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eServices Soclal Media Solution Guide

About This Guide

This guide covers areas of information that are required for using the Genesys Social Engagement
product. Topics cover the components of Genesys Social Engagement, other associated Genesys
products, and some non-Genesys items.

This guide describes the following. Start your reading with the Genesys Social Engagement Overview.

e General information:
* Genesys Social Engagement Overview
e Deploying Social Messaging Server
¢ Using and understanding the Samples for Social Media

* Deploying the Workspace Desktop Edition Plugin

These pages are valid for all 8.5.3 releases of this product.

Interoperability and Compatibility

Information on interoperability of Social Engagement components with other eServices and Genesys
components can be found in the eServices chapters of the Migration Guide. See also the eServices
page of the Supported Operating Environments Guide

Genesys Social Analytics

Genesys Social Analytics enables you to analyze inbound post feeds that are especially relevant or
important to you. It uses machine learning to detect user intention and identify opportunities for
analysis.

Legal Terms for Social Engagement 8.5.3

If you have not already done so, please read and review the terms and conditions
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outlined below. It is important that you do not proceed with this upgrade/deployment
if you do not accept these terms and conditions.
Read the terms.
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Genesys Soclal Engagement Overview

What It Is

Genesys eServices takes interactions (which may be defined as attempted acts of communication)
and gives them a uniform representation that can be processed in the many ways available in the
Genesys suite of products.

Genesys Social Engagement is the latest extension of the range of media that eServices can process.
The system monitors a social media site, gathers items that fit a defined profile, and converts them
into Genesys interactions. The 8.x releases provide interfaces with Facebook and Twitter.

Here is a simplified architecture diagram:

YN

-

Genesys Services

New in 8572

¢ In Genesys Social Engagement 8.5.2, the connection with Twitter and Facebook is managed in a
Genesys data center. This allows for simplified channel configuration, text analytics, and protection
from changes in the Twitter and Facebook APIs.
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e Twitter and Facebook data is managed by centralized apps in the Genesys data center. Data is stored for
approximately three months.

e The Drivers no longer write into history files in the Social Media Server workspace folder. Instead, the
queue on the cloud side keeps track of submitted posts.

For information on installing and configuring see Social Media Cloud Connectors for Twitter and
Facebook.

Twitter Changes

e Simplified sourcing of tweets
e You can now skip retweets, which cuts the volume of extraneous data in the Twitter feed.

* The options str-follow-<any name> and str-track-<any name> are no longer available. These
capabilities are covered by using keywords in setting up the Twitter channel.

e Removal of get-home-timeline

* In version 8.5.1 and earlier, it was possible to source all posts submitted by the followers of a Twitter
handle. This resulted in the sourcing of too many posts that were not relevant to engagement. The
option get-home-timeline has been removed, making it no longer possible to source all posts
submitted by the followers of the Twitter handle.

Facebook Changes

¢ Release 8.5.2 uses an upgraded version of Facebook’s API.

Existing Genesys Social Engagement customers should be aware that Facebook has announced that the API
used in Genesys Social Engagement 8.5.1 and earlier (the FQL API) will no longer be supported as of August
7th 2016. In order to ensure stable usage of Facebook with Genesys Social Engagement, it will be important
to upgrade to Genesys Social Engagement version 8.5.2 or higher by that date.

* More efficient polling:

e GSE 8.5.2 uses Facebook’s web hooks technology to improve the efficiency of polling posts and
comments on Facebook pages.

» Adaptive polling is employed for private messages. When a private message session is active, the
polling frequency increases, then eventually tapers off when there are no active private message
sessions.

* Polling settings are locked. Customers cannot change the polling settings.

* In 8.5.2, you can only respond to Facebook posts using the Facebook page on which the post was
submitted. You cannot, for example, respond as the individual who is logged in, nor as a separate
Facebook page that your customer administers.

e By default, Facebook sources both private and public messages. In 8.5.2, Facebook no longer requires
separate monitors for private messages and public messages. If you wish not to respond to a private
message, the option can be turned off on Facebook.com.
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e Facebook Channel monitors Pages and Events only. Monitoring the user's wall is not supported.

¢ Facebook is now more restrictive regarding the data it makes available via API. In 8.5.2, data such as
birthday and gender are not available.
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Soclal Messaging Server

Social Messaging Server is the eServices component that interfaces with social media sites to bring
interactions into the Genesys system.

Pages in this chapter describe what you must do to deploy and use Social Messaging Server.

You can also use Social Messaging Server with a Custom Media Channel Driver.
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Deploy Social Messaging Server

Interoperability and Compatibility

Information on interoperability of Social Engagement components with other eServices and Genesys
components can be found in the eServices chapters of the Migration Guide. See also the eServices
page of the Supported Operating Environments Guide

Create a Social Messaging Server Application Object

Create an Application object for Social Messaging Server if it does not already exist.

1. Import the Social Messaging Server application template from the CD.

In configuration environments before 8.1.0, import the 8.0.0 template. Otherwise, use the current template.

2. Create a new Application object based on the template.
* Open the Properties dialog box of the Application object.
* Onthe Server Info tab:

3. In the Host box, enter the name of the desired host.

* Inthe Communication Port box, enter the port Social Messaging Server will use.

4. On the Start Info tab enter some characters in the Working Directory, Command Line, and
Command Line Arguments fields. These characters will be over-written with the correct values during

the installation, but they cannot be left blank at this point.
5. On the Connections tab, add a connection to Interaction Server.
6. If this is for a multi-tenant environment, add the tenant(s) on the Tenants tab.

7. Open your Interaction Server Application and add a connection to Social Messaging Server. This
connection must be of the type known as simple.
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Install Social Messaging Server

Windows

Prerequisites

e MS Windows Server 2003/2008/2012 (x64)
* JDK greater than or equal to 1.7.0_03 and less than 1.8

1. Locate the Setup.exe for Social Messaging Server on the product CD.
2. Double-click Setup.exe.
3. Select Java.
4. Enter the login information for your Configuration Server:
* Host
* Port
* User
* Password
5. Select the appropriate Social Messaging Server Application object from the list.
6. Confirm selection of JDK.

7. Click Install.

Linux, Solaris, AIX

Prerequisites

Platform OS/Service Pack JRE/JDK

Linux I(Rxegi4l-(|)a:]t|;)nterprise Hinuxs or 6 JRE greater than or equal to
Solaris Solaris 10 (x64) (Oracle DBMS) 1.7.0_03 and less than 1.8
AIX AIX 6.1 or 7.1 (x64) ﬁ}%ﬁ’;‘:gtﬁ:at:alr_‘sor egLel e Lo
1. Locate the install.sh file for Social Messaging Server.
2. Use the command >install.sh to start the installation script.
3. On request, enter the absolute path for the directory of the Java executable.
4. Press Enter to confirm the host name for the installation.
5. Enter the login information for your Configuration Server:

* Host

* Port

Social Media Solution Guide
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* User
* Password
From the list of applications, select one and enter its number in the list.

Press Enter to confirm the suggested destination directory, or choose another one.

Answer other questions, if required.

I

Edit the path to Java 1.7—In the smserver.sh script, change the following line:
JAVA EXECUTABLE PATH="<JAVA EXECUTABLE PATH value>"

TLS Connection as Windows Service

When Social Messaging Server has Transport Layer Security (TLS) configured, either as a server on its
ESP port, or as a client in its connection to Configuration Server, Interaction Server, Message Server,
Chat Server, and UCS, follow these steps to enable it as a Windows Service:

1. Select the Windows service related to Social Messaging Server .

2. Select the Log On tab. The default setting is Log on as local system account.

3. Select Log on as this account and provide the login/password of a local host user.

Proxy Server Support for Social Messaging Server

1. Edit the appropriate file by adding these Java runtime startup options:

e |If using Genesys Cloud API Driver for Facebook 8.5.300.09 or earlier, or Genesys Cloud API Driver for
Twitter 8.5.300.07 or earlier:

e -DproxySet=true
e -DproxyHost=<host of proxy server>

e -DproxyPort=<port of proxy server>

* If using Genesys Cloud API Driver for Facebook 8.5.300.10 or later, or Genesys Cloud API Driver for
Twitter 8.5.300.08 or later:

e -Dhttp.proxyHost=<host of proxy server>
e -Dhttp.proxyPort=<port of proxy server>
e -Dhttps.proxyHost=<host of proxy server>
e -Dhttps.proxyPort=<port of proxy server>
2. To enable authentication for the proxy server, add these options as well:

e If using Genesys Cloud API Driver for Facebook 8.5.300.09 or earlier, or Genesys Cloud API Driver for
Twitter 8.5.300.07 or earlier:
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* -DproxyUser=<username>

e -DproxyPassword=<password>

e If using Genesys Cloud API Driver for Facebook 8.5.300.10 or later, or Genesys Cloud API Driver for
Twitter 8.5.300.08 or later:

e -Dhttp.proxyUser=<username>
e -Dhttp.proxyPassword=<password>
3. File to edit:
* Windows: In JavaServerStarter.ini, the [JavaArgs] section

* Unix and related systems: In smserver.sh, the last string, namely "$JAVA EXECUTABLE PATH/
java" -classpath $CLASSPATH $JVMPARAMS $MAINCLASS $*

Next Steps

Continue deployment by adding a Facebook channel, a Twitter channel, or a Custom Media Channel.
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Deploy Social Messaging Server with a
Facebook Channel

For a Facebook channel, you need two installation packages: Social Messaging Server and Genesys
Cloud API Driver for Facebook. The Driver adds Facebook-specific features to Social Messaging Server
and does not require its own Application object in the Configuration Server database. You can also
create a Custom Media Channel Driver.

Create the Facebook Channel

1. Deploy Social Messaging Server.

2. Run the installation for Genesys Driver for Use with Facebook, selecting the desired Social Messaging
Server object:

Genesys Installation Wizard

Select Installed Application

Select Genesyz Social Meszsaging Server [P from the lizt of application installed on target computer.
Genezyz Inztallation Wizard will inztall Genesws Driver for use with Facebook, components in the
zelected Social Meszaging Server's location

1al Megzaging Server

Application Properties:

|nztallation Package Mame: Genesvs Social Meszaging Server ;I

Werzion: 8.1.400.08, Build 1

[nztall Location: C:%Program Files\GCTIWeServices 8.1, 4\Genesys Social Meszaging ServertSe

Configuration Server: demosry. genesyzlab. com

Application Mame ik Canfig Server: SocialMeszagingSemerdl 4 _ILI
3

1 |

¢ Back

Cancel |

Select your Social Messaging Server Object

3. Locate the driver-for-facebook-options.cfg configuration file in the \<Social Messaging Server
application>\media-channel-drivers\channel-facebook directory.

4. In Configuration Manager, open your Social Messaging Server Application, go to the Options tab, and
import driver-for-facebook-options.cfg.

Social Media Solution Guide 13
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Configure the Options

Set the following options:

Section Option Example

com.<your

driver-classname )
domain>.mcr.smserver.channel. facebook.cl

fetch-image true

Note: Contact Genesys Customer Care to

configure an account in Genesys Social

Analytics cloud platform.

This field should be setup once and never

change without first communicating with
gsa-account-name Genesys team.

CRITICAL: Changing this field without

taking care will stop the connection

between your

Social Engagement system and Twitter,

and may cause a loss of data.

Note: Contact Genesys Customer Care to

configure an account in Genesys Social

Analytics cloud platform.

This field should be setup once and never

change without first communicating with
gsa-api-key Genesys team.

CRITICAL: Changing this field without

taking care will stop the connection

between your

Social Engagement system and Twitter,

and may cause a loss of data.

channel-facebook-*anyname*
gsa-batch-limit 200

gsa-batch-reserve-time 60

Note: Contact Genesys
Customer Care to configure an
account in Genesys Social
Analytics cloud platform.

This field should be setup once and never
gsa-channel-id change without first communicating with

Genesys team.

CRITICAL: Changing this field without

taking care will stop the connection

between your

Social Engagement system and Twitter,

and may cause a loss of data.

Note: Contact Genesys
Customer Care to configure an
account in Genesys Social

Analytics cloud platform.
gsa-channel-name This field should be setup once and never
change without first communicating with
Genesys team.

CRITICAL: Changing this field without
taking care will stop the connection
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Section Option Example

between your
Social Engagement system and Twitter,
and may cause a loss of data.

Note: Contact Genesys
Customer Care to configure an
account in Genesys Social
Analytics cloud platform.

This field should be setup once and never
gsa-user-name change without first communicating with

Genesys team.

CRITICAL: Changing this field without

taking care will stop the connection

between your

Social Engagement system and Twitter,

and may cause a loss of data.

Note: Contact Genesys
Customer Care to configure an
account in Genesys Social
Analytics cloud platform.

This field should be setup once and never
gsa-user-password change without first communicating with

Genesys team.

CRITICAL: Changing this field without

taking care will stop the connection

between your

Social Engagement system and Twitter,

and may cause a loss of data.

Note: Contact Genesys
Customer Care to configure an
account in Genesys Social
Analytics cloud platform.

This field should be setup once and never
gsa-url-base change without first communicating with

Genesys team.

CRITICAL: Changing this field without

taking care will stop the connection

between your

Social Engagement system and Twitter,

and may cause a loss of data.

inbound-route 101: facebook queue,101:FacebookInboundQu
itx-resubmit-attempts 3

itx-resubmit-delay 30

itx-submit-timeout 10

reconnection-timeout 180

submit-as-chat true

x-debug-mode false

x-inbound-media facebook

X-max-comments-per-post-to-
process

50
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Section Option Example
x-sampling-period 3
x-submit-comments-itx false
x-submit-internal-itx true

For information on how to configure the options, see the options for SM Server.

Interaction Attributes

The Driver for Use with Facebook provides a number of interaction attributes. A reference listing is
available on a separate page.

Sample Business Processes and Database Scripts

You must:

¢ Install the sample Business Processes for Social Media.

* Run the database upgrade scripts installed with the sample Business Process. These scripts add
required fields to the Interaction Server database.

Requirement for Posting and Commenting

In order for the Genesys Desktop Plugin to display the Delete, Delete Post, Comment, and Share
buttons, it checks the facebookCanComment and facebookCanDeleteComments keys in the
interaction's attached data. This means that, if the Facebook account holder did not set permissions
to let everybody post/comment on the account holder's wall, the agent must "like" the poster's page
or add him as a friend to be able to post on the wall. The same holds for an autoresponse if it is
included into the strategy: if we do not "like" the poster, or if he or she did not set permissions to let
everybody post/comment on the wall, our post/comment will fail and a Facebook POST failed
exception will be written in the log.
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Facebook Interaction Attributes

Facebook Interaction Attributes

Basic Attributes

Genesys Driver for use with Facebook adds the following attributes to an interaction's user data.

Key Name Value Type
_facebookDriverVersion UTF string
_facebookltxType Int
_umsChannel UTF String
_umsChannelMonitor UTF String
_umsChannelinfo Key-value list
_facebookPostld UTF String

_facebookContentCreatedOnlyByAdrih

_facebookCanComment Int

_facebookNComments UTF string
_facebookShareCount UTF string
_facebookPostCanBeDeleted UTF string

_facebookMediaAttachmentsCount Int

Subject UTF string

Description
Driver version

e 1—Facebook Post and single
Comment (if the interaction is
a Reply, the parent Comment
is also included, as well as all
elements in Comment
Attributes below).

e 2—Facebook Post and
multiple Comments

Name of the channel that
includes the monitor that
submitted the interaction

Name of the monitor that
submitted the interaction

Present if the driver was able to
get Publisher information. See
_umsChannellnfo Attributes
below.

Post ID
Oorl

Whether the Comments are (0)
or are not (1) allowed on the
object.

Number of Comments for this
Post

Number of times the Post was
shared

true or false

Number of files attached to the
Post

Subject of the Post, usually taken
from Post text itself. If the
message in the Post is empty,
Subject is taken from the name
or description of the first

Social Media Solution Guide
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Facebook Interaction Attributes

Key Name

_facebookMessageText
_facebookNLikes

_facebookUpdatedTime

_facebookCreatedTime

_facebookSourceld

_facebookSourceObjectType

_facebookActorld

_facebookActorObjectType

_facebookActorName

_facebookComments

Value Type

UTF string
UTF string

UTF string

UTF string

UTF string

Int

UTF string

Int

UTF string

Key-value list

Description

attached file. If that information
is missing, Subject is equal to
__facebookPostId.

Message in the Post
Number of Likes for the Post

The time, expressed as a UNIX
timestamp, that the Post was last
updated, which occurs when a
User comments on the Post.

The time the Post was published,
expressed as UNIX timestamp

Facebook ID of the object where
this Post was published

Type of the Facebook object that
published the Post:

e 0—User

e 1—Page

e 2—Event

e 3—Group

e 4—Application

Facebook ID of the object that
published this Post
Type of the Facebook object that
published the Post:

e 0—User

e 1—Page

e 2—Event

e 3—Group

e 4—Application

Name of the Page or User that
published the Post. If it is a User
(_facebookActorIdType = 0),
then in addition to the name, the
attributes listed in User

Attributes below are also
included.

The list of key-value pairs
provided in facebookComments
Attributes below. The key for
each list equals the value of
_facebookCommentId.

Social Media Solution Guide
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Key Name

_facebookXML

UTF string

Private Message Attributes

Key Name
_facebookDriverVersion
_facebookltxType

_umsChannel

_umsChannelMonitor

_umsChatRequired

_umsMediaType

_umsMediaTypeChat

_umsFromAddr

_umsToAddr

_umsMsgContext

_umsMsgPlainText
_facebookPMThreadld

_facebookPMThreadNMessages

_facebookPMMessageld
_facebookMessageText

_facebookPMActionld

_facebookCreatedTime

_facebookActorld

UTF String
int

UTF String

UTF String

UTF String

String

UTF String

UTF String

UTF String
int

UTF String
UTF String

int
UTF String
UTF String

UTF String

UTF String

UTF String

Value Type

Value Type

Description

An XML string which includes
information about all objects that
participated in or were
mentioned in the Post/
Comments/Replies

Description
Driver version
10 (Private Message)

Configured Facebook channel
name

Configured Facebook monitor
name

Always true

Value of inbound-media option
for the monitor. To work with
Workspace Desktop Edition the
value must be
facebooksession.

Either full User name of the user
who published the message, or
Facebook User ID

Page name that the message
was sent to

Facebook thread ID, used to
identify Chat session.

Text of the message.
Facebook thread ID.

Total number of messages in the
thread

Facebook message ID.
Text of the message.

Unique numeric version identifier
for the thread. Guaranteed to
increase as the thread is
modified

Last update time of the thread
(UNIX timestamp)

Facebook ID of the User who sent
the message

Social Media Solution Guide
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Facebook Interaction Attributes

Key Name
_facebookActorldType

_facebookActorName

Subject

_facebookXML

_facebookPMInboxUrl

int

UTF String

UTF String

UTF String

String

Value Type

_facebookComments Attributes

Description
Always 0 (User)

Name of the user who published
the private message

All of the content of User
Attributes (table farther down
this page) is added to UserData
as well.

Subject of the Message.
Truncated version of Message
text.

XML string that includes some
info about all objects that
participated in this thread
(Thread, Message, Page, User)

Value is set to a link that points
to a list of all conversations for
this Page.

The value of the facebookComments attribute: a list of key-value pairs with type Key-value list and
keys equal to facebookCommentId.

Key Name

_facebookActorld

_facebookActorldType

_facebookActorName

UTF String

int

UTF String

Value Type

Plus the contents of Comment Attributes below

Here is an example of facebookComments:

Comments

Facebook ID of the object that
published this Comment

Type of the Facebook object that
published the Comment:

e 0—User

e 1—Page

e 2—Event

e 3—Group

e 4—Application

Name of the Page or User that
published the Post. If it is a User
(_facebookActorIdType = 0),
then in addition to the name, the
attributes listed in User

Attributes below are also
included.

Social Media Solution Guide
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Facebook Interaction Attributes

' facebookComments' [lst] = KVList:
'744384022244153 8236433' [1lst] = KVList:

' facebookCommentId' [str] = "'744384022244153 8236433"
' facebookCommentParentId'
' facebookText' [str] = "This is a Comment on the Post"

[str] = "0O"

' facebookTime' [str] = "1384811057"

' facebookCommentNLikes'

[str] = "0O"

' facebookActorId' [str] = "507441822604742"

' facebookActorIdType'

[int] =1

' facebookActorName' [str] = "Some Page Name"
'744384022244153 8250812' [lst] = KVList:

' facebookCommentId' [str] = "'744384022244153 8250812"
' facebookCommentParentId' [str] = "'744384022244153 8236433"
' facebookText' [str] = "This is a Reply to the Comment"

' facebookTime' [str] = "1385154821"

' facebookCommentNLikes'

[str] = "10"

' facebookActorId' [str] = "100000523748952"

' facebookActorIdType'

[int] = 0
' facebookActorName' [str] = "UserFirstName UserLastName"

Also all key-value pairs from User Attributes

'744384022244153_8250813"

Comment Attributes

Key Name
_facebookCommentld
_facebookCommentParentld
_facebookText

_facebookTime

_facebookCommentNLikes

User Attributes

Key Name
FirstName
MiddleName
LastName
EmailAddress
_facebookFriendCount
_facebookSex
_facebookBirthdayDate

[lst] = KVList:
' facebookCommentId' [str] = "'744384022244153 8250813"

UTF String
UTF String
UTF String

UTF String

UTF String

UTF String
UTF String
UTF String
UTF String
int

UTF String
UTF String

Value Type

Value Type

Description
Facebook Comment ID
Facebook parent Comment ID
The text of the Comment

UNIX timestamp associated with
the creation time of the
Comment

The number of likes for the
Comment

Description

MM/DD/YYYY

Social Media Solution Guide
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Facebook Interaction Attributes

Key Name Value Type
_facebookTimezone UTF String
_facebookLocale UTF String
_facebookHomeTownLocation Key-value list
_facebookCurrentLocation Key-value list
_facebookLanguages Key-value list

Sample of user attributes:

'"FirstName' [str] = "UserFirstName"

'MiddleName' [str] = ""

"LastName' [str] = "UserLastName"

'"EmailAddress' [str] = "UserLastName @host.com"

' facebookFriendCount' [int] = 3

' facebookWallCount' [int] = 2

' facebookSex' [str] = "male"

' facebookBirthdayDate' [str] = "01/01/1971"

' facebookTimezone' [str] = "-8"

' facebookLocale' [str] = "en US"

' facebookHomeTownLocation' [lst] = KVList:
'City' [str] = "Home"
'State' [str] = "Kansas"
"Country' [str] = "United States"

' facebookCurrentLocation' [lst] = KVList:
'City' [str] = "Cuttack"

Description

The User’s time zone offset from
UTC, from -24 to 24

The two-letter language code
and the two-letter country code
representing the User's |locale.
Country codes are taken from the
ISO 3166 alpha 2 code.

The values are all UTF Strings
and the keys are as follows:

e City
e State
e Country

These are available only if provided by
Facebook.

The values are all UTF Strings
and the keys are as follows:

e City
e State
e Country

These are available only if provided by
Facebook.

This list may be empty. If it is not,
the keys represent languages
specified by the Facebook User;
for example, English, Spanish,
or Teochew dialect. Language
names are provided as received
from Facebook. See the sample
below.
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'State' [str] = "Orissa"
"Country' [str] = "India"
' facebookLanguages' [lst] = KVList:
'U.S. English' [str] = ""
'Korean' [str] = ""
' Teochew dialect ' [str] = ""

~umsChannelinfo Attributes

The value of the umsChannelInfo attribute: a list of key-value pairs that represent information about
the Facebook object on whose behalf Posts/Comment/Replies are published by this particular Monitor.

Key Name Value Type Comments

ID of the Facebook object on
_facebookSourceld UTF String whose behalf the Post/Comment/
Reply is published

Type of the object on whose
behalf the Post/Comment/Reply
is published:
_facebookSourceObjectType UTF String e com.genesyslab.mcr.facebook.fgl.Application

e com.genesyslab.mcr.facebook.fql.User

e com.genesyslab.mcr.facebook.fql.Page

_facebookSourceNickName UTF String Name of the object

Information about the object

_facebookSourceXML UTF String packed in an XML string

Sample:

' umsChannelInfo' [lst] = KVList:
'channel-facebook-2-monitor-G-Page-MBAero-Main' [lst] = KVList:
' facebookSourceId' [str] = "178227039004532"

' facebookSourceObjectType' [str] = "com.genesyslab.mcr.facebook.fql.Page"
' facebookSourceNickName' [str] = "Some Page Name"
' facebookSourceXML' [str] = "<com.genesyslab.mcr.facebook.fql.Page>"

<page 1d>178227039004532</page id>

<name>Some Page</name>

<pic__ small>https://fbcdn-profile-a.akamaihd.net/hprofile-ak-ashl/
373048 178227039004532 890644691 t.jpg</pic_ small>

<pic_ big>https://fbcdn-profile-a.akamaihd.net/hprofile-ak-ashl/
373048 178227039004532 890644691 n.jpg</pic_ big>

<page__url>https://www.facebook.com/SomePage</page url>

<type>COMMUNITY</type>

</com.genesyslab.mcr.facebook.fql.Page>"
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Deploy Social Messaging Server with an
RSS Channel

Warning

The APIs and other features of social media sites may change with little warning. The
information provided on this page was correct at the time of publication (22 February
2013).

For an RSS channel, you need two installation packages: Social Messaging Server and Genesys Driver
for Use with RSS. The Driver adds RSS-specific features to Social Messaging Server and does not
require its own Application object in the Configuration Server database. You can also create a Custom
Media Channel Driver.

Unlike some other eServices components, Social Messaging Server does not require
Java Environment and Libraries for eServices and UCS.

Prepare the RSS Channel

1. Deploy Social Messaging Server.

2. Run the installation for Genesys Driver for Use with RSS, selecting the desired Social Messaging Server
object:
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Genesys Installation YWizard |

Select Installed Application

Select Genesys Social Meszaging Server [P from the list of application installed on target computer.
Genesys Installation \Wizard will install Genesys Driver for use with BSS componentz in the zelected
Social Meszaging Server's location

Applhication Properties:

|nztallation Package Mame: Genesvz Social Meszaging Server ;I
"erzion: 8.1.400.02, Build 1

Inztall Location: C:\Program Files\GCTIAeServices 8.1, 44Genesys Social Meszaging ServertSe
Configuration Server: demozsry. genesyzlab.com

Application Mame in Config Server: SocialMeszagingServerd14 -
J | _"I_I

Cancel |

3. Locate the driver-for-rss-options.cfg configuration file in the \<Social Messaging Server
application>\media-channel-drivers\channel-rss directory.

Select your Social Messaging Server Object

4. In Configuration Manager, open your Social Messaging Server Application, go to the Options tab, and
import driver-for-rss-options.cfg.

Configure the Options

Set the following options:

Section Option Example
driver-classname com.genesyslab.mcr.rss.driver.RssDriver
inbound-route 101:rss_queue

channel-<any name> reconnection-timeout 115
x-history-length 2500
x-inbound-media rss
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x-itx-resubmit-attempts 5
X-itx-resubmit-delay 90
X-itx-submit-timeout 15
X-print-rss-channel true
x-print-rss-items 18
x-sampling-period 1200
history-length 5000
print-rss-channel false
print-rss-items 15

http://news.google.com/
news?ned=usTic=w&output=rss ("World
. — Google News")

channel-<any name>-monitor- http://news.google.com/

<any name> news?pz=1&cf=allzd=us&hl=enTic=tc&output=rss
("Technology — Google News")
http://us.rd.yahoo.com/dir/RSS/

rss-url xml/*http://dir.yahoo.com/rss/dir/

getrss.php?comp ("What's New on Yahoo!
— Computers and Internet")
(Yahoo and Google also provide lists of
RSS feeds at http://dir.yahoo.com/rss/dir/
index.php and http://support.google.com/
news/bin/answer.py?hl=en-
GB&answer=59255, respectively.)

sampling-period 1000

hide-attached-data false
settings media-accounts-monitoring true

subject-size 40
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Interaction Attributes

There are two types of interaction attributes provided by RSS Driver: media channel generic and RSS-
specific. RSS-specific interaction attributes are named in accordance with this pattern: rss<rss-

specific attribute name>

Name

Generic Channel Attributes

_umsChannel
_umsChannelMonitor

attr_tenant_id
attr_media_type

attr_itx_type
attr_itx_subtype
attr_is_online
attr_queue
attr_user_data

RSS-Specific Attributes

_rssChannelTitle
_rssChannelCopyright
_rssChannelLink
_rssChannelCategory
_rssChannelLanguage
_rssChannelPublishedDate
_rssChannellmageTitle
_rssChannellmageLink
_rssChannellmageUrl
_rssltemGuid
_rssltemTitle
_rssltemLink
_rssltemAuthor
_rssltemPublishedDate
_rssltemCategory
_rssltemFullDescription

_rssltemContent

Description

Media channel name
Media channel monitor name
Tenant ID

Media type (RSS is the default;
may be redefined in channel
configuration)

Interaction type

Interaction subtype
Whether the media is online
Queue

User data

Title

Copyright
Channel Link
Category
Language
Date Published
Title

Image Link
Image URL
Globally Unique Identifier
Iltem Title

Iltem Link
Author
PublishedDate
Category

Description
Contents
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Next Steps

Review the sample RSS business process.
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Deploy Social Messaging Server with a
Twitter Channel

Overview

For a Twitter channel, you need two installation packages: Social Messaging Server and Genesys
Cloud API Driver for Twitter. The Driver adds Twitter-specific features to Social Messaging Server and
does not require its own Application object in the Configuration Server database. You can also create
a Custom Media Channel Driver.

Prepare the Twitter Channel

1. Deploy Social Messaging Server.

2. Run the installation for Genesys Driver for Use with Twitter, selecting the desired Social Messaging
Server object:

Genesys Installation Wizard |

Select Installed Application

Select Genesyz Social Messaging Server [P from the lizt of application installed on target computer,
Genezpz Inztallation Wizard will inztall Genesws Driver for use with Twitter components in the
zelected Social Meszaging Server's location

Application Properties:

Inztallation Package Mame: Genesvs Social Meszaging Server ;I
“erzion: 8.1.400.08, Build 1

Inztall Location: C:hProgram Files\GCTIWeServices 8.1, 4\Genesys Social Meszaging SerertSe
Configuration Server. demosry. genesyzlab, com

Application Mame in Canfig Server: SocialMeszagingSemerdl 4 -
1| | _"l_l
< Back Cancel |

Select a Social Messaging Server object

3. Locate the driver-for-twitter-options.cfg configuration file in the \<Social Messaging Server

Social Media Solution Guide 29



Social Messaging Server Deploy Social Messaging Server with a Twitter Channel

application>\media-channel-drivers\channel-twitter directory.

4. In Genesys Administrator Extension, open your Social Messaging Server Application, go to the Options
tab, and import driver-for-twitter-options.cfg, selecting No in response to Do you want to
overwrite the existing data?

Configure the Options

Set the following options:

Section Option Example

com.<your

river-cl nam . .
driver-classname domain>.mcr.smserver.channel.twitter.clol

fetch-image true

Note: Contact Genesys Customer Care to

configure an account in Genesys Social

Analytics cloud platform.

This field should be setup once and never

change without first communicating with
gsa-account-name Genesys team.

CRITICAL: Changing this field without

taking care will stop the connection

between your

Social Engagement system and Twitter,

and may cause a loss of data.

Note: Contact Genesys Customer Care to

configure an account in Genesys Social

Analytics cloud platform.

This field should be setup once and never

change without first communicating with

gsa-api-key Genesys team.

CRITICAL: Changing this field without
channel-twitter-*anyname* taking care will stop the connection

between your

Social Engagement system and Twitter,

and may cause a loss of data.

gsa-batch-limit 200
gsa-batch-reserve-time 60

Note: Contact Genesys
Customer Care to configure an
account in Genesys Social
Analytics cloud platform.

This field should be setup once and never
gsa-channel-id change without first communicating with

Genesys team.

CRITICAL: Changing this field without

taking care will stop the connection

between your

Social Engagement system and Twitter,

and may cause a loss of data.

Note: Contact Genesys

sa-channel-name ;
9 Customer Care to configure an
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Section Option Example

account in Genesys Social
Analytics cloud platform.

This field should be setup once and never
change without first communicating with
Genesys team.

CRITICAL: Changing this field without
taking care will stop the connection
between your

Social Engagement system and Twitter,
and may cause a loss of data.

Note: Contact Genesys
Customer Care to configure an
account in Genesys Social
Analytics cloud platform.

This field should be setup once and never
gsa-user-name change without first communicating with

Genesys team.

CRITICAL: Changing this field without

taking care will stop the connection

between your

Social Engagement system and Twitter,

and may cause a loss of data.

Note: Contact Genesys
Customer Care to configure an
account in Genesys Social
Analytics cloud platform.

This field should be setup once and never
gsa-user-password change without first communicating with

Genesys team.

CRITICAL: Changing this field without

taking care will stop the connection

between your

Social Engagement system and Twitter,

and may cause a loss of data.

Note: Contact Genesys
Customer Care to configure an
account in Genesys Social
Analytics cloud platform.

This field should be setup once and never
gsa-url-base change without first communicating with

Genesys team.

CRITICAL: Changing this field without

taking care will stop the connection

between your

Social Engagement system and Twitter,

and may cause a loss of data.

inbound-route 101:twitter_queue
itx-resubmit-attempts 3
itx-resubmit-delay 30
itx-submit-timeout 10
reconnection-timeout 180
sampling-period 10
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x-debug-mode false
Xx-inbound-media Twitter
X-submit-own-all false

There is also a [log] section that holds the usual log options, which are described in the
Configuration Options Reference Manual.
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Custom Media Channel Driver

Genesys supplies drivers for media channels that connect Social Messaging Server to Twitter and
Facebook. You can also create a custom media channel driver, as described in this APl reference.

Installation of Social Messaging Server is described on the Deploy Social Messaging
Server page.
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Soclal Messaging Server Configuration
Options

Configuration Options

The option for a particular monitor overrides the general channel option.

Information on the sections and options for Social Messaging Server is available as follows.

Configuring Options for Particular Channels

e Facebook
¢ RSS

e Twitter

Reference Information on All Options

e channel-<anyname> section options
* channel-<anyname>-monitor-<anyname> section options
e settings section options

e endpoints:*tenant_dbid* section options
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channel-Facebook/Twitter-*fany-name*
Section

driver-classname

Default Value: No default value
Valid Values: Any valid driver class name
Changes Take Effect: After restart

Specifies the class nhame of the media driver for a specific media service. The class name of the
Genesys Driver for Genesys Social Analytics (GSA) cloud. For example, com.<your
domain>.mcr.smserver.channel.twitter.cloud.TwitterCloudDriver.

fetch-image

Default Value: true
Valid Values: true, false
Changes Take Effect: Immediately

When set to true, the Social Messaging Server downloads images attached to inbound messages.
When this option has value false, an http link to a remote location storing message attachments is
added to inbound messages. The link to remote location is provided by Facebook and Twitter. If using
Workspace Desktop Edition as your desktop, you must set fetch-image to false.

gsa-account-name

Default Value: No default value
Valid Values: Any valid string
Changes Take Effect: After restart

Specifies Genesys Social Analytics cloud account name that is used by the driver to access a service.
Contact Genesys Customer Care to configure an account in Genesys Social Analytics cloud platform.
This field should be set up once and not changed without first communicating with the Genesys
team.

CRITICAL: Changing this field without taking care will stop the connection between your Social
Engagement system and Twitter or Facebook, and may cause a loss of data.

gsa-api-key

Default Value: No default value
Valid Values: Any valid string
Changes Take Effect: After restart

Specifies an access key that is used by the driver to access Genesys Social Analytics cloud API.
Contact Genesys Customer Care to obtain the value of this option. This field should be set up once
and not changed without first communicating with the Genesys team.

Social Media Solution Guide 35



Social Messaging Server Social Messaging Server Configuration Options

CRITICAL: Changing this field without taking care will stop the connection between your Social
Engagement system and Twitter or Facebook, and may cause a loss of data.

gsa-batch-limit

Default Value: 200
Valid Values: In the range 1 to 500
Changes Take Effect: Immediately

Specifies the maximum number of posts retrieved by the driver from GSA cloud API in a single
request. If loads are high, changes may be made to this field in order to throttle the stream of
incoming messages to improve performance of the on premise system.

gsa-batch-reserve-time

Default Value: 60
Valid Values: In the range 10 to 3600
Changes Take Effect: Immediately

Specifies a period of time, in seconds, for which an inbound message is removed from the GSA cloud
channel queue after it was fetched by the Social Messaging Server. If the Social Messaging Server
does not send confirmation to the GSA cloud channel that the message was successfully processed
within this period, it will be placed back into the queue.

gsa-channel-id

Default Value: No default value
Valid Values: Any valid string
Changes Take Effect: After restart

Specifies a channel ID in Genesys Social Analytics cloud platform. Contact Genesys Customer Care to
obtain the value of this option. This field should be set up once and not changed without first
communicating with the Genesys team.

CRITICAL: Changing this field without taking care will stop the connection between your Social
Engagement system and Twitter or Facebook, and may cause a loss of data.

gsa-channel-name

Default Value: No default value
Valid Values: Any valid string
Changes Take Effect: After restart

Specifies a name associated with a channel in Genesys Social Analytics cloud platform. Contact
Genesys Customer Care to obtain the value of this option. This field should be set up once and not
changed without first communicating with the Genesys team.

CRITICAL: Changing this field without taking care will stop the connection between your Social
Engagement system and Twitter or Facebook, and may cause a loss of data.
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gsa-user-name

Default Value: No default value
Valid Values: Any valid string
Changes Take Effect: After restart

Specifies a user's email address associated with a channel in Genesys Social Analytics cloud platform.
Contact Genesys Customer Care to obtain the value of this option. This field should be set up once
and not changed without first communicating with the Genesys team.

CRITICAL: Changing this field without taking care will stop the connection between your Social
Engagement system and Twitter or Facebook, and may cause a loss of data.

gsa-user-password

Default Value: No default value
Valid Values: Any valid string
Changes Take Effect: After restart

Specifies the administrator user's password to access the Genesys Social Analytics cloud platform.
Contact Genesys Customer Care to obtain the value of this option. This field should be set up once
and not changed without first communicating with the Genesys team.

CRITICAL: Changing this field without taking care will stop the connection between your Social
Engagement system and Twitter or Facebook, and may cause a loss of data.

gsa-url-base

Default Value: No default value
Valid Values: Any valid string
Changes Take Effect: After restart

Specifies the Genesys Social Analytics cloud platform URL. Contact Genesys Customer Care to obtain
the value of this option. This field should be set up once and not changed without first
communicating with the Genesys team.

CRITICAL: Changing this field without taking care will stop the connection between your Social
Engagement system and Twitter or Facebook, and may cause a loss of data.

inbound-route

Default Value: No default value

Valid Values: <tenant id> : <access point name> or

<tenant id> : <access point namel>, <tenant id> : <access point name2>
Changes Take Effect: After restart

The value <tenant id> : <access point name> specifies the access point that is used to place
submitted interactions for incoming messages. The access point name can either be the actual name
of the endpoint, or a reference to the option in section *tenant dbid*:endpoints. For example, value
101:facebook_queue is a reference to option 101:endpoints/facebook queue=“Facebook Inbound
Queue”.

The value <tenant id> : <access point namel>, <tenant id> : <access point name2>is
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applicable only in support of Facebook session mode. <access point name2> specifies the access
point used by Chat Server.

For sessions, if the second access point is not configured in Chat Server, all private-
messaging interactions are placed in the default Chat Server queue.

The name of this option was changed from inbound-route-default to inbound-
route in eServices 8.1.

itx-resubmit-attempts

Default Value: 3
Valid Values: 0-9
Changes Take Effect: Immediately

This option controls the way that Social Messaging Server submits interactions. The Social Messaging
Server submits a request with an inbound message to Interaction Server and waits itx-submit-
timeout seconds for a positive response from the Interaction Server. If the expected response has
not been received within this time period, the Social Messaging Server repeats the submit request up
to itx-resubmit-attempts times, with a delay of itx-resubmit-delay seconds between successive
attempts.

itx-resubmit-delay

Default Value: 30
Valid Values: In the range 1 to 120
Changes Take Effect: Immediately

The time, in seconds that Social Messaging Server waits between attempts to resubmit an
interaction. See itx-submit-timeout for a full description of the submission process.

itx-submit-timeout

Default Value: 10

Valid Values: 1-60

Changes Take Effect: Immediately

Specifies the amount of time, in seconds, that Social Messaging Server waits for a positive response
when it submits a request with an inbound message to Interaction Server.

reconnection-timeout

Default Value: 180
Valid Values: Any positive integer greater than or equal to 10
Changes Take Effect: After restart

Specifies the delay, in seconds, before the server starts the reconnection procedure to the GSA cloud
platform for this media channel if the connection was lost.
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sampling-period

Default Value: 10

Valid Values: In the range 1 to 3600

Changes Take Effect: Immediately

Specifies how frequently, in seconds, data-fetching from a Genesys Social Analytics cloud platform
will occur. Increasing the default may improve performance of the on-premise system, but also
increase the time in which interactions appear on the agent’s desktop.

submit-as-chat

Default Value: true
Valid Values: true, false
Changes Take Effect: Immediately

Specifies how new incoming Facebook private messages are introduced into the system. With the
value true, the driver submits a new Facebook private chat session via Chat Server. With the value
false, the driver submits a regular interaction of media-type facebookprivatemessage.

Workspace Desktop Edition 8.5.1 does not support the facebookprivatemessage
media type for inbound interactions. If you are using Workspace Desktop Edition 8.5.1,
you must not change the default setting of this option. If you are using a custom
desktop, you may use either setting.

x-debug-mode

Default Value: false

Valid Values: true, false

Changes Take Effect: Immediately

Specifies the form of logging. If set to true, an extended form of logging is set for the driver. If set to
false, a reduced form of logging is set for the driver.

x-faulty-conditions-delay

Default value: 60
Valid values: 0 - 3600
Changes take effect: Immediately.

Specifies, in seconds, a timespan that takes effect in the event of problems with Facebook
communications. Depending on the scenario, the Driver either restarts the affected monitor after the
timespan or puts the monitor into sleeping mode for the length of the timespan. This option was
introduced in release 8.5.101.17.

Following are the possible scenarios, with the Driver's current and previous behavior contrasted:

* FacebookOAuthException received while the monitor is starting.
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e Previous versions: the driver shut down the monitor with the error message "Unknown reason.
Shutting down monitor" in the log.

* Current version: the driver restarts the affected monitor after the time specified by the option.

* FacebookException received while the monitor is starting.
e Previous versions: the driver restarted the monitor in two seconds.

e Current version: the driver restarts the affected monitor after the time specified by the option.

e FacebookOAuthException received while the monitor is working normally.
* Previous versions: the driver ignored this exception and continued working normally.

* Current version: the driver puts the affected monitor to sleep for the time period specified by the
option, unless the option is set to 0.

¢ FacebookNetworkException received while the monitor is working normally.
* Previous versions: the driver restarted the affected monitor in two seconds.

* Current version: the driver restarts the affected monitor after the time specified by the option.

Background: When certain issues arise on the Facebook side, Facebook returns errors such as
"unknown error, please repeat later" or "Service is temporarily unavailable" and so on. The best
available behavior for the Genesys Driver in these cases is one of the following:

* Not to send any requests to Facebook for an appropriate amount of time—at least 15 minutes to be
safe.

e To restart the monitor; that is, close the current connection to Facebook and open a new one after an
appropriate amount of time—again about 15 minutes is suggested.

Note that there is no way of knowing if Facebook will come back on line in the time specified by the
option, and that during that time period no interactions will be submitted to the Genesys solution or
delivered to agents' desktops.

It may also be advisable to configure an Alarm condition for Social Messaging Server for the log
message "Standard 45102": Exception caught and processed: <description>.

x-history-length

Default Value: 1000

Valid Values: Any positive integer

Changes Take Effect: After the time interval specified in the sampling-period or x-sampling-period
options

Specifies how many successfully submitted interaction IDs the RSS/ATOM driver will keep in the
history file in order to avoid duplicate submissions.

This option can be configured for each monitor section individually using the
history-length option. The option in a particular monitor section overwrites the
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option in the main channel section.

x-inbound-media

Default Value: facebook for a Facebook channel, rss for an RSS channel, twitter for a Twitter
channel

Valid Values: Any valid media name

Changes Take Effect: Immediately

Specifies the media type that is assigned to interactions that are submitted to Interaction Server.

The x-inbound-media option can be configured for each monitor section individually
using the inbound-media option. The option in a particular monitor section overwrites
the option in the main channel section.

X-max-comments-per-post-to-process

Default Value: 50
Valid Values: In the range 1 to 5000
Changes Take Effect: Immediately

Specifies the maximum number of comments that can be attached to an interaction. For example, if
a Post has one hundred comments and this option is set to 50, only the fifty most recent comments
are attached to the interaction and passed to an Agent. If the option is set to 0, all comments are
attached to the interaction and passed to an Agent. This option does not count parent comments,
regardless of whether they were created inside or outside of the scan time bracket.

x-print-rss-channel

Default value: false

Valid values: true, false

Changes take effect: After the time interval specified in the sampling-period or x-sampling-period
options.

Specifies whether the driver should print common fields of the received RSS/ATOM feed to a log file.

This option can be configured for each monitor section individually using the print-
rss-channel option. The option in a particular monitor section overwrites the option
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in the main channel section.

X-print-rss-items

Default value: 0

Valid values: Any integer above 0.

Changes take effect: After the time interval specified in the sampling-period or x-sampling-period
options.

Specifies how many received RSS/ATOM items the driver prints to a log file.

This option can be configured for each monitor section individually using the print-rss-
items option. The option in a particular monitor section overwrites the option in the
main channel section.

x-sampling-period

Default Value: 3

Valid Value: In range of 1 to 3600
Changes Take Effect: Immediately

Specifies how frequently, in seconds, data-fetching from the Genesys Social Analytics cloud platform
occurs.

The value of sampling-period cannot be smaller than the value of sampling-time-
buffer.

X-submit-comments-itx

Default Value: false
Valid Values: true, false
Changes Take Effect: Immediately

Specifies whether a new interaction with Facebook type comment will be created for each comment
(true).

X-submit-internal-itx

Default Value: true
Valid Values: true, false
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Changes Take Effect: Immediately

When the Facebook driver is monitoring the Facebook wall, it reads all of the posts and comments;
some of the posts and comment might be created by agents. If this option is set to true, all Facebook
interactions (regardless of who created the posts and comments) are created. If this option is set to
false, only interactions in which there is new content (posts or comments) created by customers are
created. All interactions that have older posts created prior to monitor read times and comments
created only by agents are not be submitted.

X-submit-own-all

Default Value: false
Valid Values: true, false
Changes Take Effect: Immediately

Specifies whether the inbound messages originating from the media account associated with this
channel ("own" messages) are submitted to Interaction Server. This option applies to Twitter channels
only.
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channel-<any name>-monitor-<any
name> Section

faulty-conditions-delay

Default value: value of the x-faulty-conditions-delay option
Valid values: 0 - 3600
Changes take effect: Immediately.

Specifies, in seconds, a timespan that takes effect in the event of problems with Facebook
communications. Depending on the scenario, the Driver either restarts the affected monitor after the
timespan or puts the monitor into sleeping mode for the length of the timespan. This option was
introduced in release 8.5.101.17.

The description of the corresponding channel-level option includes a listing of the scenarios and
explanations of the Driver's behavior in each.

history-length

Default Value: value of the x-history-length option

Valid Values: Any positive integer.

Changes Take Effect: After the time interval specified in the sampling-period or x-sampling-period
options.

Specifies how many successfully submitted interaction IDs the RSS/ATOM driver will keep in the
history file in order to avoid a duplicate submission.

This option overwrites the option x-print-rss-channel in the main channel section.

itx-submit-timeout

Default Value: 10
Valid Values: 1-60
Changes Take Effect: Immediately

Specifies the amount of time, in seconds, that Social Messaging Server waits for a positive response
when it submits a request with an inbound message to Interaction Server.

itx-resubmit-attempts
Default Value: 3

Valid Values: 0-9
Changes Take Effect: Immediately
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Specifies the number of times that Social Messaging Server resubmits an interaction after the itx-
submit-timeout timeout expires.

itx-resubmit-delay

Default Value: 30
Valid Values: 1-120
Changes Take Effect: Immediately

Specifies the time, in seconds, that Social Messaging Server waits between attempts to resubmit an
interaction.

print-rss-channel

Default value: false

Valid values: true, false

Changes take effect: After the time interval specified in the sampling-period or x-sampling-period
options.

Specifies whether the driver should print common fields of the received RSS/ATOM feed to a log file.

This option overwrites the option x-print-rss-channel in the main channel section.

print-rss-items

Default value: 0

Valid values: Any interger 0 and above. Changes take effect: After the time interval specified in the
sampling-period or x-sampling-period options.

Specifies how many received RSS/ATOM items the driver prints to a log file.

This option overwrites the option x-print-rss-items in the main channel section.

rss-url

Default value: empty

Valid values: Any valid URL.

Changes take effect: After the time interval specified in the sampling-period or x-sampling-period
options.

Specifies URL of an RSS feeder, which is used to request data from the feeder.
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settings Section

esp-proc-timeout

Default Value: 60

Valid Values: 5-180

Changes Take Effect: After restart

Specifies the length of time, in seconds, to process ESP requests received by the server. A negative
ESP response is returned to a requester if the request is not processed in the specified time.

hide-attached-data

Default Value: true

Valid Values: true, false

Changes Take Effect: After restart

Hides (true) or shows (false) in the log file attached data of interactions submitted to Interaction
Server.

session-chat-request-timeout

Default Value: 40

Valid Values: 10—600

Changes Take Effect: After restart

Specifies the length of time, in seconds, to process requests to Chat Server in session mode. A chat
session is not created by Social Messaging Server, or an active one is terminated by Social Messaging
Server, if the request to Chat Server is not processed in the specified time.

Genesys recommends that the value of session-chat-request-timeout be larger
than the value of the Chat Server option server-reply-timeout (described in the
eServices 8.5 Reference Manual).

session-max-number

Default Value: 10

Valid Values: 0-5000

Changes Take Effect: After restart

Specifies the maximum number of simultaneous chat sessions Social Messaging Server will process.
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The session-max-number option provides resource allocation for all media channels
for which the server supports chat sessions.

Usually, up to 300-400 concurrent sessions on one Chat Server are expected at
maximum.

session-shutdown-timeout

Default Value: 180

Valid Values: 60-604800

Changes Take Effect: After restart

Specifies the length of time, in seconds, before an active chat session is terminated. The session is
terminated if no new messages are received from a media channel during this timespan.

The session-shutdown-timeout option is used for all media channels for which the
server supports chat sessions.

subject-size

Default Value: 25

Valid Values: 0, or any integer from 4-80

Changes Take Effect: After restart

Specifies the maximum size (number of characters) of a subject string for an inbound message. The
subject string is created by truncating the inbound message body to the specified length. A value of 0
means that a Subject attribute is not added to an interaction.

workspace-location

Valid values: Local or network path; for example, c:\sms-workspace\ or \\remote-box\shared-
folder\

Default: (none)

Takes effect: Upon restart

Specifies the location of the workspace for Social Messaging Server. The workspace is a dedicated
folder that is used by primary and backup instances to store and retrieve its data. This helps ensure
proper behavior during recovery after failover or switchover.

Notes:
* You must create this folder and assign create/delete/write/read access permissions to it for both primary
and backup instances of Social Messaging Server.
e The path must include the final slash (\), as in the examples.

 If the option is automatically synchronized between primary and backup servers, the value must be a
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network path.
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endpoints:*tenant dbid* Section

Specifies interaction queues for inbound messages. Substitute the tenant's database ID (in decimal
format) for *tenant_dbid*. Each endpoints section can contain multiple options for various queues. In
a multiple-tenant environment, you must create a separate endpoints:*tenant dbid* section for
each tenant.

*endpoint name for inbound paging*

Default Value: true

Valid Values: true, false

Changes Take Effect: After Restart

This is a placeholder for the option that represents the queue, in a Business Process, where Social
Messaging Server places interactions for processing. The actual option is created as a result of
actions in Interaction Routing Designer (IRD), as follows:

. In IRD, add Social Messaging Server to a Business Process.
. Add an endpoint to Social Messaging Server.

1
2
3. Connect the endpoint to a queue.
4

. Save the configuration.

Saving the configuration creates an option whose name is the endpoint name and whose value is the
queue name. You must use this endpoint name in the value of the inbound-route-default option.

This procedure requires IRD 8.1.4 or later. With earlier versions of IRD, you can
manually create an option whose name is the endpoint name and whose value is the
queue name.
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Sample Business Processes for Social
Media

The Genesys Social Messaging Management product CD includes two components, each of them
containing a number of sample Business Processes:

¢ Business Process for Use with Facebook

e Business Process for Use with Twitter

Requirements

Interaction Workflows (Business Processes) that handle social media interactions require the following

versions of Universal Routing components:

* Interaction Routing Designer (IRD) 8.1.4 or later

¢ Universal Routing Server 8.1.4 or later

Install the sample Business Processes

Installation is similar for both Business Process installation packages.
1. Double-click setup.exe. This installs an application. It also places files in
<eServices_home>\Genesys Business process for use with <SocialMediaName>.

2. Remove any existing versions of these Business Processes in this tenant: In Interaction Routing
Designer, deactivate the component strategies, delete the Business Process, and save changes.

3. From the Start menu, launch the application.

4. The application asks you to log in to the Configuration Layer in order to launch the wizard for this
Business Process.

5. Select a Social Messaging Server and User Account or Access Group.

6. Select a Tenant.

. Decide whether to add Interaction Custom Properties for iWD integration. If you select this checkbox,

* The wizard adds desktop actionable, desktop influence, and desktop sentiment to the
Interaction Custom Properties under Business Attributes.

» After completing the wizard, you must run an upgrade script to add the corresponding fields to your
Interaction Server database, as the wizard screen reminds you. This script is described below.

. Select a destination directory for strategy files. This directory will be created (or overwritten if it already
exists).
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9. Select a resource capacity rule. This concludes the wizard.

10. Use IRD to review the Business Process. There is no need for any import operations.

Configuration Objects Installed

Installing the sample Business Processes creates configuration objects that are listed in Objects
Installed with Sample Business Processes.

Database Upgrade Scripts

As part of the installation of the sample Business Processes, the following scripts are installed in
<eServices home>\Genesys Business process for use with
<SocialMediaName>\Scripts\<RDMSname>. The scripts come in pairs, one for cleaning up the
existing database and one for performing upgrades. Always run the CleanUp script first.

e Both Facebook and Twitter:CleanUpTableInteractionsForIWDIntegration851.sql and
AlterTableInteractionsForIWDIntegration851.sql. The Alter script adds fields for sentiment,
actionability, and influence to the database. Identical copies of this script are installed in the Twitter
and Facebook directories; you only need to run one of them.

* Facebook: CleanUpTableInteractionsForFacebook851.sql and
AlterTableInteractionsForFacebook851.sql. This adds the following fields to the database:

e facebookPostId
o facebookInQueueAtTarget
e facebookCommentId

» facebookInBufferBeforeTarget

Next Steps

Review the sample Business Processes

» Facebook BP

* Facebook BP Simplified

* Facebook BP iWD

e Single Comment Routing
* RSS BP

* Twitter BP

e Twitter BP with iWD
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Sample Business Process: Facebook BP

Facebook BP is a sample Business Process that is supplied on the Genesys Social Messaging
Management product CD. Facebook BP submits Facebook interactions to a configured agent group. It
consists of eight strategies, four subroutines, and nine queues.

In Release 8.1.0

In broad terms, processing proceeds as follows:

1. The first step depends on whether you want to create a contact record for each author of a comment to
a Facebook post. If you do, you must set the x-submit-comments-itx option to true, which makes
the system create an interaction for each comment (this is in addition to the interaction that it creates
containing both the base post and all of the comments on it).

e If the interaction being processed is one of these comment-only interactions, it is sent to the Stop
Interaction Comments in Parking Queue strategy, which creates a contact for the author of the
comment, then terminates.

» If the interaction consists of a post plus comments, it continues to the next step.

2. This step determines whether this interaction contains comments on some post that is already in the
strategy and so should be merged with it.

3. A query is sent to Interaction Server to see if there is already an interaction down the flow in the
strategy with the same Facebook Post ID.

4. Then,

* If such an interaction is found, it is updated with the content of (merged with) the newer interaction,
then the newer interaction is terminated.

e If no such interaction is found in the strategy, then this current interaction proceeds into the buffer
stage, which delays the delivery of the interaction to the agent queue.

The buffer stage is similar to the preceding, but it determines whether this interaction contains comments
on some post that has already been delivered to an agent. If it does, the interaction is held until that agent
can accept delivery of it.

a. The buffer stage periodically checks if there is an interaction with the same Post ID being processed by
any agent in the group.

b. Then,

e If there is such an interaction, the current interaction is delayed in the buffer stage until it can be
delivered to the agent who is processing the earlier related interaction.

e |f there is no such interaction, it proceeds to the classify and screen stage.

This stage tries to classify and screen the interactions that will be delivered to the agent group. Note the
following:

e This stage uses:
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¢ One subroutine that screens for sentiment and actionability.
* One subroutine that classifies for sentiment.

* Routing decisions can be made based on the classification/screening results. One way of doing this is
presented in this Business Process: All the results are attached to the interaction, and can later be
viewed on the agent desktop in the attached data tab.

Finally the interaction is created in UCS and is delivered to an agent's virtual queue.

For the MergeItxData method in the ESP block of Facebook Inbound Strategy to work
properly, the settings/delay-updates option in Interaction Server should be set to

false. With this setting, Interaction Server forces updates of interaction properties in

the database each time it processes RequestChangeProperties.

In Release 8.1.1

1. Facebook Inbound Strategy can be described in two main steps.

a. The first step depends on whether you want to create a contact record for each author of a
comment to a Facebook post. If you do, you must set the x-submit-comments-itx optionto true,
which makes the system create an interaction for each comment (this is in addition to the
interaction that it creates containing both the base post and all of the comments on it).

* If the interaction being processed is one of these comment-only interactions, it is sent to the
Stop Interaction Comments in Parking Queue strategy, which creates a contact for the author of
the comment, then terminates.

» If the interaction consists of a post plus comments, it continues to the next step.

b. This step determines whether this interaction contains comments on some post that is already in
the strategy and so should be merged with it.

c. A query is sent to Interaction Server to see if there is already an interaction down the flow in the
strategy with the same Facebook Post ID.

d. Then,

e If such an interaction is found, it is updated with the content of (merged with) the newer
interaction, then the newer interaction is terminated.

¢ If no such interaction is found in the strategy, then this current interaction proceeds into the
buffer stage, which delays the delivery of the interaction to the agent queue.

Facebook Inbound Buffer Strategy is similar to the preceding, but it determines whether this interaction
contains comments on some post that has already been delivered to an agent. If it does, the interaction is
held until that agent can accept delivery of it.

a. The buffer stage periodically checks if there is an interaction with the same Post ID being processed by
any agent in the group.

b. Then,

Social Media Solution Guide 53



Sample Business Processes for Social Media Sample Business Process: Facebook BP

* If there is such an interaction, the current interaction is delayed in the buffer stage until it can be
delivered to the agent who is processing the earlier related interaction.

e |f there is no such interaction, it proceeds to the classify and screen stage.

Classification-Screen Strategy tries to classify and screen the interactions that will be delivered to the agent
group. Note the following:

* The strategy organizes the task as follows:
e The strategy itself screens and classifies posts for sentiment and actionability.
¢ One subroutine screens comments for sentiment and actionability.

¢ One subroutine classifies comments for sentiment and actionability.

* Routing decisions can be made based on the classification/screening results. One way of doing this is
presented in this Business Process: All the results are attached to the interaction, and can later be
viewed on the agent desktop in the attached data tab.

Facebook Calculation Strategy processes all previously-attached classification and screening keys and

attaches the keys desktop sentiment, desktop actionable, and desktop expand, which the desktop
uses in presenting the interaction in its user interface.

Facebook Agent Delivery Strategy delivers the interaction to the agent desktop.
Finally,

* If there is a reply, Facebook Outbound Strategy dispatches it to Social Messaging Server, for delivery to
Facebook.

* If there is no reply, Facebook Stop Strategy terminates the interaction.

For the MergeItxData method in the ESP block of Facebook Inbound Strategy to work properly, the settings/
delay-updates option in Interaction Server should be set to false. With this setting, Interaction Server forces
updates of interaction properties in the database each time it processes RequestChangeProperties.

In Release 8.1.4

There are the following changes in this release:
* The Facebook BP now filters out interactions of type question. That is, if the substring

"<type>question</type>" occurs in the facebookXML value of an interaction, the interaction is
terminated.

The Facebook BP now checks for interactions of type facebooksession (Facebook chat) in inbound
strategies: FacebookItxType=10. If the type is facebooksession, the interaction skips the rest of the
inbound strategy and Buffer strategy, and goes straight to the Classify-Screen strategy.

The new Facebook Outbound Init Queue acts as a virtual queue that provides a temporary placeholder
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for an outbound interaction for the plug-in while agents work on their content. If the plug-in crashes, the
interaction remains in that queue and could potentially be routed to a custom supervisor's desktop, for

example. The interaction sits in the strategy for one month (60x60x24x31 sec) and is terminated, but
the logic of this strategy can be extended.

In Release 851

Facebook Agent Delivery Strategy
* Target objects, rather than delivering to a specific group, use the skill-based expression 1=1, meaning
the interaction is delivered to any agent who has the capacity to handle social media interactions.

e The first object in the strategy has been updated with FacebookContentCreatedOnlyByAdmin'=
UData[' facebookContentCreatedOnlyByAdmin']

* Right before the target object, the following were added:
e If object: if( FacebookContentCreatedOnlyByAdmin != 1 )
e Stop Interaction object: if FacebookContentCreatedOnlyByAdmin =1

Facebook Outbound Strategy

In order to enable editing of outbound comments and posts, facebookPostId and facebookCommentId are included for all newly
created posts and comments.

Facebook Classify-Screen Strategy and Facebook Calculation Strategy

Instead of the KVListAddData function, these strategies use KVListSetData, which does not create duplicate keys.
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Sample Business Process: Facebook BP -
Simplified

Facebook BP - Simplified is a sample Business Process that is supplied on the Genesys Social
Messaging Management product CD.

Overview

The simplified Facebook business process is designed to process the submitted Facebook interactions
in the most simplistic way.
¢ |f the interaction contains both a post and comments:
1. Aninteraction is created in the UCS database.
2. The Facebook post ID and comment ID are updated in the UCS database.

3. The interaction is delivered to an agent.

 If the interaction contains only a comment, it is parked in a parking queue.

Starting in release 8.1.4, processing of interactions of type facebooksession
(Facebook chat) is supported with FacebookItxType=10

Starting in release 8.5.1, Facebook Agent Delivery Strategy is modified so that target
objects, rather than delivering to a specific group, use the skill-based expression 1=1,
meaning the interaction is delivered to any agent who has the capacity to handle
social media interactions.
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Sample Business Process: Facebook BP-IWD

Facebook BP-iWD is a sample Business Process that shows how Genesys Social Messaging can work
with Genesys Intelligent Workload Distribution (iWwD). Facebook BP-iWD is supplied on the Genesys
Social Messaging Management product CD and is used together with two of the Business Processes
that are supplied with iWD, as described below.

Requirements

To use Facebook BP-iWD:

e Install Facebook BP. This creates some configuration objects that are required by Facebook BP-iWD.
¢ Use the iWD Setup Utility to install these Business Processes:

* Standard Genesys to iWD Adapter

* |IWDBP

For information on how to install and use the iWD Setup Utility, consult the intelligent Workload
Distribution Deployment Guide.

iWD Setup Utility is no longer supported from iWD release 8.5.104 onwards. From that
release onwards, all configuration is done manually. See Manual Installation of iIWDBP.

In Release 8.1.0

Facebook BP-iWD and its associated Business Processes do the following things.

1. Facebook BP-iWD proceeds in the following stages:

1. A query is sent to Interaction Server to see if there is already an interaction down the flow in the
strategy with the same Facebook Post ID.

e If such an interaction is found, it is updated with the content (merged) of the newer interaction,
then the newer interaction is terminated.

e If no such interaction is found in the strategy, then this current interaction proceeds into the
Buffer stage, which delays the delivery of the interaction to the agent queue.

2. The Buffer stage periodically checks if an interaction with this Post ID can be delivered to the agent
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desktop; in other words, if there is an interaction with the same Post ID being processed by any
agent in the group.
e |f there is such an interaction, the current interaction is delayed in the buffer stage.

e If there is no such interaction, it proceeds to the Classification and Screening stage.

3. The Classification and Screening stage tries to classify and screen the interactions that will be
delivered to the agent group. Note the following:

e This stage uses:
* A subroutine that screens for sentiment and actionability.

e A subroutine that classifies for sentiment.

¢ Routing decisions can be made based on the classification/screening results. One way of doing
this is presented in the sample BP, which you can modify. All the results are attached to the
interaction, and can later be viewed on the agent desktop in the attached data tab.

4. The last stage passes the interaction to Standard Genesys to iWD Adapter.

2. Standard Genesys to iWD Adapter attaches some required key-value pairs to the interaction, then
passes the interaction to IWDBP.

3. IWDBP performs classification, prioritization, distribution, and archiving.

For the MergeItxData method in the ESP block of Facebook Inbound Strategy to work
properly, the settings/delay-updates option in Interaction Server should be set to
false. With this setting, Interaction Server forces updates of interaction properties in

the database each time it processes RequestChangeProperties.

For more information about the Standard Genesys to iWD Adapter and IWDBP Business Processes,
see the intelligent Workload Distribution 8.1 Deployment Guide.

In Release 8.1.1 and Later

1. Facebook Inbound Strategy-iWD can be described in two main steps.

a. The first step depends on whether you want to create a contact record for each author of a
comment to a Facebook post. If you do, you must set the x-submit-comments-itx option to true,
which makes the system create an interaction for each comment (this is in addition to the
interaction that it creates containing both the base post and all of the comments on it).

e If the interaction being processed is one of these comment-only interactions, it is sent to the
Stop Interaction Comments in Parking Queue strategy, which creates a contact for the author of

the comment, then terminates.
« If the interaction consists of a post plus comments, it continues to the next step.

b. This step determines whether this interaction contains comments on some post that is already in
the strategy and so should be merged with it.
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c. A query is sent to Interaction Server to see if there is already an interaction down the flow in the
strategy with the same Facebook Post ID.

d. Then,

e If such an interaction is found, it is updated with the content of (merged with) the newer
interaction, then the newer interaction is terminated.

e If no such interaction is found in the strategy, then this current interaction proceeds into the
buffer stage, which delays the delivery of the interaction to the agent queue.

e Facebook Inbound Buffer Strategy-iWD is similar to the preceding, but it determines whether this interaction
contains comments on some post that has already been delivered to an agent. If it does, the interaction is
held until that agent can accept delivery of it.

a. The buffer stage periodically checks if there is an interaction with the same Post ID being processed by
any agent in the group.

b. Then,

e |f there is such an interaction, the current interaction is delayed in the buffer stage until it can be
delivered to the agent who is processing the earlier related interaction.

e |f there is no such interaction, it proceeds to the classify and screen stage.

¢ Facebook Classification-Screen Strategy-iWD tries to classify and screen the interactions that will be
delivered to the agent group. Note the following:

* The strategy organizes the task as follows:
e The strategy itself screens and classifies posts for sentiment and actionability.
e One subroutine screens comments for sentiment and actionability.

* One subroutine classifies comments for sentiment and actionability.

* Routing decisions can be made based on the classification/screening results. One way of doing this is
presented in this Business Process: All the results are attached to the interaction, and can later be
viewed on the agent desktop in the attached data tab.

¢ Facebook Calculation Strategy-iWD processes all previously-attached classification and screening keys and
attaches the keys desktop sentiment, desktop actionable, and desktop expand, which the desktop
uses in presenting the interaction in its user interface.

e Facebook iWD Delivery Strategy delivers the interaction to iWD.

For the MergeItxData method in the ESP block of Facebook Inbound Strategy-iWD to work properly, the
settings/delay-updates option in Interaction Server should be set to false. With this setting, Interaction
Server forces updates of interaction properties in the database each time it processes
RequestChangeProperties.
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In Release 8.1.4

Starting in this release, Facebook BP-iWD:

* Filters out interactions of type question. That is, if the substring "<type>question</type>" occurs in
the facebookXML value of an interaction, the interaction is terminated.

* Checks for interactions of type facebooksession (Facebook chat) in inbound strategies:

FacebookItxType=10. If the type is facebooksession, the interaction skips the rest of the Facebook

Inbound Strategy-iWD and Facebook Buffer Strategy-iWD, and goes straight to the Facebook Classify-
Screen Strategy.

In Release 8.5.1

In Facebook Classify-Screen Strategy and Facebook Calculation Strategy, the KVListSetData function is used instead of
KVListAddData. KVListSetData does not create duplicate keys.
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Sample Business Process: Facebook BP -
Single Comment Routing

Facebook BP - Single Comment Routing is a sample Business Process that is supplied on the Genesys
Social Messaging Management product CD. It resembles Facebook BP, except that it submits only
interactions that consist of a post and exactly one comment.

Requirements

Set the x-submit-comments-itx option to true. This makes the system create an interaction for
each comment in addition to the interaction that it creates containing both the base post and all of
the comments on it.

Description

1. Facebook Inbound Strategy - Single Comment Routing can be described in two main steps.

a. The first step filters out interactions of type question. That is, if the substring
<type>question</type> occurs in the facebookXML value of an interaction, the interaction is
terminated.

b. The next step filters out any interactions consisting of a post and multiple comments. If the
interaction is a post and multiple comments, it is sent to the Facebook Stop Strategy - Single
Comment Routing, which terminates it. If the interaction consists of a post plus a single comment, it
continues to the next step.

2. Classification-Screen Strategy - Single Comment Routing tries to classify and screen the interactions
that will be delivered to the agent group. Note the following:

* The strategy organizes the task as follows:
e One subroutine screens for sentiment and actionability.

e One subroutine classifies for sentiment.

* Routing decisions can be made based on the classification/screening results. One way of doing this
is presented in this Business Process: All the results are attached to the interaction, and can later be
viewed on the agent desktop in the attached data tab.

3. Facebook Calculation Strategy - Single Comment Routing processes all previously-attached classification
and screening keys and attaches the keys desktop sentiment, desktop actionable, and
desktop_expand, which the desktop uses in presenting the interaction in its user interface.

4. Facebook Agent Delivery Strategy - Single Comment Routing delivers the interaction to the agent
desktop.

5. Finally,
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» If there is a reply, Facebook Outbound Strategy - Single Comment Routing dispatches it to Social
Messaging Server, for delivery to Facebook.

» If there is no reply, Facebook Stop Strategy - Single Comment Routing terminates the interaction.

8.1.4

Starting in this release, processing of interactions of type facebooksession (Facebook chat) is
supported with FacebookItxType=10

8.5.1

In this release there are the following changes.
Facebook Agent Delivery Strategy
¢ Target objects, rather than delivering to a specific group, use the skill-based expression 1=1, meaning

the interaction is delivered to any agent who has the capacity to handle social media interactions.

e The first object in the strategy has been updated with FacebookContentCreatedOnlyByAdmin'=
UData[' facebookContentCreatedOnlyByAdmin']

* Right before the target object, the following were added:
e If object: if( FacebookContentCreatedOnlyByAdmin != 1 )
* Stop Interaction object: if FacebookContentCreatedOnlyByAdmin =1

Facebook Outbound Strategy

In order to enable editing of outbound comments and posts, facebookPostId and
_facebookCommentId are included for all newly created posts and comments.

Facebook Classify-Screen Strategy and Facebook Calculation Strategy

Instead of the KVListAddData function, these strategies use KVListSetData, which does not create
duplicate keys.
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Sample Business Process: RSS BP

RSS BP is a sample Business Process that is supplied on the Genesys Social Messaging Management
product CD.

RSS BP performs the following simple processing, using the following strategies:

1. RSS Inbound Strategy

1.
2.
3.
4.

Initializes the required variables.

Ensures that the interactions will be delivered to agents in the order they were created.

Checks whether the interaction already exists in the UCS database and, if not, creates it.

Creates contacts in UCS.

2. RSS Classify-Screen Strategy performs classification and screening, and attaches the resulting
Actionability and Sentiment attributes to the interaction.

3. RSS Calculation Strategy processes all previously attached classification and screening keys and
attaches the keys desktop_sentiment and desktop_actionable, which the desktop uses in presenting the

interaction in its user interface.

4. RSS Agent Delivery Strategy delivers the interaction to the agent desktop.

Starting in release 8.5.1, RSS Agent Delivery Strategy is modified so that target
objects, rather than delivering to a specific group, use the skill-based expression 1=1,
meaning the interaction is delivered to any agent who has the capacity to handle
social media interactions.
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Sample Business Process: Twitter BP

Twitter BP is a sample Business Process that is supplied on the Genesys Social Messaging
Management product CD.

There is also a sample Twitter BP with iWD.

In Release 8.1.0

Twitter BP performs the following simple processing, using two strategies:

1. Twitter Inbound Strategy

1.
2.
3.
4.

Filters out tweets that already exist as interactions in the Universal Contact Server (UCS) database
Creates an interaction in the UCS database
Sends a request to Classification Server to screen and classify the interaction

Delivers the interaction to an agent, along with the results of the screening and classification

2. Twitter Outbound Strategy dispatches a reply from the agent to Social Messaging Server, for delivery to
Twitter.

In Release 8.1.1 and Later

Twitter BP uses the following strategies:

1. Twitter Inbound Strategy

1.

Initializes the required variables.

. Ensures that the interactions will be delivered to agents in the order they were created.
. Checks whether the interaction already exists in the UCS database and, if not, creates it.

2
3
4.
5

Associates the interaction with the correct thread.

. Creates contacts in UCS.

2. Twitter Classify-Screen Strategy performs classification and screening, and attaches the resulting
Actionability and Sentiment attributes to the interaction.

3. Twitter Influence Calculation Strategy calls up the Klout service and attaches the appropriate keys
showing the influence values.

4. Twitter Calculation Strategy processes all previously-attached classification and screening keys and
attaches the keys desktop sentiment, desktop actionable, and desktop expand, which the
desktop uses in presenting the interaction in its user interface.

5. Twitter Agent Delivery Strategy delivers the interaction to the agent desktop.
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Twitter Outbound Strategy dispatches a reply from the agent to Social Messaging Server, for delivery to
Twitter.

In Release 8.1.2

The Twitter BP now processes errors returning from Twitter when send message, submit post, or submit

comment requests are sent to the Twitter driver. If an error is returned, the Twitter BP will make multiple
consecutive attempts to send these requests to the driver until either the messages have been
successfully posted or the limit for the number of attempts has been reached.

UCS implements threading based on the Twitter inReplyToStatusId attribute (called

_twitterInReplyToStatusId in interaction data). This attribute is not presented in direct messages;
because of that every direct message starts a new thread in UCS. The outbound strategy now makes
sure that the correct threading info is saved in UCS.

When the SendMessage ESP request is sent, the StatusId of the posted message is returned by the
Twitter API. This StatusId is then saved in UCS for the current outbound interaction. This information
will be used later by the inbound reply interaction to thread them together. The inbound Twitter
strategy takes care of the message threading in UCS by checking the contact and looking for an
interaction whose StatusId is equal to inReplyToStatusId (if it exists) of the current inbound
interaction. If a matching interaction is found, the inbound interaction is threaded as a child of the
matching interaction.

In Release 8.1.201

¢ The new Twitter Outbound Init Queue acts as a virtual queue that provides a temporary placeholder for
an outbound interaction for the plug-in while agents work on their content. If the plug-in crashes, the
interaction remains in that queue and could potentially be routed to a custom supervisor's desktop, for
example. The interaction sits in the strategy for one month (60x60x24x31 sec) and is terminated, but
the logic of this strategy can be extended.

In Release 8.5.1

e Twitter Outbound Strategy—A Function is added that updates user data with a key-value pair. The key is

the message ID of the outbound interaction, and the value represents the Twitter status ID of the
interaction. This makes it possible for the agent to delete outbound Tweets.

* Twitter Agent Delivery Strategy—Target objects, rather than delivering to a specific group, use the skill-
based expression 1=1, meaning the interaction is delivered to any agent who has the capacity to
handle social media interactions.
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Sample Business Process: Twitter BP with
WD

Twitter BP with iWD is a sample Business Process that shows how Genesys Social Messaging can work
with Genesys Intelligent Workload Distribution (iWD). Twitter BP with iWD is supplied on the Genesys
Social Messaging Management product CD and is used together with two of the Business Processes
that are supplied with iWD, as described below.

Requirements
To use Twitter BP with iWD:

e |Install Twitter BP. This creates some configuration objects that are required by Twitter BP with iWD.
e Use the iWD Setup Utility to install these Business Processes:

» Standard Genesys to iWD Adapter

* |IWDBP

For information on how to install and use the iWD Setup Utility, consult the intelligent Workload
Distribution Deployment Guide.

iWD Setup Utility is no longer supported from iWD release 8.5.104 onwards. From that
release onwards, all configuration is done manually. See Manual Installation of iIWDBP.

In Release 8.1.0

Twitter BP with iWD and its associated Business Processes do the following things:

1. Twitter BP with iWD performs initial processing, using the Twitter Inbound Strategy-iWD strategy to:
1. Filter out tweets that already exist as interactions in the Universal Contact Server (UCS) database.

2. Create an interaction in the UCS database.

3. Pass the interaction to Standard Genesys to iWD Adapter.

2. Standard Genesys to iWD Adapter attaches some required key-value pairs to the interaction, then
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3.

passes the interaction to IWDBP.

IWDBP performs classification, prioritization, distribution, and archiving.

For more information about the Standard Genesys to iWD Adapter and IWDBP Business Processes,
see the intelligent Workload Distribution 8.0 Deployment Guide.

In Release 8.1.1 and Later

1.

6.

Twitter Inbound Strategy-iWD

1. Initializes the required variables.

2. Ensures that the interactions will be delivered to agents in the order they were created.
3. Checks whether the interaction already exists in the UCS database and, if not, creates it.
4. Associates the interaction with the correct thread.
5

. Creates contacts in UCS.

Twitter Classify-Screen Strategy-iWD performs classification and screening, and attaches the resulting
Actionability and Sentiment attributes to the interaction.

Twitter Influence Calculation Strategy-iWD calls up the Klout service and attaches the appropriate keys
showing the influence values.

Twitter Calculation Strategy-iWD processes all previously-attached classification and screening keys and
attaches the keys desktop sentiment, desktop actionable, and desktop expand, which the desktop
uses in presenting the interaction in its user interface.

. Standard Genesys to iWD Adapter attaches some required key-value pairs to the interaction, then

passes the interaction to IWDBP.

IWDBP performs classification, prioritization, distribution, and archiving.

For more information about the Standard Genesys to iWD Adapter and IWDBP Business Processes,
see the intelligent Workload Distribution 8.0 Deployment Guide.
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Objects Installed with Sample Business
Processes

Overview

Installing the sample Business Processes creates various objects in your environment, most of them
being objects in the Configuration Layer.

This page lists configuration objects by their Display Name. Where the Name differs
from the Display Name, it is given in parentheses.

Common to Facebook and Twitter

These objects are used by both the Facebook and Twitter Business Processes and are installed with
each of them.

e Business Attributes: Contact Attribute

* _umsMediaAccount
e Capacity Rule

» Default _Social_Media_Capacity_rule
* Language

* English for Sentiment Analysis (English_Sentiment)

Facebook

Business Process for Use with Facebook also installs the following objects:

¢ Business Attributes: Contact Attributes

* Facebook Actor ID (_facebookActorld)
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» Facebook Actor Name (_facebookActorName)

e Business Attributes: Interaction Attributes
» _facebookPostld
e Business Attributes: Interaction Custom Properties
» facebookCommentid
o facebookIinBufferBeforeTarget
» facebooklnQueueAtTarget
» facebookPostld
¢ Business Attributes: Media Type
» facebook
» facebookprivatemessage

e facebooksession

Facebook with IWD Integration

e Business Attributes: Interaction Custom Properties
» desktop_actionable
» desktop_influence

* desktop_sentiment

RSS

¢ Business Attributes: Contact Attribute

* _rssltemAuthor

¢ Business Attributes: Media Type
° rss
e Capacity Rule
» Default_Social _Media_Capacity_rule

* Language

* English for Sentiment Analysis (English_Sentiment)
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Twitter

Business Process for Use with Twitter also installs the following objects:

e Business Attributes: Contact Attribute

» Twitter User ID (_twitterFromUserld)

* Twitter From Address (_twitterFrom Addr)
* Business Attributes: Interaction Attribute

* TwitterMsgld
e Business Attributes: Media Type

e twitter

Knowledge Manager Export Files

Installing any of the sample Business Processes also places the following files in \eServices DRAFT\
Genesys Business process for use with <socialmedia>\KnowledgeManagerExport:

¢ SentimentAndActionabilityScreeningRules.kme

e EnglishSentiment.kme

e Actionability.kme
Deployment and use of these files is described in the eServices 8.1 User's Guide.

* For SentimentAndActionabilityScreeningRules.kme, see "Screening for Sentiment and Actionability" in
the "Genesys Knowledge Management: Basics" chapter.

¢ For EnglishSentiment.kme and Actionability.kme,see "Analyzing Sentiment and Actionability with
Content Analyzer" in the "Genesys Knowledge Management: Content Analyzer" chapter.
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Soclal Media Cloud Connectors for Twitter
and Facebook

Starting with Social Engagement 8.5.2, on-premise drivers that were introduced in
that release point to connectors in the Genesys Engage cloud that interface with the
Facebook and Twitter APIs.

Why Use the Social Media Cloud Connectors?

Prior to the release of Genesys Social Engagement 8.5.2, the APIs for Twitter and Facebook were
installed on-premise at the customer’s site. The key problem experienced by customers around this
architecture related to the volatility of the Twitter and Facebook APIs. It is often the case that Twitter
and Facebook make changes to their APIs with minimal notice. The repercussions of these changes
are often unknown until after they have been rolled out. By moving the Social Media Cloud API
connectors to the Genesys Engage cloud, Genesys can track and apply changes to the APIs centrally
and without the need to release hot-fixes; thus protecting you from the volatility and reducing the
risk of unexpected service outages. When the drivers are managed in the cloud, Genesys has the
opportunity to provide you with the latest versions of the APls on a more consistent basis.

In 8.5.2 and later you can also benefit from the use of Social Analytics. Social Analytics allows users
to delve into their social traffic and conversations and gain insights into trends and opportunities to
improve service. In order to use Social Analytics, you need up to four months of data stored in the
Genesys Engage cloud.
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How Does it Work?

Twitter Cloud
Driver

Facebook
Cloud Driver

Social Analytics
Platform

Inbound messages are pulled or streamed from Twitter and Facebook and simply passed to the Social
Analytics Platform, and from there on to the Social Messaging Server where they are lined up for
processing.

When a message (we call them all posts) is processed, it is placed in the database in a standard way
that supports display of history, discovery of trends, review of reports in key metrics. The post is
inserted into an existing conversation, or new conversation, if needed. It is then placed in a Queue for
pickup by Driver clients, if not present already.

Outbound messages are also dispatched to Twitter and Facebook via the Social Analytics Platform.

Note that in order to make use of the Social Analytics reporting and dashboard capabilities, a copy of
both inbound and outbound social data will be stored in the Social Analytics database for up to four
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months.
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Setting Up Soclal Engagement 8.5.2 or
Later

Overview

Social Engagement 8.5.2 introduced new data architecture. From 8.5.2 onwards, the API connectors
to Twitter and Facebook are stored in the Genesys cloud. This allows the Genesys Engineering team
to quickly adapt to changes to the APIs made by Twitter and Facebook, and thus protect customers

from the volatility inherent in connecting to Social Networks via APIs. Now, besides installing Twitter
and Facebook drivers on-premise, you must also set up and configure the cloud component (known
as Genesys Social Admin or GSA).

Legal Terms for Social Engagement 8. 5.2
If you have not already done so, please read and accept these terms to continue.
Installing On-premise Components

Regardless of whether you are a new customer or an existing customer upgrading, it's
critical that you have already read and accepted the legal terms referenced above.

For New Social Engagement Customers:

1. Install Social Messaging Server.

2. Install Social Engagement 8.5.2

For Existing Social Engagement Customers:

1. Uninstall your existing drivers and remove their configuration options, as described here.
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2. Proceed to install Social Engagement 8.5.2, as decribed in the following section.
Installing Social Engagement 8.5.2

1. Download the installation packages for Genesys Cloud API Driver for Twitter and Genesys Cloud API
Driver for Facebook.

2. Locate the installation script for each driver (install.exe for windows and install.sh for Linux
platforms) and run it.

3. While running the script you will be asked to enter/confirm:

* Host Name

* Configuration Server Host Name
* Network port

* Username

e Password

4. Select a Social Messaging Server object.
5. Answer any other questions and finish the installation.
6. If you are an existing customer,

a. In Genesys Administrator Extension, select the Social Messaging Server object, go to the Options

tab, and select Import.
b. Import the configuration files driver-for-facebook-options.cfg for Facebook and driver-for-
twitter-options.cfg for Twitter (usually located in ...SMServer/media-channel-drivers/
channel-facebook and .../SMServer/media-channel-drivers/channel-twitter). Select to NOT
override the existing configuration options. At this point, you have two new configuration sections:

[channel-facebook] and [channel-twitter]. For more information on importing .cfg files, see the
Genesys Administrator Extension User Guide.

7. Use Genesys Administrator Extension to configure your Social Messaging Server application for the

Twitter and Facebook driver channels. For more information about the Social Messaging Server options,
see Social Messaging Server Options.

Preparing for the Cloud Integration

After you have completed the above steps, you can gather the following information:

1. Identify and note the name of the company/organization that will be using the product—for example,

XYZ Corp. This is your Account name for Genesys Social Admin.
2. For Twitter:

a. ldentify and note the handle, (and optionally, keyword strings) that you plan to use for your Twitter

feed:

¢ In most instances, using just the Twitter handle used for responding will be a sufficient first step;
for example, ‘@XYZCorp_Help'.

e It is CRITICAL that only the appropriate keywords are used. Twitter does not permit infinite

Social Media Solution Guide 75



Social Media Cloud Connectors for Twitter and Facebook Setting Up Social Engagement 8.5.2 or Later

access to the Twitter data feed. If very broad or popular keywords are used inappropriately, too
much data will be consumed. If keywords such as: #JustinBieber, #iphone, #awesome were
used the likely result would be a data failure.

e Testing for keywords may be necessary in order to check and see if they are inappropriate. To do
this go to https://twitter.com/search-home and enter the keyword(s) you plan to use (one at a
time). View the search results and if they are relevant. Only relevant keywords should be used.

b. Note the login and password credentials for any twitter handles you intend to use with Social
Engagement.

3. For Facebook:
a. ldentify and note the names of the of the Facebook pages that you plan to use.

b. Note the login and password credentials for the user that has administrator access to these
Facebook pages.

Note also the following:

¢ Ports—Both Twitter and Facebook drivers (installed in Social Messaging Server) connect to the Social
Admin platform (in the Genesys cloud) using HTTPS on standard port 443. All API calls must go over
HTTPS.

* Copy, Paste, Save—In the first seven steps of the following setup you will have to copy and save
various pieces of text in order to use them in later steps. Please have a plain-text editor ready on your
desktop and be prepared to save text (along with descriptions regarding the text) from steps 1 through
7.

Cloud Integration

Contents of this section:

Set up an account

Create a Twitter account channel
Create a Twitter service channel
Create a Facebook account channel
Create a Facebook service channel
Define an Admin user

Configure connections

e o R

Using more than one Twitter handle
1. Set up your company/organization account

The first step of deploying Social Engagement requires you to create an Account within the Social
Admin component of Social Engagement.

a. Navigate to https://socialanalytics.genesyscloud.com/gse/signup. You should see a form titled "Setup
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g.
h.

your Social Engagement Software."

= Genesys

Satup your Social Engageman Softwan

Setup Form

Populate the fields. Note and copy the value of Company/Org. Name to your text file (for example,
Company/Org. Name: ##> ACME XYZ123 Corp.) You'll use this text in a later step of this setup.

. Click Continue.

Go to your email inbox and open the email titled "Confirmation required for Genesys Social Engagement
deployment". If you don't see it, check your spam folder.

Follow the steps described in the email and select the option to log in using the email and password
you've just created.

After successfully logging in, navigate to the top right hand corner of the screen and click on the small
gear icon and then on the Settings option from the drop-down that appears.

Actions

————

-
i ]
{-.S.E'E:qf..ﬂ’
In the next view, click the Accounts options.
Click the pencil icon to open the edit view for the account that you have just created

In the edit view of your account, copy and paste the value of the API key field to your text file. You'll
need it in a later stage of this setup.

e ~ EEC
§ ==
e —
-
T — e —
F - o f“-—__:L_ - _'_____-..:-'
. bl el ek T
API key

j- At this point it is not necessary to make any changes to the other fields and attributes on this form.
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2. Create a Twitter channel with the type Twitter:Account

The Twitter Channel with channel type "Twitter:Account' is the mechanism you will use to authenticate
to Twitter. Please be ready with your organization's Twitter handle (login) and Twitter password before

proceeding.

Your company or organization may use multiple Twitter handles. Step 8 below
describes how to handle this situation.

a. Navigate to the top right hand corner of the screen and click the small gear icon, then click Settings on
the drop-down that appears.

b. In the following view, select Channels, then click the green + icon to create a new channel.

Socaal Admin

. Settings - Channels

2 Accounts

& Geoups
Settings-Channels

The New Channel window displays.

Hewi Chareed
= Channss
Charwel Type * fiease i channs lyps ]
; AoTaT
i Goups Ghandel Hame *
Descrghsn

= Cefaut Channeh
&£ Fasswond

3 User D

New Channel
c. From the Channel Type drop-down, select Twitter:Account.

d. Add a Channel Name. Please use the form <your channel's Twitter handle> - Twitter Account.
Example: @Genesys - Twitter Account.

e. Optionally, add a description that indicates the planned usage of the channel.

f. Click Save and Proceed.

g. An extended form displays. On it is a Channel ID, as shown in the figure below. Make a note of this
Channel ID—it will be needed for a later step
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Chasnel D SEOEMN TIESIeE 45500

h. Click Login to Twitter.

Authorise Social account W Login to Twitter

i. Enter the Twitter credentials for your organization: username (handle) or email, and the password
associated with your Twitter account. IMPORTANT: Also check Remember me.

Authorize an

|ﬁ https://api.twitter.com/oauth/aut | #—I"

 ® O O Twitter application "

’ Sign up for Twitter »

Authorize Genesys Social
Engagement. to use your
account?

Genesys Social
Engagement.

WIWW.0enesys.com

|L,| sername or email

Password

[ Remember me - Forgot password?

j- A window that displays Access_token successfully saved indicates that you have successfully
authenticated to Twitter.

3. Create a Twitter channel with the type Twitter:Service

A Twitter channel of type Twitter:Service will listen for mentions of your keyword(s) on Twitter.
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a. Navigate to the top right hand corner of the screen, click the small gear icon, and select Settings.
b. In the following view, select Channels, then click the green + icon to create a new channel
c. In the New Channel window (see the figure New Channel above):

i. From the Channel Type drop-down, select Twitter:Service.

ii. Add a Channel Name. Please use the convention '<your channel's Twitter handle> - Twitter
Service'. Example: @Genesys - Twitter Service.

iii. Optionally, add a Description.
iv. Click Save & proceed.

d. An extended form displays.

Mrm Charrel
v T Terfte oo
Crusesll Hare © Wity - T e
D ription Tsn phanred reonsior Testier rmesbora around B the
Bierriy hirde
Liaiipt * i EPgish  m Spanen
s ¢ & Saraw
& Afagncwd
-
(= e S P —

New Channel, extended
i. Click in Languages to select one or more languages.

ii. In Keywords, type the handle you will be using to listen for mentions, for example @Genesys, then
hit Return or Tab. This will have the effect of sourcing all tweets based on the handle that you use.

e If there is a need, you may source additional posts by populating other words and phrases in the
keyword field; for example, #Genesys.

e |t is not possible to exclude posts with certain mentions, while including others. The inclusion of words
or phrases in the keyword field is the only mechanism for sourcing posts from Twitter. If you have a
need to use a broader range of words and phrases, it is important to review Best Practices for Managing
Keywords in Twitter Service Channels below.

Click Yes if you want to Skip Retweets. Skipping retweets means your system will not source tweets that
have been retweeted, which may help cut out clutter and noise. You may want to select No if you want to
analyze retweets and viral activity.

In Twitter Handle(s), just type the Twitter handle that you will be using to respond, example @Genesys. It
is only possible to respond with one handle per channel. If you need to create multiple channels for the
purpose of responding using different channels, this is addressed later in step 9.

Click Update and Proceed.
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4. Create a Facebook channel with the type Facebook:Account

A Facebook channel of this type is the mechanism you will use to authenticate to Facebook. Please be
ready with your organization's Facebook administrator login credentials for the relevant page(s)
before proceeding. For simplicity, please make sure that you are currently logged into Facebook (with
this administrator's password) using the same browser that you are using for this setup.

a. Navigate to the top right hand corner of the screen and click the small gear icon, then click Settings on
the drop-down that appears.

b. In the following view, select Channels, then click the green + icon to create a new channel.

Social Admin

. Settings - Channels

X accouns

& Geoups
Settings-Channels

The New Channel window displays.

Hewi Chareed
= Channss
Charwel Type * fiease i channs lyps ]
; AoTaT
i Goups Ghandel Hame *
Descrghsn

= Cefaut Channeh
&£ Fasswond

3 User D

New Channel
c. From the Channel Type drop-down, select Facebook:Account.

d. Add a Channel Name. Please use the convention <company name> - Facebook Account. Example:
Genesys - Facebook Account.

e. Optionally, add a description that indicates the planned usage of the channel.

f. Click Save and Proceed.

g. An extended form displays.
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Update Channel
Areard Strend e
Chmered Trpm ® Facaook
Dhgrel Mara Cetmaprp - Fpobooi Aot
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Update Channel

h. Make a note of the Channel ID—it will be needed for a later step

i. Click Login to Facebook. A pop-up appears asking you to log in to Facebook

L [

e AR S s o = A

Facabook Login Fne

sl o0 Proea: | P it 15 iR i

L]
B Kawp e oggein
 Log v [P -

Facebook Login

j. Log in with the admin credentials for the Facebook pages that you want to use. It is important that
these user credentials have Facebook admin access to all of the Facebook pages to be used.

k. Once you have logged in and authenticated you should see a message access_token successfully
saved, close window. You may close this window.

5. Create a Facebook channel with the type Facebook:Service

A Facebook channel of this type is used to listen for posts, comments, and messages on Facebook.

a. Navigate to the top right hand corner of the screen and click the small gear icon, then click Settings on
the drop-down that appears.

b. In the following view, select Channels, then click the green + icon to create a new channel.
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. Settings - Channels

SETTINGE

& Accounts

& Groups
Settings-Channels

The New Channel window displays.

Heaw Charesl

L scoourns Charuai Type P :
& Groups Channel Hame *

Descrghan
= [efault CRannel
B Fassword
S [ iy
New Channel

c. From the Channel Type drop-down, select Facebook:Service.

d. Add a Channel Name. Please use the convention <company name> - Facebook Service. Example:
Genesys - Facebook Service.

e. Optionally, add a description that indicates the planned usage of the channel.
f. Click Save and Proceed.

g. Update Channel displays.

A Dy Faid
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Lt T e g iy 1 1 it
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Update Channel
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h. Make a note of the Channel ID—it will be needed for a later step

i. Click Facebook Pages to get a drop-down list of all of the Facebook pages that the Facebook user is an
administrator of. Select each page that you want to monitor.

j. Click Update & proceed.

6. Define an Admin user for the account

You will also have to create a new admin user login and password in order to facilitate communication
with Social Messaging Server.

a. Navigate to the top right hand corner of the screen and click the small gear icon, then click Settings on
the drop-down that appears.

rem @ rrs L
B rravan
A socesm

& = i

[

Py =l

T

New User
b. From the following view, select User Management.
c. In the First Name field, type the company's name followed by a 1; for example, Genesys1.
d. In the Last Name field, type admin.

e. In the Email field, type an email address using a format like the following:

Genesysl Admin@GenSocialEngage.com. Copy and paste this email address to your notepad file as it
will be used for a later step of the deployment.

This email address will not be used for sending or receiving emails. It is only used to manage logging in, and
communications between the cloud and on-premise components of Genesys Social Engagement.

f. Make sure that Admin is selected in the Roles field.

g. Click Create.

. Now return to User Management. You should see a list of the users associated with the account that
you have set up.

[ [ T —
W Crasnen

Pyr— Huze ol LR Pl

User Management
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i. Click Reset Password for the admin user that you have just created.

j. Enter a new password, and make a note of it (copy and paste to your text file); also make a note of
associated email address. You will use them in a later step of the deployment.

7. Configure connections

To configure connections between the on-premise Social Messaging Server and the cloud-based
Account and Channels that you set up in Steps 1 through 5 above, you must set values for certain

configuration options.

a. Import the configuration options files, being sure to select No in response to Do you want to
overwrite the existing data?

b. Set option values both the Twitter and Facebook Drivers. The values are based on the setup in Steps
1-6. Be sure that your text file has all of the text that you've copied and pasted clearly identified. Set

the option values by copying and pasting the exact values from your text file (complete descriptions of
these options are on this page).

gsa-account-name
gsa-api-key

gsa-channel-id

gsa-channel-name

gsa-url-base
gsa-user-name

gsa-user-password

Option Values

Option

Value
Company/Organization name from Step 1
API key from Step 1

Facebook—Facebook:Service Channel ID from
Step 5

Twitter—Twitter:Service Channel ID from Step 3

Facebook—Facebook:Service channel name in
Step 5

Twitter—The exact text used in the
Twitter:Service channel name from Step 3

socialanalytics.genesyscloud.com/api/v2.0
The admin email address from Step 6
The admin password from Step 6

Sample values are shown in the following figures (click to enlarge). Note that the values of gsa-
api-key, gsa-channel-id, and gsa-user-password are masked in these figures for privacy.
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Facebook Sample
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Twitter Sample

c. Test both channels by submitting posts via Twitter and Facebook, and seeing if they appear in the
customer’s Workspace.

8. Using more than one Twitter handle to respond to customers

Use this step if a Genesys customer has two or more Twitter handles (for example, @ACMEXYXCorp1,
@ACMEXYZCorp2) that they wish to use for conversing with customers on Twitter.

The best practice for Facebook is to make the user that is authenticated to Facebook

and admin user of ALL of the pages that will be selected for monitoring in step 5. This
will mean that the step outlined here will not be necessary for Facebook.

Repeat Steps 2 and 3 above to configure another pair of Twitter:Account and Twitter:Service channels
using another twitter handle.

Repeat Step 6 to add another admin and set a password, taking care to note the new email that you use
and password. These will be used in a later step.

c. Log out of https://socialanalytics.genesyscloud.com

admin@gendemo.com ~ -

Actions
User Profile
-
il L
s, Logout 2

- -
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d. Now use the admin credentials just created to log in again to https://socialanalytics.genesyscloud.com

e. Navigate to the top right hand corner of the screen and click the small gear icon, then click Settings on
the drop-down that appears.

f. Click Default Channels.

g Profile - Dedaash Cheiemed s
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Default Channels
g. From the pulldown, select the Twitter:Account channel that you just created.

h. Now repeat Step 7: import another Twitter channel configuration template and set the options using the
values of the new Twitter:Service handle and the additional admin email and password that you just

created.

Best Practices for Managing Keywords in Twitter Service
Channels

When setting up a Twitter:Service channel, you have the option to add any text in the Keyword field.
It is important to use only appropriate keywords. If your keywords are very common or popular, your
inbound feed may be cluttered with too many useless posts. In extreme scenarios, Twitter may cut off
access to data if the data volumes are too high. This might occur for example if you were to input
keywords such #awesome or hello. (Go to www.twitter.com for more information regarding rate

limits.)

If one were to set up a channel to monitor mentions of Genesys on Twitter, some appropriate
keywords and phrases would include: @Genesys, #Genesys, and Genesys software.

It is essential to check that keywords you use are not too broad or ambiguous. Go to
https://twitter.com/search-home and check the keyword(s) you plan to use (one at a time). You will
need to view the search results and assess the results. If there were a company called "United Ultra
Local Bank Inc." one might be inclined to use the keyword #United. This would be a mistake, as it
would source a flood of unnecessary posts from Twitter users that are submitting posts relating to
#United Nations, #United States, Manchester #United, and so on. Even worse would be #Check,
savings account, #balance, or overdraft as these are even more generic.
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Social Media Plugin for Workspace Desktop
Edition

Overview

Genesys provides a plugin that adds functionality to Workspace Desktop Edition, enabling agents to
handle social media interactions.

Outline of Deployment

The 8.5.0 release of Social Media Plugin for Workspace Desktop Edition for Social
Media requires Workspace 8.5.1 or later.

1. Configure Interaction Workspace. Note that to use role-based access control, you must use Genesys
Administrator to configure Workspace Desktop Edition and the plugin.

2. Install Interaction Workspace using the non-ClickOnce deployment procedure, also known as "installing
the Interaction Workspace Application."

Tip

The social media plugin does not support ClickOnce deployment.

3. Configure and install the social media plugin, being sure that your configuration procedure includes
importing the template and metadata for the plugin (see Genesys Administrator 8.1 Help for
information on importing metadata). This makes roles and other required items available.

4. Assign privileges, if you are using role-based access control.

* You must assign all Workitem privileges. The plugin does not support unassigned Workitem
privileges.

* Assign <socialmedia> privileges.

5. Provide values for the configuration options that you added to your Interaction Workspace Application,
as described in the next section of this page.
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Setting Options

This section provides an outline of the options for the Social Media plugin. Full descriptions of all
options can be found in the eServices 8.5 Reference Manual. Some options are similar enough for all
media that they can be described together. In the following descriptions, <media-type> substitutes
for twitter, facebook, facebooksession, or rss. For example, <media-type>.response-wait-time
stands for facebook.response-wait-time, facebooksession.response-wait-time,
rss.response-wait-time,and twitter.response-wait-time. All options are located in the
interaction-workspace section.

Queue Options (mandatory)
You must set a value for these options.

e <media-type>.default-queue—Specifies the name of the queue in which outbound interactions are
first created. This name must be identical with the the name of the default queue in the Business
Process that the plugin uses. In the sample business processes that are provided with Genesys Social
Engagement, the names are:

¢ Facebook Outbound Init Queue

e Twitter Outbound Init Queue

e <media-type>.outbound-queue—Specifies the name of the queue in which an outbound interaction is
to be placed when an agent is done editing it.

Regex Options

These options allow for certain strings to be highlighted and made clickable when interactions are
displayed.

e <media-type>.url-regex—Highlights URLs and makes them clickable. Default value:
(http|https|ftp)\:\\\V/[a-zA-Z0-9\-\.1+\.[a-zA-Z]{2,3} (:[a-zA-Z0-91%)?\/?([a-ZA-Z0-9\-\. \D\\'\\+&%\$# \=
~\WW\EDHF[ M\ Mu2026\<\"\.\,\)\(\s]

e <media-type>.hashtag-regex—Highlights hashtags and makes them clickable. Default value: (?:(?<=
\s)| ™) #(\WHA-Za-z_]+\w*)

e twitter.mention-regex—Highlights mentions in Twitter and makes them clickable.

Color Options

These options allow messages to be displayed in different colors in the Facebook Session view using
Hexadecimal color codes.

e facebooksession.agent.text-color—Specifies the color of the text of the messages that are entered
by the agent in the Facebook Session view.

e facebooksession.agent.prompt-color—Specifies the color of the prompt for the messages that are
entered by the agent in the Facebook Session view.

e facebooksession.client.prompt-color—Specifies the color of the text of the messages that are
entered by the target client in the Facebook Session view.
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e facebooksession.client.text-color—Specifies the color of the client text in the Facebook Session
view.

e facebooksession.other-agent.prompt-color—Specifies the color of the text of the messages that
are entered by the target agent in the Facebook Session view.

e facebooksession.other-agent.text-color—Specifies the color of the other agent text in the
Facebook Session view.

e facebooksession.system.text-color—Specifies the color of the text for system messages in the
Facebook Session view.

Workbin Options

e workbin.<media-type>.in-progress
e workbin.<media-type>.draft
These options specify the names of the workbins in which interactions are placed.
* Inbound interactions are placed in the InProgress workbin; for example, workbin.twitter.in-progress

= Twitter Workbin InProgress.

e Outbound interactions are placed in the Draft workbin; for example, workbin. facebook.draft =
Facebook Workbin Draft.

Other Options

e <media-type>.response-wait-time—Specifies the length of time that Workspace Desktop Edition
waits for a response to a request to Interaction Server.

* <media-type>.toast-information-key—This is an instance of a more general Workspace Desktop
Edition option. See, for example, email.toast-information-key.

e <media-type>.auto-answer—Specifies whether the interaction is automatically accepted, and joined if
necessary, when an Interaction Server Invite event is received.

e <media-type>.prompt-for-done—Specifies whether the application prompts a confirmation message
when a user clicks the Done button.

e <media-type>.subject-max-chars—Specifies a maximum length of characters for an outbound
interaction subject.

e display-format.interaction-<media-type>-name—Defines the format of the tooltip that is presented
when hovering the pointer over the Case tab, if the media type of the main interaction is Voice. It is
specified by a string that contains a compilation of characters and field codes from the following list:
$Interaction.Type$, $Interaction.CaseId$, $Interaction.Id$, $Interaction.MainParty$,
$Contact.X$, $AttachedData.Y$ (X: name of contact attribute, Y:attached data key name)

e facebook.comments-order-direction—Specifies the order that comments are shown in, top to
bottom. Possible values are:

¢ ASC (the default)—older first
e DESC—newer first
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e facebook.comments-pagination-size—Specifies the number of comments (a) shown initially and (b)
added when show more is clicked.

e facebook.image-attachment-max-size—Specifies the maximum size, in kilobytes, of a picture that is
attached to a post.

e facebook.use-esp-broadcast—Specifies whether the ESP request GetChannelsDescription is sentin
broadcast mode.

e facebooksession.enter-send-pm—Specifies whether hitting Enter does (true) or does not (false, the
default) have the effect of sending a Private Message that is being composed. Added in release
8.5.300.03.

e facebooksession.time-stamp—Specifies whether the time stamp is displayed in the Facebook Session
transcript area.

e facebooksession.transcript-time-frame—Specifies the range of time, in hours, in which to search
for previous interactions by the same contact to populate the Facebook Session transcript from the
contact history. A value of @ means nothing is added to the contact history.

e intercommunication.<media-type>.queue—Use this option as a template for any specific workitem
media-type to specify the name of the Interaction Queue that is used by the Routing Based feature for
the specified workitem media-type. The following attached data are added by Interaction Worskspace:
IW RoutingBasedOriginalEmployeeld, IW RoutingBasedTargetId, IW RoutingBasedTargetType,
IW RoutingBasedRequestType.

e intercommunication.<media-type>.routing-base-actions—Use this option as a template for any
specific workitem media-type to define the list of Routing Based actions that an agent is allowed to
perform for the specified workitem media-type.

e intercommunication.<media-type>.routingbased-targets—Use this option as a template for any
specific workitem media-type to define the list of targets that are contacted through the Routing Based
mechanism for the requests that are defined in the intercommunication.<media-type>.routing-
based-actions option.

¢ keyboard.shortcut.interaction.facebooksession.transfer—Specifies a valid shortcut key. For
example: 'Win+A', 'D1', 'SPACE', 'Ctrl+Alt+V', 'Ctrl+Shift+Alt+V'.

e log.filter-data. facebookPictureBody—Specifies whether the value of facebookPictureBody in
attached data is printed in log files.

e twitter.direct-message-disable-reply—Disables (true) or enables (false, the default) the Reply
and Replay All buttons in Direct Message tweets. Added in release 8.5.300.03.

e twitter.image-attachment-char-1length—Specifies the length, in characters, of the shortened URL
Twitter uses to replace all images in the outbound message text.

e twitter.image-attachment-max-size—Specifies the maximum size, in kilobytes, of a picture that is
attached to a tweet.

e twitter.max-chars—Specifies the maximum number of characters allowed per tweet or direct
message.

* twitter.sentmessages-image-max-height—Specifies the maximum height, in pixels, of attached
images in the History pane. The default value is 260, valid values are 50-1000, and changes take effect
immediately. Added in release 8.5.300.03.

e twitter.shortened-url-char-length—Specifies the length to which Twitter shortens URLs.

e twitter.use-esp-broadcast—Specifies whether the ESP request GetChannelsDescription is sentin
broadcast mode.
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Migrating from 8.5.1 to 8.5.2 or Later

1. As a safety measure, back up your 8.5.1 configuration by exporting the [channel-<any name>] and
[channel-<any name>-monitor-<any name>] sections relating to your Facebook and Twitter
channels (these might have names like channel-facebook, channel-facebook-monitor, channel-twitter,
and channel-twitter-monitor).

2. Delete the [channel-<any name>] and [channel-<any name>-monitor-<any name>] sections
relating to your Facebook and Twitter channels.

3. Uninstall the existing Facebook and Twitter drivers.

Tip

All of the preceding actions can be done in Genesys Administrator, by navigating to
your Social Messaging Server Application object, then clicking Export and Delete (on
the Options tab) and Uninstall (any tab).

4. Proceed to set up Social Engagement 8.5.3.
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Legal Terms for Social Engagement 8.5.3

Overview

IMPORTANT - THIS DOCUMENT MUST BE READ IN FULL AND TERMS ACCEPTED PRIOR TO THE
DEPLOYMENT OR UPGRADE OF GENESYS SOCIAL ENGAGEMENT

The release of Genesys Social Engagement version 8.5.3 ("Product") introduces some significant
changes over earlier versions of the product. For details regarding these changes, please see this
link.

Prior to deploying (or upgrading) and using the Product (and subsequent versions) you agree to
review the remainder of this document, after which you will select the click-to-accept option to be
bound by these Terms. If you do not agree to these Terms, in whole or in part, you will reject the
Terms and refrain from deploying or otherwise using the product. If you are deploying (or upgrading)
the product on behalf of an organization or entity ("Customer"), then you are agreeing to these Terms
on behalf of that Customer and you represent and warrant that you have the authority to bind the
Customer to these Terms. In that case, "you" and "your" refers to you and that Customer.

Social Engagement Channels

Channels in the Product are used to source and dispatch data to and from Twitter and Facebook and
potentially other Social Networks ("Social Media Providers"). You, or authorized persons working with
the Customer may setup channels for the purposes of enabling engagement around Customer’s
business on Social Media. Customers will not setup channels for the purpose of monitoring
competitors branded social networking pages or for uses outside of the need to engage and manage
conversations regarding their business on Social Media.

The Customer’s usage of Social Media will be bound by the Social Media Providers: Rules, and Terms
of Service, that may be found on Social Media Providers branded web pages. Notwithstanding any
term in the Agreement to the contrary, Genesys reserves the right to suspend the Product, or portion
thereof, or reject or cancel the transmission of any information through the Product based upon (i)
reasonable belief that the use of the Product is in violation of applicable laws or Social Media
Providers Terms of Service (ii) Customer’s use unreasonably burdening the platform running the
Product (e.g., use of broad search criteria) or (iii) an imminent compromise to the security or integrity
of the platform running the Product. As practicable depending on the circumstances, Genesys will
provide written notice of the suspension and keep Customer reasonably informed of Genesys’ efforts
to restore the Customer’s use of the Product.

Customer Interactions Stored in the Genesys Data Center

In order to facilitate the use of the analytics component of the Product, Genesys will store a copy of
the customer’s inbound and outbound Twitter and Facebook posts, comments, and messages
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("Customer Interactions") in a Genesys-managed software-as-a-service environment/data center, for
a maximum of 4 months, after which the data will be deleted from the Genesys-managed software-
as-a-service environment/data center. Customer will not use the Product to receive or transmit
sensitive data, including but not limited to personal health information, personally identifiable
information, passwords and sensitive account access information, and credit card information.
Provided that Customer is fully compliant with the limitations in this Agreement, Genesys shall
maintain reasonable, appropriate administrative, physical, and technical safeguards for protection of
the security, confidentiality and integrity of Customer Interactions while such interactions are stored
with the Genesys-managed software-as-a-service environment/data center center

As between Genesys and Customer, the Customer Interactions are the proprietary material of
Customer and shall be considered Customer’s Confidential Information. Customer grants Genesys a
non-exclusive, non-sublicenseable (except to parties working on Genesys' behalf), non-transferable,
royalty-free license to access, process, store, transmit, and otherwise make use of the Customer
Interactions as directed by Customer or as necessary to provide the Product capabilities and to
otherwise fulfill its obligations under and in accordance with the Agreement.

Data Limits

Genesys does not limit the number of inbound Customer Interactions, but limits imposed by 3rd
parties such as Twitter and Facebook apply to inbound Customer Interactions and thus may impact
the availability and throughput of such inbound Customer Interactions. Inbound Customer
Interactions may include tweets that mention the company’s handle or tweets that mention
keywords, or Twitter Direct Messages, or any posts or comments around the customer’s Facebook
page or events, or Facebook Private Messages via Facebook or Facebook Messenger.

Genesys does not limit the number of outbound Customer Interactions that are issued in direct
response to inbound Customer Interactions.

Service Availability Support and Warranties

Service level targets as set out in the Support Guide for On-Premises Licenses shall come into effect
following acknowledged receipt of All Relevant Information being supplied by Customer to Genesys
for the Product.

Maintenance must be purchased with new and continued use of the Product. The analytics
component of the Product is facilitated by the Genesys-managed software-as-a-service environment/
data center. Use of analytics component of the Product is only available for those customers that
purchase and continuously maintain Maintenance. Lapse in maintenance coverage terminates any
usage right of the analytics component of the Product.

Customers that discontinue Maintenance, may build custom interfaces to Social Media Providers, and
continue to use the engagement capabilities of the Product.

Customer acknowledges that the Product is dependent on access to various third party services
(including (but not limited to) Twitter and Facebook) and you agree that Genesys is not responsible
for the non-availability, delays, failures or interruption affecting the Service or the performance of the
Service caused by any such third party services or errors or bugs in software, hardware or the
Internet on which the Service relies as you acknowledge that we do not control such third party
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services and such errors or bugs are inherent in the use of such software, hardware and the Internet.

Disclaimer

THE PRODUCT AND SERVICES ARE PROVIDED ON AN "AS IS" "WHERE IS" AND "AS AVAILABLE" BASIS
WITHOUT WARRANTY OF ANY KIND EITHER EXPRESS OR IMPLIED, INCLUDING BUT NOT LIMITED TO
THE IMPLIED WARRANTIES OF MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE, AND NON-
INFRINGEMENT. GENESYS MAKES NO REPRESENTATIONS OR WARRANTIES THAT USE OF THE SOCIAL
ENGAGEMENT SERVICES WILL BE UNINTERRUPTED, TIMELY, COMPLETE, OR ERROR-FREE.

Do you accept these terms?

ACCEPT
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