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Abstract

This technical reference document provides configuration details for Interaction
Optimizer in Interaction Administrator, including licensing, access and security
rights, advanced database configuration, and agent configuration. All other
Interaction Optimizer functionality is performed in IC Business Manager.

For the latest version of this document, see the PureConnect Documentation
Library at: http://help.genesys.com/pureconnect.
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Workgroup Monday | Tuesday | Wednesday | Thursday | Friday | Saturday | Sunday | Monday+ |

Source data for /21,2013

Interaction Type @ @

Skillset

Wieight Source f Day Classification  Offered Abandons

e -

1171272012

Monday

<Mone >

23



™ e e BB &= ExampleForecastExport - Microsoft Excel | =
m Home Insert Page Layout Formulas Data Review View Add-Ins Acrobat ]
= % - . At o = . *j ) #l gelset~ X - A
J . Calibri 11 A A = Wrap Text General g ?;d _’_;‘4 T Delete + Ev Z?
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Clipboard Font Alignment MNumber Styles Cells Editing
17 0
A B C D E F G H I J K
Average Talk Average ACW
Interval Start UTC  Duration in Interaction Skill Number of Timein Timein Number
1 Date Seconds Workgroup Name Type Set Interactions Completed S d S d Aband ACW
2 |10/8/2012 12:00 PM 1800 Packaging/Packaging Supplies Chats - 8 5 389.8 0 0 0
3 |10/8/2012 12:30 PM 1300 Packaging/Packaging Supplies Chats - 14 12 621.83 0 0 0
4 |10/8/2012 1:00 PM 1800 Packaging/Packaging Supplies Chats - 18 16 673.94 0 0 0
5 |10/8/2012 1:30 PM 1800 Packaging/Packaging Supplies Chats - 22 20 728.8 0 0 0
6 |10/8/2012 2:00 PM 1800 Packaging/Packaging Supplies Chats - 29 29 610.31 0 0 0
7 |10/8/2012 2:30 PM 1800 Packaging/Packaging Supplies Chats - 25 26 614.73 I 0 .I 0 0
8 10/8/2012 3:00 PM 1800 Packaging/Packaging Supplies Chats - 33 31 568.58 0 0 0
9 |10/8/2012 3:30 PM 1800 Packaging/Packaging Supplies Chats - 30 33 567.21 0 0 0
10 |10/8/2012 4:00 PM 1800 Packaging/Packaging Supplies Chats - 29 29 564.17 0 0 0
11 10/8/2012 4:30 PM 1800 Packaging/Packaging Supplies Chats - 29 30 568.37 ] ] 0
12 |10/8/2012 5:00 PM 1300 Packaging/Packaging Supplies Chats - 30 30 554.97 0 0 0
13 |10/8/2012 5:30 PM 1300 Packaging/Packaging Supplies Chats - 37 29 613.66 ] ] 0
14 |10/8/2012 6:00 PM 1800 Packaging/Packaging Supplies Chats - 36 39 670.05 ] ] 0
15 |10/8/2012 6:30 PM 1800 Packaging/Packaging Supplies Chats - 30 36 685.36 0 0 0
16 |10/8/2012 7:00 PM 1800 Packaging/Packaging Supplies Chats - 29 29 551.1 0 0 0
17 |10/8/2012 7:30 PM 1800 Packaging/Packaging Supplies Chats - 20 22 592 0 0 0
18 |10/8/2012 8:00 PM 1300 Packaging/Packaging Supplies Chats - 29 26 521.77 0 0 0
19 |10/8/2012 8:30 PM 1300 Packaging/Packaging Supplies Chats - 32 30 628.87 ] ] 0
20 1800 Chats > 30 33 548.03 o o ]

P
g

10/8/2012 9:00 PM
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aciag/Pa i} uppli

26

24




25




26



27




	Table of Contents
	Introduction to Interaction Optimizer
	Intended audience
	Prerequisites
	For more information
	Interaction Optimizer configuration checklists
	Initial configuration checklist
	Schedule administration checklist

	Interaction Optimizer licensing and installation
	About Interaction Optimizer licenses
	Understanding the concurrent license allocation method
	Concurrent license acquisition rules
	Access Interaction Optimizer feature licenses
	Review Interaction Optimizer user and station licenses

	Install Interaction Optimizer

	Interaction Optimizer configuration
	Interaction Optimizer in IC Business Manager
	Assign access rights
	Assign administrator access
	Assign access control rights
	Assign security rights

	Advanced data source configuration
	Access the Advanced Configuration dialog box
	About advanced configuration

	Agent configuration
	Daily agent constraint example
	Weekly agent constraint example
	Access the Agents—Configuration dialog box
	Agent configuration settings—Daily Agent Constraints dialog box
	Agent Activity Configuration dialog box
	Configure daily agent availability constraints

	Agent configuration settings—Weekly Agent Constraints dialog box


	Working with the scheduling process
	Phases of the scheduling process
	Understanding the role of the scheduling unit in the scheduling process
	Agents and workgroup relationships
	Understanding route groups
	Adjustments to the volume forecast
	Review historical source data
	Generate and modify a volume forecast
	Export and import volume forecast data
	Adjust a schedule
	Working with schedules

	Change Log

