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Genesys Web Engagement Developer's Guide

Genesys Web Engagement Developer's
Guide

This Developer's Guide includes the following introductory material to help you to understand and
use Genesys Web Engagement:

e Product Overview — Start here for an overview of Genesys Web Engagement's features, components,
and related components.

e Architecture — A look at the high-level architecture and event workflow for Genesys Web Engagement.
e Visitor Identification — Identify visitors and capture their activities on your website.

e Engagement Models — Define categories or business events with the Simple and Advanced Web
Engagement models.

e Application Development — Contains information about the entire application development process,
including how to create, build, and deploy your application; creating business information, catetories,
and rules; customizing the widgets and engagement strategies; testing with the Web Engagement
Proxy; and enabling monitoring.

¢ Genesyslab Sample — A full Genesys Web Engagement sample application you can deploy and test.

e Check Your Application Version — Details how you can check the version of your application and the
Genesys Web Engagement Servers.

e Using the Plug-in for GAX — Provides information about the Plug-in for Genesys Administrator Extension
and how you can use it to create your Web Engagement application.

¢ Using the Plug-in for IW — Provides information about how the Plug-in for Interaction Workspace
extends the IW interface to support Genesys Web Engagement.

Developer's Guide


https://docs.genesys.com/Documentation/IW/8.1.1/Developer/ProductOverview
https://docs.genesys.com/Documentation/IW/8.1.1/Developer/Architecture
https://docs.genesys.com/Documentation/IW/8.1.1/Developer/CustomerIdentification
https://docs.genesys.com/Documentation/IW/8.1.1/Developer/Models
https://docs.genesys.com/Documentation/IW/8.1.1/Developer/ApplicationDevelopment
https://docs.genesys.com/Documentation/IW/8.1.1/Developer/GenesyslabSample
https://docs.genesys.com/Documentation/IW/8.1.1/Developer/CheckYourApplicationVersion
https://docs.genesys.com/Documentation/IW/8.1.1/Developer/UsingthePlug-inforGAX
https://docs.genesys.com/Documentation/IW/8.1.1/Developer/UsingthePlug-inforIW

Product Overview

Product Overview

What is Genesys Web Engagement?

Genesys Web Engagement provides the ability to monitor, identify, and proactively engage web
visitors in conversations that match business objectives. Customers are identified using robust
business rules that provide a simple and comprehensive means for identifying key customers based
on their behavior on your website and their value to your business. Key customers are then
evaluated, leveraging the full power of Genesys Orchestration, and the best candidates are matched
with the best agents, allowing you to better achieve your business objectives, including new
customer acquisition, product sales, or customer support.

Genesys Web Engagement integrates the browsing activity of your web visitors into the overall
Genesys customer service process. It records the customer web-browsing history, gathers accurate
information, and converts it into Genesys interactions.

In addition to its monitoring features, Genesys Web Engagement enables you to engage the online
customer by chat or voice callback.
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From the customer standpoint, there is no visible
change in the web experience.

Get to Know your Web Visitors

Genesys Web Engagement develops an understanding approach of the customer's interaction with
your website. Its web monitoring features connects the web content as a self-service channel into the
Context Services.
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It translates the raw web activity into a form suitable to customer service.

* Basic Usage Information. Get to know if a customer has ever used the web channel, and if so, how
recently (and/or how frequently).

* Browsing History. Each time that the customer browses your website, a session is created to store the
visited pages in the customer history. This provides information on what the customer may have been
looking for or may be interested in.

¢ Activities and Outcomes. Genesys Web Engagement allows you to tag web pages and define
associations between URIs and outcomes to build a higher-level model of the customer browsing
activity. This model is then usable to drive further interactions on other channels (chat and web
callback, for now).

In addition, Genesys Web Engagement includes several scenarios for identified and unknown web
visitors, detailed in Visitor Identification Scenario.

e If the user is not authenticated, the engagement decision should be taken by an agent or configured
through custom Web Engagement rules.

¢ When engaging an unauthenticated user, Genesys Web Engagement asks for the user's registration.

Pro-active Follow-up

Genesys Web Engagement enables real-time or offline post processing of customers' web-browsing
activity to identify potential for proactive follow-up. You can define service assistance to notify agents
when some specific use cases should lead to a proactive follow-up. In addition, the flexibility of
Genesys Web Engagement allows to submit this follow-up for validation to agents, in order to make
sure that the follow-up is appropriate.

For example, some use cases could be:

¢ When a shopping cart is abandoned, it can be caused by a lack of information. A proactive follow-up by
an agent - via any number of channels - can help to close the sale.

e If a customer bought a product several weeks ago but abandoned a transaction recently, an agent could
call to ask about satisfaction with the earlier purchase and afterwards follow-up with a question about
the abandonment.

e If a customer submits a bad rating or comments about one of your products, an agent could follow-up
by e-mail with a survey about his dissatisfaction.

In addition, if the contact center decides to make a proactive offer, the Browser-Tier Component
checks that the visitor is still present, then pops up a widget in the browser window ("Click here to
chat"). If the visitor accepts the offer, the chat connection is made in the standard way using existing
components.

Components

Genesys Web Engagement interfaces with the standard Genesys Call Center Solution and requires
minimal changes to your website: to interface your website with this product, you simply add a
JavaScript tracking code to your web pages. In addition, Standard Genesys interfaces, such as
Composer, Genesys Rules Development Tool, and Rules Authoring Tool, enable you to develop and
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deploy custom rules and business attributes to fine-tune your web engagement scenarios. Genesys
Web Engagement is composed of three components, detailed in the Architecture page:

« Web Engagement Browser-Tier Agents are loaded in the JavaScript tracking code, which submits
system and custom events based on the customer's browsing activity.

« Web Engagement Frontend Server manages the event flow submitted by the browser-tier agents
and is responsible for the complex event processing and submitting actionable events.

« Web Engagement Backend Server interfaces with the Web Engagement Frontend Server and the
Genesys Contact Solution to store web engagement information and implement web engagement
action.

In addition to rules templates, deliverables include the following plug-ins:

* Web Engagement Plug-in for Administrator Extension, implementing:

* Script Generator, to generate the standard JavaScript tracking code that you must add to your
web pages.

» Categories, to create custom business data.

« Web Engagement Plug-in for Interaction Workspace, to get all the web-based contexts routed to
agents. This plug-in is mandatory to enable chat and web callback engagement features in Interaction
Workspace.

Browser Support

Genesys Web Engagement supports the following web browsers:

Google Chrome

e Mozilla Firefox 9.0+

Microsoft Internet Explorer 7, 8, 9, 10
e Apple Safari 5.0+

Genesys Web Engagement supports the following mobile browsers:

¢ iOS Safari

¢ Android Chrome

Features

Genesys Web Engagement includes the following features:

* Integrated Proactive Chat and Proactive Web Callback
Optimization / Pacing of Proactive Engagement Invitations

Included Web Engagement applications for proactive Genesys Chat and Genesys WebCallback
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e Behavior Rules Authoring for simplified tooling of Web Pages
Categorization - Key word and regular expressions for out-of-the box web page identification

Out-of-the box business events for capturing searches and timeout as part of behavior rules

Out-of-the box rule templates and business rules interface for defining engagement rules based on
customer behavior

Support for advanced business events to capture events not covered by categories
Business User friendly Uls for creating both Categories and Business rules

¢ Monitoring and data storage of customer web activity
Storage of web history for authenticated customers

RESTful API for full access to web history

Integrated Agent Interface for Interaction Workspace
Out-of-the box Agent Desktop support

Live monitoring of customer during engagement
Integrated view of Web History

e Reporting - Historical and Real Time
Templates for out-of-the box real-time interaction reporting of Web Engagement

e Integrated with core Genesys product suite

Related Components

Genesys Web Engagement interacts with the following Genesys Products:

e Interaction Workspace—The Genesys Web Engagement Plug-in for Interaction Workspace is required to
interface Genesys Interaction Workspace with Web Engagement. This plug-in enables you to get all the
web-based contexts routed to agents. This plug-in is mandatory to enable chat and voice engagement.

* Context Services

* Orchestration Server
» Stat Server

e SIP Server

* Interaction Server

¢ Chat Server
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Architecture

High Level Overview

Genesys Web Engagement provides web services to interface your website with the Genesys Contact
Center Solution:

e The Browser Tier widgets or Agents are embedded in javascript code snippets inserted into your
webpages; they run in the customers' browser and track their browsing activity;

¢ The Frontend Server includes the Web Monitoring Service and the Web Notification Service,
responsible for managing the data and event flow, based on a set of configurable rules and customer's
defined business events;

e The Backend Server stores data, submits information to the Genesys Solution, and manages
engagement requests to the Genesys Contact Center Solution.
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The Browser Tier Agents are implemented as JavaScript components that run in the customer's
browser. To enable the monitoring of a web page, you create a short standardized section of
JavaScript code with the Genesys Administrator Extension plug-in and then, you add this code to the
<html></html> section of your web page. When a customer visits the webpage, the code retrieved
within the page loads all the necessary artifacts like the JavaScript libraries and Domain Specific
Language (DSL) rules embedded in the JavaScript code. The DSL rules cover:

e The HTML elements to monitor;

¢ The custom business events to send to the Frontend Server;

e The data to include in the events.
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The Browser Tier generates categorized standard System and custom Business events, defined in the
DSL definitions, and sends them to the Frontend Server over HTTP.

Web Engagement Services

1. Retrieve web page
«® eombedding javascript code

2. Loads web engagement

libraries and tracking code 3 Send business and
L J system events

Web browser

/)

Visitor

Browser interactions at runtime.

Genesys Web Engagement provides the following browser tier agents:

* The Monitoring Agent service records the web browsing activity. It generates basic system events
such as visit-started, page-entered, and additional custom business events, such as 'add-to-
shopping cart'. These events are sent to the Web Engagement Frontend Server for further processing.
For further information about events, see Event Workflow.

* The Notification Agent provides the browser with the asynchronous notification of the engagement
offer by opening an engagement invite. It opens the engagement window.

« The Engagement Agent provides the engagement mechanism, chat communication or web callback
initialization.

If you are interested in monitoring features only, you do not need to install the Notification and
Engagement Agent modules. Note that you cannot dynamically activate or deactivate the Notification

and Engagement Agents on a visitor-by-visitor basis.

Web Engagement Frontend Server

The Genesys Web Engagement Frontend Server receives system and business events from the
browser's Monitoring Agent through its RESTful interface.
e SYSTEM events are constants which cannot be customized. Two types of system events are available:
* Visit-related events, such as VisitStarted or PageEntered,

* lIdentity-related events, such as Signln, SignOut, UserlInfo.
See Visitor Identification for further details.
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* BUSINESS events are additional events that you can define with the Monitoring DSL to customize your
application according to your requirements. For further details on their implementation, see Creating

Business Events.

The Frontend Server performs an analysis of event correlation and attributes (such as the event
name, event type, URL, or page title) and then assigns categories to the events. The integrated
Complex Event Processing (CEP) engine validates these categorized events against the business rules
and creates actionable events, which the Frontend Server sends to the Backend Server.
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“page exited”
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In addition, the Web Engagement Frontend Server also sends real-time invitation notifications to the
Web Notification Agent of the web browser.

Web Engagement Backend Server

The Web Engagement Backend Server is the engagement's entry point for the Genesys Servers and
delivers web information to the contact center, allowing correlation with contact information.

The Service Gateway stores the events received from the Frontend Server,
manage contexts and histories in the database, and submits them to the
Genesys Servers. Then, when the Engagement Service is notified to present a
proactive offer, it retrieves the engagement context with the help of the
Gateway, based on the visit attributes, and if the Orchestration rules authorizes
it for the given web page, the proactive offer is displayed in the web page.

Developer's Guide
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If the visitor accepts, the Engagement Service connects to the Genesys Servers.
Once the connection is established, the Engagement Service manages the
engagement context information across the visit.

Your Web Engagement Application

To enable web engagement on your website, you must implement one of the web engagement
models available: simple or advanced. Genesys Web Engagement provides you with the Tools to
develop and deploy your application specific to your website, as detailed in Application Development.
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Event Workflow

f.i Purpose: To provide additional details about the
event flow.

The Genesys Web Engagement Frontend Server receives system and business events from the
browser's Monitoring Agent. This event flow is used to create actionable events which will generate

requests to the Genesys Solution, and make possible the engagement, follow up, and additional
actions with the Genesys Solution.
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Event Workflow

Event Flow Under the Covers
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Event Flow Under the Covers

When the customer visits the website, the interactions with the webpages generate a flow of events,
such as Session Started, Timeout, Button clicked, and so on. The browser's monitoring agent will
submit only relevant events, according to the page rules, DSL, and category information. Additional
Complex Event Processing Rules are used to manage the visit and the context information, and

SCXML logic enable to proactively engage or follow-up or implement any other action.
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Event Definition and Customizations

SYSTEM events are constants which cannot be customized. Two types of system events are
available:

¢ Visit-related events, such as VisitStarted or PageEntered.

¢ Ildentity-related events, such as Signin, SignOut, Userinfo.

See Visitor Identification for further details. BUSINESS events are additional custom events, that you
can create by implementing Advanced Engagement:

* You can create and define them in the DSL loaded by the monitoring agents in the Browser, with the
Monitoring DSL API: For details on their implementation, read Creating Business Events.

¢ You can submit them from your webpages, by using the Monitoring Javascript API.
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Visitor Identification Event Workflow

Visitor ldentification

Overview

Genesys Web Engagement allows you to capture visitor activities on your website and to build a
complete history of the visitor’s interactions with your contact center.

When a visitor browses your website, the tracking code submits SYSTEM events to the Web
Engagement servers that constitute a visit, such as VisitStarted, PageEntered, SignlIn, UserInfo,
and so on. The association or relationship between the visit and the visitor is based on the flow
derived from SYSTEM events, in addition to the information retrieved from the Contact Server. In the
end, you can access visit history through the Event Resource in the History REST API.

To associate the visitor with the visit, Genesys Web Engagement must "identify" the visitor as one of
three possible states:

¢ Authenticated—The visitor logged in to the website with a username and password. The username can
be an e-mail address, an account name or other similar identifier, depending on your website. When a
user is authenticated, Genesys Web Engagement can maintain an association between the visitor and
the visit.

e Recognized—The visitor closed the browser window and did not log out, but the website can submit
user information with the sendUserInfo event, which contains the userId.

¢ Anonymous—The visitor is anonymous.
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Visitor Identification Event Workflow

[Sign I

[Sign Out]

[Leave wio "Sign Cut" & Clear cookies]
Visitor states

Genesys Web Engagement relies on your website to trigger the transitions between visitor states. You
can do this by updating the tracking code with the following events in the Monitoring JavaScript API:

¢ sendSignin—Send this event when the user is authenticated by the website. This allows the system to
identify the user and creates a new "session" with a sessionID that is unique to a visit and will last the
duration of the visit. Only Authenticated visitors have an associated sessionId.

e sendSignOut—Send this event when the user logs out of the website.

Note: The sessionld lasts for the duration of the authenticated user's visit to your website. It is stored
in a cookie and sent with every event that occurs between Signin and SignOut, and is changed
automatically after every Signin event.

* sendUserIinfo—Send this event when the user visits your website after closing the browser window on
an authenticated session. For details, see Recognized Visitors.

Visitor Event Timeline

The figure below shows the timeline for events that take place when a visitor browses your website.
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Visitor Event Timeline

All visitors to you website are identified with a visitorId, which can be used to associate the visitor
to events, such as PageEntered or PageExited, during the span of the visit.

Accessing Visitor Information

The History REST APl is a RESTful interface that allows you to manage a collection of JSON objects
using POST and GET HTTP requests. You can create or access visitor information in the Backend Server
database at any point during the event timeline by using the History REST API resources:

e The visit resource contains information about a visit that is started when a visitor navigates to your
website. This visit is associated with the flow of pages visited (entered and then exited) by the visitor.

Developer's Guide
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Visitor Identification Event Workflow

The visit ends when the visitor closes the browser or leaves the website.
e The identity resource contains information for an authenticated visitor.

* The session resource contains information about the events and pages involved in the visitor's browsing
activity during the time between Signin and SignOut.

* The page resource contains information for a specific page entered at a given time. If the visitor leaves
the page and then later revisits the page, a new page resource is created.

¢ The event resource contains information about SYSTEM and BUSINESS events.

When a visitor begins a visit on the website (a browser session is opened for the website), the
Backend Server creates a visit resource and records the browsing history related to the visit by
creating a page resource for each page entered and then exited. These events are also recorded as a
collection of events associated with the visit and the pages.

Authenticated Visitors

When the visitor is Authenticated on the website, you should use the sendSignIn event so that
Genesys Web Engagement can start a new session. When the Backend Server receives this event, it
creates a session resource and an identity resource to store the visitor information. The identifying
information used to login (for instance, the e-mail address) is available in the SignIn event and is
used to:

e Create the identityId or search the visitor's identity resource.

e Associate the visitor with a contact in the Genesys Solution.
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Visitor Identification Event Workflow
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The SignOut and UserInfo events are used to manage the collections of additional information.
These collections, called contacts and useridentifications, are introduced in the Backend Server
database.

e The contacts collection maintains the association between the identityIds and the sessionId,
visitId, and globalVisitId.

e The useridentifications collection store all of the SYSTEM events.

Recognized Visitors

When an Authenticated visitor closes the browser window without signing out and then later revisits
your site, you can use the sendUserInfo event to tell Genesys Web Engagement that the visitor is
now Recognized.

You will need to send the userId in the sendUserInfo event. How you track the userId depends on
your website. For example, you could create a persistent cookie to store the userId when a visitor
logs in to you website. Then when a visitor first browses your site, you could check the cookie and
call the sendUserInfo event if the cookie contains the userId. There are many possible scenarios -
the best implementation is entirely dependent on your website and its workflow.

Note: The visitor's identity cannot be guaranteed in the Recognized state. For instance, another
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Visitor Identification Event Workflow

member of the visitor's family could be browsing the website with the same computer.

Anonymous Visitors

If the visitor is not Authenticated or Recognized, no identity is created. The visitor's activity on the
website, including events and pages visited, are still associated with the visit.
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Engagement Models

Implementation of the Models

When you develop a Web Engagement application, you start by creating your application with the
script tools which generate default SCXML, rules template, and DSL code. All this material is available
for customization through specific tools. The diagram below shows where you can customize the Web

Engagement data used by your application.
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Relationship between tools and application data.

1. You create categorization information with the Category Manager interface of the Genesys
Administrator Extension. This information is added to the Configuration Server and retrieved by the
Frontend Server. When the Frontend Server receives a browser request, it checks the category
information.

2. You must publish the CEP rules template associated with your engagement model. You can modify this
template before you publish it. Before you build, deploy, and start your application, you can also edit
the SCXML files available in the _composer-project directory of your application folder.

3. The Genesys Rules Authoring Tool (GRAT) gets the CEP Rules template and allows you to create a
package of CEP rules based on your categories (simple model) or on your business events
(advanced model).

If the Web Engagement servers are built, deployed, and started, you can deploy rules with GRAT.
The GRAT notifies the Backend Server that rules are available in the Rules repository.
The Backend Server downloads the rules.

The Backend Server updates the Frontend Server.

S A

When a browser submits a request to the Frontend Server, the Frontend Server checks the categories
before providing the monitoring data.

Simple Engagement Model

Simple Engagement is deriving categories from the content of the SYSTEM and BUSINESS events.
With this model, you do not need to create business events. You create rules and category
information based on the available out-of-box system events. See Simple Engagement for further
details.

Advanced Engagement Model

Advanced Engagement model uses Business events defined in the Browser-Tier DSL to create event-
related rules. Once the business event gets generated by the Browser-Tier DSL, all the event
attributes are available for the complex event processing and orchestration. See Advanced
Engagement for further details.

Models combination

You can combine both the category and business event-based models to extract the most value out
of the solution.
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Simple Engagement

Simple Engagement is a simple solution to add Web Engagement to your website with limited effort.
Through the Plug-in for the Genesys Administration Extension, you can define, in a few clicks, web
engagement categories that contain business information related to URL or web page titles. Then, to
implement web engagement, you can use or customize the category-based rules template and define
rules in Genesys Rules Authoring tool. These rules implement conditions based on category
information to define when to submit an actionable event (which will start the engagement process).
For instance, you can define a category for a set of pages, identified by a category name, which
contains tags associated with titles or parts of the URL. For instance, it is possible to define a Product
category associated with the http://www.genesyslab.com/products/index.aspx page and several
or all product subpages, such as http://www.genesyslab.com/products/genesys-voice-
platform/overview.aspx or http://www.genesyslab.com/products/proactive-contact/
overview.aspx.

¢ To associate the category with all the pages containing the "products" string in the URL, you can create
the "products" tag which defines the "products" string as the plain text expression to search in the
events triggered by the customer browsers.

¢ To set up a specific list of subpages for the Products category, you can create a tag for each of them:

* The "genesys-voice-platform" tag which defines the "genesys-voice-platform" string as the plain text
expression to search in the events triggered by the customer browsers.

* The "proactive-contact" tag which defines the "genesys-voice-platform" string as the plain text
expression to search in the events triggered by the customer browsers.

Categories and tags define the following parameters:

Element Attributes Description

Defines the category processing

information. Each category owns
name - category name (used for

category o a collection of tags which contain
SUENT CEllRgprZE Il the information related to URLs
and titles
* name - tag display name
* expr - expression to search.
e type - type of the expression
to search: o
_ Categorization tag. The tag
* Regular Expression - contains specific business
tag regular expression search  information (strings or regular
« Plain Text - substring fi>t<|;:;rse55|on) to search in URL and

search. Default value.

¢ Google Like Expression -
converts an expression
using Google search
operators to a regular
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Element Attributes Description

expression.

e case-sensitive - true to make
the expression case sensitive;
false by default;

* locale - localisation string;
enables you to make the
expression to search specific
to the localization of the
Browser.

For guidelines to create categories with Genesys Administrator, see:

¢ Creating Categories

* Using the Plug-in for the Genesys Administration Extension

Default Templates for Category-Based Rules

The templates for Category-Based Rules define how to process events sent from the Web
Engagement Frontend Server. They define both the type of events to take into account and the action
to perform. The Genesys Rules Authoring Tool loads the template and uses its content to help you
define rules. These templates can be modified with the Genesys Rules Development Plug-in (in
Composer or in Eclipse). The following table defines the possible types of rules available in the
default WebEngagement CEPRule_Template:

e The Singleton template allows a single event as input for the generation of the actionable event.

¢ The Sequence template enables a sequence of incoming events following a predefined order to
generate the actionable event.

The Set template allows an unsorted set of incoming events.
¢ The Counter template counts the events matching the same category.
e The Search template submits an event when the search box is hit.
e The Timeout template submits an event when the timeout event occurs.
To implement these templates, you must create rules and select specific sequence of conditions, as

detailed in the table below. Note that the rules implementation is done through the Genesys Web
Authoring Tool.

Template Implementation

Singleton

The template receives each single event as a
formal parameter. If the event's value matches the
right category, then the actionable event is sent to
the Web Engagement Backend Server.

Description
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Expression Example

Sequence

Description

Expression Example

Set

Description

event
" [category=="HD1

Wait for event

GWM single.png

When
page transition event occurs that belongs to
category $category

Then

generate actionable event

This template analyses the event stream received
from the categorization engine and builds the
sequence of events by category values. As soon as
the event sequence is completed, the actionable
event is submitted. Note that the event sequence
must follow a specific order.

event
A{category=="HDTV"]

Wait for event

Click to enlarge.

When
page transition event occurs that belongs to
category $categoryl save as $eventl

and
event following $eventl with category
$category?2 save as $event2

énd
event following $event”'1 with category
$category” save as $event”

Then

generate actionable event based on $event”

This template analyses the event stream received
from the categorization engine and collects the
events by category values. As soon as the event
set is completed, the actionable event is

submitted. If you use this template, the event order
is not taken into account.
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Expressions

Counter

Description

Expressions

Search

Description

X event
~[category=="HDTV

GWM Set.png

event
category="5Suppo

When
page transition event occurs that belongs to
category $categoryl

or

page transition event occurs that belongs to
category $categoryl

page transition event occurs that belongs to
category $category"”

Then

generate actionable event

This template analyses the event stream received
from the categorization engine and counts events
which occur for a given category. As soon as the
counter is reached, the actionable actionable event
is submitted.

counter++
eV

H By
Wait for event i[ca tegory:

[ne]

GWM Counter.png

When
Category $category counts $count times

Then

generate actionable event

The actionable event is submitted if a Search
event occurs.
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When
event with name Search save as $eventl
Expressions
Then

generate actionable event based on $eventl

Timeout

The actionable event is submitted if a Timeout

Description event occurs.

When
event with name Timeout save as $eventl
Expressions
Then

generate actionable event based on $eventl

Details about the CEP Rules Template

The CEP Rules Template is created with your application at the following default location: You can edit
the CEP Rules Templates in Composer or Eclipse with the Genesys Rules Development Tool; see:

e Configuring Genesys Rules Development Tool
¢ Publish the CEP Rules Template.
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Template Development - WebEngagement_CEPRule_Templates,Actions - Composer

Edtﬂrmmwmum Configurstion Server  Window  Help
| -l |- |7 -ldidia 5B0LABC-EE| W] E AT

18} |Eﬁ Temglate Development 7 Composer Design g Composes

(B Frojact Explores S:a\ = Elwﬁaummub&wm W_&mmm ]”&

= 13 ‘WebEngagement_CEPRule Turrdatus
e = Actions Editor ['WebEngagement_CEPRule_Templates] i
i @ Generabe Actionable Event
% Generate Actionable Event predefined RN + X TR

F /2 Condrians

[+ AND w Mame: | Generats Actionable Event

i~-#l3 Check search string % (Ganerate Actionable E1 Language Eepression:
i #(3 Folowing event with cabegary
i-#( Folowing event with name | gererate actionable event based on {event}
il Has Category

#(3 Has Cabegory without save Rule Language Mapping:

*[2 Has Name

i o Has Name Ay sendEvent{{event}, ed, drocls);

| #[3 Remember last event
'—l O Erums 1| I _hl i

-4 Fack Model

B, Fumctions -

T, sendéctionableEvent [2: problems | £ Properties Eé\\\__ E 5

B T: Paramelers
-8 catagary
O evert
13 everkhiame

EI GRS Sarver Explorer E@\ Q=
= Erironment
& BlueSkyRules
B OESSampleTemplate
£ oPMSampleRules
5 PES_Rudes
i MiebEngagement_CEFfule_Templates — — ( |

= || zamcifaam | |

CEP Rules Template in Composer

bl ali

The CEP Rules Templates in Composer.

The content of this project defines the actions, conditions, functions, and enumerations, any
information that will be part of the rules that you will create upon this template with the Genesys
Authoring Tool, as detailed in Create a Rules Package. Note that if you customize your rules
templates, you must republish them. See Publish the CEP Rules Template.

Actions

The list of actions available in the template is listed in WebEngagement CEPRule Templates >
Actions. You can edit, add, or remove these actions. In the Genesys Rules Authoring Tool, when you
create a rule based on the template, you can add an action by clicking on the Add action button; the
GRA Tool will display all the actions defined in the template. See Create a Rules Package for an
example of implementation. The default action lists is the following:
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¢ Generate Actionable Event

¢ Generate Actionable Event Predefined

Enums

The enumerations available in the template is listed in WebEngagement CEPRule Templates >
Enums. You can edit, add, or remove these enumerations. When you create a rule based on the
template, you can specify a Phase by clicking on the Add Linear Rule button in the GRA Tool. The
GRA Tool will display all the enumerates available in the template. In the default template, no specific
enumeration is available. See Create a Rules Package for an example of implementation.

Conditions

The conditions are listed in WebEngagement CEPRule Templates > Conditions.

Development - WebEngagement _CEPRule_Templates/Conditions - Composer
awigste Search Project Run  Configurstion Server  Window  Help
Q- |9 | 2L BE DR PR - - -
plate Development &5 Composer
sporer 22 = i T 2 B[ 5 defaukworifiow | 5 Parameters [WebEngagement_CEPR 3 Enums [WebEngags
:tm"”" LS <2 Conditions Editor [WebEngagement_CEFPRule_Templates|
-onditions
1% Chedk search string Conditions ¢ Condition Details
{3 Followirg event with category ) -
13 Following event with name o2 Check search string Naene: | Check search string
- - .
S e B raorona T
e
1 Has Name |#2 Has Category | event ssarches {searchtring)
13 Has Name without save |3 Has Category withaut save
43 Remember last event 83 Has Mame Rule Language Mapping:
{3 Save category as event #03 Hars Name without save .
12 Timeout on cabegory |-=22 Ranember last event Eventieval{§evant.gethiame().equats] Search')), eval $event. getDataPropertyalus('
Srwng #5 Save cabegory a5 event
@ Event #3 Timeout on category
B everttiame
D EvertType
Fack Model
= Event
Sunchions
*arafmekers
Engagement_ChatRouting
Engagement_EngagementLogic
Engagement_Engagement wWidgets
vy Explorer 55 =0
S| | | L
fce Information
ronment (2. Protiems 55

List of conditions in the CEP Rules Template.

You can edit, add, or remove these conditions. Each condition associates a name with an expression.
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When you create a rule based on the template, you can add one or more condition to this rule by
clicking on the Add condition button in the GRA Tool. The GRA Tool will display all the condition
expressions available in the template. Note that for complex templates, you need several conditions
to implement a rule. See Create a Rules Package for an example of implementation.

Condition Name

Check search string

Following event with category

Following event with name

Has Category

Has Category without save

Has Name

Has Name without save

Remember last event

Save category as event

Timeout on category

Condition Details

Expression

event searches {searchString}

AND event following {prevEvent}
with category {category} save
as {event}

AND event following {prevEvent}
with name {eventName} save as
{event}

page transition event occurs that
belongs to category {category}
save as {event}

page transition event occurs that
belongs to category {category}

event with name {eventName}
save as {event}

AND event with name
{eventName}
Precondition: save last event

category is {category} save as
{event}

Timeout event occurs with
category {category}

Condition details

Returns true if the event Search
occurs and if the {searchString}
label is found, this event's result
is saved in the {event} label.

If the event follows {prevEvent}
and contains the {category}
label, this event's result is saved
in the {event} label.

If the {eventName} follows
{prevEvent} in parameter, this
event's result is saved in the
{event} label.

If the event is a page transition
for the given category, this
event's result is saved in the
{event} label.

Returns true if the event is a
transition to the given category's

page.
If the {eventName} occurs, this

event's result is saved in the
{event} label.

Returns true if {eventName}
occurs.

Saves the last event.

If the event contains the given
category, this event's result is
saved in the {event} label.

Returns true if the Timeout event
occurs for the given category.

Customization Sample: Creating a New Condition Template

Purpose: Create a new condition for a page following a given category name. Start

1. Open the CEP Rules Template project with the Genesys Rules Development Tool (in Composer or in
Eclipse) and navigate to the Conditions item.

2. Expand Conditions to open the Conditions editor.

3. In the Conditions tab, click on the + button. The Add Condition dialog box opens.
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*add X
Add Condition

Create a new template condition

Name: I Page following with category|

| % I Cancel

4. Enter a name and click OK. The condition is added and selected in the condition list; the condition detail
panel opens.

5. Insert the Language Expressions and Rule Language Mapping:

(43 Contions [WebEngagement _CEPRus_Templstes hagin] 1 _ =0
«3 Conditions Editor [WebEngagement_CEPRule_Templates_kaplan] 5]
Conditions = X Cioaruefiit b Dt ails:

Haime: P Folowing with categany
{3 Check search strirg [Page £

o[ Check smarch shrirs) withaut Save

{3 Folowing event with cabegory 3 gl

i3 Followang event with name [ pasge Fiolowang {prevEvent) with category {Cabegory) save as {event}

(3 Has Categary

{3 Has Cabegory without save Ruile Laniguage Mapping:

-

b e YA Tovent]: Evertievall{evert] gethame().cquab{ PageErkered)) 6 evall (evert) hasCategory( cstegory] ), ths after {prsvEvert]) =l
#5 Page folowng vith category

3 Remember last evert
=3 Save category as event
{3 Trmsout on category

: of

6. Click on the Save button.
7. Publish the CEP Rules Template in the Rules Repository.

Stop

The rule is now available in the Genesys Rules Authoring Tool:
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Advanced Engagement

Advanced Engagement enables customization based on business events. You can create new
business events by writing new DSL code in the DSL files of your application, as detailed below. In
current versions, only Timeout and Search events are available. To customize this model, you must
first define your own events using the DSL loaded in the Browser-Tier Agents. Then, you can use the
Advanced Rules Templates to create rules based on these events.

Creating Business Events

Customizing the DSL Files

When you create a new application with the tools script as detailed here, a default set of DSL files is
created and used by your application. These files are defined in the apps\<Your application
name>\frontend\src\main\webapp\resources\dsl directory. You can edit the domain-model.xml
and add there a list of events, with specific conditions, related to your web pages' content. Default
domain-model.xml

<?xml version="1.0" encoding="utf-8" 7>
<properties debug="false">

<events>
<event id="" name="">
<!-- Add your code here -->
</event>

<event id="SearchEvent" name="Search">

<trigger name="SearchTrigger" element="" action="click" url="" count="1" />
<val name="searchString" value="" />
</event>
<event id="TimeoutEvent10" name="Timeout-10" condition="">
<trigger name="TimeoutTrigger" element="" action="timer:10000" type="timeout"
url="" count="1" />
</event>
<event id="TimeoutEvent30" name="Timeout-30" condition="">
<trigger name="TimeoutTrigger" element="" action="timer:30000" type="timeout"
url="" count="1" />
</event>
</events>
</properties>

By using the <event></event> element, you can create as many BUSINESS event that you need.
These events can be tied to the HTML components of your page. For instance, in the genesyslab
sample, the domain-model.xml file declares the SearchEventClick, which is related to the #top-
search-input textbox, the search box on top of all the genesyslab.com pages. Source code of
genesyslab.com

<fieldset id="top-search">
<div class="search-bar clearfix">
<input type="text" id="top-search-input" value="Search"></input>
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<a href="#" id="top-search-submit" class="sprite"></a>
<input type="hidden" value="1" name="StartRow">
</div>
//. ..

Event in the domain-model.xml file

<?xml version="1.0" encoding="utf-8" 7>
<properties debug="false">
<events>
/7. ..
<event id="SearchEventClick" name="Search">
<trigger name="SearchTrigger" element="#top-search-submit" action="click" url=""
count="1" />
<val name="searchString" value="$('#top-search-input').val()" />
</event>
/7. ..
</events>
</properties>

You can create several events with the same name but different identifiers. This is useful to associate
several HTML components with the same event if these HTML components have the save function.
For instance, you can define several events associated to the Search feature and these events will all
have the same name. For each event, you can define triggers which describe the condition to match
to submit the event:

e Triggers enable to implement timeouts.

e Triggers can be associated with DOM events.

* You can define several triggers for the same event (see <trigger> for further details).

DD For further details about each element, see the Monitoring DSL API.
i User's Guide Next Step: Publish the CEP Rules Template.

Implementing Events in your Webpages

Another solution consists in using the Monitoring JavaScript API, which allows you to submit events
and data from the HTML source code. In this case, you can use the _gt.push() method which allows
you to decide when events should be submitted and which data they generate, directly from the
webpages. See Monitoring JavaScript APl Reference for further details.

Default Event-Based Template

The templates below define conditions to fulfill in order to generate the actionable event:

e The Singleton template allows a single event identified by its name.
* The Sequence template defines a sequence of incoming events in a predefined order.

¢ The Set template specifies an unsorted set of incoming events.

All these templates associated with event names are available in the CEP Rules Templates. For further
details, see Simple Engagement.
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Singleton

Description

Expression Example

Sequence

Description

Expression Example

Set

Description

The template receives each single event as a
formal parameter. If the event's value matches the
condition's event name, then the actionable event
is sent to the Web Engagement Backend Server.

) event
| r n "
Wait for event eventName==""
When

event with name $name

GWM single.png

Then

generate actionable event

This template analyses the event stream received
from the categorization engine and builds the
sequence of events by event names. As soon as
the event sequence is completed, the actionable
event is submitted. Note that the event sequence
must follow a specific order.

- event
Wait for event eventName=="Search"] Wait for event

Click to enlarge.

When
event with name $name save as $eventl

and
event following $eventl with name $name2
save as $event2

ﬁnd
event following $event” ! with name $name”
save as $event"

Then

generate actionable event based on $event”

This template collects the events by event names.
As soon as the event set is completed, the
actionable event is submitted. If you use this
template, the event order is not taken into account.
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event
>;¢wlnlﬂum="5nr:h"] ; [w:rtf
event
—}1 Wait fc
eventiName="Caompara”] :

GWM Set.png

When
event with name $namel save as $eventl

or

event with name $name2 save as $event2
(...)

Expressions or

event with name $name" save as $event”

Then

generate actionable event
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Application Development

Developing an application for Genesys Web Engagement is the process of defining all the
components deployed through the Web Engagement Servers to implement Web Engagement
features in your Genesys Contact Center, and to add Web Engagement to your website. When you
create and configure your application, you create all the materials that will be used to generate the
actionable events: customized business information, conditions, and engagement strategies. As a
result of an actionable event, the Web Engagement servers will engage the customer with a chat or a
web callback invite. Your application also contains the widgets for managing these invites, including a
registration form submitted to anonymous customers who accept the invitation. The provided script
tools create your application in the 'apps' folder where Web Engagement is installed. This creation
includes all the default rules templates, logic (SCXML), events (DSL), in addition to web-specific data
and engagement widgets. These materials must be compiled to generate the new Genesys Web
Engagement Servers embedding your Genesys Web Engagement application. Then, you must deploy
these servers to replace former versions of Genesys Web Engagement. You can develop two types of
applications, tightly-coupled to engagement models:

e Simple application—Implement default web engagement capabilities (DSL scripts and rules), and
provide customization through categories and rules.

e Advanced application—Implement business events (DSL) and use event-based capabilities to write
implement web engagement to rules.

Application Development Workflow

The following diagram describes the development workflow for a Web Engagement application.
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Start here

Create your application

Category-based Model

—
Create Categories
with
Web Engagement
GAX plug-in
LS

Create and Deploy
Rules Create Customized AND { OR
with Genezyz Aules |:> Business Information Advanced Model
Authoring Tool
Create Customized
Business Events
using DSL
Publish
Start Rules Template and
Web Engagement Customize Logic
Semnvers with Genezys Aules

Development Tool

| 3 | 3

Build and Deploy Er?gsaegynignt Nﬂat;leatc?f?cm
your application © Script Tool Model
i i

Application Development Lifecycle

1. Create your application
e Tool: Web Engagement Scripts

* Description: For each application you must use script tools to create and configure your customized
Web Engagement application.

2. Create Customized Business Information
Depending on the engagement model that you implement, you must define business information
specific to your web pages that will be used to submit actionable events and web contexts to the
Genesys Solution.

* Create categories (Simple Model)
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Tool: Web Engagement Plugin for Genesys Administrator Extension

Description: The categories contain business-related information to link your application with
your web pages. They are used as parameters to set up conditions on events and generate
actionable items.

Edition: You can modify category information at runtime. The Frontend Server checks category
information when receiving web requests.

e Create Business Events. (Advanced Model)
Tool: Text editor/Chromium Instrumentation Tool

Description: You can create your own business events and DSL rules loaded in the monitoring
agent. Then, these events are used to generate actionable items.

Edition: To make DSL changes available for production, the Frontend Server must be rebuilt
and restarted. You can also test the changes at runtime with Chromium Instrumentation Tool.

3. Publish Rules Template and Customize Logic
Tool: Genesys Rules Development Tool

Description: You must publish a Web Engagement Rules template before you can create rules.
Optionally, you can customize the rules template, and you can also customize the SCXML files
describing the Web Engagement logic before you deploy the Frontend server.

4. Build and deploy your application
Tool: Web Engagement Scripts

Description: If you create a new application or modify the SCXML, the DSL, or the logic of your
application, you must build and deploy before you start the Web Engagement Servers.

5. Start the Web Engagement Servers
Tool: Web Engagement Scripts.

Description: To enable your application, you must start or restart the Web Engagement Servers.

6. Create and Deploy Rules
Tool: Genesys Rules Authoring, version 8.1.300.xx

Description: You must create rules to optimize the event flow and create complex conditions to
generate actionable events sent to the Genesys Solution. These rules link with the categories
containing the business information.

Edition: You can deploy rules only if the Web Engagement servers are started.

Tasks Summary
This table summarizes the tasks that are required to create a Genesys Web Engagement application.
Task Objective Related Procedures and Actions

o * Create a New Application Project
Create a Genesys Web Engagement Application
¢ Define the Application's Monitoring Domains
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Task Objective Related Procedures and Actions

¢ Choose a Genesys Web Engagement Model
Implement your Genesys Web Engagement Model
¢ Define Business Information

¢ Import the CEP Rules Template of your
Application in Genesys Rules Development Tool

Publish the CEP Rules Template » Configure the CEP Rules Template

¢ Publish the the CEP Rules Template in the Rules
Repository

* Import the chat routing and engagement logic

Customize the SCXML Strategies .
strategies

Build and Deploy your Genesys Web Engagement * Build your Application

Application « Deploy your Application

¢ Configure the Web Engagement Channel
Start the Genesys Web Engagement Servers * Configure the Registration Form

e Start the Web Engagement Servers

¢ Create a Rules Package
GWE Create a Rules Package ¢ Create Rules in the Rules Package

* Publish the Rules Package
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Create an Application

|.¥ Purpose: To describe the creation of an
application.

As detailed in Develop your Application, you need to create an application to run Genesys Web
Engagement. The current page details the application creation and first configuration steps.

Create a New Application Project

Q Purpose: To run the create script to create your project structure. This script creates all the
files required to run Genesys Web Engagement on your website.

Start
Open the Windows Console of commands (cmd.exe) and type:

create <application name>

Stop

A folder named <application name> is created in the installation directory of
Genesys Web Engagement.
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j C:"GLTI WebMe' apps'MyProject

P
Qk_)ﬂ = DEMOSRY = Local Disk (C:) « GCTI « WebMe - apps = MyProject -

| Fle Edit  Wiew Toos Help

Organize *  Includein library =+ Share with +  Burm  Rew Folder

= apps :l Mame ~
genesyslab

_rcamposer-praject

= Hproject

) backend
_Composer-projeck
backend J environmment
ervironment fronkend
frontend proey
proxy || porm.xml
plug-ins

SEFYEFS
kerplates

The <application name> is MyProject.

This folder contains all the materials used to build and deploy your application:
e composer_project contains all the SCXML default templates for the routing strategies and GRS rule
template project. In addition, it contains the source code of the web widgets used for engagements.
¢ backend contains the Backend Server Application once the application is built.
e environment contains an environment property file.
e frontend contains the Frontend Server application once the application is built.

e proxy contains the proxy application used for testing purpose.

Next Steps

IJD Define the Application's Monitoring Domains

Define the Application's Monitoring Domains

@
L:E Purpose: To fill in the map.properties file, which contains all the information about the proxy
and the monitoring domains of your application.
Start
1. Open the \apps\<application name>\proxy\map.properties file with a text editor.

2. Fill in the domain properties:

e gwmp.domainName with the name of the domain—for instance, genesyslab.com.
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e gwmp.domainList with the list of domains, separated with semicolons—for instance,
genesyslab.com;www.genesyslab.com;www-ssl.genesyslab.com.

3. Fill in the frontend properties:

* frontend.server.host with the name or IP address of your Frontend Server.
Note: 127.0.0.1 or localhost is not allowed!

e frontend.server.http.port with 8081.
* frontend.server.https.port with 8443.

4. Save.
End

Next Steps
UD Create Customized Business Information
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Create Business Information

Purpose: To describe the steps for the
r.F implementation of your Genesys Web Engagement
model.

Choose a Genesys Web Engagement Model

Genesys Web Engagement is delivered with predefined rules templates, DSL script, and routing logic
that enable you to implement two web engagement models:

¢ Simple model: This model implements web engagement with minimal effort. In a few clicks, you can set
up categories which define business information related to your web pages, for instance, a string to
parse in the URL to generate an actionable event. Then, you create a set of rules based on categorized
events, to process web engagement.

Choose this model for a quick start with Genesys Web Engagement.

e Advanced model: This model requires the development of DSL scripts to customize at the business
event level. Then, you create a set of rules which define conditions, based on events internal (business)
information, to process web engagement.

t;jChoose this model if you need a customized event flow.

e For detailed information about the implementation of the Web Engagement models, read Genesys Web
Engagement Models.

e For detailed information about the application development process, read Application Development.

Define Business Information

Once you have chosen your web engagement model, you must create your specific business
information:

Model Task Additional details

You can delay this step and
create categories once the
servers are started. At runtime,
Genesys Web Engagement
Frontend Server checks the
categories each time it receives
a request from a browser.

Creating Categories with

S Genesys Administrator Extension

You must write your DSL business
events before you build and

Advanced Model Creating Business Events deploy, or you must restart the
servers if you decide to extend
your business events later.
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Next Steps

I® Publish the CEP Rules Template
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Create Categories

Purpose: To create Categories with Genesys
Administrator Extension. Each category contains

|.¥ business information based on URL and webpage
titles, used in conditions to generate actionable
events. For further information, read Simple
Engagement.

Creating a Category

Q Purpose: To create categories to implement the simple engagement model on your website.

Prerequisites

¢ Genesys Administrator Extension, 8.1.301.02 or later, is installed;

* Web Engagement Plug-in for Genesys Administrator is installed.
Start

1. Open Genesys Administrator Extension and login.
2. Navigate to CONFIGURATION > Categories. The Categories interface opens.
3. Select the application's tenant.

* Click on the Switch Tenant button:
Environment - Categories % @

Quick Fitter + | @
Hame Description

Click the Switch tenant.

The Switch tenant dialog box opens.

* |In the drop-down list, select the Tenant where you deployed Genesys Web Engagement.
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Switch tenant »

Environment |E|

ACME

Select the application's tenant.

* Click OK.
In the Categories menubar, click + to add a new category. The New panel appears.
Enter a Category name—for example, Products;

(Optional) Enter a description;

N o v

Enable the Show category in Interaction Workspace option to display this category in the
Interaction Workspace, if an agent opens interactions related to this category.

8. Click Save. The category appears in the Categories panel.

End

Create Category Matching Tags

@ Purpose: To add the business information which should raise events for a category. Each
matching tag contains an expression to search in URLs and titles submitted with the events of the
browser. For instance, a tag to identify the http://www.genesyslab.com/products/genesys-inbound-
voice/overview.aspx page could be the plain expression 'genesys-inbound-voice' or the regular
expression 'Inbound Voice'.

Start

1. In the Categories panel, select your category. The <category name> panel opens.
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Environment - Categories e @
Quick Fitter i
Name Description
Products This is a category for Products p...

e
e

The selected category is opened and ready for customization.

Products

Category Name *
Products

Category Description
This is a category for Products pages

Category Matching Tags *
Maoitems

Show categary in Interaction Warkspace
Language-specific Display Names
Mo items

2. In Language-specific Display names, click +. The Name details panel opens.

* Enter a Name—for example, Products.

* Select a Language—for example, en-US.

* Click Save. Interaction Workspace and other Genesys Tools will display Products for english users.

* Define additional Display Names if needed, then close the panel.
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Categories
Products (CRCREY
Delete
Mame *
[F'mduits
Category Name * i .
Products Language
French (France)
Category Description i
This is a category for Products pages
+ Save Ca
4
Category Matching Tags * i
- Mo items
+
Show category in Interaction Waorkspace
Language-specific Display Names i ]
Products (en-U5)
+

Adding French Display name.

3. In the Category Matching Tags section, click +. The Tags details panel opens.

4. Fill in the form to create a tag. For example, let's create a tag which refers to a specific product, such as
Genesys Inbound Voice:

Enter a name—for example, Inbound Voice;
Select a type—for example, Plain Text;

Enter an expression according to the selected type; for a plain expression example, genesys-
inbound-voice; for e regular expression example, Inbound*Voice

Optionally, enable case-sensitive to enable a case-sensitive search.

Select a locale language—for example, English (United States).
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Categories
Products (RS
Delete
Mame *
Inbound Vaoice
Category Name * i ] Tvoe *
Products ype
Flain Text
Category Description i ] .
This is a category for Products pages Expression
[genesys—inbnund—unice
Case-sensitive
£ Language *
Category Matching Tags * i ] English (United States)
H Mo items
E + Save Ca
Show category in Interaction Waorkspace
Language-specific Display Names i ]
Products (en-L13)
Produits (fr-FR)
+
Create as many tags as needed.
* Click Save. The new tag is added to the Category Matching Tags list.
End For further details about this tool, see also:
e You can use regular expressions to create tags.
* You can create as many tags as you need to complete your category. Note that all events raised for the
given tags will be associated with this specific category.
* You can create as many categories as needed.
Next steps
¢ Publish the CEP Rules Template
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Publish the CEP Rules Template

!.E Purpose: To publish the CEP Rule templates which
enable the rules creation.

Import the CEP Rule Templates of your Application in the
Genesys Rules Development Tool

Q Purpose: To import the template created by the create script in the Genesys Rules
Development Tool. Even if you do not plan to customize this template, your rules template must be
published in the Rules System Repository before you try to create rules.

Prerequisites

¢ The Genesys Rules Development Tool is installed, configured, and opened in Composer or in Eclipse.

e The following section uses Composer.
Start

1. Navigate to Window > Open Perspective > Other > Template Development to switch to the
Template Development perspective of the Genesys Rules Authoring Developer Tool.

Select File > Import....

In the Import dialog window, navigate to General > Existing Projects into Workspace. Click Next.

Select Select Root Directory:, then click Browse.

v ok WN

Import your project:

* Browse the \apps\<application name> folder of the Genesys Web Engagement Installation
directory and navigate to the \_composer-project\WebEngagement\
WebEngagement CEPRule Templates subdirectory.

e Click OK. The WebEngagement CEPRule Templates <application name> is added to the Projects
list view of the Import Dialog Window.

* Select the WebEngagement CEPRule Templates <application name> project.

* Warning: Do not enable the option Copy projects into workspace.

Developer's Guide 53


https://docs.genesys.com/Documentation/IW/8.1.1/Developer/CreateanApplication
https://docs.genesys.com/Documentation/GWE/latest/Deployment/ConfigureGRDT

Application Development Publish the CEP Rules Template

Import

Import Projects

Select a directory to search for existing Eclipse projects,

% Select root direckary: | C:\WebEngagement!servers\backend\appsige . Browse...

" Select archive File: | Browse. ..

Projects:

----- WebEngagement_CEPRule_Templates_geneswslab {(C:\WebEngag Seleck all
Deselact Al

Refresh

dH Y.

4| | i

| Copy projects into workspace

Wiorking sets

[~ &dd project ko working sets

Wmrking sets: j Selech, . |

@:l < Back Mexk = | Finish I Cancel

Import the default templates by clicking finish.

* Click Finish to import the project.

End
As a result, the CEP Rule Templates <application name> is added to the Project Explorer.
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ﬁ | Template Development Composer Design 'g

e x . E{L:pv:ﬁ'\

-2 WiebEngagement_CEPRule_Templates_MyProject
---C'-" Ackions

0[:: onditions

'3 Enums

% Fack Model

E, Functions

E Parameters

The CEPRule Template MyProject is added to the
Project explorer.

Next Steps
I® Configure the CEP Rule Templates

Configure the CEP Rule Templates

Q Purpose: To configure the project properties.
Prerequisites

« The Web Engagement Categories business attribute was previously defined in Genesys Administrator.

Start

1. Inthe Project Explorer, right-click on the WebEngagement CEPRule Templates project. Click on
Properties.

2. Inthe Properties dialog window:

* Navigate to Template Properties. In Publishing Data, set Type to web _engagement.
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Properties for WebEngagement_CEPRule_Templates H=]

@ Template is reserved by wou,. .. settings cannot be changed - . =

Resaurce

Builders

Projeck References
Refackoring History

Task Tags

[#--EE! Template Properties

Yalidation

10 |'u'u'eI:Engagement_CEF‘RuIE_TempIates

—Publishing Data

""" Run/Cebug Settings Type: Iwel:-_engagement j Confiqure bvpes
----- Server
..... Tenant: IEnvianment j

Description:

w
1 F

Base version: 7

Cancel

@3‘ oK I

GWE-CEPRulesTemplateComposerProjectProperties.png

* Navigate to Template Properties > Imports. The Imports panel shows up.

* Select the option Enable global imports.
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il #8 Properties for WebEngagement_CEPRule_Templates =]

It';.fpe Filker bext Imports - -

o Resource Configures globally available Jawva import declaration Faor this kemplate project. Reguires wersion

----- Euilders 1.1 REST interface

""" Project Referances ¥ Enable global imports
----- Refackoring Histary

----- FunyDebug Settings ~ Imports

""" SErver 4— rom, genesyslab, wme,cep.api, Event
""" Task Tags 4— rom, genesyslab, wme, cep.drools, EventDispatcher

Mew, ..,
[=-EE Template Properties

e Imnporks
e Wariables
F#-  validakion

Restore Defaulks | Apply |

@:J ik I Cancel |

GWE-ImportsPropertiesCEPRules.PNG

Note:The com.genesyslab.wme.cep.api.Event and
com.genesyslab.wme.cep.drools.EventDispatcher packages must be present.

* Click OK.

3. Inthe Project Explorer, navigate to WebEngagement CEPRule Templates > Parameters >
category.

4. In the Parameters Editor Panel, set the Web Engagement Categories value for the Attribute Name
option.
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Set the Attribute Name for Web Engagement.
5. Save.
End
Next Steps

IJ[:> Publish the CEP Rule Templates in the Rules Repository

Publish the CEP Rule Templates in the Rules Repository

@ Purpose: To publish the template in the repository to enable the rules creation in Genesys
Rules Authoring Tool.
Prerequisites

e Your user owns rights to manage rules in Genesys Rules Authoring Tool, as detailed in Installing the
GRDT Component in the Genesys Rules System Deployment Guide.

¢ You configured the Genesys Rules Development Tool to enable connection to the Configuration Server
and Rules Repository Server.

Start

1. InProject Explorer, right click on WebEngagement CEPRule Templates.
2. Select Publish. The Publish Template Wizard dialog box opens.
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Template Development - YWebEngagement_CEPRule_Templates_Genesyslab;/Cq

File Edit Mavigate Search Projeck Run  Configuration Server  Window  Help

J 03~ |-+ |dde 2800 &8 e

ﬁ’ | Template Developrent -:g Composer

p
|._|>_“|Pr|:-ject Explorer &3 [—| ‘5 Y = 0| &) default.workflaw &) de
= 5| Ed
E@ WebEngagement_CEPRule_Tem, e Hitol
(- = Actions ey g
0[:: Conditions 0 e
;? Enums = Copy ChrlC
- Fact Model Paste Crly _
@, Functions 3 Delete Delete skring
'Eg Parareters Move ik ik
I i il
I:::I 51 WebEngagement _ChatRouting FENaME. .. Ez mk ik
--{b' webEngagement_EngagementLe
#-1== WebEngagement_Engagementyy fugImport. .. withe
G Expart...
= rech nouk <
& | Refres Fa beve

Close Project
Close Unrelated Projects

e |

K_‘ .
Li3 GRS Server Explarer & l:‘_é} EEReservatu:uns...

as e
tegor

E Service Information Yalidate

']} Environmment Run As
Debug As
Profile fs
Tearn

v v v v v

Compare ‘With

Restore from Local History.. .
Source g
Configure r

Propetties Alk+Enter

GWE-publishinComposer.PNG

3. Select WebEngagement CEP Rule Templates.
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Publish Template Wizard =]

Project Selection

Select project to publish to the rule repositary

Praoject | Targek | Tvpe |
£ BlueskyRules i Environment COMYERSATION MGR
@ﬁOESSampleTemplate 5} Environment WD
& PFS_Rules i Environment COMYERSATION_MGR
@ﬁTestRules ']} Erviranment WD

i Environment

Edit propetties. ..

@:I Einish I Zancel

GWM Publish selectRulesinComposer.png

Click to enlarge
4. Click Finish.
End

Next Steps
Build and Deploy
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Customize the SCXML

When you create your application, Genesys Web Engagement also creates default chat routing and
engagement logic strategies in the \apps\<application name>\ composer-project\ folder.

. C:WGCTI Genesys Web Engagement’, appsh genesyslab’, _composer-project

6(:)9 | . = genesyslab = _composer-project - - m I Search _composer-project m
| File Edit Wew Tools  Help
Organize * o Open  Sharewith = Burn  Mew Folder 3EE E;l .@
=l Genesys \Web Engagement ;I Mame = |
= apps

g Heraed J webEngagement_CEPRule_Templates

Engagement_ChatRauking

[ _composer-project
WebEngagement_CEPRule_Templates Engagement_EngagementLogic
webEngagement_ChatRouting J ‘WebEngagement_EngagementWwidgets

[+

) WebEngagement_EngagementLogic

WebEngagement_EngagementiWidgets |

[+

The default strategies for chat and engagement are in the _composer-project folder.

Orchestration Server (ORS) uses these strategies to decide whether and when to make a proactive
offer and which channels to offer (chat or web callback).

You can modify these strategies by importing them into Composer.

Import the chat routing and engagement logic strategies

Open Composer.
Select File > Import....
In the Import dialog window, navigate to General > Existing Projects into Workspace. Click Next.

Select Select Root Directory:, then click Browse.

u A~ W N

Import your project:

* Navigate to the \apps\<application name>\_ composer-project folder and click OK. The list of
projects available is added to the Projects list.

* Select the WebEngagement ChatRouting and WebEngagement EngagementlLogic projects.

* Warning: Do not enable the option Copy projects into workspace.
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Import
Import Projects

Select a directory to search For existing Eclipse projects,

% Selact root directary: |C:'I,GCTI'I,Genesys WWeb Engagementappsioen:

™ Select archive file: I

Projects:

[ WebEngagement_CEPRuUle_Templates_genesyslab (C:AGCTI Genesys
-[#] WebEngagement _ChatRauting {(C:\GCTI Genesys Web Engagement)z
-[#] WebEngagement_EngagementLogic {C:4GCTT Genesys Web Engagem
- WebEngagement_Engagementwidgets {C:AGCTIVGenesys Web Engag

Kl | i

o Copy projects inko workspace

Wiarking sets

Browse, .,

Ermwse,, .,

Select Al
Deselect Al

Refresh

dH AT

[T &dd project ko warking sets

Working sets;

j Seleck, ., |

@:l < Back. Mexk = Finish

Cancel

Import the projects by clicking Finish.

* Click Finish to import the project. The WebEngagement ChatRouting and

WebEngagement EngagementLogic project are added to the Project Explorer.
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I propatpxplrer 37 2=
=
=54 WebEngagement_ChatRouting
H- = Calflows
E? db
F-£= include
IE? Interaction Processes
B (= META-INF
F- (= Reports
(2 Resources
(= are
H-E= sre-gen
(2= WEB-INF
Efb Warkflows
=14 WebEngagement_EngagementLogic
E? Zallflows
(= dh
E-(2 include
IEP Interaction Processes
[ (= META-INF
IE? Reports
E? Resources
E“E}sm
-2 src-gen
B2 WEB-INF
(22 workFlows

Jar
4

The chat routing and engagement logic projects are added
to the Project Explorer.

End

Web Services

You can use web services in your SCXML in the following ways:

e Use a State block with session: fetch. For example:

<session:fetch srcexpr="BackendURL + '/data/gateway/engage'" method="'post'"
type=""'application/json'" enctype=""'application/json'">
<content expr="ixnProfile"/>
</session:fetch>
</onentry>

¢ Use a Web Request or Web Service block. In this case, Composer requires this logic to be hosted as a
web application, which means the entire Composer project must be hosted outside of the Web
Engagement application. With Composer, you can export the project as a web application in WAR
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format.
You must set the Backend Server configuration option wmsg.connector.scxml.appUrl to the SCXML
resources hosted outside of the Web Engagement application.
If you use queue-based routing, you must also set the
wmsg.connector.scxml.incominglnteractionQueue option to your new queue name. Alternatively,

you can go to the Scripts\WebEngagement EngagementlLogic.queueBased.Incoming.Routing\
Annex\Application and change "url" to the new server.

Configure Authentication in the default SCXML strategy

Q Purpose: To add security credentials to the default SCXML strategy to support authentication
for the REST API.

Prerequisites

* Your Web Engagement Backend Server supports authentication. See Authentication for details.

¢ Your strategy uses the REST API.
Start

1. Go to \apps\<application name>\ composer-project\WebEngagement EngagementlLogic\src-gen
and open the default.scxml file in Composer, a text editor, or an XML editor.

2. Find the variables for user and password and set your authentication credentials. For example:

var user = 'userl';
var password = 'passwordl';

3. Save your changes.

End
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Propagate UserData

You can propagate user data from the Open Media (webengagement) interaction into the
engagement interaction (chat or webcallback) by following two steps:

» Attach UserData to the Open Media webengagement interaction inside of the engagement strategy.

¢ Copy the filtered UserData from the Open Media interaction into the engagemet strategy.

Attach UserData to the Open Media interaction

All data that comes from System events is stored in the Open Media webengagement interaction as a
KVlist under the key jsonEvent. You can access this data from the engagement strategy, but the
jsonEvent key is not stored in the Universal Contact Server (UCS) database, which means it cannot
be copied into the engagement interaction. If you want to store this user data in the UCS database or
copy it into the chat or webcallback engagement interaction, you must attach it manually to the
Open Media webengagement interaction in the engagement strategy. For example, you can do this
with the User Data block:

Jlﬂi default workflow &3 #| queusBased.ixnprocess WéiJ getRESTInfo. workflow \I

‘&

-

Configure Assign Data

2n ECMA Script

Assign Data

ParseBvent
% Defaule  Business Attributes © Skils © Categories
: I Malus .
rule Variablefevent_rule)
,;‘.7 Log atkemnpt_number Variablelevent_engageme

LoglhcomingBwent
»

=, User Data

AssignlData

g3 Identify Custo...

il
error. sessior-ElChdantif Customer @
errar,comm. genesyslabicompeser. badfegch
|
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Assigning UserData

This allows you to store all attached user data in the UCS database, but you can also control exactly
which data to copy into the child chat or webcallback engagement interaction.

Genesys recommends that you collect all the data you need and attach it to the
interaction in a single Assign Data block. You should avoid using the multiple Assign
Data blocks unless is it absolutely necessary.

Copy filtered UserData to the engagement interaction

When a chat or webcallback interaction is created, Genesys Web Engagement attaches the UserData
available in its parent Open Media webengagement interaction. You can control how this data is
attached by using the wes.connector.interaction.copyUserData option in the service:wes section of
the Backend Server application. This option has three modes:

e Copy all UserData
* Don't copy UserData
e Copy only specific KV pairs from UserData
The following tables provides example values for the wes.connector.interaction.copyUserData. In

these examples, the Open Media webengagement interaction UserData contains the keys ORS Data,
rule, strategy, some data.

Value of

wes.connector.interaction.copyUserData L2 L UG G L= L e

all All keys are copied: ORS Data, rule, strategy,

some data
no No keys are copied.
rule;strategy The rule, strategy keys are copied.

If the value of
<blank or empty> wes.connector.interaction.copyUserData is absent
or has an empty value, no keys are copied.

The ORS Data key is copied. my keyl is ignored
my_key1;0ORS Data because it is not part of the keys in the Open Media
webengagement interaction UserData.

Attaching data for a negative engagement scenario

The default engagement strategy uses UserData propagation to store UCS database information
about why a negative decision occurred.
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The following keys are attached to the Open Media webengagement interaction and then saved in
the UCS database:

* noEngageCode — The code for the negative decision reason.

* noEngageDescription — The extended description of the negative decision reason.

You can modify this in the engagement strategy to suit the requirements for your website.
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Customize the Browser Tier Widgets

Genesys Web Engagement includes pre-integrated Browser Tier widgets that are used for
engagements. These widgets are based on HTML, CSS, and Javascript, and can be customized to suit
the look and feel of your website.

When you create an application, Genesys Web Engagement creates a Composer project that has a
directory dedicated to the widgets: apps\<application name>\_ composer-project\
WebEngagement EngagementWidgets.

This directory contains all the files you can use to customize your widgets:

. C:GCTIY Genesys Web Engagement* apps' My Application', _composer-project’, WebEngags

.
Qn\ )v | . = QLTI + Genesys Web Engagement - apps - MyApplication = _composer-project -«

| File Edt Wiew Tools Help

Qrganize - @Open * Sharewith =  Print  Burn  Mew folder

= apps ;I Marne «
genesyslab

| C55
= L Myspplication

= _composer-project g dd
webEngagement_CEPRUle_Templates j img
WebEngagement_ChatRouting s
webEngagement_EngagementLogic . locale
= . WebEngagement_Engagementitidgets || .project

2 callback. html
achat.html
img e a chat_rnobile, htrnl

a reqistration. html

locale

The WebEngagement_EngagementWidgets directory structure

e css — The individual CSS files used to style the widgets.
e ds1l — The DSL for your application.
e img — The logo image used in the widgets.

* js — A Javascript file you can use to customize the dimensions and placement of the widgets on your
web pages.

¢ locale — The files used to localize the widgets.
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Examples
The following examples provide instructions for ways you might need to customize the widgets:
¢ Add localization files to your Web Engagement application

¢ Modify the invite message

* Modify the logo used in the widgets
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Add Localization Files

|.¥ Purpose: To add Localization Files to your Web
Engagement application.

The localization files must be compliant with jquery.localize.js, a jQuery plug-in that makes it easy to
internationalize and localize your static web site. See the official website for further information on
jquery-localize.

Add Localization Files to Your Web Engagement Application

Q Purpose: To enable additional languages for internationalization on your web engagement
widgets.

Start

1. Open the Web Engagement Installation folder and navigate to the [application name]\_ composer-
project\WebEngagement EngagementWidgets\locale directory. This folder contains the localization
resources for each widget:

* registration-<lang>.json for the registration form displayed to anonymous users.
e chat-<lang>.json for the chat invite.

e callback-<lang>. json for the callback invite.

2. To add a new supported language <lang> for these widgets, where <lang> is the short locale name of
the language (en, fr, ru etc.) or full locale name in IETF (en-US, fr-FR), follow these steps:

* Create a copy of the <name of the widget>-en.json locale file.
* Rename it to: <name of the widget>-<lang>.json.
* Edit <name of the widget>-<lang>.json and replace all the text values with your translations.
e Save.
3. To deploy these localization files:
e Stop the Web Engagement Servers.
* Build your application.
» Deploy your application.

» Start the Web Engagement Servers.

End
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Customize Invites

r.} Purpose: To describe how to customize the
engagement invites.

Modifying the Invite Message

If an actionable event is submitted to the Web Engagement Backend Server, the Genesys Web
Engagement application displays a chat or web callback invitation to engage the customer. This
invite message in the dialog box is defined in the WebEngagement EngagementlLogic project, located
in apps/<application name>/ composer/. Complete the following procedure to modify the invite
message:

Prerequisites

¢ The Genesys Rules Development Tool is installed, configured, and opened in Composer or in Eclipse.

e The following procedure uses Composer.

Start

1. In the Genesys Rules Authoring Developer Tool, select File > Import....
2. In the Import dialog window, navigate to General > Existing Projects into Workspace. Click Next.

3. Select Select Root Directory:, then click Browse. Select the WebEngagement EngagementlLogic
project located in apps/<application name>/ composer/.
Mandatory: Do NOT enable the Copy projects into workspace option.

4. Import your project.
5. Right-click the project and select Upgrade Composer Project. Wait until the upgrade is complete.

6. In the Project explorer, expand WebEngagement EngagementLogic/Worflows/engage.workflow and
click on the ECMA Script object named FulfillEngagementProfile. In the properties pane, click on
Script properties.
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} Template Development - WebEngagement_EngagementLogic Workilows,engage.workllow - Composer

Fie Edt Disgram Novigste Search Proect | Run Corfiguration Server Window Help
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& Colflows !)lmdwnduﬁug;dikmmecﬁed s Excepts
34 mECHA St St o o vt e choond e [
Lo ChooseEngagementChanned than event_voioeload, otherwise select voue
B2 Inkeraction Processes 5 Entry
L m.nwus FulFl variables, for Tj Bex
B METAIN mmmﬂ 14 Disconn
Tl e T N e T B
: :: :Eom S FulfilEngsgementPrafile gmu
22 o o
41 decsson. workfiow Mak tAttempt state | =2 Vokca Trea
1= wekEngsgement EngagementiWidgets stored In varisble * * Hesomrpldwelibs 1 _E -
(i RS Server Explover 1 ] e
B B Servie Inormation {2 Problems | ] Properties 11 s e
= ._.m i ECMA Script
| 83 com genesytt (Genesyats uks] - osert, [vsiee
ngﬁm'“mml o - 2 FufEEngageaeatProfis
o &t e - -
& WebEngagement_CEPRule_Templates_genesysisb Exeaptions [}
@j ‘ebEngagement_CEPRule_Templates_kaplan 8 St
& webErgogement_CEPRule_Templates_pfs Script SLE (event_puls e undefined) {...
7. Edit the ECMA Script and update the content of the message field in the variable engageProfile: var
engageProfile = { 'visit id': event.visitID, 'nick name': profile.FirstName,
‘first name': profile.FirstName, 'last name': profile.LastName, 'email address':
customerAddress, 'subject': channelName, 'message':'Hello. Would you like assistance
with the topic of current page? Agents are available now to answer your questions.',
‘time zone offset': 8, 'wait for agent' false, 'routing point':sipRoutingPoint,
‘ixn_type': channelType, 'pageld': event.pageID, 'inviteTimeout': 30};
8. Save your changes and generate the code. Note: This step must be completed to make your changes
available in the Genesys Web Engagement servers.
9. To make the changes available in the Genesys Web Engagement servers:
e Stop the servers in Genesys Administrator.
* Build and Deploy your Application.
¢ Start your Web Engagement Servers.
You may have to clean your cache to see the changes.
Modify the Logo used by the Frontend Server
1. To modify the logo:
* Rename your logo image to logo_small.png and copy the file in apps\<application
name>\frontend\src\main\webapp\resources\img.
Or:
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* Edit the weinvite.css file in the \apps\<application name>\frontend\src\main\webapp\
resources\css\ directory, and modify the name and relative path of your logo here:

.wedialog .dialog-content .branding-content{/*...*/ background-image: url(../img/
logo_small.png);/*...*/}

2. Save your changes and generate the code. Note: This step must be completed to make your changes
available in the Genesys Web Engagement servers.

3. To make the changes available in the Web Engagement servers:
* Stop the servers in Genesys Administrator.
e Build and Deploy your Application.

* Start your Web Engagement Servers.

You may have to clean your cache to see the changes.
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Build and Deploy

|.} Purpose: To build and deploy your Genesys Web
Engagement application.

Once you have created and configured a Genesys Web Engagement application and implemented a
Genesys Web Engagement model, you must build and deploy your application, before you start your
Servers.

Build your Application

Q Purpose: To create the application's files that will be deployed in the next step.

Start

1. Navigate to the installation directory of Genesys Web Engagement and open a new Windows Console.

2. Type:
build <application name>
End
The script starts building .war files used for deployment. If the build is successful, the console output

displays a BUILD SUCCESSFUL messages at runtime, and the .war files are created in the following
Genesys Web Engagement sub-directories:

e apps\<application name>\backend\target\MyProject-wmbackend-0.1
e apps\<application name>\frontend\target\MyProject-wmfrontend-0.1
In addition, a new map.xml file is created in the \apps\<application name>\proxy\target\

directory.
Next Steps

UD Deploy your Application

Deploy your Application

Q Purpose: Copy the application's file at the proper location.

Prerequisites
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¢ Your build was successful. If your build fails due to errors, try to fix them, then rebuild. You can neither
deploy nor start your Web Engagement servers if the build is not successful.

Start

1. Navigate to the installation directory of Genesys Web Engagement and open a new Windows Console.

2. Type:

deploy <application name>
End

The deploy script copies files to the appropriate locations. If the deploy is successful, the script
output displays the following messages:

Application '<application name>' is used
1 file(s) copied. 1 file(s) copied. 1 file(s) copied.

Do not deploy if errors occurred during the building step! See Build your Application.

Next Steps
I Start your Servers
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Start your Servers

f.F Purpose: To describe how to start the servers.

Configure the Web Engagement Channel

Q Purpose: To configure the engagement channel in the Backend Server's configuration options.

Start
1. Open Genesys Administrator and navigate to PROVISIONING > Environment > Applications. Select
the application defined for the Web Engagement Backend Server and click Edit...

2. Select the options panel. In the service:wmsg section , select
the wmsg.connector.defaultEngagementChannel option and enter the engagement mode that you
wish to implement for your application: proactiveChat, proactiveCallback.

End

Next Steps
Df} Configure the Registration Form

Configure the Registration Form

Q Purpose: Set up the Registration Form in the Backend Server's configuration options. This
option displays the registration form to anonymous customers when they are engaged by the
Solution.

Start
1. Open Genesys Administrator and navigate to PROVISIONING > Environment > Applications. Select
the application defined for the Web Engagement Backend Server and click Edit. ..

2. Select the options panel. In the service:wmsg section, select the
wmsg.connector.wns.showRegistrationForm option. Set to all to display this form for all types of
engagement. See the wmsg.connector.wns.showRegistrationForm for details about possible values.

End

Next Steps
UD Start the Web Engagement Servers
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Start the Web Engagement Servers

Q Purpose: If you've been through all the previous steps successfully, you can start your Web
Engagement Servers from either Genesys Administrator, or the Start.bat script.

Start

* You can start servers from the Genesys Administrator.
1. Navigate to PROVISIONING > Environment > Applications.
2. Select the Web Engagement Servers.
3. Click Start applications in the Runtime panel.

¢ Or, use the provided Start.bat script.

1. Navigate to the Web Engagement installation directory and launch the Windows Console of
commands (cmd.exe).

2. Type:
start.bat

End
The Web Engagement Backend Server and Web Engagement Frontend Server are started in Genesys
Administrator.

Next Steps

I® summary of Tasks
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Create a Rules Package

|.¥ Purpose: To create a rules package for your
application.

Rules are mandatory for managing actionable events generated from the SYSTEM and BUSINESS
event flows submitted by the Browser Tier. To add rules, you must create a package, then a set of
rules.

Create a Rules Package

Q Purpose: To create the Rules package associated with your Web Engagement application.
The following section is an example of Rules package creation. For further information about rules
creation, refer to the Genesys Rules System Deployment Guide.

Prerequisites

¢ Genesys Rules Authoring, version 8.1.200.17 and later, is installed.

* Roles are configured to enable your user to create rules.
Start

1. Navigate to Environment > Solution > New Rule Package.

2. In the General tab:
* Enter a Package Name—for example, myproject.rules.products;
e Enter a Business Name—for example, Products;

* Select web_engagement for Package Type. WebEngagement CEPRule Templates appears in the
Template table;

e Optionally, enter a description;

3. Select WebEngagement CEPRule Templates in the Template table.
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S Genesys GENESYS|RULES AUTHORING
| Ervvirorement =l General
EI|":J;];FW::‘T§; PEC:::: |oenesys ruies product Import Rule Package
| Mew Rule Package Business Export Rule Package
# o Demo Sokution Marme |Pmd"'d
F'ad;_:gz |weh_ergagemert:|
Descriplion
Templata Selected Mame ¥ersion Dak
W WebEngagemert_CEPRule_Templates 4 Sep
4]
Save Cance
GWENewPackageGRA.PNG
Click Save.
4. Click Save.
End

Only one package of rules can be active in the selected Web Engagement
Backend Server. Create all your rules in the same package for your application.

Next Steps

UC’ Create Rules in the Rules Package

Create Rules in the Rules Package

@ Purpose: To create the rules according to your model.
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Prerequisites

* You created the rules package; for instance, myproject.rules.product.

Start

1
2
3.
4

. Select the myproject.rules.product package.
. Select the Rules tab.

Click New Linear Rule. This creates a new rule in the Rules table.

. Select the created rule:

e Enter a Name—for example, Products;

* Enter a Phase—The list of rule phases can be modified by changing the values of the enumeration
that is called Phases, in the CEP rules Template. In beta, the single value available is *.

. Click Add Condition:

» Scroll down to select a condition—for example, page transition event occurs that belongs to
category, which launches the actionable event anytime that a user enters or leaves a page of your

website.

& Gene

| Enwironmant

= [ Enwironment
= ol Daly Gy
1 Mew Rule Package
= Product
| Business Calendars
& Deploy Rues (%)
|, Seerch
o il Deio Solution

GENESY.S RULES AUTHORING

Genersl Rules Axadt Trail
I Hame Description Phase Calendar  Pending Stari Date | Er
{ [ Deployment
|B ﬁm.m‘pmdu:bs a I(H:ln:ad:dui ﬁ | I
g Mew Decision Table |, New Linear Rule _;lmmma|
producis Add Condition v|ﬁdcll.t.‘lhn * Group -

AHD cate-gory is {category} save as {event} (WedFrgagem
AHD erent foliowing {prevEsent) with category {categorny

‘ Sectin Expression Parameters

H.hen. | ANHD eeent following {prevEvent) with name {event Barme)
| Then ARD event searches {scarchString} (WedEngagement_CE
i AND event with name {eventilame) (WedEngagement_GE
| Precondition: save last event (WebEngagewment_CEPRmle
I event with name {eventlame) save as [event) (WebEnga
' page transition avent occurs that belongs to categorny {c
I page transition event occurs that belongs to categorny {c
|

Select - E:
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Select your rule's condition.

Select your rule's condition.

* Select a category in Parameters—for example, Products. The Parameters list displays the
categories that you previously created in the Genesys Administration Extension.

Sectic4 Expression Parameters |
When
| | page transition event oc {category} I
Then Products

Set the condition's parameters.

{rategory}

6. Click Add Action and select an action in the list—for example, generate actionable event;

7. Click Save....

End

You can create as many rules as you need in your Rules package.
For details about the available rules templates, see the available templates for:

¢ The category-based Rules

e The event-based Rules

Next Steps
|]l:> Publish the Rules Package

Publish the Rules Package

Prerequisites

* The Web Engagement Backend Servers are started.

Start

1. In Genesys Rules Authoring Tool, navigate to Solution > Your Rules Package > Deploy Rules.

Developer's Guide

81


https://docs.genesys.com/Documentation/IW/8.1.1/Developer/SimpleEngagement#Default_Templates_for_Category-Based_Rules
https://docs.genesys.com/Documentation/IW/8.1.1/Developer/AdvancedEngagement#Default_Event-Based_Template
https://docs.genesys.com/Documentation/IW/8.1.1/Developer/CreateaRulesPackage#Publish_the_Rules_Package
https://docs.genesys.com/Documentation/IW/8.1.1/Developer/StartyourServers

Application Development Create a Rules Package

C.)C., Genesy 3 GENESY:S RULES AUTHORING
I Ervironment j Outstanding Deployiments Deployment History
= -5 Environment Deploy How Schedule Deployment Show Package Source
= 3 Daly City
r»’:'] New Rule Package There are 1 rule(s) in this package pending
=] rj_] Products deployment.
|| Business Calendars @

Mote: Allthe rules far this package will be deployed. Thiz
li HEnlmglEnle=ji) includes rules previously deploved as well a2 rules that
-4, Search are pending deployment.

%, Demo Solution

Click Deploy Rules.
2. Select your Web Engagement Backend Server.
3. Click Deploy Rules.

End

If the deployment is successful, the following message appears: There are 0 rule(s) in this
package pending deployment.

Next Steps

I Back to Task Table
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Test with GWM Proxy

r.F Purpose: To configure and run the GWM Proxy.

This proxy is a development tool, which enables you to test your application without adding the
JavaScript Tracking code to your website. Once you have configured this proxy, you can launch it and
start the Genesys Web Engagement servers to start testing your application by emulating visit on
your website.

Configure and Start GWMProxy

Retrieve the GWMProxy Port

1. Navigate to C:\Users\<current user>\GWMProxy.
If this folder does not exist, navigate to your Web Engagement installation directory and launch
servers\proxy\startserver.bat. GWMProxy appears automatically.

2. Edit config.xml and find the tag <proxy>.

3. Check that the value of <ip> tag is set to your host IP address;
Values 127.0.0.1 or localhost are not allowed!

4. Note the value of the <port> tag (usually 15001), required to set up your browser.

Start the Proxy

Navigate to your Web Engagement installation directory and launch servers\proxy\
startserver.bat The GWMProxy starts.

Set Up your Web Browser

=

. Start your Web Browser.

2. Open your Internet settings. For instance, in Mozilla Firefox, select Tools > Options. The Options
dialog window appears.

3. Select Advanced, and in the Network tab, click Settings... The Connection Settings dialog
windows appears.

N

. Select the Manual proxy configuration option:
e Enter your host IP address in the HTTP proxy text box;
e Enter the port used by the GWMProxy in the Port text box;

* Select the option Use this proxy server for all protocols.
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5. Click OK. Now your browser is using the GWMProxy which will inject the Web Engagement tracking code
to the webpages of the monitored domain.

Connection Settings
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Gereral  Tabs  Cokent  Apphcsbiors  Privecy  Secwity  Sync | Advanced " Nopromy
" Bubo-debect proocy settings for this nstywork.
Gernral ﬁhﬂ*|u¢h|awmum| T —
Connection i | Marvaal proney configuration:
Configure how Firefios connects bo the Inbemet Sgitings I HTTP Proy: | port: | jl
- Canched Wb Conbend [ Usge this prowy server For all protocals
Your e corkent cache is cumently using 13,7 M8 of disk space: Chear Nowr | sel Froy: | Pyt | :I
r'mmﬂhlmndkudfmmﬂmum 7P Proxy I HR'I ﬂ
Lirrd: cache ba 14— *E of space
e | fq-l ﬂ
iffine Web Conbent and Liser Data ™ =0Ckswt @ SOCKSyE
Visisr apphcation cache is curranty using 0 bytes of disk space Clear Howr | 0 Prasey For:
' Tel me when & webske asks to store data for offine use Ek.mﬂﬂﬂﬁll Example: mozlia.org, ek, 192,168, 1.0/24
Thes Fallowsing waebeibes are alowed to store data fioe of fline Lse:  fubomatic proxy confipuration LEIL:
| Rl
Renove I | O ] Eancel I _ﬁ |
o | coxel | b |

GWMProxy used in Firefox

Injecting code in the HTTP Response of the GWMProxy

Going further, you can edit the map.xml file available in the /tools/proxy directory to customize the
code injected in the HTTP response retrieved through the proxy. In that purpose, you must insert your
code under the <content></content> elements of map.xml with CDATA masking. If you want to
browse a secure domain, insert your code under <secure><content>..</content></secure>
elements, otherwise, use the <simple><content>..</content></simple> element.

In the root <map> tag, the "replace" attribute uses regular expressions to specify where the code
must be injected. For instance, the string "%s </head>" means that the "%s"code must be added
before </head> tag "</head>".

Do not forget to restart proxy when you are done with your modifications.

The following map.xml file injects the DSL code in the HTTP response.

<?xml version="1.0"7?>
<mapping>
<map replace="%s </head>" domains="genesyslab.com;www.genesyslab.com;www-
ssl.genesyslab.com;default.proxy.lucent.com">
<simple>
<content>
<! [CDATA[<script>
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var gt = gt || [];
_gt.push(['config', {
'name': 'genesyslab.com',
‘domainName' : 'genesyslab.com',
'languageCode': 'en-US',
'mobile': false,
'dslResource': 'http://demosrv:8081/frontend/resources/dsl/
domain-model.xml',
'secureDslResource': 'https://demosrv:8443/frontend/resources/
dsl/domain-model.xml"',
"httpEndpoint': 'http://demosrv:8081',
"httpsEndpoint': https://demosrv:8443'}]);
(function() {
var gt = document.createElement('script'); gt.type = 'text/
javascript'; gt.async = true;
gt.src = ('https:' == document.location.protocol ?
"https://demosrv:8443"'
'http://demosrv:8081') +
'/frontend/resources/js/GTC.js"';
var gts = document.getElementsByTagName('script')[0];
gts.parentNode.insertBefore(gt, gts);
HO;

</script>
11>
</content>
</simple>
</map>
</mapping>

Checking Hosts in Window\System32 Configuration

Edit the c:\Windows\System32\drivers\etc\hosts file with a text editor. Make sure that your IP
address is correctly associated with your host's complete name. For instance:

192.168.3.103 MyHostName MyHostName.MyWebSite.com

If you are using a Genesys Demo image and if you changed your machine IP Address,
demosrv.genesyslab.com may still be referred in some genesys server configuration and prevent
theses servers from working correctly. Add the following declaration to bypass this issue:

127.0.0.1 demosrv.genesyslab.com

In addition, navigate to C:\Users\Administrator\My Documents\Documentation\DemoPlatform\
Changing IP Address and read machine.txt for further information.
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Enable Monitoring

|.i Purpose: To enable the monitoring of your
website.

You must add a short standardized section of JavaScript code to your pages. This snippet of JavaScript
is independent from the Web Engagement Model that you implemented (rules, categories, and DSL).
When this code is evaluated at document load time, it loads the JavaScript libraries that implement
the three agents, including the DSL-specific rules. These libraries then submit events according to the
implemented model. For further information on the high level design of Genesys Web Engagement,
see Architecture.

Retrieve the JavaScript Tracking Code

Q Purpose: To retrieve the tracking code, available in the Genesys Web Engagement Plug-in for
Genesys Administrator Extension that you installed previously.

Prerequisites

¢ The Plug-in for the Genesys Administrator Extension extension is already installed.

Start

1. Open Genesys Administrator Extension.
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4 @Gnenﬂysﬁ.dministrator& bt m » —
=

€ — C | [j135.225.51.237:3040/gax/#!/panel:home

Genesys Administrator Extension | Welcome, deme | logout | X%

=
1 vome  F conricuraTion X operaTions @@ REPORTS

Solution Deployment
Installation Packages
Home Deployed IPs
Solution Definitions
Home Deployed Solutions @

Web Engagement

Categories

W scrot Generatr or Extension

Genesys Administrator Extension introduces the next generation user interface for Genesys that
reduces both the overall operating costs and the time to deployment, by providing user-friendly
interfaces that perform complex operations while atthe same time preventing user errar. This product
is focused on the user experience for both system administrators and business users alike.

Please view our help pages for additional details on the available features orvisitthe Genesys
Support page if you need technical assistance.

Main Home Panel of the Genesys Administrator Extension

2. Navigate to CONFIGURATION > Script Generator. The Script Generator interface opens.
3. Fill in the following fields:
e Enter your application name for Name; for instance, genesyslab.

e Enter the Domain name; for instance,genesyslab. com;
Note: These parameters must be identical to the parameters specified when your created your
application; see Define the Monitoring Domains

» Select the correct Frontend Server. If you deployed Load Balancer and nodes, you must select the
Load Balancing Frontend Server, not a node.

* In Endpoints, enter the IP address and listening ports associated to your Load Balancing Frontend
Server;

* Enter the paths to the DSL resources; the paths are relative to the/frontend/resources/dsl
directory of your web engagemennt application; you can add your DSL resources to this directory or
sub-directories.
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4. Click on the Generate button. The Generated Script panel opens.

End

Script Generator

Script Generator

Mame
genesyslab

Domain *
genesyslab.com

Front-end Server or Load Balancer
Web_Engagement_Frontend_Server

Endpoints
http:/135.225.51.237:8031

hitps:135 225 51 237:8443
Language

English (United States)
Mobile Version of Website
Load Engagement Script
DSL Resource *

Idomain-model.xmi

Secure DSL Resource
Idomain-model.xmi

Example for the genesyslab application

Generate

* You can generate your script as many time as you need.

* You can customize this script as detailed in Plug-in Help

Next Steps
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UD Add the JavaScript Tracking Code to your Website

Add the JavaScript Tracking Code to your Website

Q Purpose: To add the instrumentation script and tracking code to your website or your mobile
application and start submitting data to Web Engagement Servers.
To set up tracking, you need access to the source code for your website.

Prerequisites

* You must remove any former or older tracking code snippet from your webpages.

* You generated a script with the Script Generator interface of the Genesys Web Engagement plug-in for
Administrator Extension.

Start

1. Select and copy the script generated in the Generated Script Panel of the Administrator Extension.
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Generated Script

®
L3cript>
war gt = _gt |l []:
_gt.push(["config™, |
"name" : "genesyslab",
"domainName™ : "genesyalab.com”,
"languagelode™ : "en-U3",
"mokile™ @ falae,
"dslBResource™ : "http://f135.225.51.237:8081/frontend/rescurces/dsl /domain-
model . .xml™,
"securelslBResource™ : "https://135.225.51.237:8443/frontend,/resources/dsl/domain-
model.xml™,
"httpEndpoint™ : "http://135.225.51.237:8081",
"httpsEndpoint™ @ "https://135.225.51.237:8443",
"loadEngagement3cript™ @ false
s
{functicn () |
var gt = document.createElement ("script™):
gt.type = "text/javascript”;
gt.a3ync = true;
gt.src = ("https:" == document.lccaticn.protococl ? "https:/f/135.225.51.237:8443"
"http://f135.225.51.

237:8081") + "/frontend/rescurces/js/GIl.]s":
var gts = document.getElementaByTagName ("script™) [0]:
gta.parentlode.insertBefore (gt, gts):

Py
L/acript>

The Tracking Script for genesyslab

2. Paste the JavaScript Tracking Code at the bottom of the <head></head> section of your webpages:
* You can edit manually the webpages that you wish to monitor.

* You can edit the header template of your website if you have one.

3. If your website includes additional scripts, modify the position of these scripts, as described here, to
ensure best performance across all the browsers.

Reorder the scripts of the <head></head> section to ensure that the JavaScript Tracking Code is the
last one of the section.

Make sure that additional scripts are located after the webpage contents: at the bottom of the
<body></body> section, or in the <footer></footer> section of your webpage.

End
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Genesyslab Sample

.@E Purpose: To run and customize the Genesyslab
Web Engagement Sample.

Description

The Genesyslab Engagement Sample provides scripts to build a Genesys Web Engagement
application and test category-based capabilities through a specific proxy. Scripts create a custom
application, including all the mandatory materials, such as the rules templates, the SCXML, the DSL
scripts, and the Genesys Web Engagement servers, usable in a pre-packaged virtual environment. In
a few clicks, without modifying your website, Genesys Web Engagement features will show up on a
set of web pages, according to the rules and categories that you created.

For further information on the product's architecture, read Architecture. The Genesyslab Sample is
provided as a zip file containing the following directory structure:

* apps—Contains the applications created with the .bat scripts.

¢ plug-ins—Contains the Interaction Workspace and Genesys Administrator eXtension plugins.
e servers—Contains the Genesys Web Engagement Servers.

e templates—Contains templates for the Genesys Web Engagement Servers.

¢ tools—Contains additional tools, including provisioning for the Genesys solution.

e rules—Contains the rules for Genesys Rules Authoring Tool.

. C:WGCTI WebMe' apps

Gov|  + DEMOSRY - Local Disk (023 = GCTI » WebMe = apps ~

| File Edit Wew Tools Help

Organize *  Include inlibrary +  Sharewith +  Burnm Few Folder

. WebMe Al name
. apps
J geneswvslab
1 plug-ins
— | MyPraoject

| setvers

| templates

| tools

GWE-WebMeFolderCapture.PNG
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Get Started with the Genesyslab Example

The Genesyslab sample is a sub-directory in the apps folder, already configured. To play with this
sample, you need to accomplish the Genesys Web Engagement Application Development Workflow,
step-by-step, as detailed in Application Development:

1. In the \apps\genesyslab\proxy directory, update the map.properties file:

» Set the frontend.server.host parameter to the FQDN or IP address of the host where GWMProxy
will be run.

2. Build and deploy the application.
3. Start your Genesys Web Engagement servers.

4. Test with GWMProxy: You must use the proxy to add your sample code to Genesyslab.com webpages.
You do not need to complete the following tasks in the Application Development Workflow:

1. You do not need to create categories; provisioning automatically creates them.
2. You do not need to create additional business events; they are already created.

3. You do not need to Publish the CEP Rules Template to use this sample. After you build and deploy the
application, the rules.drl file, which is created by default for the Genesyslab sample in \apps\
genesyslab\storage, is copied to the Frontend Server.

Test Genesyslab Scenarios

To test the scenarios, you need to follow the steps detailed in the \apps\genesyslab\readme.html or
\apps\genesyslab\readme.doc files.

A pop-up window starts the engagement process. You can:

¢ Reject the engagement.

e Accept the voice callback or the chat conversation (if you modified the servers' options).

Then, by default, a registration form is displayed first to identify the customer. By default, Genesys
Web Engagement is configured for the progressive pacing algorithm. To turn off the pacing algorithm
and specify a particular engagement channel, you can use the
wmsg.connector.defaultEngagementChannel option in the Web Engagement Backend Server
application. You can modify this option in Genesys Administrator:

¢ Open Genesys Administrator. Navigate to PROVISIONING > Environment > Applications. Double-click
on your server's application name.

e Edit the wmsg.connector.defaultEngagementChannel option in the Options > service:wmsg section.
Valid values are proactiveChat or proactiveCallback. If no value is specified (default), the pacing
algorithm will be used.

The following screenshot shows a proactive offer for chat, based on the
"Singleton with Timeout" scenario.
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}Contact Us - Mozilla Firefox

Gle Edk Wew Higtory Bockmarks Took Help

|ECI:I‘H:&IIIJS E]

Products Solubions Training Support Partners Ahout Genesys

Hofme »  Contact Us

Contact Us

Genesys is helping drive today's new customer conversations.
We'd like to talk to you.

Call Us
Corporate Headquarters

fou can reach our representatives
Genesys Telecommunications Laboratories (map) Monday - Friday, Bam - Bpm Pacific
Dialy City, C:A 84014

Telephone (LIS) +1 888 GEMESY'S (888 436 - 3747 ) @ Genes}rs
Telephone (Intermational) +1 620 466 - 1100

Fax +1 G50 466 - 1260 Hello. Wauld you like help with pack selection? Techxpers arg

available now to answer your guestions.
Regional Contacts - Genesys Worldwide

Chat I Mo Thanks
Morth Amenca & Latin America
= Ermail e mea

Fiddbar: Disa
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Check Your Application Version

!.} Purpose: To verify the version of the application

that is running.

At runtime, you can retrieve details about your application and the Genesys Web Engagement
servers, by viewing to the about. jsp files available in the Backend and Frontend Servers. This
information is available at the following URLs:

e http://<hostname>:<frontend port>/frontend/about.jsp where:
e <hostname> is the hostname for the Web Engagement Frontend Server;

» <frontend port> is the listening port defined for your Frontend Server, for instance, 8081. See
Configuring the Frontend Server for further details.

e http://<backend hostname>:<backend port>/backend/about.jsp where:
e <hostname> is the hostname for the Web Engagement Backend Server;

* <backend port> is the listening port defined for your Backend Server, for instance, 9081. See
Configuring the Backend Server for further details.

For instance, the following output could be the about. jsp of the Frontend Server available for a
demosrv host at the following URL:

http://demosrv:8081/frontend/about.jsp

Implementation-Title: genesyslab-wmfrontend
Implementation-Version: 0.1
Implementation-Vendor-Id: my.default.company
Built-By: Administrator

Build-Jdk: 1.6.0 27

Specification-Title: applicationName-wmfrontend
Build-Started-At: 20121220-0228

Created-By: Apache Maven 3.0.4
Specification-Version: 0.1

Archiver-Version: Plexus Archiver
Implementation-Title: wmcommon
Implementation-Version: 8.1.100.16

Built-By: prodalu

Specification-Vendor: Genesys Telecommunication Laboratories, Inc.
Build-Started-At: 20121219-1653

Created-By: Apache Maven

Implementation-Vendor: Genesys Telecommunication Laboratories, Inc.
Build-Number: unknown

Implementation-Vendor-Id: com.genesyslab.wme
Build-Jdk: 1.6.0 27

Specification-Title: wmcommon
Specification-Version: 8.1.100.16
Archiver-Version: Plexus Archiver

For instance, the following output could be the about. jsp of the Backend Server available for a
demosrv host at the following URL:
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http://demosrv:9081/backend/about. jsp

Implementation-Title: applicationName-wmbackend
Implementation-Version: 0.1
Implementation-Vendor-Id: my.default.company
Built-By: Administrator

Build-Jdk: 1.6.0 27

Specification-Title: genesyslab-wmbackend
Build-Started-At: 20121220-0228

Created-By: Apache Maven 3.0.4
Specification-Version: 0.1

Archiver-Version: Plexus Archiver
Implementation-Title: wmcommon
Implementation-Version: 8.1.100.16

Built-By: prodalu

Specification-Vendor: Genesys Telecommunication Laboratories, Inc.
Build-Started-At: 20121219-1653

Created-By: Apache Maven

Implementation-Vendor: Genesys Telecommunication Laboratories, Inc.

Build-Number: unknown
Implementation-Vendor-Id: com.genesyslab.wme
Build-Jdk: 1.6.0 27

Specification-Title: wmcommon
Specification-Version: 8.1.100.16
Archiver-Version: Plexus Archiver
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Using the Plug-in for GAX

The Web Engagement Plug-in for Genesys
Administrator extension includes two tools used in
the creation of your Web Engagement application.
Basic usage of this tool is described in:

E .F ¢ Create Categories

¢ Enable Web Engagement Monitoring

The following page provides detailed information about these
tools.

Plug-in Description

Once installed, as detailed here, the Genesys Web Engagement Plug-in for Administrator Extension
adds the Web Engagement section to the CONFIGURATION menu of the Genesys Administrator

Extension.
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4 @Gnenﬂysﬁ.dministrator& bt m » —

€ — C | [j135.225.51.237:3040/gax/#!/panel:home

C"’GEHESYS Administrator Extension | Welcome, demo | logout | X%

=
1 vome  F conricuraTion X operaTions @@ REPORTS

Solution Deployment

Installation Packages
Home Deployed IPs
Solution Definitions

Home Deployed Solutions @

Web Engagement
Categories

W scrot Generatr or Extension

Genesys Administrator Extension introduces the next generation user interface for Genesys that
reduces both the overall operating costs and the time to deployment, by providing user-friendly
interfaces that perform complex operations while atthe same time preventing user errar. This product
is focused on the user experience for both system administrators and business users alike.

Please view our help pages for additional details on the available features orvisitthe Genesys
Support page if you need technical assistance.

Web Engagement menu in Genesys Administrator Extension

The plug-in provides two tools, used in Web Engagement developments:

e Categories, used to create categories used for tagging browser events;

e Script Generator, used to create JavaScript Tracking code, to add to your webpages.

Script Generator

Script Generator creates the JavaScript Tracking code with mandatory information to enable tracking
on your website. You enter configuration information and the tool generates a basic JavaScript code
snippet. As specified in Enable Monitoring, you must add this JavaScript code snippet to your
webpages, at the end of the <head> section of your HTML.
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Generate a New Script

To create a new script, you must open the Script Generator interface, available in the
CONFIGURATION > Script Generator menu of the Genesys Administrator Extension. Then, enter
configuration information, as described in Enable Monitoring and click Generate.

Generated Script i€ @) G
L3cript>
war gt = _gt |l []:
_gt.push(["config™, |
"name" : "genesyslab",
"domainName™ : "genesyalab.com”,
"languagelode™ : "en-U3",
"mokile™ @ falae,
"dslBResource™ : "http://f135.225.51.237:8081/frontend/rescurces/dsl /domain-
model . .xml™,
"securelslBResource™ : "https://135.225.51.237:8443/frontend,/resources/dsl/domain-
model.xml™,
"httpEndpoint™ : "http://135.225.51.237:8081",
"httpsEndpoint™ @ "https://135.225.51.237:8443",
"loadEngagement3cript™ @ false

s

{functicn () |
var gt = document.createElement ("script™):

gt.type = "text/javascript”;
gt.async = true;
gt.src = ("https:" == document.loccaticn.protoccl ? "https://135.225.51.237:8443" :

"http://135.225.51.237:8081") + "/frontend/rescurces/js/GIl.js":
var gts = document.getElementaByTagName ("script™) [0]:
gta.parentlode.insertBefore (gt, gts):

Py
L/acript>

Example of a script generated for the genesyslab application

The JavaScript Tracking code uses the gt (Genesys Tracker) object which submits information
asynchronously to ensure that information is submitted to the Web Engagement Frontend server
before the users leave the webpages. The gt (Genesys Tracker) object behaves like a FIFO (First In,
First Out) collecting the API calls until the GTC. js library is ready to execute them. This enables you
to add events to the queue if you wish to submit information with the Monitoring API, by using the
_gt.push() method. See Monitoring JavaScript for further details on event submission. Note:
Additional scripts should be placed at the end of the <body> section of your HTML page.
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Customizable Parameters

The following table provide details about the possible fields available to customize your Tracking

Script.

Parameter

name

domainName

dslResource

secureDs|Resource

httpEndpoint

httpsEndpoint

jQueryAutoDetect

jQueryPath

String

String

String

String

String

String

BOOL

String

Default value

no

<current domain
name>

no

no

no

no

true

yes

yes

yes

no

yes

no

no

ajax.googleapis.com/

ajax/libs/

jquery/1.8.3/
jquery.min.js

no

Mandatory

Description

Name of the
application; for
instance,
genesyslab.

Name of the
domain where the
cookie is stored;
for instance,
genesyslab.com.

DSL resource

location via HTTP;

for instance,
http://genesyslab.com:8081/
frontend/

resources/dsl/
domain-model.xml

DSL resource

location via HTTPS;

for instance,
https://genesyslab.com:8443/
frontend/

resources/dsl/
domain-model.xml

URL of the

Frontend Server;

for instance,
http://genesyslab.com:8081

Secured URL of the

Frontend Server;

for instance,
https://genesyslab.com:8443

If true, the script
will detect the
loading of the
jQuery library and
will automatically
load this library if
there is no jQuery
library available on
the current page.

URL for the jQuery
library if
jQueryAutoDetect
is set to true; for
instance,
genesyslab.com/
js/
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Parameter Type Default value Mandatory Description
jquery.min.js.

Localisation tag for
language and
region; for
instance, en-US.

Set to true if the
monitored website
is designed for
mobile devices.

languageCode String en-US no

mobile BOOL false no

Set to true to show
the monitoring

debug BOOL false no agent debug
information in the
console.

Set to true to show
the cometd debug
information in the

console.

debugComet BOOL false no

Set to true to send
all user
secureUserData BOOL true no information (Signin
and Userlinfo
events) via HTTPS.

Set to true to
prevent monitoring
of the generated
system and
business events if
the monitoring
agent is loaded in
an iframe.

preventlframeMonitorB@OL false no

If set, all
engagement traffic
uses this endpoint.
This URL is used
by the callback,
registration, and
chat widgets. For
backendUrl String null no instance,
http://serverName:9081/
backend. If not set,
the endpoint for
engagement traffic
is read from the
notification
message.

Script Examples

This is the default script generated for the Genesyslab example.
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<script>
var gt = gt || [];
_gt.push(['config', {

'name’': 'genesyslab’,
'domainName' : ‘'genesyslab.com',
‘dslResource': "http://genesyslab.com:8081/frontend/resources/dsl/domain-
model.xml',
'secureDslResource': "https://genesyslab.com:8443/frontend/resources/dsl/domain-
model.xml',
"httpEndpoint': "http://genesyslab.com:8081",
"httpsEndpoint': "https://genesyslab.com:8443"'
)
(function() {
var gt = document.createElement('script'); gt.type = 'text/javascript'; gt.async =
true;
gt.src = ( 'https:' == document.location.protocol ? 'https://genesyslab.com’
"http://genesyslab.com') + '/frontend/GTC.js';
var gts = document.getElementsByTagName('script')[0]; gts.parentNode.insertBefore(gt,
gts);
HO;
</script>

You can customize the generated script by adding fields (see Customizable Parameters). Below, the
generated script for the Genesyslab example has been customized to include the debug,
jQueryAutoDetect, jQueryPath, languageCode, mobile, debugComet, and secureUserData
parameters.

<script>
var gt = gt || [];
_gt.push(['config', {

‘name’: 'genesyslab’',

‘domainName’' : 'genesyslab.com',

'ds1Resource': "http://genesyslab.com:8081/frontend/resources/dsl/domain-
model.xml',

'secureDslResource': "https://genesyslab.com:8443/frontend/resources/dsl/
domain-model.xml"',

"httpEndpoint': "http://genesyslab.com:8081",

"httpsEndpoint': "https://genesyslab.com:8443",

'debug': true,

'jQueryAutoDetect': true,

'jQueryPath': 'ajax.googleapis.com/ajax/libs/jquery/1.8.3/jquery.min.js"'

'languageCode': ‘en-US"',

'mobile': true,

'debugComet': true,

'secureUserData’: true,

)
(function() {

var gt = document.createElement('script'); gt.type = 'text/javascript'; gt.async =
true;

gt.src = 'http://genesyslab.com:8070/tracker/GTC.js"';

var gts = document.getElementsByTagName('script')[0]; gts.parentNode.insertBefore(gt,
gts);

HO;

</script>
Categories

The Categories interface is a tool for creating the categories used in the simple model for
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engagement. Each category is compliant with the category definition and include tags to define
business information related to your website. To access the Categories interface, open Genesys
Administrator Extension and navigate to CONFIGURATION > Categories.

%GEHE’S}I‘S Administrator Extension | Welcome, demo | logout | X%

 vome o conricuraTion ¥ operaTions @ REPORTS

Categories
Environment - Categories 6 &)
Quick Fitter i+ @
Name Description
genesyslab-Contactls genesyslab-Contactls
genesyslab-CrossChannelFrontDoors genesyslab-CrossChannelFrontDoors
genesyslab-Laglin genesyslab-Laglin
genesyslab-Products genesyslab-Products
genesyslab-Solutions genesyslab-Solutions

genesyslab-WebEngagementFeatures genesyslab-WebEngagementFeatures
genesyslab-WebEngagementOverview genesyslab-WebEngagementOverview

genesyslab-WebEngagementSearchP...  genesyslab-WebEngagementSearchPage

A list of Categories

Main Features

The main features are the following:

e Create categories and matching tags; instructions are available in Creating Categories

¢ Delete matching tags and categories:
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* To delete a tag, select the tag in the Category Matching Tag section and click the x button.
Category Matching Tags *

Inbound Voice (en-US)

Remove

[T Shrw ratennne in Intaractinn Warkenara
click the Remove button.

* To delete a category, select the category in the list and click the Delete button. the Delete
Confirmation dialog opens. Click OK.

Please Confirm.

i This item will be permanently deleted.

| OK | Cancel
N y

Delete Confirmation.

Note: Categories are also displayed in the Configuration Manager. You should not edit or delete them
through the Configuration Manager, to avoid synchronization issues with the Categories interface.

Reqgular Expressions in Tags

A regular expression is a sequence of elements. An element is either a word or expression inside
quotes. Each search element can be preceded by exclusion '-'. The Search Request is case sensitive.
A wildcard symbols "*' can be used inside or out the quotes. This symbol means any symbol in the
regular expression.

Search Request Usage

A Search Request is applied to a text line. Each word included in the search can be surrounded in any
number of symbols. All expressions inside the quotes will be copied to the resulting Regular
Expression without any changes. The search in the line can be successful or not. The search is
successful if all elements without exclusion symbol are included to the text line. Otherwise, the
search is unsuccessful.

Search Request Patterns

The following table describes the patterns in search requests.
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Search Options

Search for all exact words in any order.

search query

Search for an exact word or phrase.
"search query"

Exclude a word.
-query

Include "fill in the blank".
query *query

Option

Description

The result must include all the words. These words
can be substrings attached to other words—for
example, [Web-search queryl].

Use quotes to search for an exact word or set of
words in a specific order without normal
improvements such as spelling corrections and
synonyms. This option is handy when searching for
song lyrics or a line from literature—for example,
["imagine all the people"].

Add a dash (-) before a word to exclude all results
that include that word. This is especially useful for
synonyms like Jaguar the car brand and jaguar the
animal. For example, [jaguar speed -car].

Use an asterisk (*) within a query as a placeholder
for any terms. Use with quotation marks to find
variations of that exact phrase or to remember
words in the middle of a phrase. For example, ["a *
saved is a * earned"].

Option 'Mode' that is one of the input parameters equals 0, if the compilation function works as
described above. 'Mode'= 1 switches to regime where all double-quotes considered as a regular
symbols. It means that they no more serve as brackets of substrings to be searched. Checking of

even number of double-quotes is also removed.

Compilation Result

The compilation procedure should transform the Search Request to the equivalent Regular
Expression. It returns an empty string, if search request is incorrect.
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Using the Plug-in for IW

The Web Engagement Plug-in for Interaction

,.} Workspace extends the interfaces of the Interaction
Workspace to support Genesys Web Engagement
information available in interactions.

Plug-in Description

Once installed, as detailed here, the Genesys Web Engagement Plug-in for Interaction Workspace
enables the Interaction Workspace to support Web Engagement Interactions created when actionable
events are submitted to the Web Engagement Backend Server. The Web Engagement Plug-in
integrates in the following views of the Interaction Workspace:

1. Interaction Case Data
2. Contact Interaction History Details
3. Web Activity Tab

You can also customize views to integrate your own business information.

Default Customized Views

Interaction Case Data

The Web Engagement Plug-in adds two additional information fields to the default Case Data region:

1. Current web visitor browsing page - updated during visitor browsing

2. Engagement start web page - locked for current interaction

Developer's Guide 105


https://docs.genesys.com/Documentation/GWE/latest/Deployment/InstallthePlug-inforIW

Using the Plug-in for IW Enable Monitoring

Kristi Sippola - BExtemal - Pat Thompson —0OXx

Pat Thompson () (00:00:25) |

Origin: Inbound chat
Current Web Page: Cell Phanes: Smartphone, Mobile 3
Enagagement Start Page: Cell Phones: Smartphone, Mobile 2
Language: English
Mame: Pat Thompscn
Priority: 86

Subject: WebSupport

IOVINOT ~ |

* Pat Thompson 0 Connected 0 (3}

RS

session *
[12:55:05] Party "Kristi Sippola’ has left the session
[12:59:52] New party 'Kristi Sippola’ has joined the
session

[13:01:36] Party 'Kristi Sippola’ has left the session
[13:06:16] Mew party "Kristi Sippola” has joined the
session

[13:06:23] Party 'Kristi Sippola’ has left the session
[13:10:57] New party "Kristi Sippola” has joined the
session

[13:20:34] Party "Kristi Sippola’ has left the session
[13:31:52] New party "Kristi Sippola’ has joined the
session

[13:33:02] Party "Kristi Sippola’ has left the session
[12:34:29] New party "Kristi Sippola’ has joined the
session

[13:35:46] Party 'Kristi Sippola’ has left the session
[13:52:31] Mew party "Kristi Sippola’ has joined the
session

Ay gagm - |

SISNO4S3E ~ |

Dispositions | Note |
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Both fields can be managed as standard Interaction Workspace Case Data fields (see Customer Case
Interaction Workspace Deployment Guide (Customer Case)). Web Engagement fields are using the
following Case Data business attribute values:

1. Current Web Page
2. Engagement Start Page

Contact Interaction History Details

The Web Engagement Plug-in provides the browsing history in this section for specific interactions of
type "webengagement". The browsing history is displayed for the whole visit associated with the
selected Web Engagement interaction.

This presentation can be configured in the Module Configuration file
(Genesyslab.Desktop.Modules.WebEngagement.module-config) as a special activity type with the
fixed name "History".

Web Activity Tab

The Web Engagement Plug-in provides the on-going web visit or the full browsing history information
about the current visit. The Web Activity tab (extension) is extended with or through the following
visual divisions:

1. Tags Panel

2. History View

3. Details View
The Tags Panel contain the Web Engagement Categories which are created by Genesys Web
Engagement Plug-in for Administrator Extension. The tags (or categories) are used for additional

filtration in the History View objects (events or pages). The current selection in this panel displays
details, including Web Engagement data, in the History and Detail views.
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