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Services Tab

Create Services

(-]
% Mobile Services Monitor Services Office Hours Callback Tools «

Preview

Delete Q- Select All
gured Services + Adg

Originated Immediate -

Preview
Samples g
Terminated preview
match-interaction

my-request-access rr

[ office Hours
& callback

Add New Service

Service Template

Choose among the following -

capacity

get

match-interaction

request-access

request-chat
request-interaction
urs-stat

callback

After you load the template, you can create a new service. The loaded service templates are

available in the drop-down list on the creation form.
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Select a template and fill in the form. Based on this information, the interface pre-populates the
service parameters that match a scenario configuration and grant usage of GMS APIs.

Learn which template to use for given scenarios and APIs here. Read more about
builtin and ors services here.
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Add New Service

Service Template

match-interaction v

Service Name

my-match-interaction I

Cancel

© my-matcii-interaction

+ Create  fj Delete Q-

t. Configured Services

TSI i eview

Name -

+ Ad

Vall.u&)

match-interaction

my-match-interaction _access_code

my-request-access

my-urs-stat
y & _access_number
my-urs-stat-service L4
; . _phone_number
[ office Hours
business-hours )
& _service
Il capacity -type

& match-interaction

builtin

Click the Create button and fill in your service information. Select your template, then click Save.

Service Created

An information message confirms the service creation . mm—"———— Y}

The new service appears in the list of Configured Services. You can now configure your service.
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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/1l/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

To use a service, start by allocating resources to this service with a create service
request. Note that for some builtin services, this may not be necessary.

Configure your Service

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:
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Mandatory Parameters

Terminated preview Delete' s disabled

Q - _call x  Select All V4

+ Add New @ ) Advanced Parameters  ,® Expand All O Refre

Name = Value = Description

v General (3) \

& _call_direction

o

USERTERMINATED La) This is a default value, automatically populated when using the
predefined User-Terminated scenario. You do not need to
change this value * If this option is set to USERORIGINATED.
the customer's device will initiate the call to get connected to
the agent.* If this option is set to USERTERMIMATED, the age

You cannot edit the option name -
or the system will initiate the call to contact the customer.

object defining the Callback

Mandatory parameters are identified with a & icon; you cannot rename or remove them.

Optional Parameters

Terminated preview 'Delete' s active

‘ Q- H x| Select Al 7/

4+ AddNew T Delete @ )Advanced Parameters ,® Expand Al * Refre

Name ~ Value & Description

v General (1) \

_business_hours_service #

b

business-hours La) MName of the office hours service configured to provide the
available time slots for Callback. The Request Desired Time is
verified against the defined regular and specific calendar hours.

~ Scheduled Call (4) (

Optional parameters are identified with a # icon when hovering; you can rename, edit, and remove
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them.

Advanced Parameters

callback-PST

Q- Select all rd
+ Add New Advanced Parameters  * Collapse All " Refresh
Name i Value 2 Description =
_exceptions Specifies exception pattemns that should be verified before “
+ Add New @) Advanced Paramaters ¢ Collapse All > Re
Name a Value Dekcription
_max_ors_submit_att
EIE _exceptions Specifies exception patterns that should be verified before
sing this callback request. See Pattern configuratio
]

_max_time_to_wait_fo
r_agent_on_the_call

Th—

_ixn_redirect_cenfirm

If set to falze, on redirecting to the call to the agent appli
will not wait for confirmaticn of agent accepting the call.
needs to be et to false in rare conditions where the switcl
doesn't send confirmation events

(interaction partystatechanged) after call redirection to an

Advancgd agent.

Maximum number of times reguest for execution will be

_max_ors_submit_att 3
empts pa ra le‘f.'e ¥ submitted to ORS. After it is reached request is removed fi

persistent queue and discarded.

shows up

& 120 Thig ig the maximum amount of time (seconds) to wait fi
e_to_wait_fo

agent to accept and answer the call after customer is

Advanced parameters are mandatory parameters used for advanced customization purposes. By
default, they are hidden, but you can display them by enabling the Advanced Parameters selector.
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Request Parameters

Preview

Q- General s + Add New @ ) Advanced Parameters ¥ Refres

Name = Value = Descripti

& _customer_number

Request Parameter - Customer® phone number. Can be used
to match the call with service dafa when the call direction is
set to USERORIGIMNATED. Alggfised to establish the

- i er when the call direction is
USERTERMIMATED.This is a request parameter that you can
use in REST queries.

& callback

Request parameters are identified in the Description. You can use these parameters in your queries
to the Callback Services API.

Edit Values
T4 _tenant Environment #

Click to edit the value

£
[+ _tenant Environment rd a s

save cancel

Some parameters may allow predefined values only
and provide accurate descriptions

& _call_direction USERO.. ~ * When value is USERORIGINATED, this implies the user (device)
will initiate the call to be connected to the agent. If
USERORIGINATED USERTERMINATED is specified, then the enterprise will initiate

the call to the specified target.
USERTERMIMNATED
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Editable values are identified with a # icon when hovering over them. Just click to edit the field.

The interface will display pre-defined values if they exist, and you can read the Description field for
more information about the option.

Add New Parameters

Preview

Q- General @) Advanced Parameters  {* Refres

Name - Value

& _customer_number Request Parameter - Customer’s phone number. Can be used
to match the call with service data when the call direction is
set to USERORIGINATED. Also used to establish the
connection with the customer when the call direction is

USERTERMIMATED.This is a request parameter that you can

use in REST queries.

& callback

™ % click here to set the value »#
{'“_’; A Parameter not saved

Validate the new key, then set a value

A Parameter not saved

In the service panel, click Add New to add a new parameter, fill in the form, and save the parameter.
A popup message displays the operation result.

The parameter's name must be a valid ECMAScript variable name. This
means that variable semantics that include elements like "." (for example,
foo.foo) and "-" (for example, foo-foo) are not allowed.
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Search for Services and Options

Use filter boxes for service and option names

. _ _
2 Mobile Servic.s  Configured Servic.s

[=]

O Preview Select by category

+ Create [ Delete

Select All

t. Configured Services Select All v @) Advanced Parameters  ,® Expand All Y Refresh

> . Name Chat $ Description
Preview —

General
Samples & -customer_num

Terminated preview Notification “

match-interaction Queue Management

Request Parameter - Customer’s phone number. Can be
used to match the call with service data when the call
direction is set to USERORIGINATED. Also used to

establish the connection with the customer when the call
my-Tequest-access !

Reporting direction is USERTERMINATED. This is a request
my-urs-stat i . ’
Scheduled Call parameter that you can use in REST queries.
2l & _service URS Queueing
business-hours Voice - User Originated .
type ors Expand all categories when
W capacity . Chetl) they are collapsed

Capacity

~ General (29)

The services can be filtered in the Search Items box. You can also filter the parameters
displayed for the selected service or display them by category.
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