo ua re
et e et o experiencing with

Date Justification  |Request: CC Tools License
Problem: Support Access
Problem: Other

Log File Retrieval Service

My Support.

o B e —
o G E N ESYS“ Genesys confidential and proprietary information. [ Save ” Cation ’
o Unauthorized disclosure is prohibited. —




Case Escalation

If you are dissatisfied with the handling of your Case:
- Please know your assigned Case Number.

o Send an email to CCManagementAttention@genesys.com

o For Critical issues requiring immediate attention (such as production-down
situations), call Customer Care to ask that an open Case be given Critical priority.

o Genesys recommends that you do not escalate issues through any other contacts
that you may have in the company.

o
o G E N ESYS“ Genesys con fidential and proprietary in formation.
o Unauthorized disclosure is prohibited.
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Appendix

Support Case Priority, Status, and Process

S GENESYS



Case Priority Level Criteria

PRODUCTION

DOWN Causes a critical impact to business operations in a live production environment

CRITICAL Causes a critical degradation to Business operations to the production or pre-
production environment or major business application

Causes a non-critical, but significant impact in a production or development
environment that affects a production roll-out or service levels

Causes a minor impact in a production or development environment

LOwW Causes little or no impact in a production or development environment

The assigned severity level for a problem may be mutually re-determined by both parties during the
problem resolution process, but Genesys shall have the final authority as to the actual designation.

S GENESYS
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Definitions for Case Handling

Terms used in the following support target tables:
o Response Target is the initial response to Customer after the Case has been submitted.

o Restoration Target is the time in which a script, configuration change, procedure (such as
reboot), or other action is provided by Genesys to generally restore the system to operation.
Restoration Targets may not neutralize the root cause of the problem, but are designed to
minimize Customer downtime.

o Resolution Target is the elapsed time between when a Case is logged and when Genesys
provides a permanent or temporary correction that is accepted by the Customer.

o
=t G E N ESYS“ Genesys confidential and proprietary information. )
© Unauthorized disclosure is prohibited.



Case Handling Process

Case Opened

Case Routing
Case Assessment

Case Management

Case Closure

S GENESYS

* Designated Contact submits a Case through My Support

New Cases can also be opened via telephone, but recommend starting with
online submissions unless the Case is critical

Please do not email Customer Care to open a new Case

Case number is provided for tracking purposes and must be provided when
communicating with Customer Care
Case is routed to one of five product groups, if there are no additional questions

Case is assessed for completeness, complexity, and criticality

Genesys Customer Care asks Designated Contact for more info, if needed
Designated Contact provides more info

Case is routed to appropriate Customer Care product expert

Customer Care product expert does research and proposes solution to
Designated Contact
Designated Contact reviews solution

Designated Contact confirms that proposed solution resolves the issue
Customer Care completes root cause analysis and updates Knowledge Base
If appropriate, the issue is logged for future hot fix
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Automated Follow-Ups

N Eo & S

Caseis Open Auto Follow-Up #1 Auto Follow-Up #2 Auto Follow-Up #3

If there is no response
If there is no If there is no after 10 business days,
response after response after an email is sent to the
2 business days, an 5 business days, an Designated Contact and

Customer Care is:
1- waiting for info
2- has proposed

3 solution email is sent to the email is sent to the the Case is Closed. Case

Designated Designated info is saved for 30 days
Contact Contact and cannot be reopened
after that time

o Applies to all Cases.

o Helps our Designated Contacts manage open Cases awaiting additional information so that
Genesys Customer Care can speed the time to issue resolution.

SGENESYS

fidential and proprietary information
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Visit www.genesys.com or call +1.855.821.0932 for more information
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