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Genesys Web Engagement User's Guide

Genesys Web Engagement User's Guide

Welcome to the Genesys Web Engagement 8.1.2 User's Guide. This document provides procedures
and instructions for common tasks you need to perform when setting up and configuring Genesys
Web Engagement. Most of this information can be found in other GWE guides — it's compiled here as

a quick reference for your convenience. See the summary of chapters below.

Tools

Find information about how to use the
Web Engagement Instrumentation Tool.

Using InTools

Business Information

Learn how to manage business
information.

Managing Categories

Managing Business Events

Rules

Find information to help you manage
rules templates and rules packages.

Managing CEP Rules Templates

Managing Rules

Reporting

Find information to help you import and
use GWE reporting templates.

Reporting
Standard Reporting Templates
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Managing CEP Rule Templates

Managing CEP Rule Templates

Overview

The Complex Event Processing (CEP) Rule Templates define the actions and conditions you can use
when you create your business rules in Genesys Rules Authoring Tool.

You use Genesys Rules System (GRS) to develop, author, and evaluate these business rules. A
business rule is a piece of logic defined by a business analyst. These rules are evaluated in a Rules
Engine based upon requests received from client applications such as Genesys Web Engagement.
GRS implements the CEP (Complex Event Processing) template for GWE. This template type enables
rule developers to build templates that rule authors then use to create rules and packages. These
rules use customized event types and rule conditions and actions. Each rule condition and action
includes the plain-language label that the business rules author will see, as well as the rule language
mapping that defines how the underlying data will be retrieved or updated.

The rule templates are created with your Web Engagement application — in release 8.1.2, there are
two CEP Rule Template projects:

* \apps\application name\_composer-project\WebEngagement_CEPRule_Templates_85 includes
templates that feature reworked conditions for 8.1.2.

* \apps\application name\_composer-project\WebEngagement_CEPRule_Templates includes
templates that are compatible with Web Engagement 8.1.1.
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CEP Rule Templates

= Template Development - WebEngagement_CEPRule_Templates_85playground,/Actions - Eclipse SDK

File Edit

. Far
-

-

[F_ﬁ Project Explorer &3

Mavigate Search Project  Configuration Server Run  Window  Help

| B e 2@ E LR EE

Ellg WebEngagement_CEPRule_Templates_g5playground ;I

== Actions

----- = Generate Actionable Event
----- = zenerate Actionable Event predefined

=-#[3 Conditions

ol Check search string

-ollg Check search string with category
ol Check search string without save
9[:: Counker

-l Following event with category
-ofj Following event with name

-l Following event with name on the page with the same pageid
o/ Has Cateqory

0[:: Has Category without save

0[:: Has MName

o Has Mame without save

ol Remember last event

0[:: Save category as event

0[:: Timeouk an category

- G Enums |
3 GRS Server Explorer 53 G B EE = 8
[#]- a Service Information
- ']} Ervvironment:

O 4 0ol PRI Qv 47+

i

= Actions [WebEngagerment_CEPRule_Templates_85play

=< Actions Editor [WebEngagement_I

Actions g ¥

|- % Generate Actionable Event
[ = Generate Actionable Event predefined

L 2]

T_~ Problerns ] Properties 52 | El Consale

Property

Ac

Lan

Ruls

CEP rule template in Composer

In order to use these templates to define rules, you must first publish them — see Publishing the CEP

User's Guide



Managing CEP Rule Templates

Rule Templates for details about when the templates should be published in the Web Engagement
application development workflow.

Before you publish the templates, you can edit them to suit your business needs using the the
Genesys Rules Development Tool. For more information about rule templates, refer to the Genesys
Rules System documentation.

Note that if you customize your rule templates, you must republish them.

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 (GRAT),
when you create a rule based on the template, you can add an action by clicking Add action; GRAT
displays all the actions defined in the template. You'll see how actions are implemented once you
start creating rules. The default actions are:

¢ Generate Actionable Event

¢ Generate Actionable Event Predefined

Enums

The enumerations available in the template are 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 Add Linear Rule; GRAT displays all the enumerates
available in the template. In the default template, no specific enumeration is available.

Conditions

The conditions are listed in WebEngagement_CEPRule_Templates > Conditions.
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i

5P

iR

roject Explorer 53 ELR T2 E
E@ WebEngagement_CEPRule_Templates, ;I

= Actions

El -#{[% Conditions

ol Check search string

--olg Check search string with category
o[y Check search string without save
0[:: Counter

--o{le Following event with category
ol Following event with name

ol Following event with name on the
0[:: Has Category

0[:: Has Category without save

0[:: Has Mame

o' Has Name without save

-#[lg Remember last event

0[:2 Save category as event

-ofle Timeout on category

F-{3 Enums

- EEtE Fact Model

i @, Functions

- f: Parameters
FBY i i

GG

RS Server Explorer 52 o7

ﬁ Environment
E? Rule Packages
E-E= Templates

----- + ACME Rules Template

----- “ BlueSky Rules Template

----- # BlueskyRules

..... = WD _Standard_Rules_Migrated
----- #1 OEssampleTemplate

----- + OPMSampleRules

----- 2 PFS Rules Template

..... v PFS_Rules

----- % Webﬁ@agmﬁnt_EEPR,Lﬂel_Tempdates et |

k

= Template Development - WebEngagement CEPRule_Templates/Conditions - Eclipse SDK
File Edit Mavigate Search Project Configuration Server Run Window Help

WEEE: T BT AR T

DA QPREBTET QR Q-IT 0 s

|Qu||:'r. ACcess

=+ Actions [WebEngagement_CEPRule_Templates]

E| B

{3 Conditions |

L2 Conditions Editor [WebEngagement _CEPRule_Ter

Conditions

ol Check search string with catege
--afle Check search string without sav
ol Counter

—-ofle Following event with category
o3 Following event with name
o3 Following event with name on t
'[:: Has Category

'[:: Has Category without save
'D[:: Has Name

--afle Haz Name without save
—-ofe Remember last event
9[:: Save category as event
0[: Timeout on category

1 | 3

[* Problems [ Properties 52 | [l Console
Property

Condition Details

Mame: | Check search string I

Language Expression:

| event 'Search’ with paramete

Rule Language Mapping:

{fevent}: Event{eval{{event}l

MName
Tenant
Version
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Managing CEP Rule Templates

List of conditions in the CEP rule template.

You can edit, add, or remove these conditions. Each condition associates a name with an expression.
When you create a rule based on the template, you can add one or more condition to this rule by
clicking Add condition; GRAT displays all the condition expressions available in the template. For
complex templates, you need several conditions to implement a rule.

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}

Importing the CEP Rule Templates in GRDT

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.

Complete this procedure to import the CEP rule templates in the Genesys Rules Development Tool.
Even if you do not plan to customize the templates, your rule 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.
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Managing CEP Rule Templates

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

u A~ W N

Import your project. In release 8.1.2, Genesys Web Engagement includes two sets of rules templates:
\_composer-project\WebEngagement_CEPRule_Templates is compatible with 8.1.1, while
\_composer-project\WebEngagement_CEPRule_Templates_85 is compatible with 8.1.2 and
features reworked conditions. Select the rules template project to import:

* Browse to the \apps\application name\_composer-project folder in the Genesys Web
Engagement installation directory and select a project.

* Click OK. WebEngagement_CEPRule_Templates_85application name is added to the Projects
list.

* Select the WebEngagement_CEPRule_Templates_85application name project.

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

Import Projects

' Select a direckary ko search For existing Eclipse projects,

(¥ Select root directory: | C:\Program Files\GCTIiGenesys Web Engagem  Erowse...

" Select archive file: | Browse, ..

Projects:

WebEngagement_CEPRule_Templates_85Splayground (CHProgram Select Al

----- [ webEngagement_CEFRule_Templates_plavgraund (C:\Pragram Fil
Deselect Al

dH N

Refresh

1] | i

[ 1 Copy projects into workspace

Working sets

[ Add project to working sets

Working seks: j Select. .. |

@:l < Back Mexk = | Finish I Cancel

Import the default templates by clicking Finish.

e Click Finish to import the project. WebEngagement_CEP_Rule_Templates_85application name
is added to the Project Explorer.

[ Praject Explarer 52 m o

El@ “WebEngagement_CEPRuUle_Templates_3

= Ackions

0[:: Conditions

G Enums

EEE Fact Model

E‘, Functions

'Eg Parameters

WebEngaéement_CEP_RuIe_Templates_85playground is added to the Project Explorer.
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End

Configuring the CEP Rule Templates

Prerequisites
« The Web Engagement Categories business attribute is defined in Genesys Administrator.
Start

1. In the GRDT Project Explorer, right-click on the WebEngagement_CEPRule_Templates project.
Click Properties.

2. In the Properties dialog window, navigate to Template Properties. In Publishing Data, set Type to
web_engagement.

User's Guide 11
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Properties for WebEngagement_CEPRule_Templates H=]

i Resource

----- Builders

----- Project References

----- Refackoring History

..... RunDebug Settings
----- Server

----- Task Tags

[#--EE! Template Properties

F-  validation

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

L

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

—Publishing Data

j Configure bvpes

1

Base version: 7

Tvpe: Iwel:-_engagement
Tenantk: IEnvianment j
Descripkion: ;I

(2)

o]

Cancel

Set the type to web_engagement.

3. Navigate to Template Properties > Imports. The Imports panel opens.

4. Select the Enable global imports option.

User's Guide
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il #8 Properties for WebEngagement_CEPRule_Templates =]

It';.fpe Filker bext Imports - -
o Re.scuurce Configures globally available Jawva import declaration Faor this kemplate project. Reguires wersion
----- Builders 1.1 REST interface
""" Project References [ Enable global imparts
----- Refackoring Histary
----- Run/Debug Settings ~ Imparts
""" Server 4— com, genesyslab,wme.cep. api, Event e,
""" _ Task Tags 4— com. genesyslab, wme.cep.drools EventDispatcher

[=-EE Template Properties
o Impoarts
b Variables

F#-  validakion

Restore Defaulks | Apply |

@:J ik I Cancel |

Enabling global imports.

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

5. Click OK.

6. In the Project Explorer, navigate to WebEngagement_CEPRule_Templates > Parameters >
category.

7. In the Parameters Editor panel, set Attribute Name to Web Engagement Categories.
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8. Click Save.

End

Customizing the CEP Rule Templates (Optional)

Start

1. Open the CEP rule template project with GRDT and navigate to the Conditions item

2. Expand Conditions to open the Conditions editor.

3. In the Conditions tab, click +. The Add Condition window opens.

User's Guide



Managing CEP Rule Templates

L Add

Add Condition

Create a new template condition

Name: I Page following with category|

Cancel

Add a condition

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:

(2 Conditions [WebErgagement_CEFFule_Templates laplan] 5 _ =0)

«3 Conditions Editor [WebEngagement_CEPRule_Templates_kaplan] |

Conditions

ol Check smarch strirg

#[3 Chasck search strirg without save
{3 Folovang event wih category
#13 Folowing event with fame
(3 Has Category

#i Has Category without save
#[2 Has Name

+[3 Has Name without save

+(5 Page folowng with category
=[5 Remember last evert

(3 Save category a5 event

o3 Trmeout on eategery

= X Coaraefiit bon Dt asils:
v

Maie: [ Page Folowng with category

Language Expression:

| page foloving {prevEvent) with category {cabegory) save as {event}

Rule Language Mapping:

{event]): Eventieval({event}.getName().equalsPageErtered’)) & evall {event ) hasCabegory( (category) )], this after {prevEvent}) j

: of]

6. Click Save Now when the rule template is published, the rule will be available in GRAT:
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e, demo null

@ Genesij ' QENESYS R.ULES AUTHORING

[Enviranmert =l General Rules Auit Trail
i} Hame Description Phase Calendar Pending Deployment | Start Date End Date
-1 Environment I”
= | Rule-100 | products test nev condition * (Mone selected) © @ ‘

= o Daly City
ﬁ Mew Rule Package
ff .,’J products.genasysiab.com
8 Demo Solution

._-;- Hew Decision Table ” _,; Hew Linear Rule ” J Import Rule |

products ‘ Add Condition |v ‘ Add Action |v | Group |v
test new condition event "Search” with parameter "{searchString}"” save as {event} (WebF, _CEPRule_ ;i
Section Expression Parameters event "Search’ with parameter "{searchString)’ (Web£ _CEPRule_ _WyProject)
Vyhen event following {prevEvent} with category {category) save as {event} WedEngagement_CEPRule_Template
Then event following {prevEvent} with name {eventHame)} save as {event} WebE, _CEPRule_
event with name WedE _CEPRule_ Ay Project)
event with name {eventHame)} save as {event} WebE, _CEPRufe_ _NyProject)
page following {prevEvent} with category {category} save as {event} (WebE, _CEPRule_
page transition event occurs that belongs to category {category} (WebE _CEPRule_ Vi

page transition event occurs that belongs to category [category) save as [event} \WebdEngagement_CEPRu,

End

Publishing the CEP Rule Templates in the Rules Repository

Prerequisites

* Your user has the correct permissions to manage rules in GRAT, as detailed in the Genesys Rules System
Deployment Guide.

* You configured GRDT to enable a connection to Configuration Server and Rules Repository Server.
Start

1. In Project Explorer, right click WebEngagement_CEPRule_Templates.
2. Select Publish. The Publish Template Wizard opens.
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Template Development - YWebEngagement_CEPRule_Templates_Genesyslab;/Cq

File Edit Mavigate Search Projeck Run  Configuration Server  Window  Help

| 5~ |- |5 i 88006 &~Ew
ﬁ’ | Template Developrent -:g Composer

T —
L?_ﬁ Project Explarer &3 [—| <u1=*'=f> = Eq (ﬁ default. workflow (é_ de
|

E@ WebEngagement_CEPRule_Tem,
[+ = Actions

#-#[3 Conditions

;? Enums = Copy Chrl4+iC
- Fact Model Paste Chrl+y

@, Functions 3 Delete Delete string

Tg Parameters [EvE, i

I i il
I:::I 51 WebEngagement _ChatRouting FENaME. .. Ez mk ik
[+ WebEngagerent_EngagernentLe
#-1== WebEngagement_Engagementyy fugImport. .. withe

G Expart...

Tlew 3 fitol
Go Inko

nouk <
& | Refresh F5

Close Project
Close Unrelated Projects

e |

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

L eve
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

The Publish Template Wizard.

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

Select WebEngagement_CEP_Rule_Templates.

4. Click Finish.

End
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Managing Categories

Overview

You can use the GWE Plug-in for Genesys Administrator Extension to define, in a few clicks, Web
Engagement categories that contain business information related to URL or web page titles. These
categories are used in the CEP rule templates, which provide rules that define when to submit
actionable events to Web Engagement — this is what starts the engagement process.

For example, lets look at Solutions on the Genesys website. In this scenario, you can define a Solution
category associated with the http://www.genesys.com/solutions page and several or all solution
sub-pages, such as http://www.genesys.com/solutions/cloud or http://www.genesys.com/
solutions/enterprise-workload-management.

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

e To set up a specific list of sub-pages for the Solutions category, you can create a tag for each sub-page:

* The "cloud" tag, which defines the "cloud" string as the plain text expression to search in the events
triggered by the visitor browsers.

* The "enterprise-workload" tag, which defines the "enterprise-workload-management" string as the
plain text expression to search in the events triggered by the visitor browsers.

Now your rules can use this category to match solution-related pages. You can add and remove
categories for Web Engagement through the Category interface in the Genesys Administrator
Extension plug-in. You create these categories during the Application Development process if you use
the Simple Engagement Model when you Create Business Information.

Each category is compliant with the category definition and includes tags to define business
information related to your website. To access the Categories interface, open Genesys Administrator
Extension and navigate to Proactive Engagement > Categories.
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= Genesys Administrator Extension Welcome demo Log Out

& Home .'. Accounts -f' Configuration g.'& Operations A Proactive Engagement

Categories - Environment

Categories - Environment < >
Y QuickFil m+ O &
Name Description
genesys-about genesys-about ;l
genesys-Contact genesys-Contact
genesys-Login genesys-Login
genesys-Platform genesys-Platform

genesys-SearchCategory genesys-SearchCategory

genesys-Services genesys-Services

genesys-Solutions genesys-Solutions

prs-Contactls prs-Contactls

pfs-home-logged-in pfs-home-logged-in . s
pfs-Loanipplication pfs-Loandpplication .
pfs-login pfs-login

PlayGround-Ads-First PlayGround-Ads-First

FlayGround-Ads-Second FlayGround-Ads-Second

FlayGround-Counter FlayGround-Counter
FlayGround-Pagei FlayGround-Pages
FlayGround-Faged FlayGround-FageB
FlayGround-Search FlayGround-Search
PlavGround-Sea-First PlavGround-Sea-First

A list of Categories

Features

The Categories interface includes the following features:
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Feature
Create categories.

Create matching tags.

Delete matching tags.

Delete categories.

Important

Usage
See Creating a Category for instructions.

See Creating Category Matching Tags for
instructions.

Select the tag in the Category Matching Tag section
and click X.

Category Matching Tags * i

test category (en-US) I

+
v Show category in Interaction Workspace
Language-specific Display Names i ]
aaaa (en-Us)
zzss2 (ru-RU)

+

Click Delete.

Select the category in the list and click Delete. The
Delete Confirmation dialog opens. Click OK.

Please Confirm.

i This item will be permanently deleted.

Delete Confirmation.

You can also find the categories in Configuration Manager, but you should not edit or
delete them through that interface because it can cause synchronization issues with

User's Guide
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the Categories interface in GAX.

Creating a Category

Prerequisites

* Your environment includes Genesys Administrator Extension. See Genesys environment prerequisites
for compliant versions.
* You installed the Web Engagement Plug-in for Genesys Administrator.

Start

1. In Genesys Administrator Extension, navigate to Proactive Engagement > Categories. The
Categories interface opens.
2. Click Switch Tenant, select the tenant where you deployed Genesys Web Engagement, and click OK.

Categories - Environment

Categories - Environment < >
Quick Filter | o+ | g E
Mame Description ;
W ITYENesys-... LA SWIt
Plain Pla :
Switch tenant X
zing
5 doy
- Environment v

Environment

ACME
Test_spl

Click the Switch tenant.

3. Click + to add a new Category. The New panel opens.

4. Enter a Category Name. For instance, pfs-login.
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5. Optionally, you can enter a Category Description.

6. Enable Show category in Interaction Workspace to display this category in Interaction Workspace if
an agent opens interactions that are related to it.

7. Click Save. The Products category is added to the list.

End

Creating Category Matching Tags

Each category should have at least one Category Matching Tag, which contains an expression to
search in the 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'.

Prerequisites

* You completed Creating a Category.

Start

1. In Genesys Administrator Extension, navigate to Proactive Engagement > Categories and select a
catetory. The <category name> panel opens.

2. Inthe Category Matching Tags section, click +. The New panel opens.
3. Fill in the form to create a tag. Consult the table below for more information about the form fields.

Field Description

Name The display name for your tag. For example,
Inbound Voice.

The type of expression to search. There are three
options:

e Regular Expression — A regular expression
search.

¢ Plain Text — A substring search. This is the
default.

Type e Google Like Expression — Selecting this

option opens a new window where you can
enter an expression using Google search
operators. When you click Generate to
REGEX, it converts the expression to a regular
expression and populates the Expression
field.

. The expression to search. This can be plain text
Expression .
or a regular expression.

Case-sensitive Selecting t_h_|s ﬁelo[ makes the regular expression
case-sensitive. It is not selected by default.
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u

Field Description

Select the language for the tag. This allows you
Language to make the search expression specific to the
localization of the browser.

. Click Save. The tag is added to the list of Category Matching Tags.

If needed, you can also define display names for the category that are language specific. In the
Language-specific DisplayNames section click +. The New panel opens.

. Enter a Name.
. Select a Language.

6
7
8.
9

Click Save. The language-specific display name is added to the list on the <category name> panel.

. Click Save on the <category name> panel.

End

Reqgular Expressions in Tags

You can create tags that use regular expressions to search for matches by selecting "Regular
Expression" from the Type list. A regular expression is a sequence of elements, either a word or
expression inside quotes. Each search element can be preceded by a '-' to exclude that element. A
wildcard symbol '*' can be used inside or outside of the quotes. If you prefer, you can select "Google
Like Expression" for the Type, which converts anything you enter in the "Expression” field to a regular
expression. If your expression is incorrect, your expression is not converted.

Search Request Patterns (Google Like Expression)

The following table describes the patterns in search requests.

Search for all exact words in any order.
search query

Search Options Description

The result must include all the words. These words
can be substrings attached to other words—for
example, [Web-search query1l].

Use quotes to search for an exact word or set of
words in a specific order without normal

Search for an exact word or phrase. improvements such as spelling corrections and
"search query" 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

Exclude a word. that include that word. This is especially useful for
-query synonyms like Jaguar the car brand and jaguar the

Include "fill in the blank".
query *query

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"].
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Managing Business Events

Overview

When you create an application, a set of Domain Specific Language (DSL) files that are used by your
application is also created. These files are defined in the apps\Your application nhame\_composer-
project\WebEngagement_EngagementWidgets\dsl\ directory. You can use the DSL to define
Business events (read about the structure of these events here) that are specific to your solution
needs.

Default domain-model.xml
The domain-model.xml is the main default DSL file for your application:

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

<properties>
<events>
<!-- Add your code here
<event id="" name="">
</event>
-->
<!l-- This is template for your search event -->

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

<trigger name="SearchTrigger" element="" action="click" url="" count="1" />
<val name="searchString" value="" />
</event>

-->
<event id="TimeoutEventlQ@" name="Timeout-10" condition=""

postcondition="document.hasFocus() === true">
<trigger name="TimeoutTrigger" element="" action="timer:10000" type="timeout"
url="" count="1" />
</event>
<event id="TimeoutEvent30" name="Timeout-30" condition=""
postcondition="document.hasFocus() === true">
<trigger name="TimeoutTrigger" element="" action="timer:30000" type="timeout"
url="" count="1" />
</event>
</events>
</properties>

By using the <event> element, you can create as many business events as you need. These events
can be tied to the HTML components of your page and can have the same name, as long as they
have different identifiers (these identifiers must be unique across the DSL file, to make a distinction
between the events sent by the browser). It can be useful to associate several HTML components
with the same event if these HTML components have the same function. For instance, you can define
several events associated with a search feature and give all these events the same name: "Search".

For each event, you can define triggers which describe the condition to match in order to submit the
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event:

e Triggers can implement timeouts.
e Triggers can be associated with DOM events.
* You can define several triggers for the same event (see <trigger> for further details).

Each trigger should have an element attribute that specifies the document's DOM element to attach
the trigger to, and the action attribute, which species the DOM event to track.

You can specify standard DOM events for the action:

e Browser Events

¢ Document Loading
* Keyboard Events
* Mouse Events

* Form Events

In addition to the standard DOM events, the DSL supports the following two values: timer and
enterpress.

The following example generates a "Search" event if the visitor does a site search. The "searchString"
value is the string entered in the "INPUT.search-submit" form.

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

<trigger name="SearchTrigger" element="INPUT.search-submit" action="click" url=
count="1" />

<val name="searchString" value="INPUT.search-submit" />

</event>

If the DSL uses the optional condition attribute, the event's triggers are installed on the page if the
condition evaluates to true. The following example creates a Business event with a time that can be
triggered only if the text inside the <h1> tag is "Compare™:

<event id="InactivityTimeout4CompareProductsEvent" name="InactivityTimeout4CompareProducts"
condition="$('hl").text() == 'Compare'">

<trigger name="InactivityTimeout4CompareProductsTrigger" element=""
action="timer:10000" type="timeout" url="http://www.MySite.com/site/olspage.jsp" count="1"/>
</event>

If the DSL uses an optional postcondition attribute, this can manage how an event is generated by
checking a condition after the actions are completed. The following example creates a Business event
timeout by timer if a page is in focus. In this case, the event does not generate if the page is opened
in the background:

<event id="TimeoutEventl0" name="Timeout-10" condition="" postcondition="document.hasFocus()
=== true">

<trigger name="TimeoutTrigger" element="" action="timer:10000" type="timeout" url=""
count="1" />
</event>

A DSL trigger can use the type attribute. This can have a value of either timeout or nomove, which
specifies how the timer action works. If the type is timeout, then the timer interval begins after the
page is loaded. If the type is nomove, then the timer resets each time the user moves the mouse.
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You can also apply the optional url attribute. This attribute defines the URL of the specific page that
raises the Business event. The Business event is not submitted if the current document's URL does
not match the URL parameter.

Finally, you can apply the optional count attribute. This attribute specifies how many times the
trigger needs to be matched before the event is generated and sent to the Frontend Server.

For more information about the DSL elements, see the Business Events DSL.

Creating Business Events by Customizing the DSL File

You can edit the apps\Your application name\frontend\src\main\webapp\resources\dsl\
domain-model.xml and add a list of events, with specific conditions, related to your web pages'
content.

Genesys recommends that you use the InTools application to help you modify your
DSL.

The default domain-model.xml file includes a few events to help you get started with your DSL
customizations: SearchEvent, TimeoutEvent10, and TimeoutEvent30. The following sections show you
how you can customize these events to work on your website.

Using the SearchEvent Template
By default, the domain-model.xml file contains commented code that you can implement to trigger
a business event when a visitor tries to search for something on your website. Complete the following

steps to customize the SearchEvent for your website.

Start

1. Remove the comment characters that wrap around the event: <!—and - ->. The event should look like
the following:

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

<trigger name="SearchTrigger" element="" action="click" url="" count="1" />
<val name="searchString" value="" />
</event>

2. Set the element attribute to the jQuery selector that triggers a search. For example, we have an input
(id="search") with a submit button (id="search-submit").

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

<trigger name="SearchTrigger" element="#search-submit" action="click" url=""
count="1" />

<val name="searchString" value="" />
</event>

3. Set the value attribute to the script to retrieve the search string. For example, our input id of "search".
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<event id="SearchEvent" name="Search">

<trigger name="SearchTrigger" element="#search-submit" action="click" url=
count="1" />

<val name="searchString" value="$(#search).val()" />
</event>

Now the search event is triggered when a visitor clicks the search-submit button.

End

Using the Timeout Events

By default, the domain-model.xml file contains two timeout events: timeout-10 and timeout-30.

<event id="TimeoutEventl0" name="Timeout-10" condition="" postcondition="document.hasFocus()
=== true">

<trigger name="TimeoutTrigger" element="" action="timer:10000" type="timeout" url=""
count="1" />
</event>
<event id="TimeoutEvent30" name="Timeout-30" condition="" postcondition="document.hasFocus()
=== true">

<trigger name="TimeoutTrigger" element="" action="timer:30000" type="timeout" url=""
count="1" />
</event>

You can customize these events or disable one or both to suit your business needs. By default, these
events are triggered with a 10-second and 30-second delay after the tracking script is initialized on
the page. The only difference between the events is the action attribute, which defines the timeout
in milliseconds.

Both events have the postcondition attribute set to "document.hasFocus() === true", which
checks whether the focus is on the current page. The timeout event is only triggered if the
postcondition returns true.

Creating Business Events by Using the Monitoring Agent API

You can also use the Monitoring JS 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 your web pages. See Monitoring JS API
Reference for further details.

You should also consider using the APl when you have more complex logic that can't be handled by
DSL alone. For an example, see How To — Enable a trigger after another trigger.
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Managing Routing Strategies

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.
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.

The following shows the Chat Routing workflow, where interactions are routed to agents with

"Customer Service" or "Customer Care" skills:

g n- g 1

[ Package Explorer &3 (= \'-1'1 |

32 webEngagement_CEPRue_Teeplates_plavground
=] ‘WebEngagement_ChatRouting
= db
# = include
| Bl Interaction Processes
all | B META-INF
= Reports
HS s
Fl= sre-gen
= WEE-INF
5142 Workflows
=g WebEngagement_EngagementLogic
H-E=db
#H=r include
& {72 Interaction Processes
#-= META-INF
H-2 mrc
(= sre-gen
#-(= WEE-INF
== Workflows:
|52 cleam.markfiow
] decision. workflow
(] defauit. workPow
4] engage.morkfiow
(2] getRESTinfo.workflow
] noengage.workflon
A Chat Routing workflow example.

5 I ! =] 1™ | L | [tin el

ik Sweebrne_chat_arorkasorkfow §3

It s possible bo send message in
routed bo an agent. Enable this
demonstration of this feature

- H - Branching block enables three po
[ = Branching depending on variable” categorie:
1. Support branch (IF categ
anchingByCate... 2. Contactls branch (F cab
- awalable)
. 3. Defauk branch (F neithe:
da 'Contactlls’ conditions are met)
% Route Inter... @RouteInter..  ~Route Inter...
RoubeCustormers... RouteCustomerC. .. FLORE e 3o s
ed categories (Custon
ice) are mok applicable - |
group Web Engag

Rouke bo agent in Route bo 5klad in
‘Customer Servies' “Custamer

When you alter the strategies, you must save your changes, generate the code, redeploy, and restart
your Genesys Web Engagement application to apply those changes.

You can customize the routing strategies to help meet your specific business needs:

¢ Customizing the Engagement Strategy

* Customizing the Chat Routing Strategy
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Managing Rules

Overview

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 and then a set of rules.
For details about rules, refer to the Genesys Rules System documentation.

Multi-Package Domain Oriented Rules

As of version 8.1.2, Genesys Web Engagement supports multi-package domain oriented rules. You
can map your rules package to a particular domain by reversing the domain zone in the name of the
rules package. For example, the blog.genesys.com domain would have a rules package called
com.genesy.blog.

You can have multiple rules packages on the same server at the same time. New rules packages
(with a different package name) that are deployed do not rewrite the current rules, but are instead
added to the current rules set. When the existing rules package is deployed, it rewrites selected
package rules in the current rules set.

This domain mapping is applied hierarchically - the "root" domain is processed by the "root" package
and the sub-domain is process by the sub-package and all parent packaged (including "root").

For example, your website contains the following sub-domains:

* genesys.com
¢ blog.genesys.com
e communication.genesys.com

e personal.communication.genesys.com
And you have the following rules packages:

* com.genesys
e com.genesys.blog
e com.genesys.communication

* com.genesys.communication.personal
The rules packages are processed as follows:

Domain com.genesys com.genesys.blog com.genesys.commenritajiarsys.communication.|

genesys.com + - - -
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Domain com.genesys com.genesys.blog com.genesys.commeprictajgarsys.communication.|
blog.genesys.com + + - -
communication.genesys.com - + -
personal.communicati®n.genesys.com - + +

This feature is turned off by default. You can turn on domain separation rule execution
on the specified Frontend server by setting the cep.domainSeparation option to true.

Creating a Rules Package

Complete the steps below to create the rules package associated with your Web Engagement
application. This procedure is an example of how to create a rules package. For further information
about creating rules, refer to the Genesys Rules System Deployment Guide.

Prerequisites

¢ Your environment includes Genesys Rules Authoring Tool. See Genesys environment prerequisites for
compliant versions.

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

1. Open the Genesys Rules Authoring Tool and 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, you can enter a Description.

3. Select WebEngagement CEPRule Templates in the Template table.
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@ Genesys GENESYS RULES AUTHORING
[Ervirormert =] General
E|;ﬂ;mi5':lm;; Pﬂc::rgz |ge|-|esyi~_r1..le's product Import Rule Package
[ New Rule Package Business Export Rule Package
# o Demo Sokution Marme [Produuct
F'ad;_:gz | web_encagement =]
Descrigtion
Temeie  celected Mame Wersion

b ‘WebEngagement_CEPRiule_Templates 4

GWENewPackageGRA.PNG

4. Click Save.

End

Creating Rules in the Rules Package

Prerequisites

¢ Creating a Rules Package
Start

1. In Genesys Rules Authoring Tool, select the rules package you created in the previous procedure.
2. Select the Rules tab.

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

4

. Select the created rule:
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e Enter a Name. For example, Products.

e Enter a Phase. The list of rule phases can be modified by changing the values of the Phases
enumeration in the CEP Rules Template. The default value is *.

5. Click Add Condition:

* Scroll down to select a condition. For example, page transition event occurs that belongs to
category, which launches the actionable event any time that a user enters or leaves a page on
your website.

Qc Genesys GENESYS RULES AUTHORING
| Ervvironment =] General Rules AR Trail
. 1] | Haime Description Phase | Calendar Pending Starl Date Er
= [ Envirorment { | Deployment
= Doy Gty {Ed  rue.10] products . [ (rone seected (] [ |
) Mew Rule Package i
= | Product |
] Busness Colendars
& Deploy Rues (%)
|, Search 8 . :
5 €@} Demo Soktion _.Ilmlll:himmnl_‘MLMIMH“_'WMD|
products Add Condition v|nnc|mnn * Group «

AND category is {category} save as {event} (WebErgagem
AND event following {prevEvent) with category {category!
Vihen ANHD ewent following {prevEvent) with name {event lame)
Then ANHD eeent searches (scarchString) (WebEwgagement_CE
ANHD ewent with name {eventlame) WebEngagemamt_CE
Precondition: save last coent (WebEngagesrent_ CEPRE /e
euent with name {eventlame) save o8 [ovent} (WebEnga
page transition event occurs that belongs to categorny
page traneition event occurs that belongs to categorny {c

Sectin Expression Parameters

Salec] A ;
Select your rule's condition.

* Select a category in Parameters</t>. For example, Products. The Parameters list displays
the categories that you previously created.
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Sectic4 Expression Parameters |

When

| | page transition event oc| {category} I
Then Products

{rateqory

[~

Set the condition's parameters.
6. Click Add Action and select an action in the list. For example, generate actionable event.

7. Click Save. ...
You can create as many rules as you need in your rules package.

End

Deploying the Rules Package

Prerequisites

* You started the Web Engagement servers.

Start

1. In Genesys Rules Authoring Tool, navigate to Solution > your rules package > Deploy Rules.
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£ Logon - Genesys Rules Auth % ¥ £ Genesys Rules Autharing »
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Last Log In: Jun
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[ Mew Rule Package
= ) complpgroond
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2. Select the checkbox next to your rules package in the Package Snapshots section.
3. Click Deploy Now. The Deploy window opens.

4. Select your Genesys Web Engagement Server for the Location.
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£ Logon - Genesys Rules Auth % ¥ £ Genesys Rules Autharing »

€« - C [ 192168 3.189/genesys-rules-authoring/index. jsp
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Last Log In: Ju

| Erwiranment v Outstanding Deployments Deployment Histony |

Fackage Snapshots
= =) Enviranrment
= @ Playground Selected Snapshot Name Comment | Date
[ Mew Rule Pack.
) Mew Rule Package l_ LATEST Represents latest contents of thiz rule package Jun &, 2014 3:57 &M
= ) complpgroond
%  Deploy Rules (5
& | Deploy Ru es (5) Create Snapshot E:xport Snapshot Oelete Snapshot Refresh
., Search
Deployw Mo Schedule Deployment Show Package Source

2014 Genesys Telecommu ong Laboratories, Inc. All rights reserved.

5. Click Deploy. The rules package is deployed to the Web Engagement system.

End
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Using InTools

Overview

InTools (Instrumentation Tools) is a Chrome/Chromium extension you can use to create, validate, and

test DSL.

Installation

You can install and use InTools with the Chromium Browser or the Chrome Browser. Genesys
recommends that you use the Chrome Browser because it has the largest selection of Developers
Tools.

Chromium (Windows, Mac, Linux) and Chrome (Mac, Linux)

The installation process is the same for Chromium (Windows, Mac, Linux) and Chrome (Mac, Linux).

Chrome in Windows has some restrictions about installing extensions that are not
from the Chrome Store. If Chrome blocks you from installing InTools in Windows, you
must install the unpacked extension in developer mode. See Chrome (Windows) for
installation instructions.

Start

. Run the Chrome browser.

. Navigate to the chrome://extensions page.

1
2
3. Open a window in your OS and navigate to the GWE _installation\tools\intools\extension\ directory.
4

. Drag and drop the intools.crx file to the browser.
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5.

=[@] 2 ]

MR O chrome:/jextensions v IR ()

Drag and drop file —iEeE
= Favoril
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Drop to install

= Librari
T L L L L by S L @ DQCL
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=] Pict
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In the Confirm New Extension dialog, click Add.
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48 [ chrome://extensions

Confirm Mew Extension

Dme Extens [] Developer mode

Add "Web Engagement - InTools"?

It can:
' « Access your data on all websites

¥ Enabled @

Add Cancel

Google Docs 0.7 ¥ Enabled T
Create and edit documents Permissions Visit website

L | -

PSR SPURRS N o B

1@

The InTools extension is added to the extension list and enabled:

oA -'

. C_ Web Engagement - InTools has been added ®
DIme Extensions =) to Chrome.
[ —
] ' Advanced REST diient  3.17 ¥ Enabled T
EIons
The web developers helper program to create and test custom

HTTP requests. Permissions Visit website

[ Allow inincognito | Allow access to file URLs  Options

End

Chrome (Windows)

1. Run the Chrome browser.
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2. Navigate to the chrome://extensions page.

3. Enable Developer Mode.

I:I [ chrome://extensions

Extensions ] De

4. Open a window in your OS and navigate to the GWE_installation\tools\intools\extension\ directory.
5. Unpack intools.crx by using a zip archiver.

6. Click Load unpacked extension... and choose the directory with InTools that you unpacked in the
previous step.

I:I [ chrome://extensions

Extensions ¥ De

Load unpacked extension... Pack extensicn... Update exte

The InTools extension is added to the extension list and enabled:

HI [ chrome://extensions

Extensions W Dev

| Load unpacked extension... || Pack extension... Update exten

Web Engagement - InTools 1.0 | Ena

S

S’ nTools - Instrumentation tools for editing and testing Web Engagement DSL Permissions
ID: gaibgnbegocjmipfphkjggacjabgboch
Loaded frem: D projects\Genesys\WE\build'\rescurces\toelshintools\ extensions\test\intools
Inspect views: context/background/background.html

[ ] Allowin incognito [ Allow access to file URLs Reload (Cirl+R
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GWE DSL Editor

The DSL Editor allows you to create, edit, and test Genesys Web Engagement DSL.
Genesys 'Web Engagemen x \ = Customer Expersence Cor = Y * Extensions = D C —

E «| BB8. 435 3797 ﬂ -:"-rl-'r"-"- y Salact Reglon m E

— .
EGEHESyS Customer Experience Solutions  Platform  5Services About Contact Blog

L c WIWWENESYS.00m

§ Customer Experience

Customer Experience

0, Elemerts PMetwork Sowces Timeline Profiles Fesources Sudits  Conscle |(GPE DSL Editor |

. eferee e ne .
pe="timeaut arl= couant=
1sitID™: 37ch23b
{wind laca mf=="http: gene com RE
“language En-Us
— - - - s las =HE . = — = - " a
oame="language" alue="windo languageCodes
Sk Lead From Page Jaksate @ . Save an
¥ 2

The DSL Editor

Advanced Editor

The Advanced Editor is a text editor for Genesys Web Engagement DSL that provides the following
features:
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Feature Usage

Syntax highlighting. The editor highlights reserved

words to improve readability. Automatic.

Use ctrl+space to open the window.

<event id="TimecutEvent30" name="Timeout-30" ¢
0 document.referrer. indexCf ('genesys—care') >
0 document.referrer.indexCf (' job=s-careers') >
0 document.referrer.index0f (' customer—-care') >
I:I] e

Code complete. The editor provides a code

complete menu so you can see options to auto- " ;
m {E: element="" actic
complete your code. trigger :

—T =

trigger name= element

! name="Timeocut-10"
0 Il window.location.href.indexOf ('genesys—care")
~ O : - ; '

Ll 2 —_—

The code complete menu.

Autpmatic.

<trigger na me="TimeoutTrigger" element=""

-] &y LA b

<val name="language" value="window. lang

XML syntax validation.
</event>

o L Gl L B Lah
[T =N =]

Syntax validation
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Feature

jQuery selector highlighting. The tool can generate
values for underscored attributes ("element" and
"value") by clicking HTML elements on the page.

DSL structure validation. The tool validates the
names and positions of elements, including
children.

Usage

2) click on element

@ GEI’IES;@———— Customer Experience

Home / Customer Experience

Customer Experie

Competitive Advantage is a Conseq

Q, Elements Metwork Sources Timeline Profiles Rescurces  Aud

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

<event id="elemId" name="elemName">
<trigger name="triggerName" element="#na

</event: .
3) generated jQuery Selector
<event id="TimeoutEvent30" name="Timeout-
0 document .referrer.index0f ('genesys—-care
0 document.referrer.index0f ('jobs-careers

Selector highlighting

Clic

K & Validate

User's Guide

43



Using InTools

Feature

Load the current DSL from a page. You can
navigate to an already instrumented page and load
DSL from it.

Pretty formatting.

Test DSL. You can publish DSL changes to the
current page

Unpublish DSL. You can removed the DSL you
published.

Save as. You can save your DSL changes to the file
system.

1, Elements Network Sources Timeline Profiles Resources  Audite Console | GPED

DSL Validation Result

line 42 parser error . Specification manda
<irigger na me="TImeoulTrgger element:
line:42: parser error - attributes construct
<trigger na me="TimeoutTrigger” element:
A

line:42: parser error - Couldn't find end of

=trigger na me="TimeoulTrigger" element:
A

An example of DSL validation

Click (D Load From Page

Click

Click Bl . The page is restarted and
configured with the new DSL.

Cllck B Unpublish

Save as

Click &
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Simple Editor

The Simple Editor is a wrap for the Advanced Editor that provides easy to use forms.

Q, Elements Metwork Sources Timeline Profiles Resources Audits Console | GPE DSL Editor |

+ iE Events i - _
# % Timeout-30 Trigger uval T
.+ ™ TimeoutTrigger
¥- i TIH’IE_‘DUI—‘H] _ Name

- (™ TimeoutTrigger|
- U language TimeoutTrigger
Action
timer v 45000
Count
1
URL
Page url
Element
$(' | jQuery selector O
Advanced (P Test | & Unpublizh || J Save as
T —

The Simple Editor

The editor includes the following features:

Feature Usage
Navigation tree. The navigation tree allows you to .
quickly see events, triggers, and values. AVEETEEE,
jQuery selector highlighting. As in advanced mode,
the tool can generate values for underscored Click the magnifying glass

attributes ("element" and "value").
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Feature Usage
Element
$(' | jQuery selector i Q
Create or remove elements in the DSL tree. e | trigger i) val T
ic
Test DSL. You can publish DSL changes to the Click (@ Test The page is restarted and
current page configured with the new DSL.
Unpublish DSL. You can removed the DSL you = Unpublish
published. Click | © Unpueisn |
Save as. You can save your DSL changes to the file 4 saveas
system. Click

Event Console

The Event Console monitors the generated events (both system and business). The event body
includes all the event data in JSON format. The same format is posted to the Frontend Server.
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Event Console o 3

~

b

[ SYSTEM] PageExited -
[ SYSTEM] PageEntered -

[ BUSINESS | Timeout-30 -
[ BUSINESS ] Timeout-10 -

7868act2",
"wisitID™:
3",
“data™: {

"language": "en-us"

The Event Console

The Event Console includes the following features:

Feature
Generated events monitoring.

Toggle the full information for an event.

1
"eventType": "BUSINESS",
"eventName": "Timeout-1l8",
"eyventID": “181F2D39893549ABE54ABA08DA1331FER™,
"pagelD™: "9767AOV1ZADBAF46AS3I1DABTATSFACEI",
"timestamp": 1482666015808,
“category™: ™",
"url™: "http://www.genesys.com/customer-experi
ence”,

"globalVisitID™: "@2f@c56c-2182-4e4a-bed3-b917

"f37cb23b-T8b7-4f6a-9927-7342dad912

Usage
Automatic

Click the event name to hide/show the event
information.

[ BUSINESS | Timeout-10 -

1

"eventType": “BUSINESS",

The full event information is displayed.

[ BUSINESS ] Timeout-30 -
[ BUSINESS ] Timeout-10 -

The full event information is hidden.
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Feature

Hide all system events.

Auto scroll to the last generated event.

Toggle all events.

Click
Toggle

Click

q, .

+

f .

to enable.

Usage
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Reporting

Genesys Web Engagement includes standard templates you can use for real-time interaction
reporting. These templates report on the two kinds of interactions that GWE produces:

* Pre-engagement phase interactions are a specialized type of Open Media interaction called
webengagement.

- Engagement phase interactions are chat or web callback interactions, depending on the selected
channel.

To learn more about how to import the standard reporting templates into CCPulse+, see Standard

Reporting Templates. Note that you can also create customized reports from the statistical data
produced by Genesys Web Engagement.

Pre-engagement Phase Reports

Web Engagement includes the following reports based on pre-engagement phase interactions:
¢ Qualified webengagement interactions — The number of rules that are triggered on your website.

* Engaged webengagement interactions — The number of qualified interactions that meet the
engagement strategy requirements.

e Accepted webengagement interactions — The number of engaged interactions that were accepted when
a site visitor clicked the "accept" button on the engagement invite.
Warning

Accepted interactions do not always start a chat or voice engagement interaction. For example, a site visitor
may be redirected to a registration form after accepting an engagement invite. If the visitor closes this form,
the engagement interaction will not start.

¢ Canceled webengagement interactions — The number interactions that are rejected when a site visitor
clicked the "reject" button on the engagement invite.

Warning

If an engagement invite is closed because it reaches the timeout limit, Web Engagement does not consider
this a cancelled webengagement interaction. This is done to exclude cases where the site visitor never sees

the engagement invitation — for example, when the visitor has multiple tabs open and the engagement
invitation is not on the current tab.

* Failed webengagement interactions — The number of failed interactions. This includes both engaged and
qualified interactions that failed because of any number of reasons, such as:
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Reporting

* The interaction does not meet the engagement strategy requirements. For example, there may be
no agents available to handle the interaction.

* The interaction was triggered by a rule in test mode only.

e The interaction timed out.

You cannot filter Open Media interactions in Stat Server, which restricts some
types of reports. For example, you cannot report the percentage of successful
engagement attempts out of the total count of qualified Open Media
webengagement interactions.

Engagement Phase Reports

You can create engagement phase reports based on the number of processed interactions and
the information contained within those interactions. The following are some engagement phase
reports that can be collected from Web Engagement:

e The number of chat or web callback interactions that are triggered by Web Engagement and
processed by an agent or group of agents.

* The percentage of chat or web callback interactions that are triggered by Web Engagement and
processed by an agent.

¢ The number of chat or web callback interactions that are triggered by a specific Web Engagement
rule and processed by an agent or group of agents.

¢ The percentage of chat or web callback interactions that are triggered by a specific Web
Engagement rule and processed by an agent.
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Standard Reporting Templates

Genesys Web Engagement provides the following standard reporting templates that can be imported
into CCPulse+:

Pre-engagement Phase Templates

Web Engagement includes standard reporting templates for each Web Engagement statistics queue.

Reporting Template Interaction Queue
WebEng_Accepted.xtpl Webengagement_Accepted
WebEng_Engaged.xtpl Webengagement_Engaged
WebEng_Failed.xtpl Webengagement_Failed
WebEng_Qualified.xtpl Webengagement_Qualified
WebEng_Rejected.xtpl Webengagement_Rejected
WebEng_Timeout.xtpl Webengagement_Timeout

Engagement Phase Templates

Web Engagement includes the following types of standard reporting templates for the engagement
phase:

* Report templates on chat and web callback interactions triggered by the Web Engagement process and
processed by an agent.

¢ Report templates for rule based reporting based on the data attached to chat and web callback
interactions triggered by the Web Engagement process and processed by an agent.

Importing Genesys Web Engagement Sample Reporting
Templates in CCPulse+

Note: For information about using CCPulse+, click Help in the CCPulse+ user interface or see the
Reporting 8.0 CCPulse+ Administrator's Guide. The Web Engagement templates for CCPulse+ have
an extension of .xtp1l, which is an XML format. The documentation for CCPulse+ does not distinguish
files by extension and refers to .xtpl files as XML files.

Prerequisites

¢ You have installed CCPulse+ version 8.0.000.36 (or later).

¢ You are a CCPulse+ administrator.

Start
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Standard Reporting Templates

1. Open CCPulse+ and navigate to Tools > Import/Export. The Import/Export Utility opens.

2. Select Templates for the Object Type.

3. Choose the import source.

e For Storage 1 Type, select CCPulse+ XML Data Files.

* For Path To Storage 1, click ... and select the path to the reporting XML template(s) you wish to
import. The Genesys Web Engagement Sample Reporting Templates are located in the
web_engagement reporting template directory on your installation CD.

* Click Open. The reporting templates are displayed in the Storage 1 Contents box below. For
example, if you select the Web Engagement Media Based folder for Path To Storage 1, the
reporting templates WebEng Chat By Agent.xtpl and WebEng Voice By Agent.xtpl are

displayed Storage 1 Contents.

Import,/Export Utility

Ilze the '..." buttons to zelect zource and destination storages. Then, use the > or << buttonz to copp the
zelected template, threshold, or action from one storage to the other.

Object Type: Templates

Storage 1 Type:
| CCPulse+ XML Data Files =

Fath Tao Storage 1:
IE:HG 288_8110004_EMIweb_engagemen _I

Starage 1 Cantents:

E “WwiebEng Chat_By Agent
@ WwebEng Woice By Agent

Refrezh |

S

44

=

Storage 2 Type:

]|

IEEP‘uIse+ 7. Storage

Path To Storage 2

=

IE:"-.F"ru:ugram Filez (=86 GCTINCCPUlze+45t _I

Starage £ Cantents:

-@ S510_Agent_Sales
@ Salez

[E] Sim_Almediava

[E] Sim_KP_ Agent

@ Sim_Woice

@ Simn_%0 Ewaluation
[E] Simall Media

[&] SimChat Handling
[E] SimE-Mail Handling
@ SirtYoice Handling
@ ShS Queue Template
@ Stats ondgents

@ Survey Results

@ Tazk Monitoring Template
@ Tier

[E] TierPFs

Refrezh |

]

Cloze

4. Choose the import destination.

e Select CCPulse+ 7.x Storage for the Storage 2 Type.

e Select a template in Storage 1 Contents and click the >> button. The template is copied to the
Storage 2 Contents box. Repeat for each template you wish to copy from Storage 1 Contents.
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Import/Export Utility

Ilze the '.." buttons to zelect zource and destination storages. Then, use the > or << buttonz to copy the

zelected template, threzshold, or action from one storage to the other.

Object Type: Templates j

Starage 1 Type: Storage 2 Type:

IEEF‘uIse+ #ML Data Files j IEEP‘uIse+ 7. Storage j

Path Ta Storage 1: Path To Storage 2:

IE:HGEEE_E'I 10004_EMUsweb engagemen _I IE:"-.F'ru:-gram Filez [#2EGCTINCCPUlze+4SE _I
Starage 1 Cantents: Starage 2 Contents:

] WebEng_Chat_By_Agent [&] Sim_Almediava o]
@ WebEng Waice_By Agent @ Sim_K.P_ Agent

= @ Sirn_Maice

@ Sirn_ W0 Evaluation

<< | |[E] Simall Media

[&] SimChat Handiing

(] SimE -Mail Handling

@ Simvoice Handling

@ SKS Queue Template
@ Statz on Agents

@ Survey Resulkz

@ T azk Monitaring Template

@ Tier

i e P o)
o =

@ WebEng Chat_By Agent
@ WebEng Waice_By Agent

Refrezh | Refrezh |

Cloze

5. Repeat steps 3 and 4 for each template you would like to import into CCPulse+.

6. Click Close. The Import/Export Utility closes.

End

User's Guide

53



	User's Guide
	Table of Contents
	Genesys Web Engagement User's Guide
	Managing CEP Rule Templates
	Managing Categories
	Managing Business Events
	Managing Routing Strategies
	Managing Rules
	Using InTools
	Reporting
	Standard Reporting Templates


