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Service Management Help

Service Management Help

Genesys Mobile Services (GMS) includes a Service Management User Interface, where you can:

e Load and manage service templates.

e Add, delete, and modify a GMS service.

e Perform simple testing to verify a GMS service.

* Manage Resource groups.

e Manage Call Center operating hours and holiday schedules.
¢ Manage the exception list for Callback services.

* Run reports.

Service Management Ul Help



Getting Started

Getting Started

The following sections provide an overview of the Ul.

Login

You can log into the Ul at the following URL:
<GMS Local Host>:8080/genesys

Use the login credentials that were configured during the Creating and Configuring the GMS
Application Object procedure. For example, default/password.

Note: The Ul supports both the latest versions of Firefox (version 24.0) and Chrome (version
29.0.1547.76 m).

Home

The Home tab displays the current health of the GMS nodes, and is the first screen that appears after
logging into the Ul.

The following figure shows an example of two GMS nodes. The green bar on the left shows that the
system status of one node is up. The red bar reflects a down system status for the other node. You
can remove the down node from the GMS cluster by using the X button, as shown in the upper right.
Important: If a node goes down for more than 45 minutes, you should remove it from the cluster.

The Home screen refreshes every three minutes.

Last Updated: 9252013 10.43:12

IP: IP:

Token: 104709218651630547573287423212260612818 Token: 62173922T8652223064036550T 283208586386
Status: Up Status: Down

Load: 4,87 MB Load: ?

Data Center. datacenteri Dala Cenler. datacenter1

Rack rack1 Rack rack1

Owni: 25,00% Cwn: 75,00%

Running Since: Wed Sep 25 2013 10042:02 GMT+0200 Running Since: Wed Sap 25 2013 1004312 GMT+0200
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Getting Started

Services

The Services tab enables you to manage the service templates, which contain defined parameters.
Before you can get started managing the services, you must first load the service templates through
the Tools tab. Once a service template has been loaded, the Services tab has the following features:

Configured Services

The service templates that you loaded will be available in the drop-down list on the right. You can
now add, and then manage your services based on the templates. The services and categories can
be collapsed or expanded for easier viewing. Key parameters for the service will be automatically
populated with the appropriate default values. For cluster configurations, all changes made in a
service will be replicated into the entire GMS cluster.

The service is also created in the service.{service-execution-name} section of your GMS
configuration. The URLs used by the Service APl are dependent on the name of the service that you
have just created. Services are available at the following URL:

http://host:port/genesys/1/service/{service-execution-name}

For instance, if you create a service named match-interaction, then {service-execution-name} is
match-interaction and the service is available at:

http://host:port/genesys/1l/service/match-interaction

The parameters have the following characteristics:

¢ Mandatory parameters - are identified with a lock icon; you cannot rename them or remove them.

e Optional parameters - you can rename them by hovering your cursor over the value field (you will see a
pencil icon), click, and then enter the new value. You can delete optional parameters by clicking on the
X on the right side.

* Advanced parameters - can be hidden by selecting the check box in the upper right.
¢ Request parameters - are identified with an i icon, which displays a hint when your cursor hovers over
it.

Important: Request parameters are usually provided within the request itself. Genesys recommends
that you do not configure the Request parameters through this Ul, otherwise the parameter within
the request will be overridden. If a value was entered through this Ul and you wish to remove it at
some later date, you can click the garbage can icon and the value becomes not specified.

The following figure shows an example of a service.
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-~
A Collapse All [ Advanced Parameters ) Add Sefvice Al Service Templales -
= callback x
~ General
Name Value Description
_business_hours_service oMice-hours Specifies a configured office-hours service. Request Desired Time is *

verified against the defined regular and specific calendar hours.

_call_direction g USERTERMINATED When value is USERORIGINATED, this implies the user (device) will
initiate the call to be connected to the agent If USERTERMINATED is
specified, then the enterprise will initiate the call to the specified target

_max_time_to_wait_for_agent_on_the_call 120 This is the maximum amount of time (seconds) to wait for the agent to
& accept and answer the call after customer is connected
_max_transfer_to_agent_attempts g This is the max number of times to retry transfer of the call to the agent
_media_type & voice Media type of the interaction the service is expected to handie. This is

required for URS to select agent with proper media capabilities.

Callback Management

The Callback Management tab shows the queue for Callback services. You can refresh this screen by
using the Refresh button.

& vome  X¥ services @ ReporTING oM ToOLs L 148

Configured Semvices Caliback Managament
O Refresh

Service ID - Desired Callback Time - Customer ID - Execution Name ~
168-BcbB8261-0367-daa3- 2013-08-06T20:17:21 874Z 5115 Callback _v1 %
b30S-f7c8e232bc2
168-199e8818-b1b5-472b- 2013-08-06T20:18:29 7322 91156 Callback _v1 »
9edf-5cd26758a18c
168-1038c299-88c7-450b- 2013-08-06T20:19:39 0762 5115 Callback _v1 *®
b2fD-a0514 84 Tdfge
168-101b7951-5aef-4d9b-a115- 2013-08-06T20:20042 6122 5115 Callback _v1 )
d4fBec9a226a
168-4ch28563-3a96-44b¢c- 2013-08-06T20:21:36 8272 5115 Callback 1 %
97ae-00d299b5cddb
168-Tebe496b- 11a5-4cd3- 2013-08-06T20:22:28 476Z 5115 Callback _v1 *®
b0E3-9d42020ef448
168-6ebecd 10-41bb-4717-a553- 2013-08-06T20:23:22 6492 9115 Callback _v1 %
acta1fd1bc32
168-b065f406-9e87-4dc3- 2013-08-06T20:24:14 7962 5115 Callback _v1 %
a549-aa23311827a1
168-88Mhb5e7-c3fd-deb1- 2013-08-06T20:25:13 4742 115 Callback _v1 %
b634-3d9538e37017
168-5f644f24-11f8-4baé-9e68-78224236dcaB 2013-08-06T20:26:27 2102 5115 Callback _v1 .

Reporting

The Reporting tab is a dashboard that displays current resource and service utilization. You can select
pre-defined date and time ranges, and export the reports into CSV, PDF, or Excel file formats. You
also have the ability to zoom into a selected area of the graph to view additional detail.
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Three types of reports are available:

¢ Resources - Displays the usage history of the selected Resource group. Note: These are the Resource
groups that were defined in the Tools tab.

e Services - Displays the aggregated total a service was accessed for a given time period.

e Callback - Displays Callback services data, if the Callback services are active.

The following figure shows a report with the Zoom-in feature (bottom of the screen) being used.

A vome & services @ reporTING oM ToOLs X LAB

Report Type: From: 07/18/2013 00:00 To: 08/06/2013 23:59 Export - ] Refresh
Services v
Report Parameters: 12007
request-interaction» 1,200 -

1,100
Group data by S
A day b 0o
Report Range: 200 |
Specify Date Rang ¥ o

00 - - -
From: = -_— -

1 S00 - =

07182013 aoon

a0
A A 200
To: ey
08/06/2013 || 1100 il

] T T
P b 10|P~| " EM Avslmti ¢1:an-| 02 AM o@lnu 04|A~u os:m w:w W‘nru 08 AM oo'»w 10:»1 11IAN 1‘221\“
e o —
i\u-aust 1z IP“ FliIDZ 12z IPN S.ltltﬂ 42 IPM J\uu‘D‘i 1z IPH Ho;u 05 12‘PM Tu; 06

Tools

Patterns

The Patterns tab enables you to configure exceptions; for example, phone numbers. The Help button
displays the format for the expressions.

In the patterns group, you can test the value of a pattern against an entire group. Type a value in the
input field, and if a match is found, the corresponding table row will be highlighted.
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A vome  AF services @ RepoRTING oM ToOLS K LAB

Patterns Resaurtes Sewice Termplates
2

123 + New Pattern Group 2 Help

Callback_exceptions Name Value 123 %
exceptiont 555" x
ex3 a x
ddd 12345 x

=+ Add Pattern

URL: fgenesys/1/patterns/group/Callback_exceptions
Post: test_value=123

Resources

The Resources tab enables you to create new resource groups and add resources. It provides the
same functionality as Resources (Configuration Database Objects) in Configuration Manager.

& vome ¥ services @ REPORTING o~ ToOLs L LaB

Patterns Resources Service Templates
Test = New Resource Group
DNIS Name Value X
Keyl 1-800-1234 x
match-interaction Click here to set the value X

+ Add Resource

Service Templates

The Service Templates tab enables you to load the predefined templates that are included with GMS,
or you can load your own service templates. The GMS service templates are located in the <GMS
installation directory>/service_templates directory. After uploading the templates, you can configure
the services in the Services screen. The following templates are available:

e callback.zip
* match-interaction.zip

« office-hours.zip

Service Management Ul Help
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* request-access.zip
¢ request-chat.zip

* request-interaction.zip

= £dd Service Template

= Request Interaction x
Name Default Value Description

PhoneMumber Phone number of the mobile phone where the service request originated

Provide Access Code Pravide access code along with access number

Resource Group as DNIS Resource group from which accessnumber is to be allocated

configured in CME

Service Timeout 30 Duration starting from of service after which the service will be terminated

= Service Selection X
Name Default Value Description

Service Selection Another Service selection

Constraint

= Statistic Selection x
Name Detault Value Description

Statistic Selection Test Statistic selection

Constraint

Lab

Statistics

The Statistics tab displays metrics from Stat Server.

A vome & services @ REPORTING o TooLs X LB

Etatistics AP

Metric: Object Type:
AbandCallsPercentage Al | RegON
AyverabandCallTime =l | agent
Ay M tatus Time Place
AverConsultPlacestatusTime ZroupAgents
AverConsultStatusTime GroupPlaces
AverDistrinCall Time
AverHandieDNStatus Time
AverHandlipPlaceStatusTime il o

Service Management Ul Help



Getting Started

API

The API tab is a tool that enables you to test your services, such as having access to the request and
response headers, and seeing how the response changes based on different arguments. Click the

service > URL to expand it, enter your values, and then click Try it out! You can also view the source
code by clicking Raw.

& nowe A services @ RepoRTING A TOOLS K LAB

Statistics AP

Istorage Showhide  ListOperstions  Expand Operations  Raw
LG f1/storagelitt} Creste
Implementation Notes
Allows for the creation of a new storage area in GSG.

Parameters
Paraimeter Vi Dezcription DCrata Type
tHl 30 The fime to live for this data, specified in sting
seconds. The data is automatically deleted affer
i has been stored for tl seconds.
eyl Fir ™ ( iiey
L Valuei irst Ram to store [Hew'valua ) ating
[ iiey
eyl Value? Second Ram to store [Hay/value) fing
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Scenarios

Scenarios

GMS Built-in

These are services that are executed in the Genesys Mobile Services server. They provides a specific
business oriented functionality that can be tuned through configuration options. This service is used
by external applications. Note: For all types of services, the gms_user HTTP Header is stored as part
of the service data.

¢ Request-interaction (Simple Voice Inbound-Immediate Call)

Call Matching Services

These are services that provide a utility or composite Access Information related functionality to
other services or applications. They are to be used in conjunction with the business services.

e Match-interaction

* Request-access

Access Number Allocation Call Flows

e Access Number Allocation Call Flows No Locking and Locking

Callback Services

The Callback services are executed in the Orchestration server, and managed in the Genesys Mobile
Services server. See the Callback User's Guide for information about these scenarios.

Service Management Ul Help 11
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Scenarios Access Number Allocation Call Flows

Access Number Allocation Call Flows

No Locking

DNIS only - no match is done here

Customer Application URS (Routing Strategy) SIP Serwv, Media Gateway Agent Desktop

HTTP POST: jgsg-webjgms;/1/service/ request-interaction
{userid : “jamesbond”, _phone_number : "9196760887", provide_code: "false”,
a me :"French’” "2.4544" ...

Pull the configuration data for this service and use It
a5 the default If the data was not supplied on the API request,

HTTP POST /gsg-weby/gms/1/service/request-access
{_service_id: "1231241234", _provide_code: "false”,
_resource_group: "sales”, _phone_number: 9196760887}

HTTP Response 200 OK -

Application Instructs phone 05 to mal.nl

Y

SIP INVITE

lg——SventRouieRequest ____J

Sirategy makes a routing decision based on DNIS {_acnessMbu},]

e.g. send call o sales or support queue depending on DNIS

T

for resource with SKILL=... to become available.

Apply classification/segmentation logic and wait
Apply call treatment.

T

Once an agent is found, the Interaction is sent to that agent. URS 1

can attach additional data based on the DNIS (such as prefered language)

boooo-_fequestROUteCal )
| REFER/REINVITE

Customer Application URS (Routing Strategy)

www. websequencediagrams.com
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Scenarios Access Number Allocation Call Flows

Match DNIS + ANI

SIP Server Med|a Gat:

ﬂ URS (Routing Strategy)
s

HTTP POST: weshyigre, 1jservics request-interaction
{userid : "Jamesbond’, _phane_number | “91967M0887, provide_code: "alse”,
{language: French”, longttude:"2,4544° . }}

Pull the configuration data for this service and use it
request,

a5 the defauk f the data was not suppled on the AP

{Lservice_k: "1231241234", _provide_code: ¥abse”,

HTTF POST fgsg-wehfigme/1/senics/request-ascoess
_Fesource_group; “sales”, _phone_number; “91967606877)

HTTP Response 200 0K -
b e L2, pocsss pumber BRG]

[ ——

‘Volce media stream s established, o
- SIP INVITE

< evertRouteRquest
[mumwsmwmwemwmm"

HTTP REST POST _jservice/match-interaction
number: nunber: 9156,

Loekup for service; If match
s found then refease the associated access info.

HTTP Response 200 0K
Lo Ervis UMM, s e T ]
HTTP Response 200 O
- {userid: Jamesbond’, language; Trend, kongiude "2 4537, . Ly
Satup bmer i remove service from memony
or removed based on conflguration setting.

for Feseurce with SKILL=... 1o become available.
Mgy eal trastment.

Once an agent & found,
attach data to the interaction.

request RoulsCal userdate={userid: “Jamesbond,

Apply diassification/segmentation logic and walt ]

- HEERAENATE

SIP Server

www websequencediagrams com
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Access Number Allocation Call Flows

Match DNIS + Access Code

Application

HTTP POST: fgug-webjigms/1/serv
[l - "Jamesbor, _phone_rumber

e nequest-inferaction
: "1G6T60007, _provice cods: "rue”,
45447

Pull the configuration data for this service and uss it
H

f the data was

e

HTTP POST g

nwlmmrwmwmuswml.l

Lfservie/reuest-aicess
{_service_id: "12312412347, _provide_code: "true”,
_resource_group: “sales”, _phone_number:; 31567608877}

HTTP Resporse 200 OK -
g {64:7123456", _nooess_number: "BO03II44YT, _acoess, oode: 153897} |

Generate urigue service 10,

smeappumm.

Wolce medla stream & established.

HTTP REST POST . jservice/matchr interaction

o— [0cess number; 8006666555, _acoess code: "015385)

Lackup for service; if match
s fiound then refease the assodated acoess infa.

¢ CienfouteReguest

Run VXML o collect access code. I

|vm D15 to acoess_number mmwnlunm?'

SetLp timer 1o remove service from memory
or remoned hased on configuration setting.

HTTP Resporse 200 0K
{ service_\d: "1231241234°, _data_d: "7BBRET") —

HTTR &
HTTP Resporse 200 OK
| fussric; Jamasbond”, _Ianguspe: TFrench longibide: 3 TH, . 1]

Apply dassification/segmentation logic and wait
for resource with SKILL=_.. to become available.
Apply call treatment.

rce an agent s found,
atach daka o the inkeraction,

request RouteCall userdsta={usarid: “jamesbond”,

| tenguage: “French’ longhude: 24547, .. 21 _ |

| ROFER/RENTE |

wvw websequencediagrams, com

Service Management Ul Help
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Scenarios Access Number Allocation Call Flows

No Match

ner Application GMS UR uting Strategy) SIP Server Media Gateway Agent Desktop

HTTP POST: [gsg- q
{userid : “jamesbond”, _phone_number : "9196760887", provide_code: “false”,
appdataname [language: "French”, longitude:"2 45447 . 1}

Pull the configuration data for this service and use it
&5 the default If the data was not supplied on the APT request,

Generate: unique service 10,

Swre application data.

{servies_id; "1231241234°, _provide_code:"nue”,

HTTP POST [gsg-webygms/ Liservioe/request-acoess
_resource_group: “sakes”, _phone_number: 'Elgﬁm?‘}

HTTP Resporse 200 OK -
o= 107123456, acess codes NOLEN) |

al falls for some reason.
>

The resarved access number and access code &mamaremj

|wmmmmmu&agam‘]

Noice media stream is estabiished. >
< SIP INVITE

|gtertouteRequest |

Fun VXML to oollect access code.

|Traaam DNIS o access_number given to ap.tamnl

HTTP REST POST | fservice/match-interaction -
access numiber: "BOOGEEBARR" _access code: 1153897

R 11 s e R
Apply customer suthenticaticn. I

if d, apply ¢ 1 logic
and wait for a resource with SKILL=... to become
avallabile, Apply call treatment.

request RouteCall o

| REFER/REINVITE <agent URI>

Customer Application m URS (Routing Strategy) SIP Server Media Gateway Agent Desktop
warst Websequencediagrams, com

Locking

The only difference between locking and non-locking call flows is the algorithm that determines how
access numbers are handed out. In this case, a given access number is only assigned to a single
service which allows for a more reliable match.
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Scenarios Simple Voice Inbound-Immediate Call

Simple Voice Inbound-Immediate Call

Overview

This is a basic service that helps an application/end user contact the contact center. It has the
following characteristics:

e |t supports only customer initiated voice contacts.

|t stores and maintains application data with the service.

e |t returns access information in the response of the Create API.

e |t supports very basic access number allocation (random and locking)

e |t supports reserving the access information when allocated for the application for a configurable period

of time.
|t support the following types of access information:
* Access Number (DNIS) which is to be called by the application

* Access code which is to be supplied by the customer/application when the contact is being
established. This provides an extra level of authentication.

Service Management Ul Help
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Simple Voice Inbound-Immediate Call

Sequence Diagrams

request-interaction - No Delay

omer Application

URS (Routing

Pull the configurasion daf for this service and wse £
a5 e default I the data was ot suppiled On the APT request.

HTTP POST {MWW o
Lsenm_n 12947, _provide_tode:"Teise’
TeouTCe_group: _mm:_mmbcr "Jlsnrm'}

HYTP Response 200 OF -
o (ETLINET, pocess mumber: “SMOIMET, _expration_me: "307)

Generate unigue service 10.

Stare application data,

]

Wmmmmmmasndd.l

Viokos feia Sireai IS estais

Agent De

HTTP REST POST ./ service/match- interaction -
| "BO0GGSARAE, -

Lockup for service; If a match
5 found then release the associated acess nfo.

HTTP Response 200 0K
{service o "1231M413947 dein - THSHETT) -

" HITP REST GET ../ gug-webi/gms/ Listorage/ 7S8887

HTTP Response 200 0K
{ised: “pmesbond, i “Tret, kgl "L, .1

- )

e timar I

Apply classthcaon:
Tor a rescurce i SKILL
Apgly call ireatment.

segmentarson logk: and walt
... o become avallable.

|mma¢n=m.ma’ppunmm e m"

request RouteCall <Agert D

|-~merdaia={userk: Jampshond”, ougage: “Fremch, longtile: 3 EPMulg |

URS [Routing Strategy)

< SIP INVITE

| EFEREENVITE <sgent URL=) |

Collringing.___o

Media Gateway | Agent Desktop

www, webrsaguencadagrams com
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Scenarios Simple Voice Inbound-Immediate Call

request-interaction - No Delay, access code

o acten
SFrarch’, orgmsie T A% }]

L —————
4 T efault F e Gata was not suppied on e AP requet.
mwmm!
HITP POST f-watdgme/Lfsarvioeroqusst-accest
L_sarvce_: “1EIALIN, srovd, o v,
L PO ek, _phore (b 1T0EET)
HITP s 200, 0K«
ARG, o et ROOCUEMAA"access code | DISGERN, saparston Do) 07
AppACATOn FETC phone OF w0 dal I
vorn meda p—
P
HI TP Risgirad 200 &
Lsorves o "12IMAS0, dats o “TRERRTY"
LT EET T aseE
T TP Rapore 200G
(utored: “povestenet, e e Froreh”, brgasi; LA, . )
[ 3

Request, Response, and Events Reference

Create Request Data

These are the service specific parameters that will be supplied on the Create service API.

Parameters Mandatory Description

The phone number of the device
that the application is running on.

ST TS S specified data when the device/

application calls the supplied
access number.

This data will be used to match the

This indicates if the service should
return an access code which will
add more security and reliability

when trying to correlate the

incoming call with the service. The
_provide_code No value is a boolean. If not present,
then GMS will use the value that
was configured for the service. If it
is not configured and not supplied
on the Create API request then the

value will be false.

Service Management Ul Help 18
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Simple Voice Inbound-Immediate Call

Parameters Mandatory

_resource_group No

{appdataname} No

Create Response Data

Description

This identifies the type of resource
group that is need to help this end
user. This maps to a configured set
of access numbers. If not present,
then GMS will use the group that
was configured for the service. If it
is not configured and not supplied
on the Create API request then the
request will be rejected.

This is data that is supplied by the
application and used to help the
contact center resources better
service the end user. The
application can supply as many
application data parameters as
they want. These parameters may
be string values or files. They
should add to the multi-part
structure in the body.

These are the service specific parameters that will be supplied on the Create service APl response.

Parameters Mandatory
_access_number Yes
_access_code No
_expiration_time No

Specific Requests

There are no specific requests for this service.

Description

This is the access number which
was allocated for this application.
The application should use this
number to contact the contact
center.

This is the access code that should
be supplied by the application or
end user when the call is
established to further
authentication the application/user.
This will be present when the
Create API specifies that it needs a
access code (_provide_code =
true).

This is the amount time (in
seconds) that this access
information will be locked/reserved
for the service.

Service Management Ul Help
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Scenarios Simple Voice Inbound-Immediate Call

Events

There are no events associated with this service.

Customization

Customers can customize their own services based on the request-interaction service. The way you
do this is by defining your custom service in Configuration Manager. You create a section under the
services section in the GMS application object as the name of your service. You then specify the
configuration options and appropriate value for your service. Most of these options are parameters
that will be passed to an request-interaction service but have been given pre-defined values via
configuration. For details on the configuration options see the section below. This enables you to
simplify the API signature for your service. Once the new service is defined the application can use it.
The following is an example: You can create an iPhoneService section under the services section and
set the following configuration options:

Option Value

_type built-in

_name request-interaction
_ttl 7200
_provide_code false
_resource_group iPhoneService

The following is the example Create API invocation for the iPhoneService service:

Request URL:http://localhost:8080/gms-web/gms/1/service/iPhoneService
Request Method:POST

Accept:*/*

Accept-Charset:IS0-8859-1,utf-8;q9=0.7,%*;0=0.3
Accept-Encoding:gzip,deflate, sdch

Accept-Language:en-US,en;q=0.8

Connection:keep-alive

Content-Length:xxxx

Content-Type:multipart/form-data; boundary=----Boundary
Request Payload

—————— Boundary

Content-Disposition: form-data; name=" phone number"
6504669999

------ WebKitFormBoundaryyl6qocbN6tmPORZL

Content-Disposition: form-data; name="current location_ latitude"
48.8583

------ WebKitFormBoundaryyl6qocbN6tmPORZL

Content-Disposition: form-data; name="current location_longitude"
2.2944

------ WebKitFormBoundaryyl6qocbN6tmPORZL

Configuration Options

The following are the configuration options that can be defined for a customized service based on the
request-interaction service: Note: if one of the request-interaction parameters is passed on Create
API for a customized version of the service, the configuration option value will supercede the passed

Service Management Ul Help 20



Scenarios

Simple Voice Inbound-Immediate Call

value (that is, it will be ignored).

Option

_type

_service

_ttl

_resource_group

_provide_code

Type

string

string

int

string

boolean

Mandatory

true

true

false

true

false

Value

builtin

request-interaction

user defined - if not
provided, the
default will be 30

{none}

user defined - if not
provided, the
default will be false

Description

This is the type of
service that will be
used. The values
can be either built-
in or ors.

This will always be
"request-
interaction" for
basic related
services.

This specifies the
default time to live
for all stored data.

Specifies the name
of the resource
group from which to
select a resource.

If enabled, the
service returns an
access code that
may be used to
identify the inbound
call
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Match-interaction

Overview

This service will do the following for ALL Services:

e |t looks through all the services for one that matches the input criteria.
¢ only the service id (session id) and data id will be returned to the requester.

e The service will always release, the matched service access information will be unreserved (access
resources returned).

Note: The user of this service must use the Storage APIs to retrieve any data that was associated
with the matched service.

Create Request Data

These are the service specific parameters that will be supplied on the Create service API.

Parameters Mandatory Description

This is the phone number of the
party that is calling and will be

_phone_number No matched against the
_phone_number property of the
services.

This is the number that the party
called and will be matched against

_access_number ves the _access_number property
associated with the services.
This is the code assigned to the
cgesss maile No party that is calling will be matched

against the _access_code property
assigned to the services.

Create Response Data

Parameters Mandatory Description
id Yes ThIS.IS the id of the matching
B service.
This is the id of the matching
_data_id Yes service's data that is in GMS
Storage.
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Specific Requests

There are no specific requests for this service.

Events

There are no events associated with this service.

Configuration

The following are the configuration options that are defined for this service:

Option Type Mandatory Default Description

This is the type of
service that will be

_type string true builtin used. This will
always be builtin.
This is the name of

_name string true match-interaction the matching

service.
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Request-access

Overview

This service provides a service with access information that has been allocated for it and can then be

used to contact the contact center. This service will do the following for any service:

e |t will validate that the requesting service is active and running.

e It will acquire the appropriate access information based on the basic allocation algorithm.
* It can reserve the access information for a configurable period of time
* Simple random or round robin allocation

e |t support the following types of access information:
* Access Number (DNIS) which is to be called by the application

* Access code which is to be supplied by the customer/application when the contact is being
established. This provides an extra level of authentication.

Create Request Data

These are the service specific parameters that will be supplied on the Create service API.

Parameters

_provide_code

_phone_number

_resource_group

_booking_expiration_timeout

Yes

No

No

Yes

No

Mandatory

Description

This is the identifier of the service
which the allocated access
information should be associated
with.

This indicates if the service should
return an access code which will
add more security and reliability
when trying to correlate the
incoming call with the service. The
value is a boolean. The default is
false.

This is the phone number that is to
be associated with the reserved
access information.

This is the resource group from
which an available access number
will be taken.

This is the resource
_booking_expiration_timeout used
to book the resource. This
parameter will override the value in
Resource options and in CME
options.
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Create Response Data

Parameters Mandatory
_access_number Yes
_access_code No
_expiration_time Yes

Specific Requests

There are no specific requests for this service.

Events

There are no events associated with this service.

Configuration

Description

This is the access number which
was allocated for this application.
The application should use this
number to contact the contact
center.

This is the access code that should
be supplied by the application or
end user when the call is
established to further
authentication the application/user.
This will be present when the
Create API specifies that it needs a
access code (_provide_code =
true).

This is the amount time that this
access information will be locked/
reserved for the service.

The following are the configuration options that are defined for this service:

Option Type Mandatory

_access_code_length int false

Default Description

This is the length of
the access code
which can be
allocated.
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User Originated Immediate

Overview

This Callback scenario is an inbound voice service that goes through the following stages:

Start Callback

e Callback service: Returns access information immediately to the mobile device.
» Callback service: Waits for voice call to arrive.

¢ Next: Mobile device is expected to dial the access number.

Dial Access Number

* Inbound service: Locates the GMS service associated with the arrived voice call.
* Inbound service: Delegates the call to be processed by the Callback service.

e Callback service: Plays treatment until target is available.

» Callback service: Reserves target to route call.

e Callback service: Routes the call to the target.

e Callback service terminates.

Configuration Options

The table below lists the key options applicable to this scenario.

Use the GMS Service Management Ul to set the configuration options. On the Services > Configured
Services tab, add a Callback service with User-Originated-Immediate as the Common Default
Configuration (see Adding a Service). When you add this service and default configuration, many
options are automatically populated with the appropriate default values. Some options, however, will
require you to enter your own values. See the Comments column in the following table for these
details.
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Category Option
_call_direction
_media_type
General _wait_for_agent
_wait_for_user_confirm
_target
URS Queuing

_urs_server _url

_urs_virtual_queue

Value
USERORIGINATED
voice
false

false

<string>

http://<urs primary
hostname:port>

<virtual queue to be
used by strategy>

_urs_prioritization_strategy WaitForTarget

_urs_strategy update_sub_SeiRoateDelay

Comment

These are the default
values, which are
automatically populated
when using the pre-
defined User-Originated-
Immediate service. You
must not change these
values.

You must enter a string
value for this option.
This option is the
routing target that
specifies the agent/
queue resource that
should process this
request. Format the
string according to the
URS target specification.
For example:

* Billing@StatServer.GA
routes to the Billing
Agent Group

* English=20&Loans=
2@StatServer.??
routes to any agent
matching the skill
expression

See the Universal Routing
Server (URS) documentation
for additional information
about URS targets.

You must enter the URL
for your primary
Universal Routing
Server (URS).

You must enter the
virtual queue to which
the service request will
be added.

The default value shown
here matches the name
of the URS strategy that
you imported into IRD. If
you changed the name
of the strategy, update
this value to reflect the
correct name.

The default value shown
here matches the name
of the URS subroutine
that you imported into
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Category Option Value Comment

IRD. If you changed the
name of the subroutine,
update this value to
reflect the correct

name.
_booking_expiration_timeod0 All options in this
provide code false category are applicable.
Voice-User Originated - - You can use the default
_resource_group DNIS values, or you can set
_userorig_connect_limit 3 your own values.

_treatment_find_agent_fail GMSApplications/<treatmektftler>the value shown
here if you are using
Genesys Media Server. If
you are using a different

treatment_waiting_for_ageBMSApplications/<treatmeMAHa server, enter the

- - - path where you have
placed your voice
treatment files.

Voice Treatment

Sample Request and Response Sequence

Create inbound immediate service

Request URL:http://localhost:8080/genesys/1/service/callback/voice-userorig-immediate
Request Method:POST

Status Code:200 OK

Request Headersview source

Accept:*/*

Accept-Encoding:gzip,deflate, sdch

Accept-Language:en-US,en;q=0.8

Connection:keep-alive

Content-Length:44

Content-Type:multipart/form-data; boundary=----WebKitFormBoundarypn9IDboVLCgiULed
Cookie:JSESSIONID=142p9me7hc3ht635n8mkx3eit; BAYEUX BROWSER=86721lorubxagcqhwOhjl4cpyaqk2
gms_user:b16416334828b1d26ef14f329628b55b5a8c631d8928a371a5584722dd7fb673
Host:localhost:8080

Origin:http://localhost:8080

Referer:http://localhost:8080/gmstester/chat.html

User-Agent:Mozilla/5.0 (Windows NT 6.1; WOW64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/
27.0.1453.110 Safari/537.36

Request Payload

—————— WebKitFormBoundarypn9IDbOVLCgiULed- -

Response Headersview source

Cache-Control:no-cache

Cache-Control:no-store

Content-Type:application/json;charset=UTF-8
Content-Type:application/json;charset=UTF-8

Date:Tue, 30 Jul 2013 06:37:45 GMT

Expires:Thu, 01 Jan 1970 00:00:00 GMT

Pragma:no-cache

Server:Jetty(7.6.0.v20120127)
Set-Cookie:JSESSIONID=51pxopl70anu50iexlwaqrvg;Path=/genesys

Transfer-Encoding: chunked
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Response Body:
{
" access code": "n/a",
" access _number": "6504663204",
" action": "DialNumber",
" dialog id": "0",
" expiration_time": "29",
" id": "369-37f2ab38-ec98-4316-a28d-dec01d622ae8",
" label": "Connecting ...",
" tel url": "tel:6504663204"

Sequence Diagram

Click on the diagram to access full resolution.
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User Originated Delayed

Overview

This Callback scenario is an inbound voice service that goes through the following stages:

Start Callback

Callback service: Returns session id to the user.

Callback service: Waits for an agent to be available.

Callback service: When an agent is available, notifies mobile device that agent is available.
* Next: Mobile device is expected to send connect request to confirm user's availability.
Connect

e Callback service: Returns access information immediately to the mobile device.
e Callback service: Waits for voice call to arrive.

* Next: Mobile device is expected to dial the access number.

Dial Access Number

¢ Inbound service: Locates the GMS service associated with the arrived voice call.

* Inbound service: Delegates the call to be processed by the Callback service.

Callback service: Reserves target to route call.

Callback service: Routes the call to the target.

Callback service terminates.

Configuration Options

The table below lists the key options applicable to this scenario.
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Use the GMS Service Management Ul to set the configuration options. On the Services > Configured
Services tab, add a Callback service with User-Originated-Delayed as the Common Default
Configuration (see Adding a Service). When you add this service and default configuration, many
options are automatically populated with the appropriate default values. Some options, however, will
require you to enter your own values. See the Comments column in the following table for these

details.
Category Option

_call_direction
_media_type

S _wait_for_agent
_wait_for_user_confirm
_target

URS Queuing

_urs_server_url

_urs_virtual_queue

Value
USERORIGINATED
voice

true

true

<string>

http://<urs primary
hostname:port>

<virtual queue to be
used by strategy>

_urs_prioritization_strategy WaitForTarget

Comment

These are the default
values, which are
automatically populated
when using the pre-
defined User-Originated-
Delayed service. You
must not change these
values.

You must enter a string
value for this option.
This option is the
routing target that
specifies the agent/
queue resource that
should process this
request. Format the
string according to the
URS target specification.
For example:

e Billing@StatServer.GA
routes to the Billing
Agent Group

e English=20&Loans=
2@StatServer.??
routes to any agent
matching the skill
expression

See the Universal Routing
Server (URS) documentation
for additional information
about URS targets.

You must enter the URL
for your primary
Universal Routing
Server (URS).

You must enter the
virtual queue to which
the service request will
be added.

The default value shown
here matches the name
of the URS strategy that
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Category Option Value Comment

you imported into IRD. If
you changed the name
of the strategy, update
this value to reflect the
correct name.

The default value shown
here matches the name
of the URS subroutine
that you imported into
_urs_strategy_update sub_&eiRoeteDelay IRD. If you changed the
name of the subroutine,
update this value to
reflect the correct

name.
_booking_expiration_timeo@0 All options in this
. . _provide_code false category are applicable.
Voice-User Originated You can use the default
_fesource_group DNIS values, or you can set
_userorig_connect_limit 3 your own values.

_treatment_find_agent_fail GMSApplications/<treatmegtftiersthe value shown
here if you are using
Genesys Media Server. If
you are using a different

_treatment_waiting_for_ageBMSApplications/<treatmeRtffia server, enter the
path where you have
placed your voice
treatment files.

Voice Treatment

Sample Request and Response Sequence

Create inbound delay service

Request URL:http://localhost:8080/genesys/1/service/callback/voice-userorig-delay
Request Method:POST

Status Code:200 OK

Request Headersview source

Accept:*/*

Accept-Encoding:gzip,deflate, sdch

Accept-Language:en-US,en;q=0.8

Connection:keep-alive

Content-Length:753

Content-Type:multipart/form-data; boundary=----WebKitFormBoundary4KngrF26eEEFKIu5
Cookie:JSESSIONID=51pxopl7o0anu50iexlwaqrvg; BAYEUX BROWSER=86721lorubxagcqhwOhjl4cpyaqk2
gms_user:b16416334828b1d26ef14f329628b55b5a8c631d8928a371a5584722dd7fb673
Host:localhost:8080

Origin:http://localhost:8080

Referer:http://localhost:8080/gmstester/chat.html

User-Agent:Mozilla/5.0 (Windows NT 6.1; WOW64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/
27.0.1453.110 Safari/537.36

Request Payload

------ WebKitFormBoundary4KngrF26eEEFKIu5
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Content-Disposition: form-data; name="type"

------ WebKitFormBoundary4KngrF26eEEFKIu5
Content-Disposition: form-data; name="_ customer number"

6504661232
------ WebKitFormBoundary4KngrF26eEEFKIu5
Content-Disposition: form-data; name="usr_customer name"

Bob Markel
------ WebKitFormBoundary4KngrF26eEEFKIu5
Content-Disposition: form-data; name="usr reason"

billing question
------ WebKitFormBoundary4KngrF26eEEFKIu5
Content-Disposition: form-data; name=" device notification id"

b16416334828b1d26ef14f329628b55b5a8c631d8928a371a5584722dd7fb673
------ WebKitFormBoundary4KngrF26eEEFKIu5
Content-Disposition: form-data; name=" device os"

------ WebKitFormBoundary4KngrF26eEEFKIu5- -
Response Headersview source
Cache-Control:no-cache
Cache-Control:no-store
Content-Type:application/json;charset=UTF-8
Content-Type:application/json;charset=UTF-8
Date:Tue, 30 Jul 2013 06:51:31 GMT
Expires:Thu, 01 Jan 1970 00:00:00 GMT
Pragma:no-cache
Server:Jetty(7.6.0.v20120127)
Set-Cookie:JSESSIONID=fbnacjg4ginjlxlbzkcv5j7wq;Path=/genesys
Transfer-Encoding: chunked

Response Body:

{
" id": "369-90f389cf-ae63-46ec-a3f7-7b76c0522e2f",
" text": "We will notify you when agent is available"
}
Push notification data:
{
"id": "db508720258611e300006072543ed1ff",
"message": {
" action": "get-dialog-user-confirmation-provide code-false",
" id": "369-90f389cf-ae63-46ec-a3f7-7b76c0522e2f"
}I
"tag": "service.agentavailable.369-90f389cf-ae63-46ec-a3f7-7b76c0522e2f"
}

Connect (user confirmation/request access info)

Request URL:http://localhost:8080/genesys/1/service/369-90f389cf-aeb3-46ec-a3f7-7b76c0522e2f/

connect

Request Method:POST

Status Code:200 OK

Request Headersview source
Accept:*/*
Accept-Encoding:gzip,deflate, sdch
Accept-Language:en-US,en;q=0.8
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Connection:keep-alive

Content-Length:44

Content-Type:multipart/form-data; boundary=----WebKitFormBoundarylgOFYFBusYz5o0kcj
Cookie:JSESSIONID=febiiafprxsoln7bokxbrqwqv; BAYEUX BROWSER=86721orubxagcqhwOhjl4cpyaqk2
gms_user:b16416334828b1d26ef141329628b55b5a8c631d8928a371a5584722dd7fb673
Host:localhost:8080

Origin:http://localhost:8080

Referer:http://localhost:8080/gmstester/chat.html

User-Agent:Mozilla/5.0 (Windows NT 6.1; WOW64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/
27.0.1453.110 Safari/537.36

Request Payload

------ WebKitFormBoundarylgOFYFBusYz5o0kcj - -

Response Headersview source

Cache-Control:no-cache

Cache-Control:no-store

Content-Length:312

Content-Type:application/json;charset=UTF-8
Content-Type:application/json;charset=UTF-8

Date:Tue, 30 Jul 2013 06:54:21 GMT

Expires:Thu, 01 Jan 1970 00:00:00 GMT

Pragma:no-cache

Server:Jetty(7.6.0.v20120127)
Set-Cookie:JSESSIONID=1t65gbvy9mrwdwysh123gpb0f;Path=/genesys

Response Body:
{
" dialog id": "e",
" label": "Connecting ...",
" action": "DialNumber",
" tel url": "tel:6504663205",
" access code": "n/a",
" access number": "6504663205",
" _expiration_time": "29",
" id": "369-90f389cf-ae63-46ec-a3f7-7b76c0522e2f"

Sequence Diagram

Click on the diagram to access full resolution.
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Chat Immediate

Overview

This Callback scenario is a chat service that goes through the following stages:

Start Callback

e Callback service: Returns URL to initiate chat interaction, immediately to the mobile device.
» Callback service: Waits for chat interaction to arrive.

¢ Next: Mobile device is expected to initiate chat interaction.

Initiate Chat

Inbound Chat service: Locates the GMS service associated with the arrived chat interaction.

Inbound Chat service: Delegates the chat interaction to be processed by the Callback service.

Callback service: Reserves target to route chat interaction.

Callback service: Routes the chat interaction to the target.

Callback service terminates.

Configuration Options

The table below lists the key options applicable to this scenario.

Use the GMS Service Management Ul to set the configuration options. On the Services > Configured
Services tab, add a Callback service with Chat-Immediate as the Common Default Configuration (see
Adding a Service). When you add this service and default configuration, many options are
automatically populated with the appropriate default values. Some options, however, will require you
to enter your own values. See the Comments column in the following table for these details.

Category Option Value Comment
_media_type chat These are the default
General ) values, which are
_wait_for_agent false automatically populated
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Category Option Value

_wait_for_user_confirm false

_target <string>

URS Queuing

http://<urs primary

urs server url
- = - hostname:port>

<virtual queue to be

_urs_virtual_queue used by strategy>

_urs_prioritization_strategy WaitForTarget

_urs_strategy_update_sub_&eiRoeateDelay

Comment

when using the pre-
defined Chat-Immediate
service. You must not
change these values.

You must enter a string
value for this option.
This option is the
routing target that
specifies the agent/
queue resource that
should process this
request. Format the
string according to the
URS target specification.
For example:

e Billing@StatServer.GA
routes to the Billing
Agent Group

e English=20&Loans=
2@StatServer.??
routes to any agent
matching the skill
expression

See the Universal Routing
Server (URS) documentation
for additional information
about URS targets.

You must enter the URL
for your primary
Universal Routing
Server (URS).

You must enter the
virtual queue to which
the service request will
be added.

The default value shown
here matches the name
of the URS strategy that
you imported into IRD. If
you changed the name
of the strategy, update
this value to reflect the
correct name.

The default value shown
here matches the name
of the URS subroutine
that you imported into
IRD. If you changed the
name of the subroutine,
update this value to
reflect the correct
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Category Option Value Comment

name.

Sample Request and Response Sequence

Create chat immediate service

Request URL:http://localhost:8080/genesys/1/service/callback/chat-immediate

Request Method:POST

Status Code:200 OK

Request Headersview source

Accept:*/*

Accept-Encoding:gzip,deflate, sdch

Accept-Language:en-US,en;q=0.8

Connection:keep-alive

Content-Length:660

Content-Type:multipart/form-data; boundary=----WebKitFormBoundaryYbCe8VCHICMGeynE
Cookie:JSESSIONID=1boblqjgrmiy589bpyvtmrhow; BAYEUX BROWSER=f3d8-3vwgdclvyroghjsaf87ilc60
gms_user:b16416334828b1d26ef14f329628b55b5a8c631d8928a371a5584722dd7fb673
Host:localhost:8080

Origin:http://localhost:8080

Referer:http://localhost:8080/gmstester/chat.html

User-Agent:Mozilla/5.0 (Windows NT 6.1; WOW64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/
27.0.1453.110 Safari/537.36

Request Payload

------ WebKitFormBoundaryYbCe8VCHICMGeynE

Content-Disposition: form-data; name="_ customer number"

6502388511
------ WebKitFormBoundaryYbCe8VCHICMGeynE
Content-Disposition: form-data; name="usr customer name"

Bob Markel
------ WebKitFormBoundaryYbCe8VCHICMGeynE
Content-Disposition: form-data; name="usr reason"

billing question
------ WebKitFormBoundaryYbCe8VCHICMGeynE
Content-Disposition: form-data; name=" device notification id"

b16416334828b1d26ef141329628b55b5a8c631d8928a371a5584722dd7fb673
------ WebKitFormBoundaryYbCe8VCHICMGeynE
Content-Disposition: form-data; name=" device os"

------ WebKitFormBoundaryYbCe8VCHICMGeynE- -
Response Headersview source
Cache-Control:no-cache
Cache-Control:no-store
Content-Type:application/json;charset=UTF-8
Content-Type:application/json;charset=UTF-8
Date:Tue, 13 Aug 2013 22:15:31 GMT
Expires:Thu, 01 Jan 1970 00:00:00 GMT
Pragma:no-cache
Server:Jetty(7.6.0.v20120127)
Set-Cookie:JSESSIONID=ebyzeyOkup8v81718lurnhzs;Path=/genesys
Transfer-Encoding:chunked
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Response Body:
{
" dialog_id": "1",
" action": "StartChat",
" label": "Start Chat",
" start _chat url": "http://localhost:8080/genesys/1/service/
369-01d32409-b4bb-4884-b266-02d8216fe5e3/ixn/chat",
" comet url": "http://localhost:8080/genesys/cometd",
" user_header": "b16416334828b1d26ef14f329628b55b5a8c631d8928a371a5584722dd7fb673",
" id to_ jump before": "exit://",
_chat _parameters": {
"subject": "None"

}I
" id": "369-01d32409-b4bb-4884-b266-02d8216fe5e3"

Sequence Diagram

Click on the diagram to access full resolution.
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Chat Delayed

Overview

This Callback scenario is a chat service that goes through the following stages:

Start Callback

Callback service: Returns session id to the user.

Callback service: Waits for an agent to be available.

Callback service: When an agent is available, notifies mobile device that agent is available.
* Next: Mobile device is expected to send connect request to confirm user's availability.
Connect

e Callback service: Returns URL to initiate chat interaction, immediately to the mobile device.
e Callback service: Waits for chat interaction to arrive.

* Next: Mobile device is expected to initiate chat interaction.

Initiate Chat

Inbound Chat service: Locates the GMS service associated with the arrived chat interaction.

Inbound Chat service: Delegates the chat interaction to be processed by the Callback service.

Callback service: Reserves target to route chat interaction.

Callback service: Routes the chat interaction to the target.

Callback service terminates.

Configuration Options

The table below lists the key options applicable to this scenario.
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Use the GMS Service Management Ul to set the configuration options. On the Services > Configured
Services tab, add a Callback service with Chat-Delayed as the Common Default Configuration (see
Adding a Service). When you add this service and default configuration, many options are
automatically populated with the appropriate default values. Some options, however, will require you
to enter your own values. See the Comments column in the following table for these details.

Category Option Value
_media_type chat
_wait_for_agent true
General
_wait_for_user_confirm true
_target <string>
URS Queuing

http://<urs primary

r rver_url
_Urs_server_u hostname:port>

<virtual queue to be

_urs_virtual_queue used by strategy>

_urs_prioritization_strategy WaitForTarget

Comment

These are the default
values, which are
automatically populated
when using the pre-
defined Chat-Delayed
service. You must not
change these values.

You must enter a string
value for this option.
This option is the
routing target that
specifies the agent/
queue resource that
should process this
request. Format the
string according to the
URS target specification.
For example:

* Billing@StatServer.GA
routes to the Billing
Agent Group

* English=20&Loans=
2@StatServer.??
routes to any agent
matching the skill
expression

See the Universal Routing
Server (URS) documentation
for additional information
about URS targets.

You must enter the URL
for your primary
Universal Routing
Server (URS).

You must enter the
virtual queue to which
the service request will
be added.

The default value shown
here matches the name
of the URS strategy that
you imported into IRD. If
you changed the name
of the strategy, update
this value to reflect the
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Category Option Value Comment
correct name.

The default value shown
here matches the name
of the URS subroutine
that you imported into

_urs_strategy_update_sub_f&efRoeteDelay IRD. If you changed the
name of the subroutine,
update this value to
reflect the correct
name.

Sample Request and Response Sequence

Create chat (delay) service

Request URL:http://localhost:8080/genesys/1/service/callback/chat-delay

Request Method:POST

Status Code:200 OK

Request Headersview source

Accept:*/*

Accept-Encoding:gzip,deflate, sdch

Accept-Language:en-US,en;q=0.8

Connection:keep-alive

Content-Length:660

Content-Type:multipart/form-data; boundary=----WebKitFormBoundaryOWnE36LruxJ4S5nu
Cookie:JSESSIONID=mjjvtphwb8lpce7io23ggxcu; BAYEUX BROWSER=86721lorubxagcqhwOhjl4cpyaqk2
gms_user:b16416334828b1d26ef14f329628b55b5a8c631d8928a371a5584722dd7fb673
Host:localhost:8080

Origin:http://localhost:8080

Referer:http://localhost:8080/gmstester/chat.html

User-Agent:Mozilla/5.0 (Windows NT 6.1; WOW64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/
27.0.1453.110 Safari/537.36

Request Payload

------ WebKitFormBoundary@WnE36LruxJ4S5nu

Content-Disposition: form-data; name="_customer number"

4082652649
—————— WebKitFormBoundary@WnE36LruxJ4S5nu
Content-Disposition: form-data; name="usr customer name"

Bob Markel
—————— WebKitFormBoundary@WnE36LruxJ4S5nu
Content-Disposition: form-data; name="usr reason"

billing question
------ WebKitFormBoundary@WnE36LruxJ4S5nu
Content-Disposition: form-data; name=" device notification id"

b16416334828b1d26ef141329628b55b5a8c631d8928a371a5584722dd7fb673

------ WebKitFormBoundary@WnE36LruxJ4S5nu
Content-Disposition: form-data; name=" device os"

------ WebKitFormBoundary®WnE36LruxJ4S5nu- -
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Response Headersview source
Cache-Control:no-cache
Cache-Control:no-store
Content-Type:application/json;charset=UTF-8
Content-Type:application/json;charset=UTF-8
Date:Tue, 30 Jul 2013 07:07:35 GMT
Expires:Thu, 01 Jan 1970 00:00:00 GMT
Pragma:no-cache
Server:Jetty(7.6.0.v20120127)
Set-Cookie:JSESSIONID=kwe77jz60uumlul6urvv8vubd;Path=/genesys
Transfer-Encoding:chunked

Response Body:

{
" id": "369-166652d2-aed6-443c-9781-6bdff370f9a9",
" text": "We will notify you when agent is available"
}
Push Notification Data:
{
"id": "0lafcd60258a11e300006072543ed1ff",
"message": {
" action": "get-dialog-user-confirmation-provide code-false",
" id": "369-166652d2-aed6-443c-9781-6bdff370f9a9"
}I
"tag": "service.agentavailable.369-166652d2-aed6-443c-9781-6bdff370f9a9"
}

Connect (user confirmation)

Request URL:http://localhost:8080/genesys/1/service/369-166652d2-aed6-443c-9781-6bdff370f9a9/
connect

Request Method:POST

Status Code:200 0K

Request Headersview source

Accept:*/*

Accept-Encoding:gzip,deflate, sdch

Accept-Language:en-US,en;q=0.8

Connection:keep-alive

Content-Length:44

Content-Type:multipart/form-data; boundary=----WebKitFormBoundaryNY841d7wm70HB9fp
Cookie:JSESSIONID=1b81btxjbrblwybz5a93i24io0; BAYEUX BROWSER=86721lorubxagcqhwOhjl4cpyaqk2
gms_user:b16416334828b1d26ef14f329628b55b5a8c631d8928a371a5584722dd7fb673
Host:localhost:8080

Origin:http://localhost:8080

Referer:http://localhost:8080/gmstester/chat.html

User-Agent:Mozilla/5.0 (Windows NT 6.1; WOW64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/
27.0.1453.110 Safari/537.36

Request Payload

------ WebKitFormBoundaryNY841d7wm70HB9fp- -

Response Headersview source

Cache-Control:no-cache

Cache-Control:no-store

Content-Length:26

Content-Type:application/json;charset=UTF-8
Content-Type:application/json;charset=UTF-8

Date:Tue, 30 Jul 2013 07:04:35 GMT

Expires:Thu, 01 Jan 1970 00:00:00 GMT

Pragma:no-cache

Server:Jetty(7.6.0.v20120127)
Set-Cookie:JSESSIONID=mjjvtphwb81lpce7io23ggxcu;Path=/genesys
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Response Body:
{
" dialog_id": "1",
" action": "StartChat",
" label": "Start Chat",
" start _chat url": "http://localhost:8080/genesys/1/service/
369-8cea2901-1eba-4f5a-8c76-edf83dd26480/ixn/chat",
" comet url": "http://localhost:8080/genesys/cometd",
" user header": "b16416334828b1d26ef14f329628b55b5a8c631d8928a371a5584722dd7fb673",
" id to_jump before": "exit://",
_chat _parameters": {
"subject": "None"

}I
" id": "369-166652d2-aed6-443c-9781-6bdff370f9a9"

Check estimated wait time (EWT) and position in the URS queue (check-queue-
position)
Mobile is expected to use this API to poll for current ewt and position.

Request URL:http://localhost:8080/genesys/1/service/369-166652d2-aed6-443c-9781-6bdff370f9a9/
check-queue-position

Request Method:POST

Status Code:200 OK

Request Headersview source

Accept:*/*

Accept-Encoding:gzip,deflate, sdch

Accept-Language:en-US,en;q=0.8

Connection:keep-alive

Content-Length:44

Content-Type:multipart/form-data; boundary=----WebKitFormBoundary2gBrAJX9qPSafKwk
Cookie:JSESSIONID=61voqouznyaslvrp9fjljmbwr; BAYEUX BROWSER=f3d8-3vwgdclvyroghjsaf87ilc60
gms_user:b16416334828b1d26ef14f329628b55b5a8c631d8928a371a5584722dd7fb673
Host:localhost:8080

Origin:http://localhost:8080

Referer:http://localhost:8080/gmstester/chat.html

User-Agent:Mozilla/5.0 (Windows NT 6.1; WOW64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/
27.0.1453.110 Safari/537.36

Request Payload

------ WebKitFormBoundary2gBrAJX9qPSafKwk- -

Response Headersview source

Cache-Control:no-cache

Cache-Control:no-store

Content-Length:123

Content-Type:application/json;charset=UTF-8
Content-Type:application/json;charset=UTF-8

Date:Fri, 02 Aug 2013 23:07:59 GMT

Expires:Thu, 01 Jan 1970 00:00:00 GMT

Pragma:no-cache

Server:Jetty(7.6.0.v20120127)
Set-Cookie:JSESSIONID=1c0lo30bhrm6719u81fv9kvpei;Path=/genesys

Response Body (when eta is NOT provided by URS):

{

" position": 2,

"_eta": "n/a",

" total waiting": 2,

" agent ready threshold passed": true,

" agent ready threshold passed reason": "eta n/a"
}
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Response Body 2 (when eta is provided by URS):

{

" position": 2,

" eta": 30,

" total waiting": 2,

" agent ready threshold passed": true,

" agent ready threshold passed reason": "eta <= 35 and position <=5 "
}

Create Chat Interaction

Request URL:http://localhost:8080/genesys/1/service/369-166652d2-aed6-443c-9781-6bdff370f9a9/
ixn/chat

Request Method:POST

Status Code:200 OK

Request Headersview source

Accept:*/*

Accept-Encoding:gzip,deflate, sdch

Accept-Language:en-US,en;q=0.8

Connection:keep-alive

Content-Length:651

Content-Type:multipart/form-data; boundary=----WebKitFormBoundaryteXJ8ZpAGGDTAMFN
Cookie:JSESSIONID=kwe77jz60uumluléurvv8vubd; BAYEUX BROWSER=86721lorubxagcqhwdhjl4cpyaqk2
gms_user:b16416334828b1d26ef14f329628b55b5a8c631d8928a371a5584722dd7fb673
Host:localhost:8080

Origin:http://localhost:8080

Referer:http://localhost:8080/gmstester/chat.html

User-Agent:Mozilla/5.0 (Windows NT 6.1; WOW64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/
27.0.1453.110 Safari/537.36

Request Payload

------ WebKitFormBoundaryteXJ8ZpAGGDTAMFN

Content-Disposition: form-data; name="notify by"

------ WebKitFormBoundaryteXJ8ZpAGGDTAMFN
Content-Disposition: form-data; name="firstName"

------ WebKitFormBoundaryteXJ8ZpAGGDTAMFN
Content-Disposition: form-data; name="lastName"

------ WebKitFormBoundaryteXJ8ZpAGGDTAMFN
Content-Disposition: form-data; name=" verbose"

------ WebKitFormBoundaryteXJ8ZpAGGDTAMFN
Content-Disposition: form-data; name="subject"

testing
------ WebKitFormBoundaryteXJ8ZpAGGDTAMFN
Content-Disposition: form-data; name="email"

j.h@gmail.com

------ WebKitFormBoundaryteXJ8ZpAGGDTAMFN - -
Response Headersview source
Cache-Control:no-cache
Cache-Control:no-store

Content-Length:77
Content-Type:application/json;charset=UTF-8
Content-Type:text/plain;charset=IS0-8859-1
Date:Tue, 30 Jul 2013 07:08:53 GMT
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Pragma:no-cache
Server:Jetty(7.6.0.v20120127)

Response Body:

{
" id": "369-166652d2-aed6-443c-9781-6bdff370f9a9",
"comet channel": "/ genesys"

Send notification from agent desktop to mobile (internal-notification, previously
poke)

Request URL:http://localhost:8080/genesys/1/service/369-166652d2-aed6-443c-9781-6bdff370f9a9/
internal-notification

Request Method:POST

Status Code:200 0K

Request Headersview source

Accept:*/*

Accept-Encoding:gzip,deflate, sdch

Accept-Language:en-US,en;q=0.8

Connection:keep-alive

Content-Length:320

Content-Type:multipart/form-data; boundary=----WebKitFormBoundary8rbhQqxP5L0J61il
Cookie:JSESSIONID=kwe77jz60uumlul6urvv8vubd; BAYEUX BROWSER=86721orubxagcqhwOhjl4cpyaqk2
gms_user:b16416334828b1d26ef14f329628b55b5a8c631d8928a371a5584722dd7fb673
Host:localhost:8080

Origin:http://localhost:8080

Referer:http://localhost:8080/gmstester/chat.html

User-Agent:Mozilla/5.0 (Windows NT 6.1; WOW64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/
27.0.1453.110 Safari/537.36

Request Payload

------ WebKitFormBoundary8rbhQgxP5L0J61i1

Content-Disposition: form-data; name="_ display message"

Message to be displayed to user
------ WebKitFormBoundary8rbhQgxP5L0J61il
Content-Disposition: form-data; name="_ application message"

MESSAGE_FOR MOBILE APP_INTERNAL USE

------ WebKitFormBoundary8rbhQgxP5L0oJ61il- -
Response Headersview source
Cache-Control:no-cache
Cache-Control:no-store

Content-Length:17
Content-Type:application/json;charset=UTF-8
Content-Type:application/json;charset=UTF-8
Date:Tue, 30 Jul 2013 07:10:11 GMT
Expires:Thu, 01 Jan 1970 00:00:00 GMT
Pragma:no-cache
Server:Jetty(7.6.0.v20120127)
Set-Cookie:JSESSIONID=z1lrha8utmxwlxslu08z473ty;Path=/genesys

Response Body:

{
}

"message": "Notification Sent"

Retrieve any notifications from agent, when notifications are not enabled
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(retrieve-notifications)
This is necessary only in case of a poll scenario.

Request URL:http://localhost:8080/genesys/1/service/369-166652d2-aed6-443c-9781-6bdff370f9a9/
retrieve-notifications

Request Method:POST

Status Code:200 OK

Request Headersview source

Accept:*/*

Accept-Encoding:gzip,deflate, sdch

Accept-Language:en-US,en;q=0.8

Connection:keep-alive

Content-Length:44

Content-Type:multipart/form-data; boundary=----WebKitFormBoundary3I4BzfVbhmlJvPRC
Cookie:JSESSIONID=z1lrha8utmxwlxslu08z473ty; BAYEUX BROWSER=86721orubxagcqhwOhjl4cpyaqk2
gms_user:b16416334828b1d26ef14f329628b55b5a8c631d8928a371a5584722dd7fb673
Host:localhost:8080

Origin:http://localhost:8080

Referer:http://localhost:8080/gmstester/chat.html

User-Agent:Mozilla/5.0 (Windows NT 6.1; WOW64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/
27.0.1453.110 Safari/537.36

Request Payload

------ WebKitFormBoundary3I4BzfVbhmlJvPRC- -

Response Headersview source

Cache-Control:no-cache

Cache-Control:no-store

Content-Length:2

Content-Type:application/json;charset=UTF-8
Content-Type:application/json;charset=UTF-8

Date:Tue, 30 Jul 2013 07:10:58 GMT

Expires:Thu, 01 Jan 1970 00:00:00 GMT

Pragma:no-cache

Server:Jetty(7.6.0.v20120127)
Set-Cookie:JSESSIONID=18gvvxkjquoplx8er65g7ferp;Path=/genesys

Response Body (with push enabled):

Note: Since cometd push was enabled the message was already sent to the device. If push was
not configured then the response body would have contained the message (below)
Push: {

" internal message": "MESSAGE FOR MOBILE APP INTERNAL USE",

" id": "369-166652d2-aed6-443c-9781-6bdff370f9a9",

" display message": "Message to be displayed to user"

Response Body (with push not configured):

[{
" internal message": "MESSAGE FOR MOBILE APP_INTERNAL USE",
" id": "369-166652d2-aed6-443c-9781-6bdff370f9a9",
" display message": "Message to be displayed to user"

|

Send notification from mobile to agent

Request URL:http://localhost:8080/genesys/1/service/369-166652d2-aed6-443c-9781-6bdff370f9a9/
agent-notification

Request Method:POST

Status Code:200 OK

Request Headersview source
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Accept:*/*

Accept-Encoding:gzip,deflate, sdch

Accept-Language:en-US,en;q=0.8

Connection:keep-alive

Content-Length:324

Content-Type:multipart/form-data; boundary=----WebKitFormBoundaryyN11ULST36Tmhzro
Cookie:JSESSIONID=18gvvxkjquoplx8er65g7ferp; BAYEUX BROWSER=86721orubxagcqhwOhjl4cpyaqk2
gms_user:b16416334828b1d26ef14f329628b55b5a8c631d8928a371a5584722dd7fb673
Host:localhost:8080

Origin:http://localhost:8080

Referer:http://localhost:8080/gmstester/chat.html

User-Agent:Mozilla/5.0 (Windows NT 6.1; WOW64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/
27.0.1453.110 Safari/537.36

Request Payload

------ WebKitFormBoundaryyN11ULST36Tmhzro

Content-Disposition: form-data; name=" display message"

Message to be displayed to agent
------ WebKitFormBoundaryyN11ULST36Tmhzro
Content-Disposition: form-data; name=" application message"

MESSAGE_FOR AGENT DESKTOP_ INTERNAL USE
------ WebKitFormBoundaryyN11ULST36Tmhzro- -
Response Headersview source
Cache-Control:no-cache
Cache-Control:no-store

Content-Length:17
Content-Type:application/json;charset=UTF-8
Content-Type:application/json;charset=UTF-8
Date:Tue, 30 Jul 2013 07:15:04 GMT
Expires:Thu, 01 Jan 1970 00:00:00 GMT
Pragma:no-cache
Server:Jetty(7.6.0.v20120127)
Set-Cookie:JSESSIONID=1cfd36s0cn62131qge®5h7y61;Path=/genesys

Response Body:

{
}

"message": "Notification Sent"

Retrieve notifications from Mobile to Agent (retrieve-agent-notifications)

Agent desktop is expected to poll for messages since push notifications via cometd to agent desktop
are not supported.

Request URL:http://localhost:8080/genesys/1/service/369-166652d2-aed6-443c-9781-6bdff370f9a9/
retrieve-agent-notifications

Request Method:POST

Status Code:200 OK

Request Headersview source

Accept:*/*

Accept-Encoding:gzip,deflate, sdch

Accept-Language:en-US,en;q=0.8

Connection:keep-alive

Content-Length:44

Content-Type:multipart/form-data; boundary=----WebKitFormBoundaryIimjtpB6hZzFZRQ3
Cookie:JSESSIONID=1cfd36s0cn62131qge05h7y61; BAYEUX BROWSER=86721lorubxagcqhwdhjl4cpyaqk?
gms_user:b16416334828b1d26ef14f329628b55b5a8c631d8928a371a5584722dd7fb673
Host:localhost:8080

Origin:http://localhost:8080

Referer:http://localhost:8080/gmstester/chat.html
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User-Agent:Mozilla/5.0 (Windows NT 6.1; WOW64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/
27.0.1453.110 Safari/537.36

Request Payload

------ WebKitFormBoundaryIimjtpB6hZzFZRQ3- -

Response Headersview source

Cache-Control:no-cache

Cache-Control:no-store

Content-Length:242

Content-Type:application/json;charset=UTF-8
Content-Type:application/json;charset=UTF-8

Date:Tue, 30 Jul 2013 07:16:17 GMT

Expires:Thu, 01 Jan 1970 00:00:00 GMT

Pragma:no-cache

Server:Jetty(7.6.0.v20120127)
Set-Cookie:JSESSIONID=1x503d8bkgczylpxjb3dacOmmp;Path=/genesys

Response Body:

[
{
"message": "{\" id\":\"369-166652d2-aed6-443c-9781-6bdff370f9a9\",
\" internal message\":\"MESSAGE FOR AGENT DESKTOP INTERNAL USE\",
\" display message\":\"Message to be displayed to agent\"}",
"tag": "agent.message.369-166652d2-aed6-443c-9781-6bdff370f9a9"
}

Sequence Diagram

Click on the diagram to access full resolution.

e

e

Service Management Ul Help 48



	Service Management UI Help
	Table of Contents
	Service Management Help
	Getting Started
	Scenarios
	Access Number Allocation Call Flows
	Simple Voice Inbound–Immediate Call
	Match-interaction
	Request-access
	User Originated Immediate
	User Originated Delayed
	Chat Immediate
	Chat Delayed


