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Genesys Mobile Services (GMS) includes a Service Management User Interface, where you can
manage services and also access dedicated interfaces for Callback and Context Services.

Before you can access this Ul, first install GMS. See the deployment instructions here and configure
the new panels in the features section of your GMS configuration.

Note that, to work properly, this Ul requires access to the following URLs:
http://<GMS Local Host>:8080/genesys/1/admin/*

Make sure to enable this access through your firewall and security if needed.
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https://docs.genesys.com/Documentation/GMS/latest/Deployment/Welcome
https://docs.genesys.com/Documentation/Options/latest/GMS/GMS-features
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Monitor - Nodes

£ Nodes Filter by status Set Nodes Warning Threshold (%)
Select All rd Enter Percentage S
= APlUsage
| GMS_85109_04 | GMS_85200_03
EXTERMAL URL : EXTERMAL URL :|
HOST IP ADDRESS : HOST IP ADDRESS :
HOST NAME : HOST NAME :

| URI:] | URI:

The Monitor tab (former Admin Ul) and the Tools menu give you access to an administrator console,
where you can:

¢ Monitor your GMS nodes

e Load and manage service templates

* Create resource groups and patterns

* Run reports

* Access samples

* Download DFM files

e Retrieve snippets for your jetty-http.xml file

* Manage the exception list for Callback services
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https://docs.genesys.com/Documentation/IW/8.5.2/Help/ServiceManagementUserInterface#Monitor
https://docs.genesys.com/Documentation/IW/8.5.2/Help/ServiceTemplates
https://docs.genesys.com/Documentation/IW/8.5.2/Help/Tools#resources
https://docs.genesys.com/Documentation/IW/8.5.2/Help/Tools#Metrics
https://docs.genesys.com/Documentation/IW/8.5.2/Help/Tools#Sample
https://docs.genesys.com/Documentation/IW/8.5.2/Help/Tools#Download_DFMs
https://docs.genesys.com/Documentation/IW/8.5.2/Help/Tools#Config
https://docs.genesys.com/Documentation/IW/8.5.2/Help/Tools#Patterns
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© Callback Delayed
+ Create fj Delete Q- I Select All V4

t, Callback + Add New (_)Advanced Parameters

Name v Value 5 Description
Callback Delayed

Il capacity ) Request Parameter- Cuslr?m er'
_customer_number to match the call with service d:

cap_1000x24x7 set to USERORIGIMATED. Also L
connection with the customer w

= Get USERTERMINATED.This is a rec

use in REST queries.

LoadBalancer-checker

& _service & callback
gms-status
@&, Match Interaction _type ors
match-interaction 2 Chat (1)
[® Request Access - General (29)

request-access

s Mobile Services 8.5.200.00.b.866

The Services tab is the user-friendly, web-based interface that is intended to be used by
administrators and supervisors to:

¢ Add, delete, and modify a GMS service Agent Capacity
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https://docs.genesys.com/Documentation/IW/8.5.2/Help/ConfiguredServices
https://docs.genesys.com/Documentation/IW/8.5.2/Help/Capacity
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© bh_24x7

+ Create  fj Delete The calendar is in read-only mode because the office timezone is not equal to the displayed t

[* oOffice Hours Regular Office Hours « February 18,2018 — February 24,2018 » Today

bh_24x7 Day ® Week O Month R

business-hours

Time % Sun 02/18 Mon 02/19 Tue 02/20 Wed 02/21 Thu 02/22 *
All Day
2 Regular 2 Regular 2 Regular 2 Regular 2 Regular ©R
Office Office Office Office Office Offiu
1AM Hours Hours Hours Hours Hours Hou
12:00 AM - 12:00 AM - 12:00 AM - 12:00 AM - 12:00 AM - 120

11:00 PM 11:00 PM 11:00 PM 11:00 PM 11:00 PM

enesys Mobile Services 8.5.200.00.h

The Office Hours tab is the user-friendly, web-based interface that is intended to be used by
administrators and supervisors to:

¢ Manage Call Center Office Hours and holiday schedules.
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https://docs.genesys.com/Documentation/IW/8.5.2/Help/OfficeHours
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MNext 7 Days

* Download Reports

# Create Callback #* Advanced Options ' Refresh

1 Callback(s) Found v Phaone Number =
State 3 Desired Callback Time (GMT+2) v Phone Number ] Service Name 5
SCHEDULED 10/6/2017 14:25:00 5085 Preview rd

A Back to top

Genesys Mobile Services &

If you installed and configured Callback, this interface enables you to:

¢ Create a Callback record

¢ Manage your callbacks
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https://docs.genesys.com/Documentation/IW/8.5.2/Help/CallbackUI
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Phone Number ~ Q s125 x HTTP Request History
Q- m Sortby: Time Started v Latest First v
+ Services + States Tasks
BlueSky Flight Status %  BlueSky Flight Times BlueSky LocDates Depart
General Information
L\, ID 543-c37ed991-04fe-4a03-ba00-4f65f5704d82
Task Type BlueSky LocDates Depart (2457)
Time Started 2017-10-05T10:01:24.8382
Completed Complete
Business Attributes
Media type (Started) any

Genesys Mobile Services 8.5,11

If you installed and enabled Context Services, the Context Services interface enables you to:
e Search for services

Manage your services

Create a service, state, or task

Complete a service, state, or task

¢ Delete a service
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https://docs.genesys.com/Documentation/CS/8.5.1/User/InstallGMSContextServices
https://docs.genesys.com/Documentation/IW/8.5.2/Help/ContextServices#search
https://docs.genesys.com/Documentation/IW/8.5.2/Help/ContextServices#manage
https://docs.genesys.com/Documentation/IW/8.5.2/Help/ContextServices#create
https://docs.genesys.com/Documentation/IW/8.5.2/Help/ContextServices#complete
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Phone Number - Q 5125 X both v

Customer Name : Jones John

ol

Blue Sky Flight Status
8 Active - 2 states

Q£

v 2

[

APRIL2 APRIL 3 APRIL 4

Timeline for BlueSky Flight Status ) .
Customer Profile  KPIs Journey Details

() 2017-10-05 - 14 hours ago Currently Selected : All Services = BlueSky Flight Status
201:13 GMT+2 o BlueSky Flight Times Distribution of States in BlueSky Flight Status
@ Completed in 2 hours 10
B completed _
B Active ¢

BlueSky Preferred Airport
# Active -5 minutes ar progress

If you installed and enabled Context Services, the Journey Timeline interface enables you to:

e Search and select a customer

¢ Visualize the customer's journey timeline

Display states and tasks

¢ Display details related to service and state Selection

Learn About Scenarios

GMS provides service templates and their scenarios that you can load in the Mobile Engagement Ul,

and then access through REST queries. All callback related scenarios are detailed in the Callback
Solution Guide.
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https://docs.genesys.com/Documentation/CS/8.5.1/User/InstallGMSContextServices
https://docs.genesys.com/Documentation/IW/8.5.2/Help/CustomerJourney#search
https://docs.genesys.com/Documentation/IW/8.5.2/Help/CustomerJourney#manage
https://docs.genesys.com/Documentation/IW/8.5.2/Help/CustomerJourney#display
https://docs.genesys.com/Documentation/IW/8.5.2/Help/CustomerJourney#details
https://docs.genesys.com/Documentation/IW/8.5.2/Help/Scenarios
https://docs.genesys.com/Documentation/CLBCK/latest/UG/Scenarios
https://docs.genesys.com/Documentation/CLBCK/latest/UG/Scenarios
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Enable Logging in the Ul

DEBUG: HTTP Request Fri Sep 29 2017 16:45:50 GHT-0480 (Eastern Daylight Time) log-service.ds:118
Action: SUCCESS: Callbacks Cancelled Successfully
a1 [{"_action”:"C: i

s - _text’
"_ok_title"

"1 "2017-09-28T23: 56:00.0002"), {"_action”:
115767

onfirmationDialog”,”_id":"118-5%a90fa-

our service request is now cancelled.
6°,"_desireq_time":"2017-09-29T23:56:

EEEH - .
"Your service reguest is now cancelled. Ok, "_dialog_id

: callback-controller->Refresh Callback Table Log-service.isise
+ callback-controller->Get End OF Day in Range for Fri Sep 20 2017 16:46:50 GHT-409 (Eastern Daylight Time) Loz-service.is:84

callback-controller->Get Beginning OF Day in Range for Fri Sep 29 2017 16:46:50 GMT-0408 (Eastern Daylight Time) Log-service.is:84

callback-controller->Set Custom Start Day: 2017-29-29T04:00:00.0007 Log-service.isise
+ callback-controller->Get Begimning OF Day in Range for Fri Sep 20 2017 00:00:00 GNT-490 (Eastern Daylignt Time) Loz-service.is:84
: callback-controller->Set Custom End Day: 2017-89-38T03:59:59.9997 Log-service.is:84

callback-controller->Get End OF Day in Range for Fri Sep 29 2017 23:59:59 GMT-2429 (Eastern Daylignt Time) Llog-service.isiss
+ callback-controller->Query Callbacks Log-service. is:84
+ callback-controller->Go To Callback Table Page 1 Log-service.is:84
: callback-controller->Reset Checkboxes in Callback Table Log-service.is:84
: callback-service->Get Al Configured Services Log-service.is:54
: callback-service->Load URL Prefix Log-service.is:84
: callback-controller->Reset Checkboxes in Callback Table Log-service.is:84
: callback-controller->Refresh Visible Queve Info Log: 4
: callback-controller->Set User Preferences: customdates Log-service.is:84
: preference-service->Set Preference Log-service.is:84
: HTTP Request Fri Sep 29 2017 16:46:50 GMT-0400 (Eastern Daylight Time) log-service.s:119
Actior ceived Successfully

D: porary”:

{tt "_urs_prioritization_strategy":"WaitForTarget”, "_agent first_via_rp" "_agent_transfer_confirm_timeou agent_preview_via_rp”i"false
on_giel_dnveke_on_call_failed”:"trus’,”_agent_previen_allow reject’: '@’ _traatnent_weiting_for_ageni’:'","_nsdia_typs" “chat”,”_boo X »7_use_debug_push_certificat;
TNFO: e3llback-controller->Initists Getting Callbacks for Queues: temporary,temp,ssc-producerts-ueb-csllback, test,uorkspace-test, inmediste-callback, testll, asc-usb-callback, AutomstedLoacTestCaService, nauservice, tamp2, svedsk-pts- callback, test1s, uorking-with- Log-service.is:8a
workspace, userOri ginated, voi ce-schaduled-callback, callback_capacity, testnen, svedsk-callback

alse”,

"_service’ _ixn_createcall_timeout”

_plugin_

wait_for_agent”

The Service Management Ul can provide detailed logs by configuring the following options in the GMS
Configuration:

* enable-logger = true to activate DEBUG and INFO traces in the console.

* enable-logger-error = true to activate ERROR traces in the console.

Help
Introduced in 8.5.202
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© hoursT
+ Create  [j Delete The calendar is in read-only mode because the office timezone is not equal to the displayed timezone
B9 Office Hours Regular Office Hours June 10,2018 = June 16,2018 Today E X Settings
hours1 Time Sun 06/10 Mon 06/11 Tue 06/12 *

hours2
All Day

& Regular Office Hours 2 Regular Office Hours 12 Regular Office Hours
12:00 AM - 7:59 PM

GMS Help

4 Back to Previous Page

Office Hours Tab

Important
You must set up Office Hours if you want to implement Scheduled Callback and Disposition Dialog.

Upload the Office Hours Template

In the Services and Tools > Tools > Service Templates tab, make sure that the Office Hours template is available.
Otherwise, click Upload to add the office-hours .zip to the Templates list.

Create the Office Hours Service

(F) Edit settings to fix /'\ Calendar Table

) calendar Himézome Ssues
+ Crwste | Delutw 21 gelar Oficn Hosrs o p—

= TOPIC LIST ' OPEN IN ANEW WINDOW

If you configure enable-contextual-help= true, the . icon of the Service Management Ul opens a
Contextual Help panel. This panel displays help pages, including videos and images, related to the
active panel in the Ul. It also includes search features and related topics.
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