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Introduction 
 
Genesys Education and Certification Programs contain a series of educational opportunities, targeted at 
different audiences, which are intended to provide the information and skills needed to build world-class 
Customer Interaction Networks. The courses are managed by Genesys University and are offered around 
the world. We have training centers in the USA, Australia, the United Kingdom, Germany, France, Italy, 
Japan, and Argentina. 
 
Genesys University is happy to assist any partner or customer in evaluating their educational options and 
building a training plan that meets their needs. On-site courses are available on a case-by-case basis.  
 
If you would like to receive course information and special promotions from Genesys University, please visit 
www.genesyslab.com/about/contact/subscribe.asp to subscribe to our newsletter. 
 
Please note: The outlines in this catalog reflect the latest course version. Please contact your local Genesys University 
representative to find out which course version will be taught at your GU campus. 
 
If not explicitly stated all course material will be in English language. 

 
 

What our customers say about us  
 

¶ Great course, great instructor. (R. Field, Police Assistance Line NSW) 

¶ [The instructor] was very good. He delivered the training at a good pace and stopped to answer any 
questions that were asked. He was very upbeat and friendly throughout the training. (D. Clark, BT 
OpenReach) 

¶ It was great to have some hands on practice with subject matter experts on hand. Thank you. (S. 
Hagen, T-Mobile) 

¶ I was extremely impressed with the Genesys facilities and training environment, this provided a great 
platform for learning. (S. McInally, Sabio) 

¶ The manuals are very comprehensive and will be of great value in the workplace as reference 
documents. (D. Smith, BT OpenReach) 

¶ Excellent instructor. The best that we have had so far. Presented information perfectly and precise. 
Would recommend him to teach any upcoming classes that FTB will be attending. Very knowledgeable. 
Great personality. (D. Land, CA Franchise Tax Board) 

¶ This course was great, exceeding my expectations.  My understanding of the product was greatly 
increased. (K. Wood, Charles Schwab) 

¶ [The instructor] did a great job presenting the material with both lecture and demonstrations. The 
demonstrations he provided usually provided more detail than the lecture, which made the lessons 
more in depth. (S. Haley, System Professionals Corp) 

 

 

file://emea/DFS/Dept/Training/Private/EMEA/Marketing/Local%20Settings/lwolf/Local%20Settings/Temporary%20Internet%20Files/OLK2/www.genesyslab.com/about/contact/subscribe.asp
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Online Courses ï Get Valuable Training Without Leaving Your Desk!  
 
Genesys University is offering more and more ONLINE COURSES! All courses include hands-on virtual 
labs, so all you need to do is login/dial-in from your desk to receive the same professional instructor-led 
training you receive at a Genesys University campus without the travel and time spent away from the 
office!  
 
The course outlines in this training catalogue specify if a course is available as an online delivery. 
 

 
*** Available as Recorded Sessions ï Please ask your registrar for more information *** 

 
GVP Architecture and Sizing 7 ï online (ASI-V) gives students a technical and functional understanding 
of the architecture and sizing of Genesys Voice Platform (GVP) and how it is deployed. Students will learn 
through lecture. This course includes the following topics: recommended component deployment across 
multiple servers; a look at performance measurements used when sizing solutions and hardware; system 
capacity planning based on documented case studies; a GVP 7.5 performance improvement and capacity 
test results for runtime (EMS) and non runtime (EMPS) GVP components. 
 
GVP Call Flow Architecture 7 ï online (CFI7-V) gives students a technical and functional understanding 
of the architecture Genesys Voice Platform (GVP) and how it functions. Students will learn through lecture 
and demonstrations. This course includes the following topics: review of GVP Solution Overview, GVP 
processes and their role in call processing, integration with CIM Platform, architecture and call flows for 
ASR and TTS processing, VoIP architecture and call flows, and troubleshooting. 
 
Dialogic Installation and Troubleshooting 7 ï online (DITF-V) gives students the skills needed to plan, 
install, configure, and operate Dialogic within the Genesys Voice Platform (GVP). Students will learn 
through lecture and demonstrations. This course includes the following topics: review of GVP architecture; 
review of basic telephony concepts; installation and configuration of Dialogic software, and using 
troubleshooting tools 

 
Web Servers, Caching and Load Balancing 7 ï online (WSI-V) gives students a technical and functional 
understanding of the role of web servers within the Genesys Voice Platform (GVP). Students will learn 
through lecture and demonstrations the concepts and skills needed for planning and configuring web 
servers within GVP for caching and for load balancing. This course includes the following topics: review of 
GVP components and the GVP interaction with web servers; configuration of caching; configuration of load 
balancing; and using troubleshooting tools. 
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Role-Based Curriculum ï What are the courses I need to take 
 
To maximize your investment in Genesys solutions, Genesys University has devised a role-based 
curriculum that focuses course work on the maximization of the skills and knowledge needed for particular 
job functions. The roles identified are: 
 

System Administrators 
This track is designed for anyone involved in the planning, installation, configuration, and maintenance of 
Genesys solutions. This may include roles such as system administrators, system integrators, and 
telephony specialists.  
 
Å Specialization Paths: 
 
Å Customer Interaction Management Platform and Inbound Voice  
Å GCIP for service Providers 
Å Info Mart  
Å Workforce Manager  
Å Outbound  
Å SIP Server 7 
Å SIP Server 8 
Å SAP Adapter 
Å Siebel Adapter 
Å intelligent Workload Distribution 
Å Genesys Voice Platform 7 
Å Genesys Voice Platform 8 
Å VoiceGenie 
Å Architecture 
Å GETS 
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Developers 
This track is designed for anyone involved in the developing of special components of the Genesys Suite, 
such as routing strategies, custom reports, and applications that integrate with Genesys. This may include 
software engineers, application developers, system integrators, report designers, routing designers, and 
routing analysts. 
 
Å Specialization Paths: 
 
Å Application Development with Java or .NET 
Å Development of Routing Strategies 
Å Solution Reporting Development 
Å Info Mart Report Development 

Å Using Interactive Insights 
Å Genesys Studio Voice Application Development 
Å intelligent Workload Distribution (iWD) 
Å Composer 8 for Voice Applications 
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Operators 
This track is designed for customers with a managed solution and individuals with technical skills and 
responsibilities after the solution is configured and implemented. 
 
Å Customer Interaction Management Platform and Inbound Voice 
Å Interactive Insights 
Å Workforce Manager 

 

 
 

Contact Center Supervisors 
This track is designed for anyone involved in managing and supervising the day-to-day operations of a 
contact center. This may include roles such as contact center supervisors, contact center managers, and 
dialing managers. 
 
Å Inbound Voice 
Å Workforce Manager 
Å Outbound 
 

 
 
 

Managers 
This track is designed for anyone involved in planning and managing the implementation of Genesys 
solutions in a contact center. This may include roles such as project managers, contact center managers, 
CTOs, and systems architects. 
 
Å All Solutions 
Å Customer Interaction Management Platform and Inbound Voice 
Å Outbound, Workforce Manager and Genesys Voice Platform 
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Genesys Certified Professional Program 
 

Certification Programs 
Genesys University is working hard to bring our customers a comprehensive set of contact center and 
customer service training programs. One such program is the prestigious Genesys Certified Professional 
(GCP) program. The GCP program allows for a valuable achievement that strengthens your marketability 
as an expert in Genesys solutions. Because this is a highly acknowledged program throughout the industry, 
Genesys University has updated the GCP program to better ensure that when a candidate is Genesys 
certified, the designation is met with the highest respect. 
 

The Objective Mark of Quality in the Marketplace 
The GCP program is a prestigious professional studies endeavour, affording you an industry-recognized 
designation from Genesys University on the Genesys solutions. Completing the GCP program is a valuable 
achievement that strengthens your marketability as an expert in Genesys solutions. The programôs 
certification indicates that you have the tools, knowledge, and confidence to install and support Genesys 
solutions, delivering the best possible return on your company's investment. We must stress that the GCP 
program is intended to be a serious undertaking, requiring a commitment to hands-on participation in 
rigorous classroom exercises and homework completion. The GCP program is for computer telephony 
professionals among Genesys' customers and partners, who want to enhance their career with the security 
of an expert credential in this rapidly expanding field. 
 

ï> Why Genesys Customers Choose to Achieve a Genesys Certification  
 

¶ SAVE: A certified technical staff means less dependence on third-party integrators for modifications 
and enhancements as the contact center grows 

 
¶ PERFORM: Great customer service is an organization-wide responsibility. A certified technical staff 

means quicker resolutions to any unexpected issues as well as more impressive application of 
Genesys capabilities ï all of which serve to enhance the customer experience.  

 
¶ EXECUTE: Certified individuals contribute to the success of the company because they have the 

knowledge and expertise to implement, operate and/or troubleshoot Genesys components that are 
integral to customer success. 

 

ï> Why Genesys Partners Choose to Achieve a Genesys Certification 
 
¶ STAND-OUT: Genesys certifications are the recognized benchmark in the contact center industry.  
 
¶ WIN: Certified partners are more likely to win bids since customers have more confidence in 

partners who can verify their skills and knowledge. 
 

¶ PROMOTE: Genesys supports our certified partners by promoting them on our web site. 
Additionally, any certified individual can incorporate the Genesys Certified Professional logo on 
business cards, acknowledging their achievements.  

 
Certification exam candidates can register with Prometric and take a certification exam at one of the over 
3,000 Prometric authorized testing locations worldwide. If you connect to Prometric via the web 
(http://www.prometric.com/candidates/default.htm) you can immediately schedule an exam appointment. 
Please note that you will find the Genesys exams under ñInformation Technology (IT) Certificationò and the 
testing program ñGenesys Telecommunications Laboratoriesò. 
 

http://www.prometric.com/candidates/default.htm
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Genesys Certifications 
 
Certification exams 
The following Genesys 7 certification exams are now available at over 3,000 Prometric exam centers 
worldwide: 
 

¶ Genesys Certified Professional v7 ï System Consultant, Inbound Voice (GCP7-CIV) 

¶ Genesys Certified Professional v7 ï Developer, Inbound Voice Routing Strategies (GCP7-DIV) 

¶ Genesys Certified Professional v7 ï System Consultant, Genesys Voice Platform (GCP7-CVP) 

¶ Genesys Certified Professional v7 ï System Consultant, Genesys Info Mart (GCP7-CGIM) 

¶ Genesys Certified Professional v7 ï System Consultant, Workforce Management (GCP7-CWFM) *** 

¶ Genesys Certified Professional v7 ï Scheduler/Planner, Workforce Management (GCP7-SWFM) *** 

¶ Genesys Certified Professional v7 ï System Consultant, Genesys SIP Server (GCP7-CSIP) 

¶ Genesys Certified Professional v7 ï System Consultant for Outbound Voice (CGP7-COV) 

¶ Genesys Certified Professional v7 ï System Consultant for iWD Solution (CGP7-CiWD) 
 
*** The GCP7-CWFM and GCP7ïSWFM certification exams are delivered as separate exam tracks on the 
Genesys Workforce Management Certification Exam. Individuals will register for the same exam (Genesys 
WFM Certification Exam), and they will select which certification track they want at the start of their exam. 
 
For more information on the certification exams we offer, please download the latest Certification Program 
Guide from our website at http://www.genesyslab.com/training/certified_professional_program.asp . 
We also highly recommend that you download the Study Guides that are available for each of the 
certification exams. 
 
The diagrams below reflect the courses that are part of the certification preparatory tracks.  
 
Please note that although attending the exam preparation courses is highly recommended, it does not 
guarantee a successful completion of the exam. 
 
Genesys Certified Professional ï System Consultant for Inbound Voice (GCP-CIV) Preparatory Track 
 

 
 
Genesys Certified Professional ï Developer for Inbound Voice (GCP-DIV) Preparatory Track 

 
 
Genesys Certified Professional ï System Consultant for Genesys Voice Platform (GCP7-CVP) 
Preparatory Track 

 
 

http://www.genesyslab.com/training/certified_professional_program.asp
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Genesys Certified Professional ï System Consultant for Genesys Info Mart (GCP7-CGIM) 
Preparatory Track 

 
 
Genesys Certified Professional ï System Consultant for Workforce Management (GCP7-CWFM) 

 
 
Genesys Certified Professional ï Scheduler/Planner for Workforce Management (GCP7-SWFM) 
Preparatory Track 
 

 
 
Genesys Certified Professional ï System Consultant for Genesys SIP Server (GCP7-CSIP) 
Preparatory Track 

 
 
Genesys Certified Professional ï System Consultant, Outbound Voice (GCP7-COV) Preparatory 
Track 

 
 
Genesys Certified Professional ï System Consultant, Outbound Voice (GCP7-COV) Preparatory 
Track
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Exam fees 
If you have completed the Genesys University suggested preparatory track prior to sitting for the associated 
exam, you may be entitled to a certification exam discount. Please contact your local training centre to 
inquire if you are eligible for an exam discount voucher.  
Please note that you need to request the exam voucher within a year of attending the first preparation 
course. Once requested, the exam voucher is valid for a limited period of time, after which it will expire.  
 
If you choose to take the certification exam as a challenge, i.e. without attending any of the preparation 
courses, the exam fee will be 900 USD / 900 EUR / 600 GBP / 1500 AUD.  
 
Please note that on the Prometric webpage the price will default to the Challenge Exam fee. You can enter 
a voucher number after you have scheduled an appointment, which will apply the discount before the 
payment is made.  
 
Special accommodations 
Candidates that require an ESL (English as a Second Language) exam or any other special 
accommodations (reader, extra time for dyslexia, special keyboard, etc) should contact the Prometric 
Special Accommodations department at specialconditions@thomson.com  to register for their exam.  

mailto:specialconditions@thomson.com
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Certification Preparation Classes 
 
Certification Preparation Class for CIV (CPC7-CIV) 
 
Course Description 
The Certification Preparation Class for CIV reviews the key topics covered in the ñGenesys Certified 
Professional ï Version 7 System Consultant Inbound Voiceò certification exam. The instructor will present a 
review of the major topics covered on the exam, and he/she will address specific questions about topics the 
students wish have to clarified/amplified. In addition, the instructor will present a set of practice exam 
questions and provide an explanation of the correct and incorrect responses for each practice question. 
Students will be provided with a login and password to enable them to log into an online practice test after 
the class has been completed. 
 
Who should take this course? 
The Certification Preparation Class for CIV is open to current Genesys customers, partners and employees 
only who wish to complete (or repeat) a Genesys Certified Professional Version 7 certification exam. 
 
Prerequisites 
The Certification Preparation Class for CIV is open to individuals who have attended all the preparatory 
training classes for the GCP7-CIV Certification Exam.  
 

¶ Genesys Framework Overview 7 (FRO 7 or FRO-V 7)  
¶ Genesys Framework Installation and Configuration (FRI 7 or FRI-V 7)  
¶ Genesys Routing and Reporting Installation and Configuration 7 (RRI 7 or RRI-V 7)  

 
This class is not a substitute for not having taken the prerequisite training classes. This exam preparation 
class is intended to provide Genesys trained individuals with additional practice and explanation to help 
them prepare for their certification exams. 

 
Course Objectives 
The Certification Preparation Class for CIV is designed to provide students with a review of the key topics 
and practice taking sample exam questions with feedback to prepare for a GCP7-CIV certification exam by 
providing: 

¶ opportunity for students to have the instructor provide clarification on topics they are unclear about 

¶ practice taking sample in-class practice questions and receiving a detailed explanation by the instructor 
regarding correct answer and incorrect choices 

¶ opportunity for students to take an after-class, online practice exam for additional practice taking this 
type of exam 

 
Course Topics 

¶ Introduction to the Certification Prep Class for CIV 

¶ GCP7-CIV Certification Exam Topics 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Refer to the GCP7-CIV Certification Exam Study Guide for a detailed list of certification exam topics that will 
be covered in the class. This study guide is available online  
 

¶ http://www.genesyslab.com/training/certified_professional_program.asp  

¶ Select: ñRelevant Resourcesò (see right side of web page) 

¶ Select the GCP7-CIV certification exam study guide available for download. 
 
 
Course Information 
Version: 7.5 
Duration: 2 days 
 

http://www.genesyslab.com/training/master_course_list.asp
http://www.genesyslab.com/training/certified_professional_program.asp
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Certification Preparation Class for DIV (CPC7-DIV) 
 
Course Description 
The Certification Preparation Class for DIV reviews the key topics covered in the ñGenesys Certified 
Professional ï Version 7 Developer Inbound Voice Routingò certification exam. The instructor will present a 
review of the major topics covered on the exam, and he/she will address specific questions about topics the 
students wish have to clarified/amplified. In addition, the instructor will present a set of practice exam 
questions and provide an explanation of the correct and incorrect responses for each practice question. 
Students will be provided with a login and password to enable them to log into an online practice test after 
the class has been completed. 
 
Who should take this course? 
The Certification Preparation Class for DIV is open to current Genesys customers, partners and employees 
only who wish to complete (or repeat) a Genesys Certified Professional Version 7 certification exam. 
 
Prerequisites 
The Certification Preparation Class for DIV (CPC7-DIV) is open to individuals who have attended all the 
preparatory training classes for the GCP7-DIV Certification Exam.  
 

¶ Genesys Framework Overview (FRO 7 or FRO-V 7)  
¶ Building Basic Routing Strategies (BRD 7 or BRD-V 7 or BRD-S 7)  
¶ Building Advanced Routing Strategies (ARD 7)  

 
This class is not a substitute for not having taken the prerequisite training classes. This exam preparation 
class is intended to provide Genesys trained individuals with additional practice and explanation to help 
them prepare for their certification exams. 
 
Course Objectives 
The Certification Preparation Class for DIV (CPC7-DIV) is designed to provide students with a review of the 
key topics and practice taking sample exam questions with feedback to prepare for a GCP7-DIV 
certification exam by providing: 

¶ opportunity for students to have the instructor provide clarification on topics they are unclear about 

¶ practice taking sample in-class practice questions and receiving a detailed explanation by the instructor 
regarding correct answer and incorrect choices 

¶ opportunity for students to take an after-class, online practice exam for additional practice taking this 
type of exam 

 
Course Topics 

¶ Introduction to the Certification Prep Class for DIV 

¶ GCP7-DIV Certification Exam Topics 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Refer to the GCP7-DIV Certification Exam Study Guide for a detailed list of certification exam topics that will 
be covered in the class. This study guide is available online  
 

¶ http://www.genesyslab.com/training/certified_professional_program.asp  

¶ Select: ñRelevant Resourcesò (see right side of web page) 

¶ Select the GCP7-DIV certification exam study guide available for download. 
 
 
Course Information 
Version: 7.5 
Duration: 2 days 

http://www.genesyslab.com/training/master_course_list.asp
http://www.genesyslab.com/training/certified_professional_program.asp
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Customer Interaction Management Platform/Framework 7 
 
Framework Overview 7 (FRO7) 
 
Course Description 
Framework Overview gives students an introduction to the technical architecture of the Genesys 
Framework. Students see demonstrations and have discussions about the role of Framework within the 
Customer Interaction Management Platform and the CTI context. This course includes the following topics: 
CIM Platform, Configuration Layer, Management Layer, Media Layer, Contact Center Objects, and 
Interaction Flows. Framework Overview is the starting point for most other courses in the Genesys 
University curriculum. 
 
Who should take this course? 
Framework Overview is intended for anyone who needs to learn the architecture and basic functionality of 
the Genesys Framework. Business analysts, project managers, system administrators, system integrators, 
technical architects, telephony specialists, application developers, support specialists, and routing strategy 
and report designers will find this course a useful preparation for their further work with the Genesys 
Framework. 
 
Prerequisites 

¶ Working knowledge of a Microsoft Windows Platform 

¶ Knowledge of basic telephony concepts 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Recognize the role of the Genesys Framework within the Customer Interaction Management Platform 

¶ Explain the role of Framework in CTI 

¶ Identify the components of the Genesys Framework 

¶ Use Configuration Manager to manipulate contact center objects 

¶ Trace an interaction flow through the Framework components 
 
Course Topics 

¶ CTI and Genesys 
o Describe the Genesys Customer Interaction Management Platform 
o Relate the Genesys Framework with the CIM Platform 
o Define CTI 
o Explain the role of Genesys within CTI 

¶ Genesys Framework Architecture 
o Describe the Framework's layered architecture 
o Explain the function of each layer of the Framework  
o Identify the components of each of the Framework layers 

¶ Genesys Contact Center Objects 
o List and describe some of the contact center objects defined in Genesys 
o Use Configuration Manager to create and modify objects in Genesys 

¶ Basic Interaction Flows 
o Explain the purpose of interaction flow diagrams 
o Trace interaction flows 
o Use stick diagrams to map interaction flows 

 
Course Information 
Version: 7.5 
Duration: 1 day (instructor-led classroom) or 6½ hrs (online instructor-led session) 
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Framework Installation and Configuration 7 (FRI7) 
 
Course Description 
Framework Installation and Configuration focuses on the concepts and skills needed to plan, install, 
configure, and troubleshoot the Genesys Framework successfully. Students perform hands-on activities 
installing and configuring Framework components. This course includes the following topics: installation and 
configuration of the Framework Layers, logging, licensing, troubleshooting, introduction to high availability, 
and configuring alarm conditions and reactions.  
 
Who should take this course? 
Framework Installation and Configuration is intended for system administrators, system integrators, 
technical support specialists, and other technical roles involved in the planning, installation, configuration, 
and maintenance of Genesys Framework. 
 
Prerequisites 

¶ Framework Overview (FRO) or Universal Routing and Solution Reporting Overview (RRO) 

¶ Enterprise-level system installation or integration experience 

¶ Familiarity with an enterprise-level Database Management System 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Plan for Framework deployment 

¶ Install, configure, and run Framework components 

¶ Solve Framework installation and configuration problems 
 
Course Topics 

¶ Framework Review  

¶ Deployment Planning  

¶ Configuration Layer  

¶ Security Considerations  

¶ Management Layer  

¶ Logging  

¶ Licensing  

¶ Media Layer  

¶ Configuration Objects  

¶ Deploy Genesys Agent Desktop (GAD) 

¶ T-Server Messaging 

¶ Service Availability 

¶ Alarm Management 

¶ Troubleshooting 

¶ Multi-Host Deployment 

¶ Appendix ï Genesys SIP Server 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: 7.5 
Duration: 4 days instructor-led classroom, or 5 days instructor-led online training plus 5 days self-study 
 

http://www.genesyslab.com/training/master_course_list.asp
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Customer Interaction Management Platform/Framework 8 
 
Framework 8 Product Update (FWK 8-PUP) 
 
Course Description 
Framework 8 Product Update focuses on new features, new GUI, and new deployment procedures in 
Genesys Framework version 8. Students perform hands-on activities deploying and provisioning 
Framework 8 components. This course includes the following topics: Overview of Framework 8 new 
features, Genesys Administrator deployment, Framework 8 component deployment with Genesys 
Administrator, Provisioning with Genesys Administrator, and Migration. 
 
Who should take this course? 
Framework 8 Product Update is intended for Genesys users experienced with previous Genesys 
Framework versions. 
 
Prerequisites 

¶ Framework Installation and Configuration (FRI 7) 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Explain key architectural changes in release 8 

¶ Deploy Genesys Administrator 

¶ Deploy and provision Framework components 

¶ Monitor Framework components 

¶ Explain Management Framework new features 

¶ Describe Migration to 8.0  

Course Topics 

¶ Lesson 1: Framework 7 Review 

¶ Recall the Genesys Framework architecture  

¶ Describe key functions of the Framework components 

¶ Lesson 2: Framework 8 Overview 

¶ Framework Architecture changes 

¶ Overview of the User Interaction Layer 

¶ List new Framework features in release 8 

¶ Lesson 3: User Interaction Layer Overview 

¶ Describe the architecture and functions of User Interaction Layer 

¶ Lesson 4: User Interaction Layer Deployment 

¶ Deploy the User Interaction Layer 

¶ Lesson 5: Deploying Framework Components with Genesys Administrator 

¶ Enable Genesys Administrator to control your system 

¶ List and describe deployment procedures with Genesys Administrator 

¶ Lesson 6: Media Layer Deployment 

¶ Deploy the Media Layer 

¶ Lesson 7: Provisioning with Genesys Administrator 

¶ Use the Genesys Administrator to perform basic configuration tasks 

¶  óManageô configuration objects 

¶ Describe Role based access control 

¶ Create Users and assign Roles 

¶ Create Access Groups using Genesys Administrator   

¶ Lesson 8: Framework Migration  

¶ List Genesys Interoperable Products 

¶ Describe Migration Process 

¶ Describe Database Migration  
 
Course Information 
Version: 8.0 
Duration: 2 days 
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Framework 8 Foundation (FWK 8-FND) 
 
Course Description 
Framework 8 Foundation gives students an introduction to the technical architecture of the Genesys 
Framework. Students see demonstrations and have discussions about the role of Framework within the 
Customer Interaction Management Platform and the CTI context. This course includes the following topics: 
CIM Platform, Configuration Layer, User Interaction Layer, Management Layer, Media Layer, Contact 
Center Objects, and Interaction Flows. Framework 8 Foundation is the starting point for most other courses 
in the Genesys University curriculum.  
 
Who should take this course? 
Framework 8 Foundation is intended for anyone who needs to learn the architecture and basic functionality 
of the Genesys Framework. Business analysts, project managers, system administrators, system 
integrators, technical architects, telephony specialists, application developers, support specialists, and 
routing strategy and report designers will find this course a useful preparation for their further work with the 
Genesys Framework. 
 
Prerequisites 

¶ Working knowledge of a Microsoft Windows Platform 

¶ Knowledge of basic telephony concepts 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Recognize the role of the Genesys Framework within the Customer Interaction Management Platform 

¶ Identify the components of the Genesys Framework 

¶ Use Genesys Administrator to manipulate contact center objects 

¶ Trace an interaction flow through the Framework components  
 
Course Topics 

¶ CTI and Genesys 

¶ Describe the Genesys Customer Interaction Management Platform 

¶ Relate the Genesys Framework with the CIM Platform 

¶ Define CTI 

¶ Explain the role of Genesys within CTI 

¶ Define VoIP 

¶ Genesys Framework Architecture 

¶ Describe the Framework's layered architecture 

¶ Explain the function of each layer of the Framework  

¶ Identify the components of each of the Framework layers 

¶ Configuring Contact Center Objects  

¶ List and describe some of the contact center objects defined in Genesys 

¶ Describe Configuration Manager 

¶ Create and modify objects using Genesys Administrator 

¶ Monitor Genesys applications using Genesys Administrator 

¶ TServer Messaging and Basic Interaction Flows 

¶ Explain the purpose of interaction flow diagrams 

¶ Explain the basics of TServer messaging 

¶ Describe various attributes of the TEvent structure 

¶ Use stick diagrams to map interaction flows 
 
Course Information 
Version: 8.0 
Duration: 1 day instructor-led classroom, or 8 hours instructor-led online training 
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Framework 8 Deployment (FWK 8-DPL) 
 
Course Description 
Framework 8 Deployment focuses on the concepts and skills needed to plan, install, configure, and 
troubleshoot the Genesys Framework successfully. Students perform hands-on activities installing and 
configuring Framework components. This course includes the following topics: deployment of the 
Framework Layers, logging, licensing, troubleshooting, introduction to high availability, and configuring 
alarm conditions and reactions.  
 
Who should take this course? 
Framework 8 Deployment is intended for system administrators, system integrators, technical support 
specialists, and other technical roles involved in the planning, installation, configuration, and maintenance of 
Genesys Framework. 
 
Prerequisites 

¶ Framework 8 Foundation  

¶ Enterprise-level system installation or integration experience 

¶ Familiarity with an enterprise-level Database Management System 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Plan for Framework deployment 

¶ Install, configure, and run Framework components 

¶ Solve Framework installation and configuration problems 
 
Course Topics 

¶ Framework Review 

¶ Deployment Planning 

¶ Configuration Layer Overview 

¶ Configuration Layer Deployment 

¶ User Interaction Layer Overview 

¶ User Interaction Layer Deployment 

¶ Management Layer Overview 

¶ Management Layer Deployment 

¶ Security Considerations 

¶ Logging 

¶ Licensing 

¶ Media Layer Overview 

¶ Media Layer Deployment 

¶ Configuration Objects 

¶ Deploying Genesys Desktop 

¶ Service Availability 

¶ Alarm Management 

¶ Troubleshooting 

¶ Multi-Host Deployment 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: 8.0 
Duration: 4 days instructor-led classroom, or 5 days instructor-led online training plus 5 days self-study 
 

http://www.genesyslab.com/training/master_course_list.asp
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All Products 7 
 

Putting Genesys to Work 7 (PGM7) 
 
Course Description 
Putting Genesys to Work focuses on Dynamic Customer Engagement and how the business process is 
enabled and optimized by the Genesys infrastructure.  This high level education will enable students to 
identify key business goals supporting customer lifetime value that are fulfilled by the contact center.  At the 
end of the course participants will have a solid understanding of how the underlying technology 
infrastructure can impact front and back office processes in the enterprise of customer sales and service, 
and an action plan for aligning the technology infrastructure to the business process. 
 
Who should take this course? 
Putting Genesys to Work is primarily intended for the decision-makers in the sales and service delivery 
process ï executives, managers, system architects, and others involved in the high-level business planning 
of contact centers: COO/ VP Operations, Voice of the Customer, Operations Manager, Director Workforce 
Management, Director Quality Monitoring, Director Training, Reporting Manager, CIO, Director of 
Information Technology, Director of Telecommunications. 
 
Genesys University offers this workshop at two stages in the customerôs life-cycle.  
1. Pre-implementation  

This workshop offers prospective customers an opportunity to explore the impact of Genesys products 
on the service delivery process, and realistic deployment strategies. 

 
2. Post-implementation 

This workshop offers existing customers an opportunity to align Genesys products and solutions that 
have been installed to the business process. 

 
Prerequisites 
None 
 
Course Objectives 
After completing this course, the management team will be able to: 

¶ Recognize, at a high level, how the business process is enabled by underlying Genesys technology. 

¶ Describe business drivers and objectives so that the overall vision can be accomplished. 

¶ Establish an implementation strategy that is relevant for the business and that can be clearly 
communicated to the project teams for subsequent implementation phases. 

¶ Identify the right internal resources and the type of training needed to support the platform ï from 
inception to the production environment. 

 
Course Topics 

¶ Review course agenda and goals 

¶ Identify key business goals, products and services 

¶ Map current customer lifecycle and processes 

¶ Identify bottlenecks/pain points 

¶ Overview of Dynamic Customer Engagement 

¶ Map ideal customer lifecycle and processes 

¶ Identify underlying Genesys components and enablers 

¶ Draft a prioritized action plan with tasks and owners to realize the ideal state 
 
Course Information 
Version: NA 
Location: on-site session 
Duration: 1 day 
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Genesys Solution Reporting Overview 7 ï ONLINE (RPO7-V)  
 
Course Description 
Solution Reporting Overview gives students a high-level technical and functional understanding of Genesys 
Solution Reporting. Students learn about reporting products through lecture, discussion, and hands-on 
exercises with the software. 
 
Who should take this course? 
Solution Reporting Overview is intended for anyone who wants a technical and functional overview of 
Genesys reporting. 
 
Prerequisites 

¶ Framework Overview (FRO) or Framework Overview 7 ï online (FRO-V)  
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Draw a 'picture' of the Genesys Framework with reporting, its layers and components  

¶ Understand Genesysô various capabilities in centralized monitoring and management  

¶ Identify the components of Genesys Solution Reporting and state their function  

¶ Access Genesys Solution Reporting real-time and historical reports 
 
Course Topics 

¶ Overview of Solution Reporting  

¶ CCPulse+ Overview  

¶ CCAnalyzer Overview  
 
Course Information 
Version: 7.5 
Duration: 3½ hrs (online instructor-led session) 
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Genesys Universal Routing Overview 7 ï ONLINE (RTO7-V)  
 
Course Description 
Genesys Universal Routing Overview gives students a high-level technical and functional understanding of 
Genesys Enterprise Routing. Students learn about routing products through lecture, discussion, and hands-
on exercises with the software. 
 
Who should take this course? 
Genesys Universal Routing Overview is intended for anyone who wants a technical and functional overview 
of Genesys routing. 
 
Prerequisites 

¶ Framework Overview (FRO) or Framework Overview 7 ï online (FRO-V)  
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Draw a 'picture' of the Genesys Framework with routing, its layers and components  

¶ Understand the capabilities of Enterprise Routing  

¶ Identify the components of Enterprise Routing and state their function  

¶ Use the Interactive Routing Designer (IRD) to examine a routing strategy 
 
Course Topics 

¶ Introducing the Enterprise Routing Solution   

¶ Routing Interaction Flow  

¶ IRD Overview 
 
Course Information 
Version: 7.5 
Duration: 3½ hrs (online instructor-led session) 
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Framework, Universal Routing, & Solution Reporting Overview 7 (RRO7)  
 
Course Description 
Framework, Universal Routing and Solution Reporting Overview gives students a high-level technical and 
functional understanding of Genesys Enterprise Routing and Genesys Solution Reporting. Students learn 
about these products through lecture, discussion, and hands-on exercises with the software. This course 
includes the following topics: an overview of Genesys solutions in general, a basic look at the Genesys 
Framework Architecture, explanations of the routing and reporting architecture and functionality, how the 
two work together to create a powerful enterprise-wide system, and a brief introduction to viewing real-time 
and historical reports. 
 
Who should take this course? 
Framework, Universal Routing and Solution Reporting Overview is intended for anyone who wants a 
technical and functional overview of Genesys routing and reporting.  
 
Note: This course can replace FRO as a gateway for students who want to learn installation, configuration, 
troubleshooting, or maintenance of Genesys routing and reporting through further courses.  
 
This course does not help students prepare for any Genesys certification exam. 
 
Prerequisites 

¶ A basic understanding of call centers and CTI  
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Draw a 'picture' of the Genesys Framework, its layers and components 

¶ Understand the capabilities of Enterprise Routing 

¶ Identify the components of Enterprise Routing and state their function 

¶ Use the Interactive Routing Designer (IRD) to examine a routing strategy 

¶ Understand Genesysô various capabilities in centralized monitoring and management 

¶ Identify the components of Genesys Solution Reporting and state their function 

¶ Access Genesys Solution Reporting real-time and historical reports 

¶ Plan effective use of Routing and Reporting within the enterprises 
 
Course Topics 

¶ CTI and Genesys   

¶ Genesys Framework Architecture 

¶ Genesys Contact Center Objects   

¶ Interaction Flows 

¶ Introducing the Enterprise Routing Solution 

¶ Routing Interaction Flow 

¶ IRD Overview 

¶ Overview of Solution Reporting 

¶ CCPulse+ Overview 

¶ CCAnalyzer Overview 

¶ Routing and Reporting Planning 
 
Course Information 
Version: 7.5 
Duration: 2 days (instructor-led classroom) or 13 hours (online instructor-led session) 
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Genesys Outbound, WFM, GVP Overview 7 (GEO7) 
 
Course Description 
Genesys Outbound, Workforce and Genesys Voice Overview 7 provides an understanding and overview of 
the features and benefits of the Outbound Contact, Workforce Management, and Genesys Voice Platform 
products. Students will learn the high level architecture of the products from a functional perspective. The 
course uses a variety of lectures, discussions, and demonstrations. 
Who should take this course? 
Genesys Outbound, Workforce and Genesys Voice Overview 7 is intended for the general business 
audience that needs a general understanding of how the Genesys products provide value to their contact 
centers. This course is ideal for business managers, project managers, and similar roles. 
Note: This course is not a configuration course. There are no hands on practice or exercises on 
configuration experience with the products. There are application demonstrations of the products. 
 
Prerequisites 

¶ Framework Overview 7 (FRO or FRO-V 7) ï recommended 
 
Course Objectives 
After completing the Outbound Contact module, a student will be able to: 

¶ Determine how Outbound fits into the Genesys CIM Platform 

¶ Identify and list the functions for the major Outbound components 

¶ Recognize Outbound terminology 

¶ Build an Outbound requirements list 

¶ Translate the requirements list into the Outbound Campaign configuration process 

¶ Summarize tools used to complete Configure, run and monitor an Outbound Campaign 

¶ Summarize the top deployment considerations 
 

After completing the Workforce Management module, a student will be able to: 

¶ Summarize the elements of the WFM system 

¶ Navigate the WFM Configuration Utility 

¶ Identify the configuration settings needed to build a schedule 

¶ Review a published schedule in WFM Web Agent 

¶ Summarize key success factors for WFM applications 
 
After completing the GVP module, a student will be able to: 

¶ Understand the features and benefits of using GVP  

¶ Describe the architecture of the Genesys Voice Platform 

¶ List the major deployment options of GVP 

¶ Describe the communication between GVP and other Genesys products  
 
Course Topics 
Outbound Contact Module 

¶ Outbound Contact Overview 

¶ Building Outbound Requirements 

¶ Outbound Deployment Considerations 
 
Workforce Management Module 

¶ Workforce Management Overview 

¶ WFM Configuration Utility ï Options 

¶ WFM Web Interface (Web Supervisor and Web Agent) 

¶ Measuring Success in WFM 

GVP Module 

¶ GVP Solution Overview 

¶ GVP Architecture Overview 

¶ GVP Deployment Options 

¶ GVP Features 

¶ GVP Integration 

 
Course Information 
Version: 7.6 
Duration: 2 days 
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Operating Customer Interaction Management Platform: Inbound Voice, Routing and 
Reporting 7 (SOP7) 
 
Course Description 
This course gives students the skills necessary to operate and manage the Genesys solutions in use at 
their company site. The course covers the Genesys Framework, Enterprise Routing, and Genesys 
Reporting and Analytics. Throughout the course, students use real-life examples, case studies, and hands-
on activities to learn solution operation concepts. 
 
Who should take this course? 
Operating Customer Interaction Management Platform: Inbound Voice, Routing, & Reporting is intended for 
system administrators, system operators, and any other technical roles involved in the day-to-day operation 
and management of a Genesys solution.  
 
Prerequisites 
Students need a basic understanding of contact center operations, databases such as SQL, TCP/IP 
networking, and Microsoft Windows operation. 
 
Course Objectives 
After completing the Framework module, a student will be able to: 

¶ Identify the Genesys solutions and their functions 

¶ Administer contact center objects ï such as agents, groups, skills, and telephone extensions ï with 
Configuration Manager 

¶ Manage and monitor hosts, applications, and solutions through the Solution Control Interface 

¶ Read and understand log files at a basic level 

¶ Set up alarm conditions and reactions for host, application, and solution events 
After completing the Enterprise Routing module, a student will be able to: 

¶ Understand the capabilities of Enterprise Routing   

¶ Identify the components of Enterprise Routing and state their function 

¶ Understand the relationship between the ERS and Genesys Reporting 
After completing the Genesys Reporting module, a student will be able to: 

¶ Describe and diagram the architecture of Genesys Reporting 

¶ Describe the purpose and characteristics of various Genesys Reporting components 

¶ Navigate and configure CCPulse+, CC Analyzer, and Call Concentrator 

¶ Maintain contact center resources using Configuration Manager 

¶ Describe how CC Pulse+ is used to view the real-time status of resources in the contact center 

¶ Customize CC Pulse+ displays 

¶ Analyze and modify CC Analyzer reports 
 
Course Topics 
Framework Module 

¶ CTI and Genesys 

¶ Genesys Contact Center Objects 

¶ Security Considerations 

¶ Configuration Layer 

¶ Management Layer 

¶ Logging 

¶ Licensing 

¶ Media Layer (optional) 

¶ T-Server Messaging 

¶ Service Availability 

¶ Alarm Management 
 

Enterprise Routing Module 

¶ Interaction Flows 

¶ Using Interaction Routing Designer 

¶ Enterprise Routing in a Multi-Site Environment 
Genesys Reporting Module 

¶ Basic StatServer Configuration 

¶ Navigating CCPulse+ 

¶ Changing Views in CCPulse+ 

¶ Creating and Modifying Templates 

¶ Using Thresholds and Actions 

¶ Historical Data Collection (CCA Drill-down) 

¶ ETL Process: Extraction, Transformation, and Loading Runtime Engine 

¶ Analyze Canned Reports Process and Results 

Course Information 
Version: 7.5 
Duration: 5 days 
 



   
Genesys University > Training Catalog 

28 July 2010 25 

Routing and Reporting Installation and Configuration 7 (RRI7) 
 
Course Description 
Routing and Reporting Installation and Configuration provides students with skills needed to install and 
configure Enterprise Routing with Solution Reporting (ERS) components. Using demonstrations and hands-
on labs, students explore Enterprise Routing and Reporting from the system administrator point of view. 
This course introduces the features and functions of the solutions' components to confirm a successful 
implementation 
 
It includes architecture, interaction flow, ERS Installation, Interaction Routing Designer (IRD), Reading ERS 
Logs and options, multisite routing and reporting, basic Stat Server configuration, installing and testing CC 
Pulse+ and CC Analyzer. 
 
Note: While this course uses Genesys software version 7.6, it is equally effective for students using version 
7.5, 7.2, and 7.02. 
 
Who should take this course? 
Routing and Reporting Installation and Configuration is intended for system administrators, system 
integrators, telephony specialists, and any other technical roles involved in the planning, installation, 
configuration, and maintenance of Genesys solutions.. 
 
Prerequisites 

¶ Framework Overview (FRO) OR Universal Routing and Solution Reporting Overview (RRO) 

¶ Framework Installation and Configuration (FRI) 

¶ Working knowledge of SQL recommended 

¶ For the online version of the course (RRI-V): all the online pre-work needs to be completed before the 
class begins. 

 
Course Objectives 
After completing this course, a student will be able to: 

¶ Describe and diagram the architecture of Enterprise Routing Solution (ERS) 

¶ Use the Interaction Routing Designer to implement routing strategies 

¶ Trace the call flow of a typical interaction handled by the ERS 

¶ Describe and diagram the architecture of Genesys Solution Reporting 

¶ Describe the purpose and characteristics of various Genesys Solution Reporting components 

¶ Install and configure CC Pulse+ and CC Analyzer 

¶ Design and deploy Genesys Solution Routing and Reporting in a multi-site environment 
 
Course Topics 

¶ Introducing the Enterprise Routing Solution (ERS) 

¶ Installing Enterprise Routing 

¶ ERS Interaction Flows 

¶ Reading Routing Logs 

¶ Interaction Routing Designer (IRD) Overview 

¶ Connecting to a Database 

¶ Routing Configuration Options 

¶ ERS in a Multi-Site Environment 

¶ Introducing Genesys Reporting 

¶ Basic Stat Server Configuration 

¶ Installing CC Pulse+ 

¶ Testing CC Pulse+ 

¶ Installing CC Analyzer 

¶ Testing CC Analyzer 

¶ Testing CC Pulse+ (Historical) 

¶ Multi-Site Deployment (self-study in online 
version) 

 
 
Course Information 
Version: 7.6 
Duration: 5 days 
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Framework and Routing Troubleshooting Workshop 7 (FRT7) 
 
*** Please contact your local training center for the latest update on this course *** 
 
Course Description 
Framework and Routing Troubleshooting teaches techniques for maintaining and troubleshooting T-Server, 
Stat Server, and Universal Routing Server (URS). Students use specialized tech support tools and utilities 
to analyze application logs and complete hands-on troubleshooting exercises. This course includes the 
following topics: Connections, Logging Configuration and Tips, ADDP, T-Server Internals, T-Serverôs Role 
as Client and Server, T-Library and the Call Model, T-Server Requests and Events, Stuck Calls, Stat Server 
Actions, Statuses, and Statistic Structure, Stat Server API, The Stat Server Log, URS Requests, Basic URS 
Functionality, URS Logging and Performance and troubleshooting case studies for T-Server, Stat Server, 
and URS. 
 
Note: This course uses Genesys software version 7.5 and is also effective for students using other 7.x 
versions. 
 
Who should take this course? 
Framework and Routing Troubleshooting targets CTI administrators, engineers, and other technical staff 
involved in the maintenance and troubleshooting of Genesys solutions. Working knowledge of the Genesys 
server components in a production environment is strongly recommended to get the maximum benefit from 
the course content. 
 
Prerequisites 

¶ Framework Installation and Configuration (FRI) 

¶ Routing and Reporting Installation and Configuration (RRI) 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Describe the internal processes used by T-Server, Stat Server, and Universal Routing Server (URS) 

¶ Interpret T-Server, Stat Server, and URS log files 

¶ Troubleshoot common problems related to T-Server, Stat Server, and URS 
 
Course Topics 

¶ Component Overview 

¶ T-Server Introduction 

¶ T-Server Internals 

¶ T-Server Role 

¶ T-Library Event Message Distribution 

¶ T-Library Call Model 

¶ Requests and Events 

¶ Stuck Calls 

¶ Inter Server Call Control 

¶ Stat Server Introduction 

¶ The Action and Status Model 

¶ The Statistical Model 

¶ Stat Server API 

¶ The Stat Server Log File 

¶ Universal Routing Server Introduction 

¶ URS Log Analysis 

¶ URS Requests 

¶ URS Strategy Execution 

¶ URS Logging and Performance 

¶ URS Interaction Distribution 
 
Course Information 
Version: 7.5 
Duration: 3 days 
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Routing 7 
 
Building Basic Routing Strategies 7 (BRD7)  
 
Course Description 
This course teaches student the basic skills necessary to write strategies that route inbound voice calls. 
Using business scenarios and hands-on activities, students will learn to design, create, and test routing 
strategies with Interaction Routing Designer (IRD). This course includes the following topics: architecture, 
call flows, introduction to IRD, the strategy development cycle, maintaining and deploying strategies, 
building, testing and troubleshooting strategies that incorporate hours of operation, call data, customer data 
(database lookups), agent routing, agent group routing, queue routing, interaction data, IVR data, variables, 
subroutines, virtual queues, basic skill-based routing, routing rules, and treatments.. 
 
Note: This course uses Genesys software version 7.5 but is effective for students using any 7.x version. 
 
Who should take this course? 
Building Basic Routing Strategies is intended for developers involved in creating and/or maintaining routing 
strategies in the contact center. 
 
Prerequisites 

¶ Genesys Framework Overview (FRO) 

¶ Knowledge of relational database concepts (required) 

¶ Knowledge of programming concepts (required) 

¶ Programming skills (preferred) 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Explain the flow of inbound voice customer calls 
in Genesys  

¶ Plan, create, and manage strategies in Genesys  

¶ Use date/day/time and call data in strategies 

¶ Use interaction data in strategies 

¶ Use IVR data in a strategy 

¶ Use variables in strategies 

¶ Access a customer database from a strategy 

¶ Use routing rules as targets 

¶ Use skill-based routing targets 

¶ Create and use subroutines 

¶ Use virtual queues for reporting purposes 

¶ Provide treatments from strategies 

¶ Maintain strategies and deploy in production 

¶ Troubleshoot strategies 

¶ Apply Best Practices 
 

 
 
Course Topics 

¶ Introduction to the Inbound Voice Channel of the 
CIM Platform 

¶ Inbound Voice Call Flows 

¶ Introduction to Interaction Routing Designer 

¶ The Strategy Development Cycle 

¶ Routing Based on Business Hours 

¶ Routing Based on Call Data 

¶ Using Interaction Data 

¶ Using Variables 

¶ Accessing a Customer Database 

¶ Introduction to Routing Rules 

¶ Skill-Based Routing 

¶ Creating Subroutines 

¶ Introduction to Using Virtual Queues for 
Reporting 

¶ Providing Treatments 

¶ Maintaining and Deploying Strategies 

¶ Troubleshooting Strategies 

¶ Course Review 
 
Course Information 
Version: 7.5 
Duration: 4 days 
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Building Advanced Routing Strategies 7 (ARD7)  
 
Course Description 
In Building Advanced Routing Strategies, students use real-life examples, case studies, and hands-on 
activities to learn and apply advanced concepts for routing inbound voice interactions. This course includes 
the following topics: URS log analysis, URS options, accessing configuration data, advanced use of 
functions, using macros and external interfaces, using statistics in routing, advanced virtual queue topics, 
shared agent by service level routing, advanced skills-based routing, using business rules, service level 
routing, business-priority routing, and using routing data for reporting. 
 
Note: This course uses Genesys software version 7.5 but is effective for students using any 7.x version. 
 
Who should take this course? 
Building Advanced Routing Strategies is intended for experienced Genesys routing developers involved in 
creating and/or maintaining routing strategies in the contact center. 
 
Prerequisites 

¶ Building Basic Routing Strategies (BRD) 
Recommended Prerequisite Experience 

¶ At least 3 months experience designing, creating, and testing Genesys routing strategies in a 
production environment is necessary for an optimal training experience. 

 
Course Objectives 
After completing this course, a student will be able to: 

¶ Analyze a URS log to aid in strategy development and troubleshooting 

¶ Identify and use options that influence routing behavior  

¶ Use IRD functions and objects to access configuration data 

¶ Identify many other useful functions and use them as needed 

¶ Access external applications from your strategy 

¶ Use Macros to combine strategy steps and make them reusable 

¶ Leverage IRD statistics and statistical functions for routing decisions and target selection 

¶ Use virtual queues in statistical functions and leverage virtual-queue specific functions 

¶ Use Share Agent By Service Level Agreement routing (SLA) 

¶ Use IRD functions and routing objects for skill-based and Service Level routing  

¶ Using Business Rules 

¶ Use Business-Priority Routing principles in strategies 

¶ Describe routing data generated for reporting 
 
Course Topics 

¶ URS Log Analysis 

¶ URS Options 

¶ Using Functions to Access Configuration Data 

¶ Advanced Use of Functions 

¶ Using Macros and External Interfaces 

¶ Using Statistics in Strategies 

¶ More about Virtual Queues 

¶ Share Agent By Service Level Agreement Routing 

¶ Advanced Skill-Based Routing 

¶ Using Business Rules 

¶ Service Level Routing 

¶ Business-Priority Routing 

¶ Using Routing Data for Reporting 
 
Course Information 
Version: 7.5 
Duration: 5 days 
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Reporting 7 
 
Configuring and Monitoring a Contact Center with CCPulse+ 7 (CCS7) 
 
Course Description 
Configuring and Monitoring a Contact Center with CCPulse+ introduces students to the Genesys tools 
needed to configure, modify, and monitor contact center operations. Using realistic examples and 
scenarios, students will perform hands-on activities using inbound voice with Configuration Manager and 
CCPulse+, including maintaining DN and agent information in Configuration Manager, and viewing and 
modifying real-time reports in CCPulse+.  
 
This course uses Genesys software version 7.5, and is also effective for students using version 7.2 or an 
earlier version of 7.0. 
 
Who should take this course? 
Configuring and Monitoring a Contact Center with CCPulse+ is intended for contact center supervisors and 
others involved in managing and supervising the day-to-day operations of a contact center. 
 
Prerequisites 
Working knowledge of Microsoft Windows, including how to navigate, minimize, maximize, and close 
windows. 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Describe the principles of contact center configuration using Genesys 

¶ Maintain contact center resources using Configuration Manager 

¶ Describe how CC Pulse+ is used to view the real-time status of resources in the contact center 

¶ Customize CC Pulse+ displays 
 
Course Topics 

¶ Introducing Contact Center Management 

¶ Describe the purpose of Configuration Manager 

¶ Examine the commonly used configuration objects 

¶ Navigate the Configuration Manager  

¶ Configuring Agent Information  

¶ Explore menu options and toolbars used with CC Pulse + 

¶ View the real-time status of resources in the contact center using CC Pulse+ 

¶ Reporting Overview 

¶ Navigating CCPulse+ 

¶ Changing Views in CCPulse+ 

¶ Creating and Modifying Templates 

¶ Describe CC Pulse+ template wizard options 

¶ Modify a CC Pulse+ template 

¶ Create a CC Pulse+ template 

¶ Exploring Statistics  

¶ How do statistics count data 

¶ What data does statistics count 

¶ When do statistics count data 

¶ How statistic definitions impact data in CCPulse+ 

¶ Using Thresholds and Actions 

¶ Apply a threshold to represent an unusual condition 

¶ Apply an action to signal a threshold has been reached 
 
Course Information 
Version: 7.5 
Duration: 2 days (instructor-led classroom) or 13 hours (online instructor-led) 



   
Genesys University > Training Catalog 

28 July 2010 30 

CCAnalyzer Reporting for Supervisors 7 (ARS7) 
 
Course Description 
CCAnalyzer Reporting for Supervisors introduces students to the Genesys tools needed to configure, 
modify, and monitor historical statistic data. Students will perform hands-on activities using inbound voice 
with CCPulse+, Data Modeling Assistant, and ETL Assistant, and viewing and modifying historical reports in 
Hyperion. 
 
Note: This course uses Genesys software version 7.5, and is also effective for students using version 7.2 or 
an earlier version of 7.0  
 
Who should take this course? 
CCAnalyzer Reporting for Supervisors is intended for contact center supervisors and others involved in 
managing and supervising the day-to-day operations of a contact center and need to review historical 
reports. 
 
Prerequisites 

¶ Configuring and Monitoring a Contact Center with CCPulse+ (CCS) 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Describe how CCAnalyzer collects data 

¶ Customize CC Pulse+ views to utilize data stored in Data Mart by CCAnalyzer using historical 
associations for statistics 

¶ Describe the structure of the Genesys-provided Hyperion templates for CCAnalyzer data 

¶ Customize the Genesys-provided Hyperion templates 
 
Course Topics 

¶ CCAnalyzer Architecture 

¶ Viewing canned CCAnalyzer reports 

¶ Using Hyperion Intelligence Explorer 

¶ Analyzing canned CCAnalyzer reports 

¶ Historical resource objects and statistics 

¶ Export reports to Excel 

¶ Exploring Historical Associations for Statistics in CCPulse+ 

¶ Explore the Genesys-provided CCAnalyzer templates 

¶ Agent 

¶ Agent Comparison 

¶ Agent Group Details By Agents Daily 

¶ Place 

¶ Place Comparison 

¶ Queue 

¶ Queue Comparison 

¶ Working with the Results Section in CC Analyzer 

¶ Working with the Pivot Section in CC Analyzer  

¶ Working with the Chart Section in CC Analyzer 

¶ Working with the Report Section in CC Analyzer 
 
Course Information 
Version: 7.5 
Duration: 2 days 
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Basic Reporting Design 7 (RBD7) 
 
Course Description 
Basic Reporting Design gives students an in-depth look at creating customized historical reports for inbound 
voice routing. Students use the Genesys reporting and routing tools to complete activities that demonstrate 
how to customize historical reports. 
 
This course includes the following topics: features and functions of CCPulse+, CC Analyzer, Stat Server 
options, routing strategy features for historical reporting, Data Modeling Assistant (DMA) templates and 
layouts, ETL Assistant, Report Generation Assistant, and Hyperion Query Designer functions. 
 
Who should take this course? 
Basic Reporting Design is intended for report designers, database administrators, and any other technical 
roles involved in creating and analyzing reports in a Genesys environment. 
 
Prerequisites 

¶ Framework Overview 7 (FRO) 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Describe the reporting architecture 

¶ Navigate the reporting interfaces 

¶ Use canned reports 

¶ Modify canned reports 

¶ Export report data 
 
Course Topics 

¶ Introduction to Routing 

¶ Introduction to Genesys Reporting 

¶ Navigating CC Pulse+ 

¶ Creating and Modifying Templates 

¶ Using Thresholds and Actions 

¶ Data Collection (CCA Drill-Down) 

¶ DMA 

¶ Layouts 

¶ Viewing canned layouts 

¶ ETL Process: Extraction, Transformation, and Loading Runtime Engine 

¶ Define processes 

¶ Show properties files 

¶ ETL Assistant 

¶ Result of the ETL process 

¶ Analyze Canned Reports Process 

¶ Analyze Canned Reports Results 

¶ Top-down analysis ï Where does result come from? 

¶ Calculated in SQL views 

¶ Calculated as HYPERION computed item 

¶ How is service factor calculated in CCA? 

¶ Modifying Historical Reports with Hyperion 

¶ Add, delete, and change the Results section 

¶ Add, delete, and change tables 

¶ Add, delete, and change charts 
 
Course Information 
Version: 7.2 
Duration: 4 days 
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Advanced Reporting Design 7 (RAD7) 
 
Course Description 
Advanced Reporting Design gives students an in-depth look at complex components in Genesys historical 
reports for inbound voice routing. Students use the Genesys reporting and routing tools to complete 
activities that demonstrate how to utilized advanced features in their historical reports. 
 
This course includes the following topics: Stat Server Status and Action Model, Stat Server Statistical 
Model, Agent and Agent Group Reporting, Virtual Agent Group Reporting, Virtual Queue Reporting, and 
Modifying Reports for use with Multiple Layouts. 
 
Who should take this course? 
Advanced Reporting Design is intended for report designers, database administrators, and any other 
technical roles involved in creating and analyzing reports in a Genesys environment that need to improve 
their skills beyond the basics. 
 
Prerequisites 

¶ Basic Report Design (RBD) 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Design customized reports. 

¶ Customize statistics, templates, layouts, and reports for both CCPulse+ (real-time and historical) and 
CCAnalyzer. 

¶ Describe how to create custom reports for Agents, Agent Groups, Virtual Agent Groups, and Virtual 
Queues. 

¶ Perform a limited amount of troubleshooting 
 
Course Topics 

¶ Review Basic Reporting Concepts 

¶ Creating Custom Reports Using RGA 

¶ Creating Custom Reports from Scratch 

¶ Stat Server Status and Action Model 

¶ Stat Server Statistical Model 

¶ Agent and Agent Group Reporting 

¶ Virtual Queues 

¶ Virtual Agent Group Reporting 

¶ Modifying Reports for use with Multiple Layouts 

¶ Algorithms: Categories and Aggregated Values 

¶ Customization of historical reporting features of CCPulse+ 

¶ Troubleshooting typical report problems 

¶ Additional advanced content not previously covered (to be developed) 
 
Course Information 
Version: 7.2 
Duration: 4 days 



   
Genesys University > Training Catalog 

28 July 2010 33 

Genesys Info Mart and Interactive Insights 7 
 
Info Mart Installation and Configuration 7 (IMI7)  
 
Course Description 
Info Mart Installation and Configuration focuses on the concepts and skills needed to plan, install, configure, 
and troubleshoot the Genesys Info Mart 7 successfully. Students perform hands-on activities installing and 
configuring Info Mart components, including the Interaction Concentrator (ICON). This course includes the 
following topics: overview of Info Mart and Genesys Interactive Insights, planning Info Mart installation, 
planning ICON installation, configuring and installing ICON components for voice data and multimedia, 
monitoring and administering ICON, configuring Info Mart data sources, configuring Info Mart, configuring 
and running ETL, installing Info Mart, discussion of ICON & HA for Info Mart, viewing Interactive Insights. 
 
Who should take this course? 
Info Mart Installation and Configuration is intended for system administrators, system integrators, and other 
technical support persons and other technical roles involved in the planning, installation, configuration, and 
maintenance of Genesys Interaction Concentrator (ICON), and Genesys Info Mart, and an understanding of 
Genesys Interactive Insights. 
 
Prerequisites 

¶ Framework Installation and Configuration (FRI) and 

¶ Routing and Reporting Installation and Configuration (RRI) 

¶ Enterprise-level system installation or integration experience 

¶ Familiarity with an enterprise-level Database Management System 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Describe & diagram the architecture of Info Mart 

¶ Describe & diagram the architecture of Interaction Concentrator (ICON) 

¶ List deployment planning considerations for ICON, Info Mart and Interactive Insights. 

¶ Use basic ICON admin tools 

¶ Describe ICON database schema 

¶ Install, configure and run ICON components 

¶ Install, configure data sources, and run Info Mart components 

¶ Run and understand ETL  

¶ Understand ICON and HA consideration for Info Mart 

¶ Solve Info Mart installation and configuration problems 
 
Course Topics 

¶ ICON Architecture 

¶ Planning the ICON Installation 

¶ Configuring & Installing ICON 

¶ ICON Database Schema 

¶ Attached Data Specification 

¶ ICON Administration 

¶ Info Mart Architecture 

¶ Info Mart Planning 

¶ Configuring the Info Mart Data Sources 

¶ Configuring the Info Mart Installation Components 

¶ Installing the Info Mart Components 

¶ Configuring ETL Jobs 

¶ Checking the Info Mart Installation 

¶ Sample Data Flows in the ETL Process 

¶ Sample Data Extraction Topologies 

¶ Install Interaction Insights 
 
Course Information 
Version: 7.6 
Duration: 3 days 
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Info Mart Report Development 7 (IMD7)  
 
Course Description 
Info Mart Report Design provides the students with an in-depth look at creating customized reports from 
data stored in Genesys Info Mart. Students will analyze the Info Mart star schema and construct SQL views 
and queries as a part of exploring the data structure and designing their reports. 
 
This course includes the following topics: Info Mart architecture, Info Mart star schema, Fact and Dimension 
tables, Multimedia business process, workflows, queue strategy, management steps, Multimedia analysis 
and reporting, Mediation _DN_Reporting, Multimedia Interaction flows, Virtual Queue Reporting and 
Contact Center Star Schemas. 
 
Who should take this course? 
Genesys Info Mart Report Development is aimed at customers and partners who need to know how to 
create custom reports utilizing Info Mart data. 
 
Recommended Skills and Knowledge 

¶ Basic Genesys Routing and Reporting knowledge recommended 

¶ Understanding the use of SQL  to write queries for reporting 
 
Course Objectives 
After completing this course, a student will be able to: 
¶ Describe the sources of Info Mart data and the start schema 

¶ Identify the common Info Mart fact and dimension tables 

¶ Define the differences between media-neutral and media-specific tables 

¶ Compare the data found in Interaction Fact, Interaction Fact Segment, and Interaction Resource Fact tables 

¶ Work with extension tables 

¶ Describe dimension supporting Interaction Analysis, Service Level reporting, Service Effort reporting,  and Routing 
target reporting 

¶ Create aggregation based reporting on interactions 

¶ Describe basic multimedia entities: business process, workflow, queue, strategy 

¶ Identify basic interaction management steps 

¶ Explain the various multimedia star schemas 

¶ Describe and analyze multimedia interaction flows 

¶ List the existing multimedia reporting tables 

¶ Analyze the results from Mmedia_Ixn_Fact_Ext table 

¶ Describe Virtual Queue reporting 

¶ Analyze scenarios to measure or recognize reasons for leaving VQs, duration in and after leaving VQs 

¶ Create SQL queries that generate reports about Virtual Queues using the Mediation_Segment_Fact table 

¶ Understand the structure of the star schemas related to the activities done with the Contact Center 

¶ Identify the tables to use in order to prepare reports 

¶ Understand the origin of the data used for reporting 

¶ Analyze tables containing skill information 

¶ Analyze skill based routing effort 

¶ Understand the difference between target skill requirements and selected targets. 

 
Course Topics 

¶ Genesys Info Mart Schema ¶ Analyze multimedia Interaction  flows 

¶ Interactions ¶ Existing multimedia reporting 

¶ Multimedia ¶ Virtual Queue reporting 

¶ Multimedia analysis and reporting ¶ Contact Center star schemas 

¶ Mediation _DN_Reporting  

 
Course Information 
Version: 7.6 
Duration: 2 days 
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Interactive Insights 7 for Business Operations (IOP7) ï applicable to Interactive Insights 

customers only 

 
Course Description 
Interactive Insights 7 for Business Operations focuses on concepts and skills needed to use Interactive 
Insights. You will learn how to use the Interactive Insights User Interface, Generate Reports, Set-up user 
groups, profiles, and publish a report. The course includes using different user group views and viewing the 
Universe. 
 
This course includes the following topics:  the functions of the Interactive Insights interface, describing the 
out of the box reports included with Interactive Insights, modifying and creating report documents, restricting 
data returned by a query, views of the Universe, descriptions of relevant data source and table structures, 
and publishing reports. 
 
Who should take this course? 
Genesys Interactive Insights for Business Operations is intended for Business Analysts, Supervisors, and 
others involved in viewing, using, and requesting Genesys Interactive Insights reports for data analysis and 
business objective alignment. 
 
Prerequisites 

¶ None for this course 
 
Recommended Courses 

¶ Info Mart Report Design (IMD)  
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Describe the functions of the Interactive Insights interface. 

¶ Describe the relationship between Genesys Info Mart and Interactive Insights. 

¶ Understand the Interactive Insights Reports 

¶ List the available out of the box Interactive Insights reports. 

¶ Modify, create and publish reports. 

¶ Format report documents. 

¶ Create new users, user groups, and define user profiles. 

¶ Describe the structure of the Genesys Universe in Designer 

¶ Identify the location of the Genesys knowledge base 
 
Course Topics 

¶ Introduction to Genesys Interactive Insights 

¶ Understanding Interactive Insights Reports 

¶ Introduce the Interactive Insights Universe and Info View 

¶ Understanding the Interactive Insights Universe 

¶ Report Presentation 

¶ Creating a new report from scratch 

¶ Profiles and Publications 

¶ Compare Genesys Reporting 

¶ Course Review and Practice 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: 7.6 (Note: Includes reports available from the 7.6.01 release.) 
Duration: 2 days 
 

http://www.genesyslab.com/training/master_course_list.asp
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Application Development 7 
 
Platform and Interaction SDK Workshop for Developers 7 (PID7)  
 
Course Description 
Platform and Interaction SDK Workshop for Developers 7 is an introduction to the main capabilities of the 
Platform and Interaction SDK suites that are included in the Genesys Universal SDK.  The workshop will be 
presented through lecture and hands-on activities using real-life examples to learn best practices for using 
the Genesys SDKs. Students will have extensive time to practice, based on exercises that illustrate various 
programming approaches for integrations and application development.  
 
Instruction will cover the following Universal SDK components:  
¶ Genesys Desktop.NET Toolkit 
¶ Agent Interaction SDK Java 
¶ Interaction SDK for Services (including Agent, Open Media, Configuration, Statistics) 
¶ Genesys Integration Server (provides Services integration for Genesys SDKs) 
¶ Platform SDK (Voice, Configuration, Statistics, Web Media) 
¶ Genesys Application Blocks (production-ready code) 
 
Note: This course uses Genesys software version 7.5. It is effective for students using any 7.x version. 
 
Who should take this course? 
Platform and Interaction SDK Workshop for Developers 7 is intended for experienced application 
developers involved in developing and/or maintaining applications for the Genesys Framework. 
 
Prerequisites 
¶ Framework Overview (FRO) 
¶ Framework, Universal Routing, and Solution Reporting Overview (RRO) 
¶ Knowledge in either Java or .NET is essential 
¶ Familiarity with the XML Path Language (XPath) is useful 
¶ Access to Genesys DevZone which requires the student to register for access at least one week prior to 

the course. Visit www.genesyslab.com/developer for information 
 
Course Objectives 
After completing this course, a student will be able to: 
¶ Identify the appropriate SDK for a given application development project 

¶ Develop and/or maintain an application that uses the Genesys SDKs 
 
Course Topics 

¶ How to use SDKs as situations dictate (which SDK 
to use for a given job ï perspectives tables) 

¶ Introduction to Genesys Universal SDK 

¶ Interaction SDKs  

¶ Platform SDKs 

¶ Architecture, Use Case and Technical Perspectives 

¶ Genesys Integration Server-related SDKs 

¶ Technical licenses 

¶ SDK decision criteria 

¶ Application Blocks 

¶ Coding Principles 

¶ Developing server side applications 

¶ Web API development capabilities for 
Genesys multimedia interactions 

¶ DevZone 

¶ Accessing the Configuration Layer 

¶ Creating an Agent Desktop 

¶ Coding Principles 

¶ SDKs for building Agent Desktops 

¶ Handling Open Media using Agent 
Interaction Layer and Platform SDK 

¶ Working with Server-side applications 

¶ Accessing the Configuration Layer 

¶ Accessing the Statistics 

¶ Accessing the Web Media 
 

Course Information 
Version: 7.5 
Duration: 5 days 

http://www.genesyslab.com/developer
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Genesys IP Contact Center Solutions 7 
 

IP Product Overview 7 (IPO7) 
 
Course Description 
IP Product Overview covers IP Telephony, SIP protocol, and an overview of Genesys IP products. The 
content is reinforced with learning checks, instructor demonstrations, and hands-on lab exercises. IP 
Product Overview is the starting point for all other Genesys SIP Server courses in the Genesys University 
curriculum.  
 
This course is also recommended to anyone interested in the Genesys Voice Platform courses. 
 
Note: This course uses Genesys software version 7.6 and is also effective for students using versions 7.2 
and 7.5. 
 
Who should take this course? 
IP Product Overview is intended for business analysts, project managers, IP network architects, IP 
consultants, system support specialists, system administrators responsible for installation and daily 
operations, and any other technical roles involved in the deployment planning, installation, configuration, 
support, and maintenance of Genesys SIP Server and IP solutions. 
 
Prerequisites 

¶ There are no Genesys prerequisites for the class, but basic understanding of IP Telephony and SIP 
Protocol is a plus. 

 
Course Objectives 
After completing this course, a student will be able to: 

¶ Explain basic IP Telephony technical concepts  

¶ Explain the business justification/advantages of IP Telephony 

¶ Describe gateways, soft switches, application servers, and SIP endpoints and describe their role in a 
voice interaction flow 

¶ Understand the basics of the SIP protocol  

¶ Describe the Genesys IP products 

¶ Describe the features and benefits of SIP Solution 

¶ Describe Genesys SIP Solution 

¶ Explain the SIP Server client-server architecture, added values of SIP, types of SIP Servers 

 
Course Topics 

¶ IP Telephony Overview 

¶ Introduction to VoIP - Description of VoIP fundamentals 

¶ VoIP Protocols Overview - Description of VoIP protocols 

¶ QoS 

¶ SIP Technology Overview 

¶ Description of SIP Protocol 

¶ SIP Requests and Responses (Call Setup and Tear Down) 

¶ SDP Protocol 

¶ SIP Definitions: SIP Agent/B2BUA/Registrar/Proxy/Redirection 

¶ 1st Party and 3rd Party Call Control  

¶ SIP Call Scenarios 

 
Course Information 
Version: 7.6 
Duration: 1 day 
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Genesys SIP Server Installation and Configuration 7 (SSI7) 
 
Course Description 
Genesys SIP Server Installation and Configuration covers the purpose, architecture, deployment models, 
configuration and installation, basic usage, and call flows of Genesys SIP Server and Stream Manager. 
Lesson contents are reinforced with learning checks, instructor demonstrations and hands-on lab exercises. 
 
Note: This course uses Genesys software version 7.6 and is also effective for students using versions 7.2 
and 7.5. 
 
Who should take this course? 
Genesys SIP Server Installation and Overview is intended for SIP network architects, SIP consultants, IP 
integrators, system support specialists, system administrators responsible for installation and daily 
operations, and any other technical roles involved in the deployment planning, installation, configuration, 
support, and maintenance of Genesys SIP Server solutions. 
 
Prerequisites 
The following Genesys University courses (or equivalent knowledge) are required: 

¶ Framework Overview (FRO) 

¶ Framework Installation and Configuration (FRI) 

¶ Routing and Reporting Installation and Configuration (RRI) or Building Basic Routing Strategies (BRD) 

¶ IP Product Overview (IPO) 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Understand sizing, licensing and software and hardware requirements for Genesys SIP Server  

¶ Describe Genesys SIP Server and its main deployment modes 

¶ Describe the benefits of Genesys SIP Server 

¶ Describe High Availability and Scalability options 

¶ Describe Stream Manager and its functions 

¶ Install and configure Genesys SIP Server Stream Manager and the Genesys SIP Endpoints 

¶ Trace the call flow of a SIP interaction with and without Stream Manager 

¶ List and understand the features available with Genesys SIP Server beyond those implemented in the 
classroom environment  

¶ Describe DMX as an H.323/SIP converter 
 
Course Topics 

¶ Overview of Genesys SIP Solution and Deployment Planning (lecture) 

¶ SIP Server Functionality (lecture) 

¶ SIP Server Deployment and Configuration (hands on) 

¶ Stream Manager Deployment and Configuration (hands on) 

¶ Stream Manager Functionality and Configuration (lecture and hands on) 

¶ Basic Call Flows (lecture and hands on) 

¶ SIP Server Extended Functionality (lecture and hands on) 

¶ Advanced Call Flows (lecture and hands on) 
 
 
Course Information 
Version: 7.6 
Duration: 3 days 
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Advanced SIP Server Workshop 7 (SSW7) 
 
Course Description 
Advanced SIP Workshop combines lecture and hands on activity to give students an in-depth look at the 
advanced SIP Server topics. Lecture content is kept at a minimum and the emphasis is on the hands on 
activity.  This course includes the following topics: networking fundamentals, QoS, remote agents, hard and 
soft phone configuration, stream manager sizing, SIP Server HA configuration. 
 
Note: This course uses Genesys software version 7.6, and is also effective for students using version 7.5 or 
an earlier version of 7.2 
 
Who should take this course? 
Advanced SIP Workshop is intended for Genesys partners customer engineers, and any other technical 
roles involved with SIP Server implementations. 
 
Prerequisites 
The following Genesys University courses (or equivalent knowledge) are required: 

¶ Genesys Framework (FRO/FRI) 

¶ Routing and Reporting Installation and Configuration (RRI) or Building Basic Routing Strategies 
(BRD) 

¶ IP Product Overview (IPO) 

¶ Genesys SIP Server Installation and Configuration (SSI) 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Select IP subnet for the SIP Server deployment 

¶ Implement QoS 

¶ Configure remote agents 

¶ Design an HA SIP environment on 
o Windows platform 
o Linux platform 

 
Course Information  
Version: 7.6 
Duration: 2 days 
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Genesys IP Contact Center Solutions 8 
 

IP Product Foundations 8 (SIP8.0-FND) 
 
Course Description 
IP Product Foundations covers IP Telephony, SIP protocol, SIP Servers, and an overview of Genesys IP 
products. The content is reinforced with learning checks, instructor demonstrations, and hands-on lab 
exercises. IP Product Foundations is the starting point for all other Genesys SIP Server courses in the 
Genesys University curriculum.  
 
This course is also recommended to anyone interested in the Genesys Voice Platform courses. 
 
Note: This course uses Genesys software version 8.0.0 and is also effective for students using versions 7.2, 
7.5, and 7.6. 
 
Who should take this course? 
IP Product Foundations is intended for business analysts, project managers, IP network architects, IP 
consultants, system support specialists, system administrators responsible for installation and daily 
operations, and any other technical roles involved in the deployment planning, installation, configuration, 
support, and maintenance of Genesys SIP Server and IP solutions. 
 
Prerequisites 

¶ Framework Overview (FRO) 

¶ Basic understanding of IP Telephony and SIP Protocol is a plus. 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Explain basic IP Telephony technical concepts  

¶ Explain the business justification/advantages of IP Telephony 

¶ Describe gateways, soft switches, application servers, and SIP endpoints and describe their role in a 
voice interaction flow 

¶ Explain the basics of the SIP protocol  

¶ Explain SIP signaling between SIP Servers and SIP endpoints 

¶ Identify the types of SIP Servers 

¶ Describe the Genesys IP products 

¶ Describe the features and benefits of SIP Solution 

¶ Describe Genesys SIP Solutions 

 
Course Topics 

¶ Module 1. IP Telephony Overview 

¶ Introduction to VoIP - Description of VoIP fundamentals 

¶ VoIP Protocols Overview - Description of VoIP protocols 

¶ QoS 

¶ Module 2. SIP Technology Overview  

¶ Description of SIP Protocol 

¶ SIP Requests and Responses (Call Setup and Tear Down) 

¶ SDP Protocol 

¶ SIP Definitions: SIP Agent/B2BUA/Registrar/Proxy/Redirection 

¶ 1st Party and 3rd Party Call Control  

¶ SIP Call Scenarios 

¶ Module 3. Genesys IP Product Overview 

¶ Genesys IP Product Overview 
 
Course Information 
Version: 8.0 
Duration: 1 day 
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Genesys SIP Server Deployment 8 (SIP8.0-DPL) 
 
Course Description 
Genesys SIP Server Deployment covers the purpose, architecture, deployment models, configuration, call 
flows, and basic usage of Genesys SIP Server and Stream Manager. Lesson contents are reinforced with 
learning checks, instructor demonstrations and hands-on lab exercises.  
 
Who should take this course? 
Genesys SIP Server Deployment  is intended for SIP network architects, SIP consultants, IP integrators, 
system support specialists, system administrators  responsible for installation and daily operations, and all 
other technical roles involved in the deployment planning, installation, configuration, support, and 
maintenance of Genesys SIP Server solutions. 
 
Prerequisites 
The following Genesys University courses are recommended:  

¶ Routing and Reporting Installation and Configuration (RRI) or Building Basic Routing Strategies (BRD) 
 
The following Genesys University courses (or equivalent knowledge) are required: 

¶ Framework Installation and Configuration (FRI) and Genesys IP Foundations (SIP8.0-FND) 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Describe licensing for Genesys SIP Server, Genesys Network SIP Server, and Genesys Stream 
Manager  

¶ Describe Genesys SIP Server and its main deployment modes 

¶ Describe the benefits of Genesys SIP Server 

¶ Describe High Availability and Scalability options 

¶ Describe Stream Manager and its functions 

¶ Install and configure Genesys SIP Server, Stream Manager, and SIP Endpoints 

¶ Trace the call flow of a SIP interaction with and without Stream Manager 

¶ List and describe the features available with Genesys SIP Server beyond those implemented in the 
classroom environment  

¶ Describe DMX as an H.323/SIP converter 

 
Course Topics 

¶ Genesys SIP Server Deployment Planning (lecture) 

¶ SIP Server Functionality (lecture) 

¶ SIP Server Deployment (lecture and hands on) 

¶ Mapping SIP Headers (lecture and hands on) 

¶ Stream Manager Deployment and Basic Configuration (hands on) 

¶ Stream Manager Functionality (lecture and hands on) 

¶ Call Treatment Configuration (hands on) 

¶ Call Transfer (lecture and hands on) 

¶ Conference Calls (hands on) 

¶ Agent Configuration (lecture and hands on) 

¶ Call Supervision (lecture) 

¶ Call Recording (lecture and hands on) 

¶ SIP Server Extended Functionality (lecture and hands on) 

¶ Softswitch Integrations (lecture and hands on) 

¶ IM Solution (lecture and hands on) 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: 8.0 
Duration: 3 days 

http://www.genesyslab.com/training/master_course_list.asp
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Genesys Workforce Management 7 
 
Workforce Manager Overview 7 ï ONLINE (WFO7-V) 
 
Course Description 
Genesys Workforce Manager Overview 7 provides business managers, project managers and the general 
business audience an understanding and overview to the benefits and features of the Workforce Manager 
Software application.  At the end of this course, students will be able to actively participant in deployment 
discussion for the Workforce Management product. 
 
Note:  The WFO course is not intended for end users (schedulers, supervisors and IT support personnel) of 
the Workforce Management application. 
 
Who should take this course? 
Genesys Workforce Manager Overview 7 is intended for the general business audience wanting to gain a 
better foundation to the Workforce Management system.  Project managers, business analyst and business 
managers will acquire a strong foundation for making Workforce decisions. 
 
Prerequisites 

¶ None 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Summarize the elements of the WFM system 

¶ Identify features and benefits of Genesys Workforce Management 

¶ Navigate the WFM Configuration Utility 

¶ Identify the configuration settings needed to build a schedule 

¶ Summarize the tasks needed to build (create and publish) a forecast 

¶ Summarize the tasks needed to build (create and publish) a schedule 

¶ Review a published schedule in WFM Web Agent 

¶ Recognize WFM reports categories 

¶ Summarize key success factors for WFM applications 
 
Course Topics 

¶ Workforce Management Overview  

¶ Elements of Workforce Management 

¶ Genesys Workforce Management (WFM) 

¶ Features and Benefits 

¶ WFM Components 

¶ WFM Configuration Utility ï Options    

¶ WFM Configuration Utility 

¶ Configuration Setup 

¶ Policy Setup 

¶ WFM Web Interface 

¶ Web Supervisor 

¶ Web Agent 

¶ Measuring Success in WFM 

¶ WFM Reports 

¶ Adherence Overview 

¶ Performance Overview 

¶ Determine Schedule Success 
 
Course Information 
Version: 7.6 
Duration: 3½ hrs (Instructor-led Webinar) 
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Configuring, Forecasting, and Scheduling with Workforce Manager 7 (WFP7) 
 
Course Description 
Configuring, Forecasting, and Scheduling with Workforce Manager focuses on the concepts and skills 
needed to use Genesys Workforce Manager (WFM) to forecast workload and workforce, schedule agents, 
and monitor adherence to forecasts and schedules. This is a hands-on class where students configure a 
variety of contact center examples to gain knowledge of Workforce Managerôs capabilities. The course 
includes the following topics: contact center rules, contracts, shift definitions, forecasting, scheduling, 
monitoring adherence and performance, and using the web interface as a supervisor or agent.  
 
This course uses Genesys software version 7.6.1 and is also effective for students using an earlier version 
7.x. 
 
Who should take this course? 
Configuring, Forecasting, and Scheduling with Workforce Manager is intended for contact center managers, 
supervisors, and others responsible for scheduling and monitoring contact center efficiency. 
 
Prerequisites 

¶ Working knowledge of Microsoft Windows, including the ability to open and close windows and mouse 
proficiency 

¶ Experience supervising or managing in a contact center 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Summarize the benefits and components in Genesys Workforce Manager (WFM) 

¶ Configure a contact center in Workforce Manger (seats, activities, skills, and security rights) 

¶ Configure contact center rules and policies (contracts, meals, breaks, shifts, trading, exceptions and 
time off) 

¶ Forecast workload and the workforce necessary to cover it  

¶ Build and modify work schedules for agents 

¶ Configure and use WFM Web Agent to manage agent time off, agent trading, agent initiated exceptions 
and agent bidding 

¶ Manage a workforce (assign agents to teams, plan exceptions, grant agent preferences, and schedule 
meetings) 

¶ Monitor adherence to forecasts, schedules, and agent compliance to scheduled activities 

¶ Run reports needed for contact center management 

¶ Combine physical contact centers into a business unit 
 
Course Topics 

¶ Workforce Overview 

¶ Configuration Advanced Topics 

¶ Forecasting Advanced Topics 

¶ Pre-Schedule Activities 

¶ Scheduling Advanced Topics 

¶ Measuring Success  

¶ Time Off Management  

¶ Post Schedule Activities 

¶ WFM Multi-Site Configuration 

¶ WFM Review 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: 7.6.1 
Duration: 5 days 

http://www.genesyslab.com/training/master_course_list.asp
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Workforce Manager Troubleshooting Workshop 7 (WFT7) 
 
*** Please contact your local training center for the latest update on this course *** 
 
Course Description 
Workforce Manager Troubleshooting Workshop gives students an in-depth view of the components of 
Genesys Workforce Manager (WFM). The workshop is a mixture of theory and hands-on practice. It 
includes the following topics: WFM Data Aggregator, Web Server, WFM Server, WFM Reports, WFM 
Builder, WFM Client, Forecasting, and Scheduling. Additionally, students can bring one or two questions 
from their installation on which to work as a troubleshooting project.   
 
Note: This course uses Genesys software version 7.1.2, and it is also effective for students using version 
7.2 or an earlier version of 7.x. 
 
Who should take this course? 
Workforce Manager Troubleshooting Workshop is intended for system administrators, system integrators, 
and other technical roles involved in the planning, configuration, and maintenance of Genesys Workforce 
Manager. 
 
Prerequisites 

¶ Framework Overview (FRO) or Framework, Universal Routing and Solution Reporting Overview (RRO) 

¶ Recommended: Configuring, Forecasting, and Scheduling with Workforce Manager (WFP) or 
Workforce Manager for Supervisors (WFS) 

¶ At least three to six months experience supporting and maintaining a Genesys Workforce Manager 
installation 

 
Course Objectives 
After completing this course, a student will be able to: 

¶ Describe the internal processes used by Workforce Manager 

¶ Troubleshoot common problems related to Workforce Manager functionality 

¶ Interpret Workforce Manager log files 

¶ Identify and address common problems that affect performance 
 
Course Topics 

¶ Data Aggregator Introduction ¶ WFM Web Tuning and Logs 

¶ Data Aggregator Logging ¶ WFM Web Upgrade 

¶ Data Aggregator Troubleshooting ¶ WFM Web Problem Scenarios 

¶ WFM Configuration Utility ¶ WFM Routing (optional) 

¶ Forecasting Algorithms and Calculations ¶ WFM Servers 

¶ Multi-Site Forecasting and Performance ¶ WFM Scheduling 

¶ What-If Scenarios ¶ WFM Scheduling Validation and Low Call 
Volume Activities 

¶ WFM DB Utility ¶ Task-Based Scheduling 

¶ WFM Integration API  

¶ WFM Web and Tomcat  

 
Course Information 
Version: 7.1.2 
Duration: 4 days 
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Using Workforce Manager Web for Agents 7 (WFA7) ï Computer-Based Training 
 
Course Description 
Using Workforce Manager Web for Agents is a self-paced, online course. It is designed to train contact 
center agents how to use the agent features of Genesys Workforce Manager.  
The course is approximately one hour in length. It can be delivered as a single presentation or by selecting 
and viewing specific topics. No special software is needed to view the course, but users who do not have 
the Flash add-in for their browser will be prompted to download it.  
The course is Sound Enabled.  We recommend headphones or speakers to participate in the Audio 
components. 
 
This course uses Genesys WFM software version 7.6.1 and the curriculum is only relevant to customers 
using WFM 7.6.1. Curriculum is available for WFM 7.2 and 7.5. 
 
Who should take this course? 
Using Workforce Manager Web for Agents is intended for contact center agents in centers utilizing the 
agent web interface of Genesys Workforce Manager. 
 
Prerequisites 
Working knowledge of Microsoft Windows, including the ability to: 

¶ Open and close windows  

¶ Use a mouse 
 
Course Objectives 
After completing this course, agents will be able to: 

¶ Check their work schedule 

¶ Submit vacation requests 

¶ Create an availability pattern 

¶ Submit shift or availability preferences 

¶ View other agentsô schedules 

¶ Create schedule trade proposals 

¶ Respond to other agentsô trade proposals 

¶ Review and rank bidding schedules 
 
Course Topics 

¶ Getting Started 

¶ Logging In  

¶ Navigating the menu 

¶ Schedule Preferences 

¶ Viewing Your Work Schedule 

¶ Requesting a Preferred Day Off 

¶ Requesting a Specific Shift or Hours 

¶ Editing Preference Requests 

¶ Cancelling Preference Requests 

¶ Creating, Using, Editing and Deleting Availability Pattern 

¶ Checking The Status of Requests 

¶ Agent Initiated Exceptions 

¶ Using Time Off 

¶ Checking Your Time Off  Balances 

¶ Requesting Time Off 

¶ Editing, Canceling (*Deleting/ Recalling) Time Off  

¶ Shift Trading 

¶ How Trading Works 

¶ Viewing Other Agentsô 
Schedules 

¶ Personal Proposals (Creating 
and Responding) 

¶ Community Proposal (Creating 
and Responding) 

¶ Reviewing Trade Status 

¶ Shift Bidding 

¶ Scheduling Bidding Overview 

¶ Sort and Filter Bidding 
Schedules 

¶ Rank and Submit Bid schedules 
 

 
Course Information 
Version: 7.6.1 
Duration: 1 hour 
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Using Workforce Manager Web for Supervisors 7 (WCS7) ï Computer-Based Training 
 
Course Description 
Using Workforce Manager Web for Supervisors focuses on the concepts and skills needed to use Genesys 
Workforce Manager Web for Supervisors (WFM Web) to modify agent schedules, approve or decline 
schedule trades, monitor adherence to forecasts and schedules, monitor contact center performance, and 
create reports. 
This self-paced online course is approximately 60 minutes in length. It can be delivered as a single 
presentation or by selecting and viewing specific topics. No special software is needed to view this course, 
but users who do not have the Flash add-in for their browser will be prompted to download it.  
The course is Sound Enabled.  We recommend headphones or speakers to participate in the Audio 
components. 
 
This course uses Genesys WFM software version 7.6.1 and the curriculum is only relevant to customers 
using WFM 7.6.1. Curriculum is available for WFM 7.2 and 7.5. 
 
Who should take this course? 
Using Workforce Manager Web for Supervisor is intended for contact center supervisors in centers utilizing 
the agent web interface of Genesys Workforce Manager. 
 
Prerequisites 
Working knowledge of Microsoft Windows, including the ability to: 

¶ Open and close windows  

¶ Use a mouse 
 
Course Objectives 
After completing this course, supervisors will be able to: 

¶ View and change agent schedules  

¶ Approve or decline shift trades  

¶ Monitor agent adherence  

¶ Monitor contact center performance  

¶ Create Reports 
 
Course Topics 

¶ Getting Started on WFM Web Supervisor 

¶ Logging into WFM Web Supervisor  

¶ Working with Modules and Objects  

¶ Schedule 

¶ Viewing Schedules  

¶ Inserting a Break  

¶ Editing a Meal  

¶ Editing an Activity Set  

¶ Inserting an Exception  

¶ Deleting an Exception  

¶ Inserting Full-Day Items  

¶ Swapping Agent Schedules 

¶ Approving Master Schedule Changes 

¶ Calendar 

¶ Viewing the Calendar  

¶ Adding a Calendar Item  

¶ Editing a Calendar Item  

¶ Deleting a Calendar Item  

¶ Changing Requested Status 

¶ Trading Shifts 

¶ How Trading Works  

¶ Approving or Declining a Proposal 

¶ Monitoring and Reporting 

¶ Monitoring Agent Adherence  

¶ Monitoring Contact Center Performance  

¶ Creating and Opening Reports 

¶ Schedule Bidding 

¶ How Bidding Works 
 
Course Information 
Version: 7.6.1 
Duration: 1 hour 
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intelligent Workload Distribution (iWD) and eServices 7 
 

intelligent Workload Distribution and eServices Foundations (iWF7) 
 
Course Description 
The iWD (Intelligent Workload Distribution) and eServices Foundations course is a technical course that 
provides foundational knowledge essential for those going on to the iWD and eServices Design or iWD and 
eServices Installation and Configuration courses. 
 
Note: This course does not cover the iWD application, the front-end for capturing, prioritizing and 
distributing tasks into the iWD Solutionôs routing engine. A follow-on course, iWD Application Installation 
and Configuration, covers the iWD application in detail. 
 
Who should take this course? 
The iWD and eServices Foundations course is intended for technical roles such as workflow developer or 
system administrator. It is also relevant to those functioning in an óarchitect/designerô role. 
 
Prerequisites 

¶ Routing and Reporting Installation and Configuration (RRI ï 5 days) or 

¶ Building Basic Routing Strategies (BRD ï 4 days) or 

¶ Advanced Architecture Workshop (GAI ï 2 days) 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Describe what the iWD and eServices Solutions are and explain their value 

¶ Describe the iWD and eServices architecture  

¶ Describe iWD and eServices-related functions and features within the primary iWD and eServices 
development tool ï Interaction Routing Designer (IRD) 

¶ Identify components within simple workflows and explain their purpose 

¶ Describe and use Genesys Resource Capacity Planning 

¶ Explain the importance and use of interaction properties 

¶ Explain interaction model scenarios and analyze protocol messaging 

¶ Describe real-time, historical and analytical reporting options 

¶ Generate basic reports in CCPulse+ 
 
Course Topics 

¶ Introduction to iWD and eServices 

¶ iWD and eServices Solution Architecture 

¶ Interaction Design Window Basics 

¶ Resource Capacity Planning 

¶ Interaction Properties 

¶ Interaction Flow Models 

¶ Reporting Basics 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: 7.6 
Duration: 2 days 

http://www.genesyslab.com/training/master_course_list.asp
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iWD and eServices Workflow Design 7  (iWD7) 
 
Course Description 
IWD and eServices Workflow Design teaches students the skills necessary to write workflows to process 3

rd
 

Party Media interactions, Genesys Web Media (Chat) interactions, and Genesys E-mail interactions. 
Using business scenarios and hands-on activities, students will learn to design, create, and test Business 
Process Workflows with Interaction Routing Designer (IRD). 
 
Who should take this course? 
IWD and eServices Workflow Design is intended for an advanced technical audience whose job function 
requires creating and/or maintaining IWD and eServices Workflows. 
 
Prerequisites 

¶ IWD and eServices Foundations (iWF 7 ï 2 days) 

¶ Building Basic Routing Strategies 7 (BRD 7 ï 4 days) 
 
Course Objectives 

¶ Create, test, and troubleshoot basic 3
rd

 Party Media Business Process Workflows using IRD, 
Knowledge Manager, Genesys Desktop and sample Web forms. 

¶ Create, test, troubleshoot, and manage Business Process Workflows to handle Genesys email and chat 
interactions using IRD, Knowledge Manager, Genesys Desktop, and sample Web forms. 

¶ Apply Business Process Workflow design best practices. 
 
Course Topics 

¶ Architecture 

¶ Basic Business Process Design 

¶ Endpoints 

¶ Interaction Properties 

¶ Standard Response Library 
 
* Content of this lesson is contingent on successful interviews with field people who have this knowledge. 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: 7.6 
Duration: 3 days 

 

http://www.genesyslab.com/training/master_course_list.asp
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iWD and eServices Installation and Configuration 7 (iWI7) 
 
Course Description 
IWD and eServices Installation and Configuration engages students in hands-on activities during which they 
plan, install, configure, test and troubleshoot an iWD and eServices deployment on the Windows platform.  
This course includes the following topics: Solution Architecture Review, Deployment Planning, Wizard 
Deployment, Configuration Options, Deployment Testing and Troubleshooting. 
 
Note: This course does not cover deployment of the iWD application, a front-end application that is part of 
the iWD Solution. Genesys University offers a separate, 3-day iWD Application Installation and 
Configuration 7 course that may be taken after completing this course. The solution components you will 
learn to deploy in this course are required by the iWD Solution and must be in place in order to use the iWD 
application. 
 
Who should take this course? 
iWD and eServices Installation and Configuration is intended for system administrators, system integrators, 
and any other technical roles involved in the installation, configuration, and operation of the iWD and 
eServices components of the CIM Platform. 
 
Prerequisites 

¶ Routing and Reporting Installation and Configuration (RRI ï 5 days) 

¶ IWD and eServices Foundations (iWF 7 ï 2 days) 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Plan an iWD and eServices solution deployment 

¶ Deploy iWD and eServices with the Wizards 

¶ Perform post-deployment configuration and testing 
 
Course Topics 

¶ Solutions Architecture Review  

¶ iWD and eServices Solution Deployment Planning 

¶ Wizard Deployment 

¶ Configuration Options 

¶ Deployment Testing and Troubleshooting 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: 7.6 
Duration: 2 days 

 

http://www.genesyslab.com/training/master_course_list.asp
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iWD Application Installation and Configuration 7 (iWI-APP7) 
 
Course Description 
iWD Application Installation and Configuration engages students in hands-on activities during which they 
install, configure and test the iWD Application. 
 
The iWD Application is the component of the iWD solution that functions as a single point for capturing and 
actively organizing business tasks (work items) before sending them for distribution. 

¶ It captures tasks from various sources systems including, but not limited to, CRM, BPM, Fax Server, 
and Document Management systems. 

¶ It assigns captured tasks to user-definable business processes, based on user-definable rules and task 
content. 

¶ It calculates task priority according to user-definable rules that consider business process, customer 
segment, time-sensitivity, and other criteria. 

¶ It sends tasks in priority sequence to Genesys Interaction Server for processing by a workflow and 
distribution to an appropriate resource. 

¶ It tracks task status throughout its life cycle. 
 
Before taking this course, students will have deployed the other iWD solution components in the pre-
requisite course: iWD and eServices Installation and Configuration 7, or have equivalent experience. 
 
This course covers these topics: Overall iWD Solution architecture, iWD Application architecture, iWD 
Application technical deployment planning, iWD Application installation and technical configuration, iWD 
Application business deployment planning, iWD Application business configuration, IWD Application testing 
and troubleshooting, iWD Application reporting configuration and testing. 
 
Who should take this course? 
iWD Application Installation and Configuration is intended for system administrators, system integrators, 
and any other technical roles involved in the installation, system configuration, and operation of the iWD 
Applicationôs components. 
 
Prerequisites (Mandatory) 

¶ IWD and eServices Foundations (iWF 7 ï 2 days) 

¶ IWD and eServices Installation and Configuration (iWI 7 ï 2 days) 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Explain the key features, functions, and architecture of the iWD Solution and the iWD Application 

¶ Plan an iWD Application deployment from a technical and business perspective  

¶ Install the iWD Application and perform a technical and business configuration 

¶ Test and troubleshoot a deployment of the iWD Application 
 
Course Topics 

¶ iWD Application Architecture 

¶ iWD Application Deployment Planning - Technical 

¶ iWD Application Installation and Configuration 

¶ iWD Application Installation and Configuration - continued 

¶ iWD Application Deployment Planning - Business 

¶ iWD Application Business Configuration 

¶ Reporting Configuration and Testing 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: 7.6 
Duration: 3 days 

http://www.genesyslab.com/training/master_course_list.asp
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Genesys Outbound Voice 7 
 

Outbound Contact Overview 7 ï ONLINE (OCO7-V) 
 
Course Description 
Genesys Outbound Contact Overview 7 provides an understanding and overview to the benefits and 
features of the Outbound Contact solution.  This course allows business managers and project managers 
the opportunity to explore how Outbound meets business needs. 
 
Note: This course uses Genesys software version 7.6, and it is also effective for students using version 7.x 
 
Who should take this course? 
Genesys Outbound Contact Overview is intended for the general business audience wanting to gain a 
better foundation to the Outbound system.  Project managers, business analyst and business managers will 
acquire a strong foundation for making Outbound recommendations. 
 
Note: This course is not a configuration course. There will be no hands on configuration experience with the 
Outbound solution. There will be application demonstrations of the Outbound solution. We do not 
recommend this course for any student taking the CMS 7 ï Outbound Campaign Management course. 
 
Prerequisites 

¶ Framework Overview (FRO 7) ï recommended, or 

¶ Framework, Routing and Reporting Overview (RRO 7) ï recommended 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Summarize the role of Outbound can play within the Customer Life Cycle 

¶ Determine how Outbound fits into the Genesys CIM Platform 

¶ List Outbound core benefits 

¶ Identify and list the functions for the major Outbound components 

¶ Recognize Outbound terminology 

¶ Build an Outbound requirements list 

¶ Summarize key regulations and where to learn more  

¶ Translate the requirements list into the Outbound Campaign configuration process 

¶ Summarize tools used to complete Configure, run and monitor an Outbound Campaign 

¶ Summarize the top deployment considerations 
 
Course Topics 

¶ Outbound Contact Overview 

¶ Customer life cycle 

¶ Genesys Outbound  

¶ Outbound benefits 

¶ Outbound components and their function 

¶ Building Outbound Requirements 

¶ Outbound terminology 

¶ Outbound requirements 

¶ Outbound Deployment Considerations 

¶ Summarize campaign management steps 

¶ Outbound deployment options 
o Proactive Notification 

 
Course Information 
Version: 7.6 
Duration: 3½ hrs (Instructor-led or eLearning Webinar) 
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Outbound Campaign Management 7 (CMS7) 
 
Course Description 
Outbound Campaign Management introduces students to the Genesys tools needed to create, run, and 
monitor outbound dialing campaigns in the contact center. Using realistic examples and scenarios, students 
will learn to manage campaigns and calling lists in Outbound Contact Manager. This course includes the 
following topics: planning deployment, configuring campaign objects, managing calling lists, managing 
campaigns, and monitoring campaign results. 
 
Note: This course uses Genesys software version 7.5, and it is also effective for students using version 6.5, 
7.0, 7.1 or 7.2. 
 
Who should take this course? 
Outbound Campaign Management is intended for two audiences: 

¶ Dialing analysts, contact center supervisors, and others involved in managing outbound dialing 
campaigns in the contact center 

¶ System administrators 
 
Note: System administrators need to understand the process of campaign management and the Genesys 
tools to better support their users. 
 
Prerequisites 
For dialing analysts and supervisors: 

¶ Operational Reporting for Supervisors (ORS) or 

¶ Configuring and Monitoring Contact Centers with Genesys 7 (CCS or CCS-V) 
For system administrators: 

¶ Genesys Framework Overview (FRO)  

¶ Genesys Framework Installation and Configuration (FRI) 
or 
¶ Framework, Universal Routing and Solution Reporting Overview (RRO) 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Describe the functionality of Genesys Outbound Contact components 

¶ Understand the available dialing modes 

¶ Describe the Outbound Contact Solution component call flow 

¶ Identify and create outbound configuration objects and configure campaigns using Configuration 
Manager 

¶ Deploy and manage outbound dialing campaigns using Outbound Contact Manager (OCM) 

¶ Import, view, and update calling lists and Do Not Calling Lists in OCM 

¶ Understand how to monitor and report on outbound campaigns using OCM, CC Pulse+ and CC 
Analyzer 

 
Course Topics 

¶ Getting Started with Outbound Contact Center  

¶ Campaign Creation  

¶ Running Campaigns: Outbound Contact Manager (OCM) 

¶ Monitoring and Reporting  
 
Course Information 
Version: 7.6 
Duration: 2 days (instructor-led classroom) or 13 hours (online instructor-led session) 
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Outbound Contact Installation and Configuration 7 (OCI7) 
 
Course Description 
Outbound Contact Installation and Configuration focuses on installing and configuring Genesys Outbound 
Contact Solution (OCS).  Students perform hands-on activities to learn how to install, configure, manage 
and test the components of Outbound Contact Solution. 
 
Note: This course uses Genesys software version 7.6, and it is also effective for students using version 7.x. 
 
Who should take this course? 
Outbound Contact Installation and Configuration is intended for system administrators, system integrations, 
telephony specialists and any other technical roles involved in the planning, installation, configuration and 
maintenance of Genesys Outbound Contract Solution. 
 
Prerequisites 

¶ Framework Overview (FRO) 

¶ Framework Installation and Configuration (FRI) 

¶ Outbound Campaign Management (CMS) 

¶ Recommended:  Routing and Reporting Installation and Configuration (RRI) 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Install and configure Outbound Contact Solution 

¶ Test the deployment of Outbound Contact Solution 

¶ Manage Outbound Contact through Solution Monitoring  

¶ Install and configure backup servers for Warm Standby Availability 
 
Course Topics 

¶ Outbound Contact Architecture 

¶ Deploying Outbound Contact 

¶ Creating Outbound Solutions 

¶ Interaction Flows 

¶ Configuration Options 

¶ Monitoring Outbound Contact 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: 7.6 
Duration: 2 days 
 
 

http://www.genesyslab.com/training/master_course_list.asp
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Outbound Troubleshooting Workshop 7 (OCT7) 
 
Course Description 
Outbound Troubleshooting Workshop offers a detailed, inside view of the functionality of two key 
components: Outbound Contact Server (OCS) and CPD Server. The course is a mixture of theory and 
hands-on practice. Students are provided an overview of the architecture of the solution and the hardware 
and software on which it depends before being introduced to tools and techniques for troubleshooting 
problems via log files. The tools and further information are included on a CD that students take away. 
Course topics include call progress detection, optimizing Outbound performance, OCS and CPD Server 
architecture (including ASM mode), and troubleshooting OCS and CPD Server. 
 
Note: This course uses Genesys software version 7.6 and is also effective for students using 6.5, or 7.x.  
 
Who should take this course? 
Outbound Troubleshooting Workshop was designed by Genesys technical support specialists for CTI 
administrators, engineers, and technical support staff. Working knowledge of the server components in a 
production environment is strongly recommended to get the maximum benefit from the workshop content.  
 
Prerequisites 

¶ Production environment experience with Outbound Contact Server and CPD Server is recommended 
¶ Framework Overview (FRO) or Universal Routing and Solution Reporting Overview (RRO)  

¶ Framework Installation and Configuration (FRI)  

¶ Outbound Campaign Management (CMS) 

¶ Framework and Routing Troubleshooting Workshop (FRT) is recommended 
 

Course Objectives 
After completing this course, a student will be able to: 

¶ Identify the hardware/software resources used by the solution 

¶ Describe the internal processes used by OCS 

¶ Interpret OCS log files 

¶ Troubleshoot common problems related to OCS functionality 

¶ Describe how Call Progress Detection works and how it is used by the solution 

¶ Describe the internal processes used by CPD Server 

¶ Interpret CPD Server log files 

¶ Troubleshoot common problems related to CPD Server functionality 

¶ Identify and address common problems that affect performance 
 
Course Topics 

¶ The Outbound Environment ¶ CPD Server 

¶ Database Interaction ¶ Transfer Mode 

¶ Call Tracking and Agent Interaction ¶ Active Switch Matrix Mode 

¶ Outbound Contact Manager ¶ Using OCS with URS 

¶ OCS Internals ¶ Blending 

¶ Reporting ¶ Dropping Calls 

¶ Call Progress Detection ¶ Improving Outbound 

¶ Switch-Based Classification  

 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: 7.6 
Duration: 3 days (instructor-led classroom) or 19½ hrs (online instructor-led session) 

http://www.genesyslab.com/training/master_course_list.asp
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Genesys Outbound Voice 8 
 

Outbound Contact Overview 8 Product Update for Technical Consultants (OCC 8-
PUP-TC) 
 
Course Description 
Outbound Contact 8 Product Update is for technical consultants whom have previous experience with 
deploying and administering Outbound Contact 7.x and need to know the new features of Outbound 
Contact 8.  Students will learn about Outbound Contact through lecture, hands on exercises, and 
demonstrations. This course includes the following topics: Outbound Contact 8 new features and 
architecture overview; New Dialing Modes; How to use Genesys Administrator to configure and monitor 
campaigns; SCXML-Based Treatments;  and Migration and Interoperability. 
 
Who should take this course? 
Outbound Contact 8 Product Update is intended for technical consultants, system administrators, system 
integrations, telephony specialists and any other technical roles involved in the planning, installation, 
configuration and maintenance of Genesys Outbound Contract 8 Solution and have experience with 
Outbound Contact 7.  
 
Prerequisites:  
Outbound Contact Installation and Configuration 7 (OCI 7) or professional experience with Genesys 
Outbound Contact 7. 
 
Course Objectives 
After completing this course, a student will be able to:            

¶ Summarize the key architectural changes in Outbound Contact 8 

¶ Provision and monitor an Outbound Campaign using Genesys Administrator 

¶ Describe the migration and Interoperability between Outbound Contact 7 and 8 

¶ Explain how to use State Chart XML (SCXML) Treatments 
 
Course Topics 

¶ Outbound 7 Solution Review 

¶ Recall Outbound 7 Solution Architecture 

¶ Review Outbound terminology and key configuration objects 

¶ Outbound 8 New Features and Architecture Overview  

¶ Outbound Contact 8 Architecture (TDM and VoIP) 

¶ Outbound Contact 8 Features Overview 
o Dialing Modes 
o Role of Genesys Administrator 
o Introduction to SCXML Based Treatments 

¶ Using Genesys Administrator for Outbound Campaign Management and Monitoring 

¶ How to set up role based permission in Genesys Administrator 

¶ Configure an Outbound Campaign using Genesys Administrator 

¶ How to monitor an Outbound Campaign using Genesys Administrator 

¶ SCXML-Based Treatments 

¶ What is State Chart XML (SCXML) 

¶ Architecture 

¶ Supported SCXML Outbound Actions and Events 

¶ Design a SCXML Treatment 

¶ Migration and Interoperability of Outbound Contact 

¶ Overview of available Migration paths from Outbound 7.x to Outbound 8 

¶ Interoperability between OCC 7.5, 7.6 and 8.0 
 
Course Information 
Version: 8.0 
Duration: 1 day 
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Outbound Contact Overview 8 Foundation (OCC 8-FND) 
 
Course Description 
Outbound Contact Foundation gives students a high-level technical and functional understanding of 
Outbound Contact Solution.  Students learn about Outbound Contact Solution through lecture, hands on 
exercises, and demonstrations. This course includes the following topics: Introducing Genesys Outbound 
Contact Solution Architecture; Outbound Campaign Essentials, which includes understanding how to 
provision and monitor campaigns using Genesys Administrator; Examining Proactive Contact; and 
Outbound Contact deployment considerations. Outbound Contact Foundation is the starting point for all 
other Outbound Contact Solution 8 courses in the Genesys University Curriculum. 
 
Who should take this course? 
Outbound Contact Foundation is intended for anyone who needs to learn the architecture and basic 
functionality of the Outbound Contact Solution. Business analysts, project managers, technical consultant, 
system administrators, system integrators, technical architects, telephony specialists, and support 
specialists will find this course a useful preparation for their further work with Genesys Outbound Contact 8 
Solution.  
 
Prerequisites:  

¶ Framework Foundation 8 
 
Course Objectives 
After completing this course, a student will be able to:            

¶ Describe the features and benefits of Outbound Contact Solution 

¶ List and describe the Outbound Contact Solution components and architecture 

¶ Explain how Outbound Contact manages a typical interaction 

¶ Describe and list the Outbound Contact Campaign design considerations 

¶ Who, When, Why, How, Monitor, Next Steps? 

¶ Translate the Outbound Campaign design considerations into Outbound Configuration Objects 

¶ Fields, Format, Calling List, Treatments, Filters, etc. 

¶ Summarize key regulations and where to learn more 

¶ Use Genesys Administrator to run and monitor an Outbound Campaign 

¶ Summarize key Outbound Contact deployment considerations  
 

Course Topics   

¶ Introducing the Outbound Contact Solution 

¶ Outbound Campaign Essentials 

¶ Examining Proactive Contact 

¶ Outbound Deployment Planning 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: 8.0 
Duration: 1 day (instructor-led classroom) or 7 hrs (online instructor-led session) 

http://www.genesyslab.com/training/master_course_list.asp
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Operating Outbound Contact 8 (OCC 8-OPB) 
 
Course Description 
In Operating Outbound Contact students will learn through lecture, hands on exercises and demonstrations 
how to provision, operate, and monitor Outbound Contact campaigns. This course covers the following 
topics: provision campaign objects in Genesys Administrator; manage campaigns and calling lists; how to 
monitor and report on campaigns using Genesys Administrator and Genesys reporting tools; and how to 
troubleshoot campaign provisioning errors. 
 
Who should take this course? 
Operating Outbound Contact is intended for dialing analysts, contact center supervisors, system 
administrators, technical consultants and others involved in managing outbound campaigns in the contact 
center. 
 
Prerequisites:  

¶ Outbound Contact 8 Foundation 
 
Course Objectives 
After completing this course, a student will be able to:            

¶ Explain and use the available Outbound dialing modes 

¶ Describe the Outbound Contact Solution component call flow 

¶ Identify and provision outbound campaign configuration objects using Genesys Administrator 

¶ Operate and monitor outbound dialing campaigns using Genesys Administrator 

¶ Perform calling list management such as add, delete, and modify 

¶ Explain and demonstrate how to monitor and report on outbound campaigns  
 

Course Topics   

¶ Reviewing the Outbound Contact Solution  

¶ Provisioning Outbound Campaigns 

¶ Operating Campaigns  

¶ Monitoring and Reporting on Outbound Campaigns 

¶ Putting it All Together: Review, Operational Troubleshooting, and Final Exercise 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: 8.0 
Duration: 2 days (instructor-led classroom) or 13 hrs (online instructor-led session) 

http://www.genesyslab.com/training/master_course_list.asp
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Outbound Contact Overview 8 Deployment (OCC 8-DPL) 
 
Course Description 
Outbound Contact Deployment focuses on installing, configuring and basic troubleshooting of Genesys 
Outbound Contact Solution (OCS).  Using hands-on labs and demonstrations, students will learn to install 
and configure Outbound Contact Solution. This course includes the following topics: deployment planning; 
Outbound Contact installation and configuration; Treatments; Call Progress Detection; how to trace 
Outbound Interactions and Basic Troubleshooting. 
 
Who should take this course? 
Outbound Contact Deployment is intended for technical consultants, system administrators, system 
integrations, telephony specialists and any other technical roles involved in the planning, installation, 
configuration and maintenance of Genesys Outbound Contact Solution.  
 
Prerequisites:  

¶ Framework 8.0 Foundation  

¶ Outbound Contact 8.0 Foundation 

¶ Operating Outbound Contact 8.0 
 
Course Objectives 
After completing this course, a student will be able to:            

¶ Install and configure Outbound Contact Solution 

¶ Trace an Outbound interaction using the Outbound Contact Solution logs and other component logs 

¶ Describe and use the audit and request logs 

¶ Describe how Call Progress Detection (CPD) works and how it is used by the solution 

¶ Explain Outbound Contact Solution service availability 

¶ Troubleshoot common problems related to Outbound Contact Solution functionality 
 

Course Topics   

¶ Outbound Contact Architecture:  

¶ Deploying and Configuring Outbound Contact 

¶ Outbound Interaction Flows and Log Files 

¶ Outbound Contact Service Availability 

¶ Call Progress Detection and CPD Server 

¶ Call Handling and Treatments 

¶ Outbound in a Multi-Site or Multi-Tenant Environment 

¶ Troubleshooting Outbound Contact 

¶ Introduction to different Outbound Contact Solution Integration 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: 8.0 
Duration: 2 days 

http://www.genesyslab.com/training/master_course_list.asp
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Agent Scripting 7 
 

Agent Scripting Workshop 7.2 (OSW7) 
 
Course Description 
The Agent Scripting for Outbound Workshop brings the students knowledge of the new Agent Scripting 
software. Students will understand concepts, features and benefits of Genesys Agent Scripting. They will 
develop practical working examples of scripts which focus on the design of scripts for a typical environment. 
Finally, they will integrate their scripts with the Genesys Agent Desktop. 
 
Who should take this course? 
This course is intended for people involved in designing and developing scripts to help agents deliver 
consistent messages to their customers. 
 
Prerequisites 

¶ Client/server relationships 

¶ Basic Computer-Telephony Integration (CTI) concepts 

¶ Familiarity with SOAP, XML, and Web Services an advantage 

¶ Database development and querying knowledge 

¶ Web development techniques; HTML, CSS an advantage 

¶ Outbound Campaign Management (CMS) or experience with Campaign Management 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Describe the purpose of Agent Scripting 

¶ Describe the features and benefits of Agent Scripting 

¶ Understand how to develop Agent Scripts 

¶ Develop Agent Scripting Applications that integrate with Databases, XML services, Web services and 
the Genesys Agent Desktop 

¶ Integrate Agent Scripting Applications with Outbound Contact 
 
Course Topics 

¶ Introduction to Genesys Agent Scripting 

¶ The terminology 

¶ Designing Scripting Applications 

¶ Walk through all the features of Agent Scripting 

¶ Interactive design sessions 

¶ Advanced features : databases, web services, XML services 

¶ Integration with Genesys Agent Desktop and Outbound Contact 

¶ Using the Interaction Toolkits 

¶ Debugging techniques 
 
Course Information 
Version: 7.2 
Duration: 3 days 
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Genesys Voice Platform 7 
 

Genesys Voice Platform Overview 7 (GVO7) 
 
Course Description 
Genesys Voice Platform Overview (GVO) gives students a high-level technical and functional 
understanding of the architecture of the Genesys Voice Platform (GVP). Students learn about GVP through 
lecture, discussion, and demonstrations. This course includes the following topics: GVP Solution Overview, 
GVP architecture overview, additional GVP features, GVP deployment options, and GVP integration with 
other Genesys products. Genesys Voice Platform Overview is the starting point for all other Genesys Voice 
Platform courses in the Genesys University curriculum. 
 
Note: While this course uses GVP software version 7.6, it is also effective for students using version 7.5. 
 
Genesys Voice Platform Overview 7 is the starting point for all other Genesys Voice Platform courses in the 
Genesys University curriculum. 
 
Who should take this course? 
Genesys Voice Platform Overview is intended for anyone who needs to learn the architecture and basic 
functionality of the Genesys Voice Platform. Business analysts, project managers, system administrators, 
system integrators, technical architects, telephony specialists, application developers, and support 
specialists will find this course a useful preparation for their further work with the Genesys Voice Platform. 
 
Prerequisites 

¶ None 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Explain the features and benefits of using GVP  

¶ Describe the architecture of the Genesys Voice Platform  

¶ List the major deployment options of GVP  

¶ Describe the communication between GVP and other Genesys products 
 
Course Topics 

¶ GVP Solution Overview 

¶ GVP Architecture Overview and Deployment Options 

¶ GVP Integration 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: 7.6 
Duration: 1 day (instructor-led classroom) or 6½ hrs (online instructor-led session) 

http://www.genesyslab.com/training/master_course_list.asp
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Operate Genesys Voice Platform Overview 7 (GOP7) 
 
Course Description 
Operate Genesys Voice Platform Overview (GOP) provides students with skills needed to configure and 
operate the Genesys Voice Platform (GVP) using the EMPS and EMS interfaces. 
 
Note: While this course uses GVP software version 7.6, it is also effective for students using version 7.5. 
 
Who should take this course? 
Operate Genesys Voice Platform is intended for System administrators and others involved in managing 
GVP. This course is useful for anyone who needs to operate a running environment, but is not involved in 
any installation tasks. 
 
Prerequisites 

¶ GVP Overview (GVO) 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Use the EMS and EMPS Interfaces 

¶ Set up resellers, customers and users  

¶ Provision an IVR Profile  

¶ Create DIDs and DID Groups 

¶ Describe EventC and VAR Reports 

¶ Explain basic trouble shooting concepts 
 
Course Topics 

¶ Architecture and Call flows: TDM-VOIP-CTI Integration  

¶ EMS and EMPS GUI Objects and Rationale  

¶ Single vs. Multi-Tenant Hierarchy  

¶ Setting up resellers, customers, users  

¶ Provision DIDS, Create DID Groups, Server Routes, Grouping  

¶ Provision an IVR profile and call it  

¶ Diagnostics and Real-Time Reporting with EMS  

¶ Basic trouble shooting concepts  

¶ Bandwidth Manager, Policy Manager (EMPS and EMS)  

¶ EMS/EventC Reports  

¶ VAR Reports 
 
Course Information 
Version: 7.6 
Duration: 1 day 
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Genesys Voice Platform Implementation and Configuration 7 (GVI7)  

 
Course Description 
Genesys Voice Platform Implementation and Configuration provides students with skills needed to plan, 
install, configure and troubleshoot the Genesys Voice Platform (GVP). Using hands-on labs and 
demonstrations, students will learn to install and configure GVP components. Students will also learn about 
integration with the Genesys Framework. This course includes the following topics: deployment planning; 
installation best practices; overview of supported third-party software; GVP components installation and 
configuration; GVP integration with Genesys; basic logging; overview of the GVP Deployment Tool (GDT); 
multi-tenant installation and provisioning 
 
Note: While this course uses GVP software version 7.6, it is also effective for students using version 7.5. 
 
Who should take this course? 
Genesys Voice Platform Implementation and Configuration is intended for system administrators, system 
integrators, telephony specialists, and any other technical roles involved in planning installation, 
configuration, and maintenance of Genesys Voice Platform solutions. 
 
Prerequisites 

¶ Genesys Voice Platform Overview (GVO) 

¶ Operating Genesys Voice Platform (GOP) 

¶ Genesys Framework Knowledge recommended 

¶ Interactive Voice Response (IVR) knowledge is also recommended 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Plan for Genesys Voice Platform (GVP) deployment  

¶ Identify and explain the functions of supported third party software  

¶ Install, configure, test, and run a GVP VoIP deployment  

¶ Explain how to install and configure GVP TDM deployment 

¶ Configure GVP to utilize Speech Servers (ASR and TTS) 

¶ Illustrate how GVP interacts with the Genesys products  

¶ Install and configure GVP in a multi-system environment 
 
Course Topics 

¶ GVP Pre-Requisites and Third Party Dependencies 

¶ GVP Core Components 

¶ EMPS Architecture, Components and Manual Install 

¶ IPCS Architecture, Components, and Manual Install 

¶ Voice Communication Server (VCS) Installation and Configuration (Lecture only)  

¶ Voice Delivery to Communication Servers: 

¶ Testing and Troubleshooting 

¶ VAR Review and Setup 

¶ CIM Integration 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: GVP 7.6 
Duration: 3 days 

http://www.genesyslab.com/training/master_course_list.asp
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Genesys Studio Application Development 7 (GSD7) 
 
Course Description 
Genesys Studio Application Development 7 focuses on developing, testing and deploying VoiceXML 
applications using Genesys Studio. Hands-on practice includes: design and develop applications using 
Genesys Studio; test and debug applications; database integration; use and develop sub call flows; set and 
use session variables; write VoiceXML pages using common elements; use XML grammars; describe SIP 
messaging; and integrate a GVP application into Genesys Framework. The majority of class time is spent 
developing and testing VoiceXML and TeleraXML applications created with Genesys Studio. 
 
Note: This course uses Genesys Studio to develop VoiceXML applications. It is not a course on native 
VoiceXML programming. 
 
Who should take this course? 
Genesys Studio Application Development 7 is intended for IVR developers, and any other technical roles 
involved in planning, developing and testing VoiceXML applications developed with Genesys Studio for use 
on the Genesys Voice Platform. 
 
Prerequisites 

¶ Genesys Voice Platform Overview (GVO 7) 
 
Recommended Skills and Knowledge 

¶ Familiarity with the HTTP client-server model 

¶ Working knowledge of how to manually configure Internet Information Server (IIS) 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Describe the features of Genesys Studio 

¶ Describe the application design and development process 

¶ Develop DTMF and speech recognition VoiceXML applications using Genesys Studio 

¶ Test and debug applications 

¶ Construct native VoiceXML code 

¶ Describe and use XML grammars 

¶ Describe SIP messaging 

¶ Test an application that integrates with the Genesys CIM Platform 
 
Course Topics 

¶ Genesys Voice Platform Review 

¶ Genesys Studio Overview 

¶ Application Design and Development 

¶ Building Applications 

¶ Speech Recognition 

¶ Call Control and Scheduling, Balancing and Recording 

¶ Transfers 

¶ Logs and Reporting 

¶ Database Connectivity 

¶ Sub Call Flows 

¶ VoiceXML Coding 

¶ Custom Coding 

¶ SIP Messaging 

¶ Integration with Genesys 
 
Course Information 
Version: 7.5 
Duration: 4 days 
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GVP Troubleshooting Workshop 7 (GVT7) 
 
Course Description 
Genesys Voice Platform Troubleshooting Workshop focuses on concepts and skills needed to troubleshoot 
the Genesys Voice Platform (versions 7.5 or 7.6). You will learn how to analyze GVP application logs and 
complete hands-on troubleshooting exercises. 
 
This course includes the following topics:  how to analyze GVP component process logs; Dialogic 
troubleshooting tools; how GVP integrates with Genesys CTI and SIP Server; Alarm Monitoring (SNMP); 
and VoIP troubleshooting. Working knowledge of the GVP server components, such as Voice 
Communication Server or IP Communication Server in a production environment is strongly recommended 
to get the maximum benefit from the workshop content.  
 
Note: This course focuses on Genesys Voice Platform 7.5/7.6. It does not apply for previous releases of 
Genesys Voice Platform. 
 
Who should take this course? 
Genesys Voice Platform Troubleshooting Workshop is intended for system administrators, system 
integrators, and any other technical staff involved in the maintenance and troubleshooting of Genesys Voice 
Platform. 
 
Prerequisites 

¶ Genesys Voice Platform Overview 7.5 or 7.6 (GVO or GVO-v) 

¶ Operating Genesys Voice Platform 7.6 (GOP) 

¶ Genesys Voice Platform Installation and Configuration 7.5 or 7.6 (GVI) 
 
Recommended Skills and Knowledge 

¶ Working knowledge of the GVP server components in a production environment is strongly 
recommended to get the maximum benefit from the workshop content 

¶ Understanding of Interactive Voice Response (IVR) and CTI concepts 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ List GVP component logs and determine which log to review to assist with troubleshooting  

¶ List the available GVP monitoring and troubleshooting tools  

¶ Identify key unique identifiers that are assigned to each call, such as GVP Session ID, Call-ID and 
Genesys Framework ConnID and be able to trace a call using these identifiers  

¶ Identify and troubleshoot common Voice Communication Server (VCS) and IP Communication Server 
(IPCS) call failures 

¶ Identify and list key messages exchanged between IVR Server and GVP for CTI integration 

¶ Identify key GVP SNMP traps and how to respond to them 
 
Course Topics 

¶ Architecture Review and Getting Started with Troubleshooting 

¶ Element Management Provisioning System and Watchdog 

¶ GVP Component Logs 

¶ TDM: Voice Communication Server, Dialogic and Transfers 

¶ VoIP: IP Communication Server, IP Call Manager, SIP Server and Transfers 

¶ Integration with Genesys Customer Interaction Management Platform: From Self Service to Assisted 
Service 

¶ Alarm Monitoring: Simple Network Management Protocol (SNMP) and Solution Control Interface (SCI) 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: GVP 7.6 
Duration: 2 days 

http://www.genesyslab.com/training/master_course_list.asp
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Genesys Voice Platform 8 
 

Genesys Voice Platform 8.1 Foundation (GVP8.1-FND) 
 
Course Description 
Genesys Voice Platform Foundation (GVP FND) gives students a high-level technical and functional 
understanding of the architecture of the Genesys Voice Platform (GVP) in version 8. Students learn about 
GVP through lecture, discussion, and demonstrations. This course includes the following topics: GVP 
Solution Overview, GVP architecture overview, GVP components and functional description, GVP 
integration with SIP Server and other Genesys components. Genesys Voice Platform Foundation is the 
starting point for all other Genesys Voice Platform 8 courses in the Genesys University curriculum. 
 
Note: This course uses GVP and Genesys Framework software version 8. It is NOT applicable for students 
using GVP or VoiceGenie version 7. 
 
Who should take this course? 
Genesys Voice Platform Foundations is intended for anyone who needs to learn the architecture and basic 
functionality of the Genesys Voice Platform 8. Business analysts, project managers, system administrators, 
system integrators, technical architects, telephony specialists, application developers, and support 
specialists will find this course a useful preparation for their further work with the next generation GVP. 
 
Prerequisites 

¶ Recommended: Framework Overview (FRO ï any version) or Framework Foundation (FWK8-FND) 
 
Course Objectives 
After completing this course, a student will be able to:  

¶ Explain the features and benefits of using GVP 8 

¶ Describe the architecture of the GVP 8  

¶ List the main components of GVP 8 

¶ Explain the communication between the GVP8 components and SIP Server  

¶ Describe and run GVP Reports 

¶ Explain GVP integration options  
 
Course Topics 

¶ Overview: Voice Self Service  

¶ Voice Self Service explained 

¶ The Genesys Voice Platform Solution  

¶ GVP standards and supported protocols 

¶ Genesys Management Framework and GVP  

¶ Framework architecture 

¶ Genesys SIP Server as the media interface 

¶ Genesys Administrator Overview  

¶ GVP 8 Components and Functional Description 

¶ GVP 8.1 architecture and required application 
dependencies 

¶ Media Control Platform 

¶ Call Control Platform 

¶ Resource Manager 

¶ Reporting Server 

¶ Composer  

¶ GVP deployment and high availability 
options  

¶ Reporting with Genesys Administrator  

¶ GVP reporting architecture 

¶ GVP Real-Time and Historical Reports 

¶ Voice Application Reporting (VAR) 

¶ Service Quality Reporting 

¶ GVP Integration Overview 

¶ CTI functionality 

¶ Integration with GVP Connectors 

¶ Routing integration 

 
Course Info 
Version: GVP 8.1.2 
Duration: 1 day (instructor-led classroom) or 8 hrs (online instructor-led session) 
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Genesys Voice Platform 8.1 Deployment (GVP8.1-DPL) 
 
Course Description 
Genesys Voice Platform Deployment (GVP8.1-DPL) provides students with skills needed to plan, install and 
configure the Genesys Voice Platform (GVP) in version 8. Using hands-on labs and demonstrations, 
students will learn to install and configure GVP components. Students will also learn about integration with 
the Genesys Framework, SIP Server and Routing. This course includes the following topics: deployment 
planning; installation best practices; overview of supported third-party software; GVP components 
installation and configuration; CTI functionality overview; basic logging and troubleshooting. 
 
Note: This course uses GVP and Genesys Framework software version 8. It is NOT applicable for students 
using GVP or VoiceGenie version 7. This course does not address ACD/PBX or Media Gateway 
configurations, nor does it provide in-depth SIP training. Extensive SIP Server training is provided in 
dedicated Genesys SIP Server courses. 
 
Who should take this course? 
Genesys Voice Platform Deployment is intended for system administrators, system integrators, telephony 
specialists, and any other technical roles involved in planning installation, configuration, and maintenance of 
Genesys Voice Platform solutions in version 8. 
 
Prerequisites 

¶ Genesys Voice Platform 8.1 Foundations (GVP8.1-FND)  

¶ Framework Installation and Configuration (FRIïany version) or Framework 8 Deployment (FWK8-DPL) 

¶ Basic Genesys Routing knowledge recommended 

¶ SIP Server knowledge recommended 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Install and configure the GVP 8 components 

¶ Identify the functions of supported third party components 

¶ Create IVR Profiles and DID Groups 

¶ Configure GVP resources 

¶ Describe how GVP interacts with SIP Server and Genesys Routing 

¶ Perform basic troubleshooting GVP  

¶ Install Composer  

¶ Use Composer to test and verify a GVP installation  

¶ Install GVP using the Deployment Wizard 
 
Course Topics 

¶ GVP Architecture 

¶ GVP and Framework 

¶ SIP Server Installation 

¶ GVP Installation 

¶ Resources 

¶ IVR Profiles and DID Groups 

¶ Policy Management 

¶ GVP Reporting 

¶ Composer for Voice Applications 

¶ Introduction to different GVP integration scenarios 

¶ Troubleshooting 

¶ Wizard Deployment 
 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: GVP 8.1.2 
Duration: 3 days (instructor-led classroom) or 20 hrs (online instructor-led session) 

http://www.genesyslab.com/training/master_course_list.asp
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Composer 8 for Voice Applications (COMV8-DEV) 
 
Course Description 
Genesys Composer for Voice Applications (COMV8-DEV) focuses on developing, testing and deploying 
VoiceXML applications using Composer. Hands-on practice includes: design and develop applications 
using Composer; test and debug applications; database integration; use and develop sub call flows; set and 
use variables; write and use grammars; and integrate a voice application with Genesys CTI. The majority of 
class time is spent developing and testing voice applications created with Genesys Composer. 
 
Note: This course uses Genesys Composer to develop Voice Applications. It is not a course on native 
VoiceXML or CCXML programming. It does not cover the development of routing strategies. 
 
Who should take this course? 
Genesys Composer for Voice Applications is intended for IVR developers, and any other technical roles 
involved in planning, developing and testing voice applications developed with Composer for use on the 
Genesys Voice Platform version 8. 
 
Prerequisites 

¶ Genesys Voice Platform 8 Foundation (GVP8.x-FND) 
 
Course Objectives 
After completing this course, a student will be able to: 
 

¶ Explain and use the different work areas of Composer 

¶ Identify voice application design considerations 

¶ Explain the elements of a Voice Project 

¶ Identify Building Blocks 

¶ Use Entry, Exit and Prompt Blocks 

¶ Describe the use of variables 

¶ Design, run and debug callflows 

¶ Analyze a Call Trace  

¶ Test an IVR Profile 

¶ Use input and menu building blocks 

¶ Describe the Branching Block 

¶ Use Speech Recognition 

¶ Use Grammar Builder to design grammars and export 
to GRXML 

¶ Explain and use Shadow Variables in an application 

¶ Use the Prompts Manager 

¶ Use the Database Blocks 

¶ Develop modular applications using the 
Subdialog block and Sub Callflows 

¶ Describe how error events are thrown and 
caught 

¶ Explain when to use the Web Request 
block and utilize it in an application 

¶ Use the Backend block in an application 

¶ Describe a CTI call flow and identify the 
CTI blocks  

¶ Develop an application which utilizes the 
VAR blocks and locate reporting data 
using Genesys Administrator 

 

 
Course Topics 

¶ Introduction to Composer 

¶ Application Design for GVP 8 

¶ Basic Design Steps 

¶ Run and Debug an Application 

¶ Deploying a Voice Application  

¶ Caller Input 

¶ Grammar Builder 

¶ Managing Prompts 

¶ Database Access 

¶ Subdialogs 

¶ Error Handling 

¶ Web Services 

¶ CTI Integration 

¶ Application Reporting and Monitoring 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: This course uses Composer version 8.0 with GVP 8.1, and is NOT effective for students using 

Genesys Studio with GVP 7 
Duration: 4 days 

http://www.genesyslab.com/training/master_course_list.asp
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VoiceGenie 7 
 

VoiceGenie Administration and Installation 7 (VGI7) 
 
Course Description 
VoiceGenie Administration and Installation 7 teaches the student to install, configure, monitor, and 
troubleshoot the VoiceGenie VoiceXML Gateway. Students perform hands-on installation of the VoiceGenie 
Platform (VGP) software on both Windows 2000 Server and VGLinux 3.0 platforms, install ASR/TTS 
software, and use of the browser-based administrative tool to monitor and configure the system. This 
course includes the following topics: VGP product and architecture overview, VGP software components 
and their role in call processing, installation, configuration, customization of logging and debugging levels 
for troubleshooting, and using the System Management Console (SMC) and Command Line Console (CLC) 
for operating, administering and monitoring of the VGP network. 
 
Who should take this course? 
VoiceGenie Installation and Administration 7 is intended for system administrators, system integrators, 
telephony specialists, and any other technical roles involved in planning the installation, configuration, and 
maintenance of VoiceGenie Platform solutions. Application developers will also find this class helpful for 
understanding the VoiceGenie Platform, configuring and provisioning applications for testing, and for 
learning to use the debugging and logging capabilities of the system. 
 
Prerequisites 

¶ Working knowledge of VoiceGenie Enterprise Linux 

¶ Working knowledge of Windows 2000 Server Administrative tools 
 
Course Objectives 
After completing this course, a student will be able to: 

¶ Describe the difference between the all-in-one, distributed, and distributed redundant-pair 
configurations of VGP 

¶ Describe the role of all the software components of VGP 

¶ Explain the role of the OA&M Framework for comprehensive monitoring, logging, and configuration 

¶ Install and configure the VoiceGenie Media Platform, speech servers for ASR/TTS, OA&M Framework, 
and Database Server 

¶ Use the System Management Console to monitor the network, install and configure software, provision 
resources, create DNIS-URL mappings, install and verify licensing, and clear the web cache  

¶ Describe how to use the System Management Console to configure clusters of servers and preload the 
web cache 

¶ Understand and monitor the different alarms and logs available through the SMC and file system 

¶ Enable and disable higher levels of logging and debug tracing 
 
Course Topics 

¶ VoiceGenie Overview 

¶ Installation Overview and Third Party Software Installation 

¶ OA&M Framework Installation 

¶ Media Platform Installation 

¶ Speech Services: ASR/TTS Installation 

¶ System Management Console 

¶ Monitoring 

¶ Command Line Console 

¶ Troubleshooting 

¶ VGLinux Installation 

¶ VoiceGenie Integration with Genesys 
 
Course Information 
Version: VoiceGenie 7.1 
Duration: 3 days 



   
Genesys University > Training Catalog 

28 July 2010 69 

VoiceXML 7 
 

VoiceXML Programming 7 (VPD7) 
 
Course Description 
VoiceXML Programming is a vendor neutral course that stresses understanding and working with the 
VoiceXML 2.x Specification elements to create an application that will run on any certified VoiceXML 
Platform. Emphasis is also placed on understanding the intricacies and nuances of working with ASR, TTS, 
a web server (application server) and the call processing server for both application development and 
troubleshooting. 
 
Hands-on practice includes review questions after every module followed by a programming assignment 
that incorporates the new topics into an ongoing comprehensive application. Challenge exercises are 
included for advanced students. 
 
Who should take this course? 
VoiceXML Programming is intended for the application developer who will be writing applications that 
invoke VoiceXML. It is also recommended for technical support personnel who will be supporting VoiceXML 
applications. 
 
Prerequisites 

¶ Programming experience of some sort is a must 
 
Course Objectives 
At the end of this course you will be able to: 

¶ Explain the role of VoiceXML, the call processing platform, the speech resources, and the application 
server and how they are similar to the internet paradigm 

¶ Write multi-page VoiceXML applications that invoke a root document and transition between other 
VXML pages and server-side applications which interact with back-end systems 

¶ Use built in speech recognition grammars to write speech enabled applications 

¶ Use TTS and enhance its capabilities using SSML 

¶ Use the VXML logging capabilities  

¶ Configure properties such as input timers, web server fetch timers, speech recognition parameters 

¶ Handle unexpected system errors and expected caller-input error events 
 
Course Topics 

¶ Introduction to VoiceXML      

¶ Writing Your First VoiceXML Application    

¶ VoiceXML Fields and Prompts    

¶ Conditional Logic, Filled Actions and Transitions    

¶ Variables, Assign and Properties    

¶ Event Handling     

¶ The Subdialog Form Item    

¶ Transfer Calls    

¶ Advanced Grammar Topics    

¶ Record, Object and <script>    

¶ Grammars in XML Format    

¶ Appendix: VoiceXML 2.0 Elements    
 
Course Information 
Version: 7.x 
Duration: 3 days 
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Genesys Customer Interaction Portal (GCIP) 7 
 

GCIP for End Users 7 (CPP7) 
 
Course Description 
Genesys Customer Interaction Portal (GCIP) for End Users gives students the in-depth experiences needed 
to configure, operate, and monitor the Genesys Customer Interaction Portal (GCIP). Students learn about 
the product through lecture, discussion, and hands-on exercises with the software. 
 
Who should take this course? 
Genesys Customer Interaction Portal (GCIP) for End Users is intended for operators and other users 
involved in operating and monitoring of GCIP. 
 
Prerequisites 

¶ None  
 
Course Objectives 
At the end of this course you will be able to: 

¶ Identify components of GCIP GUI 

¶ Manage Usersô Roles 

¶ Create and Deploy Routing Strategies for Inbound and Outbound Calls 

¶ Generate Reports 

¶ Use Genesys Agent Desktop 
 
Course Topics 

¶ Familiarization with GCIP 

¶ User Management 

¶ Creating and Managing DNs 

¶ Creating and deploying routing strategies 

¶ Creating and deploying routing strategies 

¶ Creating and deploying self-service applications 

¶ Historical Reporting 

¶ Real-time Reporting 

¶ Genesys Agent Desktop 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: 7.6 
Duration: 2 days 

http://www.genesyslab.com/training/master_course_list.asp
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GCIP for Service Providers 7 (CPI7) 
 
Course Description 
Genesys Customer Interaction Portal (GCIP) for Service Providers gives students the in-depth experiences 
needed to install, configure, and maintain Genesys Customer Interaction Portal (GCIP). The content will be 
presented through hands-on activities using real-life examples. 
 
Who should take this course? 
Genesys Customer Interaction Portal (GCIP) for Service Providers is intended for technical personnel 
involved in installing, maintaining, configuring GCIP and integrating GCIP with other Genesys products. 
 
Prerequisites 
The following courses are recommended: 

¶ Routing and Reporting Installation and Configuration (RRI) or Building Basic Routing Strategies (BRD)  

¶ Genesys Voice Platform Overview (GVO) 
¶ Operating Genesys Voice Platform (GOP) 

¶ Outbound Contact Installation and Configuration (OCI) 

¶ InfoMart Installation and Configuration (IMI) 
 
The following courses are prerequisites: 

¶ Framework Overview (FRO) and  Framework installation and Configuration (FRI) 
¶ Routing Overview (RTO) - if no other routing courses taken 

¶ Genesys Voice Platform Implementation (GVI)  

¶ GCIP for End Users (CPP) 
 
Course Objectives 
At the end of this course you will be able to: 

¶ Install GCIP and third party products needed for GCIP (Java, JBoss, Apache) 

¶ Manage tenants and configure templates that tenants need for daily operations 

¶ Describe the integration of GCIP with other Genesys products (GVP, InfoMart, Outbound)  
 
Course Topics 

¶ Installation 

¶ Configuration 

¶ Tenant Management 

¶ GCIP integration with InfoMart 

¶ GCIP integration with GVP 

¶ Configuring GCIP to work through firewalls 
 
For more detailed course topics, please refer to www.genesyslab.com/training/master_course_list.asp.  
 
Course Information 
Version: 7.6 
Duration: 3 days 

http://www.genesyslab.com/training/master_course_list.asp



