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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.

e 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

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

category iy a collection of tags which contain
SUENT CEIRer 2RI the information related to URLs
and titles
* name - tag display name
e expr - expression to search.
* type - type of the expression
to search:
e Regular Expression -
regular expression search Categorization tag. The tag
* Plain Text - substring contains specific business
tag search. Default value. information (strings or regular
] ] expression) to search in URL and
¢ Google Like Expression - titles.

converts an expression
using Google search
operators to a regular
expression.

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

* 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.

e 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.
e The Counter template counts the events matching the same category.
e The Search template submits an event when the search box is hit.

¢ 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
Wait for event event
“[category=="HD1

GWM single.png
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Expression Example

Sequence

Description

Expression Example

Set

Description

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.

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
$category2 save as $event2

(...)

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.

GWM Set.png

= event
~{category=="HDTV

event
category="Suppo
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Expressions

Counter

Description

Expressions

Search

Description

Expressions

Timeout

Description

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 i
Wait for event i[ca tegory:

[na]

GWM Counter.png

When
Category $category counts $count times

Then

generate actionable event

The actionable event is submitted if a Search
event occurs.

When
event with name Search save as $eventl
Then

generate actionable event based on $eventl

The actionable event is submitted if a Timeout
event occurs.
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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:

¢ Configuring Genesys Rules Development Tool

e 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.

Developer's Guide
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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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