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Getting Started

The following sections provide an overview of the Ul.

Login

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

The Ul hub displays all of the Uls available to the user based on their roles. The Hub is the home of
the Uls; you can return to the hub from any Ul by clicking Home.

Use the login credentials that were configured during the Creating and Configuring the GMS
Application Object procedure. For example, default/password. Your access will also depend on the

role-based access that was configured in the same procedure.

Browser support is listed in the Genesys Supported Operating Environment Reference Guide.

Monitor

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

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 Monitor screen refreshes every three minutes.
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x
IP: P
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Status: Up Status: Down
Load: 4,87 MB Load: ?
Data Cenler. datacentert Diata Cenler: datacenteri
Rack rack1 Rack: rackl
Own: 25,00% Own: 75,009
Running Since: Wed Sep 25 2013 10:42:02 GMT+0200 Running Since: Wed Sep 25 2013 10043:12 GMT+0200

The Services tab enables you to manage Callbacks, and 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, and you can set the quantity of services per page. (For a
Chrome browser, Genesys recommends 10 services per page, and for Mozilla, 5 services per page.)

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/1/service/match-interaction

Key parameters for the service are 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 parameters have the following characteristics:

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

¢ 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.
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¢ 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 on the garbage can icon and the value becomes not specified.

The following figure shows an example of a service.

£ Collapse All Advanced Parameters ) Add Service | All Service Templales A
~ caliback x
- General
Mame Value Description
_business_hours_service office-hours Specifies a configured office-hours service. Request Desired Time is X

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 & This is the max number of times to retry transfer of the call to the agent
_media_type g vioice Media type of the interaction the sefvice is expected to handie. This is

required for URS to select agent with proper media capabilities

Callback

The Callback Ul displays completed and scheduled Callbacks.
Notes:

e After the Callback due date (which is the desired time parameter), the service record will appear in
the Ul for the amount of time configured in the tt1l parameter (in seconds).

* You must have the appropriate role-based access in order to view the Callback Ul.

The following features are available:

The dropdown at the top left gives you the option to display Callbacks using a pre-defined range for the
past day, week, or month; or for the next day, week, or month.

e Custom Date Range - You can select a custom range by selecting this check box and specifying a start-
time and end-time. The maximum range is one month.

* Include Service ID Column - Selecting this check box includes the Service ID column in the table.

Create Callback - Opens a new window where you can add a new Callback to be displayed. You can
select the Callback Type and Service Name, add your own properties to the Callback, and enter the
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following Callback Parameters:
e Customer Number - Your Callback number.

e urs_virtual queue - Queue to use for this Callback if several virtual queues are used for Callback
with identical configuration. If you are defining the _urs_virtual_queue here, you must then remove

this option from the Callback Service (through Configuration Manager), as it cannot be defined in
both places.

* request queue time stat - Queue statistics. For example,
"ExpectedWaitTime;Queue;8999@SIP_Server;Environment".

Note: Make sure that the selected service has the parameter wait for user confirm = false.

¢ Advanced Options - Opens a new window where you can customize how the Callback Management table
displays:

e Add Column Field - You can add your own custom column field to display in the table. This option
can be useful when you have created your own properties that you want to display in the table. You
can add more than one field, which will display in the same column. In this case, to enhance
readability in the single column, you can use the Alias option, and create a short name to display.

* Filter Table by States and Service - You can include one or more states to display in the table, and/or

you can select a service to display in the table. Note: You can only select one service at a time to
display. The states are:

e SCHEDULED - Request is handled by Callback Management service (there are no sessions
started in ORS). While in this state, the request will be handled by Management when the
specified desired time is upcoming.

e QUEUED - Callbacks actively waiting for agent in ORS/URS; agent not assigned yet.
* ROUTING - Agent is reserved but the call is not yet routed to the agent.
¢ PROCESSING - Callback being handled by assigned agents.

e COMPLETED - Callback was completed with _callback reason, for example, timed-out,
cancelled, and so on.

* Max # of Callbacks per Service - Default is 500.

¢ In the Callback table, for Callbacks that can be edited, a blue pencil displays in the last column. Clicking
this pencil display the edit options for that Callback.

* You can choose to reschedule the Callback (only for SCHEDULED Callbacks).

e You can choose to cancel the Callback.
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Mext 30 Days

o Create Callback

#* advanced Options

12 Callback(s) Found

Custom Date Range

Include Service ID Column

O Refresh

Phone Number

State Desired Callback Time (GMT-7) *  Phone Number Service Name

COMPLETED (CANCELLED) 20141014 08:10:00 123456 new_callback

SCHEDULED 2014-10:15 07:10:00 12333-456 callback

SCHEDULED 2014-10-15 07:10:00 Not Specified new_callback

COMPLETED (CANCELLEL 201410:15 08:30:00 123456789 new_callback

QUEUED 2014-10-16:07:10-00 new_callback2

QUEUED 2014-10-16.08:15:00 5555555555 new_caliback

SCHEDULED 2014-10-22 06:00:00 123123123 callback ’

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.

Four types of reports are available:

e 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.

* Display Advanced Metrics - When this option is selected, you can choose between a metric type of
Holdtime or Watermark.

¢ Holdtime - You can set parameters for displaying the HoldTime statistics (media type, rollup-
range, and time range).

e Watermark - For Callbacks in the QUEUED state, you can display high, low, and average water
marks (AVG, MIN, MAX) over time periods of 15-minutes, 30-minutes, an hour, or a day. Note
that the Watermark is computed every minute, so for example, running 20 Callbacks
simultaneously within a one minute period, then none for the rest of the same 15 minute period,
will result in Min=0,Max=20 and Avg=1.

¢ Operational metrics - DNIS pool usage and availability.

* DNA availability by pool - Determines, in real-time, the number of outstanding service requests (or
available resources) by resource pool.

* Average Handle Time (AHT) by resource pool - Reports historical AHT, in seconds, by resource pool
summarized by 15-minutes, 30-minutes, an hour, a day, or over a range of periods such as today,
yesterday, last week, last month, or a range of dates. Timeouts do not impact the calculation.
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» Service Exiting Reporting — Reports on historical service terminations (match or timeout) by
resource pool summarized by 15-minutes, 30-minutes, an hour, a day, or over a range of periods
such as today, yesterday, last week, last month, or a range of dates.

Report Type: From: 07/18/2013 00:00 To: 08/06/2013 23:59 Export = O petresh
Services ~
Report Parameters: 15007
reguest-interaction » 1200
1,100
Group data by: s
A tay bt 000 ]
Report Range: 800
Specify Date Rang 700
From: e |
S00
0718/2013 00:00 b
a00
AM v 300
To: 200
08/06/2013 100 & Loy
0 T
PM b IDIPM " IF'M AugDd 01 :hl\-l 02{:\“ DSIAM Ddlnlﬂ 05 AM 06 AM OY{QM DEIAM 1] IAM 10 AM " .Iulu 1?‘5!(
—— T
.Qulgusl 12 IPu Fnlﬂz 12 IPM sxtlﬂ: 12 IPM hng‘ 04 12 PM Mn; [+ -] 12 IPM Imlz o8
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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+ Mew Pattern Group  ? Help

123
Callback_exceptions Name Value v123 X
exception 555" X
ex3d a X
ddd 12345 X
=+ Add Pattern
URL: /genesys/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, as well
as displaying available and total resources.

New Resource Group
Dnis_Pool X
Perfomance_DNIS_Pool Name Valuse
DHas_Manu
ows | o :
resource_avaliable 10, e 6504664131 X
resource_total 10
dnis2 6504664132 "
dnis3 E504864133
_booking_expiration_tmeout 30 ®
dnis10 6504864140 b
dnisd 6504664134 x
dnis5 6504664135 x
dnis6 6504664136 »
anisT 6504864137 »

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

* request-access.zip

e request-chat.zip
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e request-interaction.zip

e get.zip

+ Add Service Template

= Request Interaction *
Name Default Value Description
PhoneMumber Phone number of the mobile phone where the senvice request originated
Provide Access Code Provide access code along with access number
Resource Group as DNIS Resource group fram which accessnumber is to be allocated
configured in CME
Service Timeout 30 Duration starting from of service after which the senvice will be terminated
-+ Service Selection X
Name Default Value Description
Senvice Selection Another Senvice selection
Constraint
~ Statistic Selection %
Name Default Value Description
Statistic Selecbion Test Statistic selection
Constraint

Download DFM

The Download DFM tab enables you to download special configuration files,
called DFM. (Tell me why.

DFM files define Genesys Mobile Services-specific SCXML that are required for
Orchestration Server-based services. You must deploy these files in your

Orchestration Server application if you need to execute SCXML applications used

within Orchestration Server-based Services.

)

1. In your browser, open the Service Management Ul with the following URL:
<GMS Local Host>:8080/genesys/

2. Click Admin UI P

3. Select J’ TOOLS , thenclick  Download Dfm . The Download DFM panel displays the list of

required files.

4. Click one of the DFM file links and the download will start.

Service Management Ul Help
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] momtor  #* services &, caluBack @ REPORTING o~ TOOLS L LAB

Patierns Resources Service Templates Jownload Dfm
File Hame: Download Link:
Callback jsp Download Callback jsp
MNotification jsp Download Notification . jsp
Senvices jsp Download Services. jsp
Storage. jsp Download Storage. jsp
Lab
Important

The Lab area of the Ul is for testing purposes and is provided "as is" without warranty
of any kind.

Statistics

The Statistics tab displays metrics from Stat Server.

Metric: Object Type:
AbandCallsPercentage . Queue -
AbandonedFromRinging [ | RoutePoint
AbandTime GroupQueues

ACW_Time_Inbound

ACW_Time_Other

ACW_Time_Outbound

AgentLoginTime - —

API

The APl 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 on the

Service Management Ul Help 11



Getting Started

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

code by clicking Raw.

Istorage ShowMide  List Operations  Expand Operations  Raw

m Mistorage/{it} Create

Implementation Notes
Allows for the creation of a new storage area in GSG

Parameters
Parametsr Valus Descriptian Data Type

ttl 10 The time to lve for this data, specified in seconds. The string

data iz sutomatically delefed atter is has been stored for
1 seconds.

Kay1 Valuel Fiest Mo 4o sture (KeyValos] wnng

Kyl Second Item to store (Key Value, Ariry
. Value2 s -

Try it outt

Config

The Config tab provides you with a code snippet that you must add to the jetty.xml file for port
number control. The code snippet is available when port restrictions have been enabled in
Configuration Manager. See Restricting Ports for more information about using this feature.

ey Home

L1 mowror  JF services ' caueack @ REPoRTING o ToOLS

Statishcs @ Sampile D!ﬂ.hl:ll Inferprater

Ports Restriction Configuration:

Ports restrictions has not been enabled.

Sample

Note: Introduced in GMS 8.5.003.

The Sample tab provides you with the ability to test your GMS deployment, and supports the

scenarios described in the Callback Scenarios. This sample can also be used to test an existing GMS

deployment.
The following screens are available by clicking the corresponding tabs.

* GMS - The application home screen showing which GMS scenario can be executed.

* Log - Displays log messages related to client-server communication and application debug messages.

Service Management Ul Help
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¢ Chat - Allows exchange of chat messages between client and agent. Notices relating to agent status
and connections are also displayed.

* Queue - For delay scenarios, checks the status of the interaction in the queue (when a request has been
placed and is waiting for an agent).

e Settings - Application settings can be made on this screen.

For more information about the sample, as well as a download option, see the Client Samples.
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