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View how well Genesys Predictive Routing (GPR) optimizes your key performance indicators (KPIs)
compared with routing without GPR.

Related documentation:

The KPI OQutcome tab

Predictive Routing s s Datasets  Predictors obs
1l. Feature Coverage # Model Accuracy W+ KPI Outcome =L Simulator
Predictor Details KPI Outcome
Regressor v Export to CSV
Predictor ID: 5edf32e9020043a560093153 GPRON (/GPROFF @CSATGPRON[R] @CSAT GPR OFF [R]
Dataset: Dataset (5edf8a2b8ba2a2ed3f01f0e3) 5244 /\/\_ﬂw 7.63
5000
Date Range: 01 Mar 2019 — 28 Aug 2019 7.00
Metric: CSAT 4500
4000 L
Model: a -
Full feature set v
| i fo1f g w0 2
8
Model ID: 5edf92e992622e316f01117 2 4.00 >
g 2500 =
o] 3
2 2
Year and month: 2000 L
2020 v
1500 -
June v 1000
1.00
Plot By: 500
Day v .00
30 May 2020 06 Jun 2020 12 Jun 2020 18 Jun 2020 24 Jun 2020 29 Jun 2020

All times are displayed in your local timezone

The KPI Outcome tab provides a view into how effectively Predictive Routing (GPR) routing
optimizes your KPI compared with non-GPR routing.
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This tab is on the Predictors window:
Prerequisites: To use this tab, you must have the following:
¢ Your account must include an Agent Profile dataset, an interaction dataset with the Interaction ID field

set, one or more predictors, and have scoring data available.

* You must configure Data Loader to extract the necessary data from the Genesys Info Mart database to
derive outcome results for the metric in your predictor and append this data to the interaction dataset
used to create the selected predictor.
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Configure the view

The KPI Outcome tab enables you to select the following information:

¢ The name and ID of the predictor. Use the selector to specify which predictor to view.
¢ The name and ID of the model. Use the selector to specify which model to view.

e The displayed date range. Use the year and month selectors to specify the month to view.
The Plot By granularity is set to Day. This value is not configurable.
Notes on the data displayed

¢ GPR filters the data used to generate this graph to remove calls identified as anomalies. For example,
GPR might discard the following:

* Calls with an AHT of less than 15 seconds or greater than 2400 seconds.

» Calls with null values for the AHT, EMPLOYEE_ID, or VIRTUAL_QUEUE fields.

The actual criteria used for filtering depend on your environment. For details, contact your Genesys
representative.

e This page does not display real-time updates. GPR refreshes the data displayed once per day, at 3:00
am UTC.

Read and configure the graph

KPI Outcome

Export to CSV
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The KPI outcome graph has two vertical axes, volume of interactions on the left
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side and the KPI values on the right. The horizontal axis shows the dates
displayed. The graph uses two sets of bars and lines, one for interactions routed
using GPR (orange), one for non-GPR interactions (unavailable).

e Bars: Show the volume of interactions routed with and without GPR on each day.

e Lines: Show the metric level for GPR and Non-GPR interactions on each day.

To view only GPR or non-GPR interactions, click the radio buttons above the graph to switch what
data the graph displays.

Users with Admin permissions can export KPI Outcome data as a .csv file. To export, click the Export
to CSV button.

e The export functionality is not available to users with Reviewer permissions.

Genesys Predictive Routing Help



	Genesys Predictive Routing Help

