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Preface

Welcome to the Universal Routing 7.6 Reference Manual. This manual
contains technical information on both Enterprise Routing and Network
Routing (ISCC in T-Server documentation), which together comprise
Universal Routing. In brief, you will find information about the following:
routing strategies, objects, functions, options, and statistics. This manual is
valid only for the Universal Routing 7.6 release.

This document is valid only for the 7.6 release(s) of this product.

Note: For versions of this document created for other releases of this product,
please visit the Genesys Technical Support website, or request the
Documentation Library DVD, which you can order by e-mail from
Genesys Order Management at ordermanegenesyslab.com.

This preface provides an overview of this document, identifies the primary
audience, introduces document conventions, and lists related reference
information:

«  Customer Interaction Management, page 18

+ Intended Audience, page 19

«  Chapter Summaries, page 19

+  Document Conventions, page 20

+ Related Resources, page 22

«  Making Comments on This Document, page 24
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Preface Customer Interaction Management

Customer Interaction Management

Universal Routing enables you to design sophisticated strategies for handling
both voice and non-voice interactions and for directing them to an appropriate
target. Universal Routing also provides data required to report on interaction
handling in your enterprise.

Universal Routing, which comprises Enterprise Routing and Network Routing,
is one part of the Genesys Customer Interaction Management (CIM) Platform.

The CIM Platform consists of the following:
* Genesys Universal Routing

* Genesys Reporting and Analytics

* Genesys Multimedia

* Genesys Management Framework

Each has its own documentation set.

Multimedia

Genesys Multimedia is the core of a series of components that work together to
handle interactions from disparate media-based devices. It allows you to
centralize your handling of the various channels that customers use to reach
your contact center. The core functionality provided by Multimedia must
operate with at least one of the following media channels:

* Genesys E-mail. This channel has an optional enhancement: Genesys
Content Analyzer, which uses natural language technology to provide
automated classification of incoming e-mail.

* Genesys Web Media (chat).

* Genesys Open Media, which allows you to add customized support for
other media. For more information see the documents for the Genesys
Developer Program 7.6, particularly those dealing with the Media
Interaction SDK.

Note: Universal Routing 7.6 can work in a pure voice environment or with
the Multimedia software components, which allow for the additional
routing of non-voice interactions based on IRD-designed business
processes.

18 Universal Routing 7.6 @
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Intended Audience

Intended Audience

This manual is primarily intended for users involved in developing and setting
up a routing solution, including administrators and strategy designers. This
guide assumes that you have a basic understanding of:

* Computer-telephony integration concepts, processes, terminology, and
applications.

* Network design and operation.
* Familiarity with your own network configurations.

You should also be familiar with Framework architecture and functions.

Chapter Summaries

Reference Manual

In addition to this preface, this document contains the following chapters and
an appendix:

e Chapter 1, “Routing Strategies,” on page 25, provides information on
developing and creating strategies.

* Chapter 2, “Interaction Routing Designer Objects,” on page 61, describes
the objects that you can use when designing strategies.

e Chapter 3, “Interaction Routing Designer Functions,” on page 359,
describes the functions that you can use when designing strategies.

* Chapter 4, “Configuration Options,” on page 523, describes the options
that you can configure for Universal Routing Server, Interaction Routing
Designer, and Custom Server. It also includes information on Interaction
Server options that affect routing.

e Chapter 5, “Number Translation,” on page 601, describes how to set up
number translation between Universal Routing Server and switches if
translation is necessary.

* Chapter 6, “Automatically Attached Pegs,” on page 607, describes the use
of automatic pegs as counters for tracking the history of an interaction.

* Chapter 7, “Routing Statistics,” on page 611, describes the predefined
statistics available for routing and the various types of statistics that you
can create for use in routing strategies.

* Chapter 8, “Solution Reporting,” on page 633, provides an overview of
Genesys reporting as it relates to Universal Routing.

* Appendix A, “Log Events,” on page 643, provides an overview of routing
log events and lists the specific log message text used for the verbose
option (described on page 585).

* Appendix B, “Web Service Object,” on page 659, describes the strategy-
building object for communicating with Web Services outside of Genesys.
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Document Conventions

This document uses certain stylistic and typographical conventions—
introduced here—that serve as shorthands for particular kinds of information.

Document Version Number

A version number appears at the bottom of the inside front cover of this
document. Version numbers change as new information is added to this
document. Here is a sample version number:

72fr_ref_09-2005_v7.6.000.00

You will need this number when you are talking with Genesys Technical
Support about this product.

Type Styles

Italic

In this document, italic is used for emphasis, for documents’ titles, for
definitions of (or first references to) unfamiliar terms, and for mathematical
variables.

Examples: ¢ Please consult the Genesys 7 Migration Guide for more information.

* A customary and usual practice is one that is widely accepted and used
within a particular industry or profession.

* Do not use this value for this option.

e The formula, x +1 = 7 where x stands for . . .

Monospace Font
A monospace font, which looks like teletype or typewriter text, is used for
all programming identifiers and GUI elements.

This convention includes the names of directories, files, folders, configuration
objects, paths, scripts, dialog boxes, options, fields, text and list boxes,
operational modes, all buttons (including radio buttons), check boxes,
commands, tabs, CTI events, and error messages; the values of options; logical
arguments and command syntax; and code samples.

Examples: ¢ Select the Show variables on screen check box.
e Click the Summation button.

* Inthe Properties dialog box, enter the value for the host server in your
environment.

* In the Operand text box, enter your formula.

* Click 0K to exit the Properties dialog box.
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* The following table presents the complete set of error messages
T-Server distributes in EventError events.

* Ifyou select true for the inbound-bsns-calls option, all established
inbound calls on a local agent are considered business calls.

Monospace is also used for any text that users must manually enter during a
configuration or installation procedure, or on a command line:

Example: ¢ Enter exit on the command line.

Screen Captures Used in This Document

Screen captures from the product GUI (graphical user interface), as used in this
document, may sometimes contain a minor spelling, capitalization, or
grammatical error. The text accompanying and explaining the screen captures
corrects such errors except when such a correction would prevent you from
installing, configuring, or successfully using the product. For example, if the
name of an option contains a usage error, the name would be presented exactly
as it appears in the product GUI; the error would not be corrected in any
accompanying text.

Square Brackets

Square brackets indicate that a particular parameter or value is optional within
a logical argument, a command, or some programming syntax. That is, the
parameter’s or value’s presence is not required to resolve the argument,
command, or block of code. The user decides whether to include this optional
information. Here is a sample:

smcp_server -host [/flags]

Angle Brackets

Angle brackets indicate a placeholder for a value that the user must specify.
This might be a DN or port number specific to your enterprise. Here is a
sample:

smcp_server -host <{confighost)
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Related Resources

Consult these additional resources as necessary:

*  Universal Routing 7.6 Deployment Guide. The first part of the guide
provides information you will need to get started: A high-level overview of
Universal Routing features and functions, including product architecture,
system availability, redundancy information and deployment-planning.
The second part of the guide provides instructions for deploying Universal
Routing components, and describes how to start and stop these components
once you have configured and installed them.

*  Universal Routing 7.6 Strategy Samples. The goal of this document is to
simplify strategy configuration for first-time users of the strategy
development tool, Interaction Routing Designer. To achieve this goal, this
document supplies examples of simple voice and e-mail routing strategies
that can be used as general guides.

*  Universal Routing 7.6 Interaction Routing Designer Help, which describes
how to use Interaction Routing Designer to create strategies and interaction
workflows.

*  Universal Routing 7.6 Business Process User’s Guide, which contains
step-by-step instructions creating interaction workflows that direct
incoming interactions through various processing objects in order to
deliver an appropriate response to the customer.

*  Universal Routing 7.6 Routing Application Configuration Guide
(previously Universal Routing 7.6 Routing Solutions Guide), which
contains information on various types of routing solutions. You will find
information about: skills-based routing, business priority routing, cost-
based routing and share agent by service level agreement routing. It also
summarizes proactive routing and Universal Routing support for a Genesys
Instant Messaging (SIP/Chat) Solution.

*  Universal Routing 7.6 Cost-Based Routing Configuration Guide, which
documents a solution where Universal Routing Server considers the cost of
routing to a target, comprised of Infrastructure cost and/or Resource cost,
as addition selection criteria when choosing the right target.

* Genesys 7.6 Proactive Routing Solution Guide, which documents a
solution that enables you to proactively route outbound preview
interactions to Genesys Agent Desktop, as well as to completely process
Calling List and Do Not Call List records solely from the logic of a routing
strategy without agent intervention.

Universal Routing 7.6 supports Genesys Outbound Contact with its multi-
Campaign agent assignment and proactive routing. When using the IRD
Outbound strategy-building objects, you may wish to consult the following:
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Related Resources

Outbound Contact 7.6 Deployment Guide, which provides instructions for
installing and configuring Outbound Contact 7.6 components using the
Configuration Wizards and Configuration Manager.

Outbound Contact 7.6 Reference Manual, which describes application
features for Outbound Contact 7.6 and provides information about
configuration options, constants, and communication protocols.

Other Genesys documents you may wish to consult are listed below.

Multimedia 7.6 Deployment Guide, which describes deployment
procedures for all Multi-Channel Routing components. It includes a high-
level overview of features and functions of Genesys E-mail together with
architecture information and deployment-planning materials. It also
introduces you to some of the basic concepts and terminology used in this
product.

Multimedia 7.6 Users Guide, which provides overall information and
recommendations on the use and operation of Multi-Channel Routing
components.

Multimedia 7.6 Reference Manual, which provides a reference listing of all
configuration options and of Field Codes used in Standard Responses.

Genesys 7 Events and Models Reference Manual, which provides
information on most of the published Genesys events and their attributes,
and an extensive collection of models describing core interaction
processing in Genesys environments. You may also wish to consult Joice
Platform SDK 7.6 .NET API Reference or Voice Platform SDK 7.6 Java
API Reference.

Genesys 7.6 Resource Capacity Planning Guide, which provides
instructions on using the Genesys Agent Capacity Wizard to set up agent
capacity rules, which affect the routing of interactions to agents.

Framework 7.6 Stat Server User s Guide, which introduces you to the
concepts, terminology, and procedures relevant to Genesys Stat Server.

Framework 7.6 Combined Log Events Help, which provides details about
error and informational messages generated by server components,
including Universal Routing Server.

Reporting Technical Reference Guide for the Genesys 7.2 Release (the last
published version of the guide), which describes statistics that CC
Analyzer and CCPulse+ gather about overall contact center performance. It
also describes the reporting templates and reporting layouts you can use to
present that data.

Genesys 7 Interoperability Guide, which identifies which Genesys
components can successfully work together, and which versions are not
compatible.

Genesys 7 Hardware Sizing Guide, which provides hardware and CPU
guidelines for Genesys products.
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Making Comments on This Document

* The Genesys Technical Publications Glossary, which ships on the Genesys
Documentation Library DVD and which provides a comprehensive list of the
Genesys and CTI terminology and acronyms used in this document.

* The Genesys 7 Migration Guide, also on the Genesys Documentation
Library DVD, which provides a documented migration strategy from
Genesys product releases 5.1 and later to all Genesys 7.x releases. Contact
Genesys Technical Support for additional information.

*  Genesys 7.6 Security Deployment Guide, which describes Genesys security
features and detailed instructions for deploying them. These features
provide for secure data transfer between Genesys components, protection
against unauthorized access, and protection against data loss in case of
component failure.

* The Release Notes and Product Advisories for this product, which are
available on the Genesys Technical Support website at
http://genesyslab.com/support.

Information on supported hardware and third-party software is available on the
Genesys Technical Support website in the following documents:

* Genesys 7 Supported Operating Systems and Databases
*  Genesys 7 Supported Media Interfaces
Genesys product documentation is available on the:

* Genesys Technical Support website at http://genesyslab.com/support.

*  Genesys Documentation Library DVD, which you can order by e-mail from
Genesys Order Management at ordermanegenesyslab.com.

Making Comments on This Document

24

If you especially like or dislike anything about this document, please feel free
to e-mail your comments to Techpubs.webadminegenesyslab.com.

You can comment on what you regard as specific errors or omissions, and on
the accuracy, organization, subject matter, or completeness of this document.
Please limit your comments to the information in this document only and to the
way in which the information is presented. Speak to Genesys Technical
Support if you have suggestions about the product itself.

When you send us comments, you grant Genesys a nonexclusive right to use or
distribute your comments in any way it believes appropriate, without incurring
any obligation to you.
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Chapter

Routing Strategies

This chapter provides a high-level description of routing strategies in
preparation for the remaining chapters. It contains the following sections:

+  Routing Strategies Defined, page 25

« Planning Strategies, page 28

- Limitations, page 28

«  Creating Strategies, page 30

«  Testing Strategies, page 32

+ Loading a Strategy, page 36

«  Monitoring Strategies, page 36

« Sharing Strategies, page 40

«  Exporting/Importing Objects Between Strategies, page 42
«  Exporting Strategies, page 44

« Importing (Unpackaging) a Strategy, page 48

+  Migrating Strategies and Other Objects, page 52
«  Modifying Strategies, page 57

«  Saving Strategies, page 58

Routing Strategies Defined

Routing strategies (strategies) are sets of simple or complex instructions that
tell Universal Routing Server (URS) how to handle an interaction. The
strategies can take many conditions into account, for example,

*  The time and date of the interaction

* Identifying information associated with the interaction
* Agent availability

* Agent skill sets

*  Words or word patterns in text-based interactions

Reference Manual



Chapter 1: Routing Strategies Routing Strategies Defined

In addition, the strategies can instruct URS to apply various kinds of
treatments to voice interactions.

Strategy Objects

26

You build and test strategies in the Interaction Routing Designer (IRD)
Routing Design window. Various types of interaction handling are represented
by objects that you connect together to create a strategy. Icons on the toolbar at
the top of the Routing Design window (see Figure 1) represent the following
categories of objects:

* Data and Services (see page 74)
* Multimedia (see page 77)

* Miscellaneous (see page 76)

e Outbound (see page 77)

* Routing (see page 76)

* Segmentation (see page 75)

* Voice Treatment (see page 74)

;:s Routing Design - T2ChatProcessing

| Eile Edit “ew Tools Help
|sEd38 =R S & -
dE@ e 0 @ METfiE [[lea @ ||| & o ba [[|im & 0

Figure 1: Routing Design Window Object Toolbar

Clicking the icon for each object category opens a sub-toolbar that contains
additional buttons. For example, click the Segmentation icon to view buttons
that represent the different types of Segmentation objects (see Figure 2).

&
& | B ©| 7| G| Bl En| )| |

Figure 2: Segmentation Toolbar

You use these buttons to place objects in the Routing Design window
workspace, where you build strategies (and subroutines). Figure 3 shows an
example strategy that uses Entry, Segmentation, and Routing objects.
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Routing Strategies Defined

,'-:-* Routing Design - str_Agent_Groups * ;lglil

| File Edit Wiew Tools Help |

I EEIEE L] =

[EE R =N =N EEN N e == N
— "l

Fouting to Agent Groups on weekdays
during regular business hours

Day of Week

Segmentation object

For Help, press F1

Figure 3: Example Strategy in the Routing Design Window
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For more information about IRD objects, see Chapter 2, “Interaction Routing
Designer Objects,” on page 61 and Interaction Routing Designer 7.6 Help. For
sample strategies, see the Universal Routing 7.6 (or later) Strategy Samples

document.
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Planning Strategies

Before you can start developing strategies, you must do some business
planning to help determine your routing objectives. Your routing objectives
become the basis for designing strategies that meet your business needs.

In order to be translated into a routing strategy, routing objectives should be as
specific as possible, and they also should be measurable in some way.

* For information about the types of routing that are supported, see the
Universal Routing 7.6 Deployment Guide.

* For assistance in planning routing strategies—including considerations
about how your contact center operates, the types of interactions you
expect, and the sorts of reports you need—see the chapter on deployment
planning in the Universal Routing 7.6 Deployment Guide. Also see the
section on Universal Routing capabilities in the Chapter 1 of that guide.

Limitations

When developing a strategy or a business process, familiarize yourself with the
following limitations pertaining to Configuration Manager and IRD:

Warning! If you do not observe these limitations, your interactions might be
routed to an incorrect destination, URS might unexpectedly shut
down, or a requested operation might not be performed.

Configuration Manager Limitations

*  While the Configuration Layer supports the full character set for use in
object names, using certain characters can cause problems in the behavior
of other Genesys applications.

The objects affected by this limitation that are used in Universal Routing
include Tenant, Field, Format, Script (strategies and subroutines), Table
Access, Tenant, and Transaction (routing rules, interaction data, attributes,
business rules, and custom statistics).

* The maximum length of any Configuration Server object name is 256
bytes (a limitation that is automatically enforced by Configuration Server).

*  When configuring Emp Loyee IDs,Login IDs, Place names, DN numbers,
and Switch names that will be used to define routing targets, the maximum
length is 63 bytes.

*  When a URS name is added to the name of a T-Server that is connecting
through a Load Distribution Server, the sum of the bytes cannot exceed
126 bytes.
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*  When defining agent states on the Annex or Options tab of a URS
Application object (for example when preparing to use the UseAgentState
function), the maximum number of user-defined agent states is 32.

* The names of skills, if they are used in a skill expression, cannot exceed
126 bytes.

*  The priority of an interaction cannot exceed 1,000,000,000.

IRD Limitations

When creating or modifying strategies in IRD:

* Certain symbols, listed in Figure 4, should not be used in object names.
The names of all IRD reusable objects and data (strategies, routing rules,
schedules, and so on) as well as Interaction Design window configuration
objects (business processes, queues, and so on) are limited to alphanumeric
characters and cannot begin with a space, an underscore, or a hyphen.
Please note that although some IRD objects allow you to enter names
containing special characters, Genesys strongly recommends not using
them.

Interaction Routing Designer ﬂ

Do nok use symbols; @0 8t+=0[1:, 7" < =" S04,

Figure 4: Invalid Symbols and Characters

* The underscore is the only character that you can safely use in the middle
of the name of a strategy or other reusable object, service, method, or
method parameter name of any strategy object that results in executing an
external or internal service or procedure.

Warning! Using commas and square brackets as data separators can make
IRD incorrectly interpret the entered values if those symbols
are used in Treatment, Data and Services, Multimedia, and
Outbound objects.

*  When specifying busy treatment parameters, do not include pipes “|”” and

[T L)

colons “:” in values.

* Skill expressions (see page 84) that are used by the Selection (see
page 287), Service Level (see page 292), and Route Interaction (see
page 284) Routing objects cannot exceed 100 elements (skill names,
numbers, comparisons, and logical operands). That is, a skill expression
should have no more than 25 constructions, such as English > 1. 1Itis
especially important to observe this limitation in the case of Service Level
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Creating Strategies

routing rules, which use skills internally—that is, every skill criterion used
in a Service Level routing rule generates 1-3 constructions in the form
{SKill> > <Number>.

The maximum size of an overall skill expression (as text) is 10239 bytes.

The maximum length of a string using the format
placenameestatservername.AP agentnameestatservername.A for any
routing target is 253 bytes.

The maximum length of a request to Custom Server or DB Server through
XData (used for 5.x strategies) is 10239 bytes.

When creating a key-value list that uses a string format (such as
aaa:5/gggg:123]...), the maximum key length is 1000 bytes and the
maximum length of one key-value pair is 4096 bytes.

When using the Database Wizard object to query a database, the maximum
size of a SQL statement created by the DB Wizard is 1010 bytes.

When using the IRD statistical adjustment functions, the name of an object
plus the name of the statistic cannot exceed 250 bytes.

The name of any single target (including a skill group) cannot exceed 256
bytes.

Integer variables can have a maximum value of approximately four billion,
with a range of -2 billion to +2 billion. If a value number exceeds the
maximum capacity of an integer variable, the number wraps back around.
If the number gets larger than largest allowed number, the integer variable
wraps to a negative number. If the value number gets smaller than the
smallest allowed number (around negative two billion), the integer variable
wraps back into being positive. In any case, the returned number will be an
error.

'"The name of a strategy created in IRD can incorporate only 194
characters. If you create the Simple Routing script object (or rename an
existing one) in Configuration Manager with the 254-byte name length ,
such an object will be displayed in the IRD Strategies list, but its *.rbn
file is not accessible for any kind of operation.

Creating Strategies

Note: Starting with 7.6, IRD installation gives the option of configuring a

custom security banner message that displays when users log into IRD.
For more information, see the chapter on configuring with the wizard
in the Universal Routing 7.6 Deployment Guide.

After you obtain all of the routing details and requirements for your contact
center, you can translate these details into strategies. You create a strategy by

30
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placing in the Interaction Routing Designer (IRD) Routing Design window
objects that represent different types of interaction handling.

IRD enables you to design strategies to handle all customer circumstances. For
example, if you need a database lookup in the strategy in order to obtain
different types of information, you can use the Database Wizard object (see
page 101) in the strategy to obtain the information.

To provide greater flexibility in strategy design and use, you can use variables
(see page 88) when specifying parameters for certain objects, functions,
treatments, and expressions. This enables you to create variable-driven
strategies. For example, using the Assign object (see page 113) with a variable
enables you to collect data, and then route based on that data.

After you create, save, and compile your strategy, the strategy is saved in two
parts, as a Script object and as an *.rbn file. The Script object is stored in the
Configuration Database within the Configuration Layer. The *.rbn file is
stored in the location that you specify in the Save (or Save As) dialog box (see
“Saving Strategies” on page 58). When strategy is saved, URS automatically
stores the strategy into its memory, so it can access it any time.

Note: When you save a new strategy, the dialog box gives the option of
saving to a predefined subfolder of the Scripts folder orto a
predefined subfolder of any other folder of Script type created in
Configuration Manager.

Before loading the strategy onto a routing point for use in production, be sure
to test it for problems (see “Testing Strategies” on page 32.)

URS Internal Queues and Performance

Reference Manual

URS internal queues are designed to enhance performance and reduce memory
requirements. Instead of supporting a queue of interactions for every target
(potentially for every Agent or Place), information about targets is shared
among interactions. This feature achieves a skills-based routing performance
that is on par with group-based routing.

Warning! URS performance degradation can occur if strategies are created in
such a way that every interaction has its own set of targets. For
example, this can happen if you use a variable in the Selection
object in such a way that the content of a variable target is retrieved
from the database on the basis of Interaction Data.

Note: For information about configuring routing strategies for voice callback,
see the “Designing IVR Scripts and Routing Strategies” chapter in the
Voice Callback 7.1 Deployment Guide.
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Testing Strategies

After you finish creating your strategy, be sure to thoroughly test it before you
use it in production. Examine both the completeness of the design and the
elements within the strategy.

Reviewing the Strategy Design

After completing the strategy, review it to determine whether all customer
situations are covered. For example:

* Ifacustomer is asked to enter information that is used for routing, have
you included a way to handle the situation if the customer enters the wrong
information, enters the information incorrectly, or does not have the
required information to enter?

* Is the strategy set up to handle all types of services and schedules?

* Can the strategy handle a situation in which a component, such as DB
Server, shuts down?

If you are not sure whether all circumstances are covered, create test cases to
evaluate the strategy, or ask your administrator to review it. If you have not
addressed all possible circumstances in the strategy, some interactions will be
routed incorrectly or they will be default routed. Be sure to run the strategy in a
lab environment before you use it in production.

Compiling and Checking Integrity

As you design a strategy, you might add, delete, or change objects, targets,
rules, statistics, or any other item referenced in the strategy. If more than one
person works on a strategy, this possibility becomes even more likely.

IRD provides the Check Integrity tool and its Compile feature to help you
validate a strategy. This tool highlights any objects that refer to items that
cannot be located.

Check Integrity Mode
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When IRD is in Check Integrity mode, if a strategy contains an invalid
reference, the Strategies list in the IRD main window displays a red X over
the strategy’s icon.

Then, if you select a strategy that contains an invalid reference, the Detai ls
tab displays the name of the invalid reference and provides information to help
you correct the problem (see Figure 5).
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Figure 5: Strategies List Details Tab

Note: Although the Check Integrity mechanism detects when an unknown
object type is used in strategy, a strategy with such an error is not
marked with a red X and no information is displayed in Detai ls tab.
Instead, IRD displays the appropriate error message each time a
corrupted strategy is opened or when Check Integrity is performed.

To switch between Normal mode and Check Integrity mode:

* From the View menu, select the mode you want.

To check the integrity of a strategy that is open in the Routing Design window:
1. Switch to Check Integrity mode.

2. Open the strategy that you want to check.

3. Click the Check Integrity button (| & |).
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Testing Strategies

The Check Integrity tool highlights any objects in the strategy that contain
invalid references. For more information about using the Check Integrity tool,

see Univers

al Routing 7.6 Interaction Routing Designer Help.

Note: Disable Check Integrity mode when you are updating permissions for a

larg

e number of objects. If Check Integrity mode is enabled, it could

take a long time to update permissions.

Warning!

The Debugging Tool

In your test
performing

1. Load th

Check Integrity may indicate that it cannot find an object in the
database, such as an agent group, that is used in the strategy. You
can still save, compile and load such a strategy. However, you
should review the list of errors to make sure that the objects
referenced by the strategy actually exist.

environment, you can debug a strategy or subroutine by
the following steps:

e strategy on a routing point.

2. From the Loading list, right-click the routing point.

3. Select the Debug option from the shortcut menu (see Figure 6).

x| :
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Figure 6: Selecting Debug in the

Note: For

Loading List

detailed information about using the strategy debugger, see the

Universal Routing 7.6 Interaction Routing Designer Help.

After the de
parameters.
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bug session is started, a dialog box prompts you to enter debugging
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Note: The debug functionality is available only for strategies. You cannot use
the debug functions for business processes that appear in the
Interaction Design window.

After you set debug parameters and click 0K, the strategy opens with the Entry
object highlighted. Use the debug buttons (see Figure 7) to step through the
strategy object by object.

|| & @

Figure 7: Debug Buttons

As you do so, IRD passes the request to URS, which executes all functions in
the current object. While executing an object, URS might request that you
enter certain information that it cannot obtain for itself. For example, the
debugger does not evaluate agent readiness. If the strategy is designed to send
an interaction to the agent with the longest time in the Ready state, you must
tell the debugger which agent that is (see Figure 8).

TZ2emailprocessing:WaitTarget 5[

[nputADutput | Errars I

Function:

3t T arget[120]

E I

Fequested walues:

Description Yalue
1 |Target TzDefault@skat_Server TE0,GH

(] I Cancel Help

Figure 8: Debugger—Input/Output Tab

You can also click the Errors tab and simulate an error to check error
handling.

When it has finished executing an object, URS notifies IRD, and suspends
action until you issue the next step command. Debugger closes after you reach
the end of a strategy, or when you click the Stop debug button.

Note: At any time during a debug session, you can view and edit the content
of the variables that are used in the strategy.
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Loading a Strategy

You can load a strategy on one or more routing points from the Loading list
(see Figure 9) or you can use Group Loading to load the strategy onto all
routing points from some routing point group in one operation. You can also
load a strategy by loading a schedule to a particular URS (see “Schedules” on
page 70. In addition, as described in the Universal Routing 7.6 Interaction
Routing Designer Help, when two or more URS instances run in load sharing
mode through Load Distribution Server, IRD synchronizes strategy loading so
you do not have to load/unload the same strategy on every URS for each
Routing Point in IRD’s Monitoring view.

Note: Non-voice routing strategies that are used in business processes (see
page 144) are loaded on virtual routing points using a special wizard.
For more information about this wizard, see the Universal Routing 7.6
(or later) Business Process User’s Guide. The information in this
section pertains to loading voice routing strategies only.

After you test and debug your voice routing strategy, and are ready to use it,
load it onto a routing point as follows:

1. Click the Monitoring shortcut bar in the IRD main window (see Figure 6
on page 34).

Click Loading.

3. Expand the applicable URS and the switches listed under it to view their
routing points.

4. Right-click the desired routing point and select Load Strategy from the
shortcut menu. Figure 9 shows strategies loaded in Monitoring view.

Note: In order to edit the strategy, you must first unload it.

Monitoring Strategies
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You can use the Loading list to monitor interaction handling on routing points
or URSs. In addition, you can use the Trace View window to view detailed
information about the number of interactions that go to each object for all
interactions that are routed by a strategy (even if the strategy is loaded on
multiple routing points) or for all interactions on a single routing point.
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IRD Monitoring View

In IRD Monitoring view, click the Loading button to open the Loading list,
from which you can monitor a URS and its routing points as well as load a
strategy on a routing point (see Figure 9).
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Figure 9: Loading a Strategy in Monitoring View

As shown in Figure 9, the columns in the Loading list show the number of
interactions at each of the following stages:

* Entered
* Routed
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* Abandoned
o In Process

Trace View

The Trace View window shows interaction counts and percentages for each
object in an active strategy or subroutine.

URS collects monitoring data, and then provides it to IRD for display through
a shared Message Server. To enable the collection of monitoring data, the
strategy, subroutine, or routing point must be marked as “traceable.”

To mark the strategy, subroutine, or routing point and open the Trace View
window:

1. Right-click a routing point in the Loading list, a strategy in the Strategies
list, or a subroutine in the Subroutines list and select Trace 0n from the
shortcut menu.

2. Right-click again and select Trace View.

The Trace View window appears (shown in Figure 10), showing the number of
interactions that have reached each object since you selected Trace 0n.

Figure 10: Trace View Window

To clear these counts and make URS stop counting:

1. Right-click the routing point, subroutine, or strategy.
2. Select Trace 0ff from the shortcut menu.

To restart the interaction counts from zero:

1. Right-click the routing point, subroutine, or strategy, and select Trace 0ff
from the shortcut menu.

2. Right-click again, and select Trace 0n from the shortcut menu.
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3. Right-click again, and select Trace View from the shortcut menu.

You can use the Trace View window to monitor at the routing point level, as
shown in Figure 9 on page 37, or the strategy/subroutine level. The following
sections summarize each level.

Monitoring Routing Points

The interaction counts for a routing point that are shown in the Trace View
window begin from the moment:

* You select the Trace 0n command for the routing point.

* A strategy is loaded on the routing point if Trace 0n was selected for this
routing point when you loaded the strategy.

Only interactions that are on the monitored routing point are counted. The
numbers and percentages shown in the Trace View window exclude:

* Interactions that are handled by the same strategy but located on different
routing points.

* Interactions located on this routing point, that are being handled by a
strategy other than the loaded one. This can occur if an interaction has been
transferred to a different strategy (but has not been moved to a different
routing point) by the Switch-to-Strategy object.

Monitoring Strategies or Subroutines

The interaction counts for a strategy or subroutine that are shown in the Trace
View window begin from the moment the Trace 0n command is executed for
the strategy or subroutine.

Interactions that are located on all routing points on which this strategy is
loaded are counted, even if they arrive from a different strategy, such as when
using the Switch-to-Strategy object (see page 306).

Example: Strategy A is loaded on 5 routing points and Strategy B is
loaded on 3 routing points. Strategy B contains a jump to Strategy A.

In this case, the Trace View window for Strategy A displays interaction
counts for all 8 routing points. The Trace View window for Strategy B

shows interaction counts only for the 3 routing points on which Strategy B
is loaded.

The window caption of the Trace View window displays the name of the
strategy that you are monitoring. It does not show the names of the routing
points on which the strategy is loaded or of any strategies that use a Switch-to-
Strategy object to send interactions into the monitored strategy.
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Sharing Strategies

Because strategies must be created carefully and it can take a long time to
design them, especially when the needs of the contact center are complex, you
might want to share strategies with other people—either in the same routing
environment as you, or in a different environment or network.

Sharing strategies enables you to:

* Take someone’s previously created strategy and adapt it to your needs
without having to recreate every object.

* Test a strategy in a different environment while the strategy is still in
development.

A strategy can be made up of various types of objects—for example,
subroutines, routing rules, business rules, attributes, interaction data, and
statistics. Therefore, if you want to share a strategy, you cannot provide just the
strategy’s *.rbn file to the other user because the *.rbn file does not contain
these objects. You must also provide all of the objects that the strategy
requires.

The process for sharing a strategy varies depending on whether you are sharing
the strategy with someone within the same environment or in another
environment.

Warning! A strategy or subroutine (*.rbn file) should not be shared by
multiple Configuration Servers. This occurs if you import a
strategy or subroutine from the storage location used by one
Configuration Server into that used by another Configuration
Server without changing the location setting of the *.rbn file in
IRD. When two or more Configuration Servers are involved, avoid
using the same strategy storage location for strategy storage.

For example, if you have a lab environment and a production
environment, always keep the two strategy development
environments separate. If you make changes to the strategy in one
environment, and want the other environment to include the same
changes, export the strategy from the environment in which you
made the changes, and then import the strategy into the other
environment. For instructions on importing and exporting
strategies, see “Exporting Strategies” on page 44 and Universal
Routing 7.6 Interaction Routing Designer Help.
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Sharing Strategies Within the Same Environment

When sharing strategies with people in the same environment, you have to
provide the other users only with access to all of the objects that the strategy
uses.

You set up access permissions for all objects through Configuration Manager.
For information, see the Framework 7.6 Configuration Manager Help.

If more than one user is going to be working with the same strategy, make sure
that all users have access to the storage location for the saved *.rbn file. (This
*.rbn file can be on a shared drive on a personal computer, on a network drive
of the LAN, or in the Configuration Server database.) When you specify a path
in IRD for the storage location, do not enter the local path for a specific
computer; instead, enter the complete path name, including the network
information.

For more information, see the “Sharing Within a Network™ topic in Universal
Routing 7.6 Interaction Routing Designer Help.

Sharing Strategies With a Different Environment or Tenant

Reference Manual

When sharing strategies with people in a different configuration environment
or tenant, you must provide the other user with all of the objects that the
strategy uses, so that the other user can rebuild the strategy in the new
environment.

These objects include:

* The *.rbn file for the strategy, which contains the graphical and logical
information about a strategy.

* The *.rbn files for all subroutines within the strategy.

* The strategy configuration objects (also called Script objects), which store
strategy information such as the compiled bytecode, size, path, and other
strategy properties.

* The *.rbn file called if the Switch-to-Strategy object is used.

* All Transaction objects that are used in all of the strategies and subroutines
you want to package. This includes objects such as routing rules,
interaction data, business rules, attributes, statistics, schedules, and lists.

* AllField, Format, and Table Access configuration objects in the
Configuration Database, if a strategy includes a Database Wizard object.

Strategies and their associated objects can all be packaged and unpackaged
using an automated process (except for the configuration objects that are used
for database access).
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Sharing Strategies Using the Automated Process

Interaction Routing Designer provides you with commands that automate the
process of sharing strategies with a different environment or tenant.

This automated process packages all objects created by IRD. It does not,
however, package objects that are created through other applications (usually
Configuration Manager)—for example, Person, Place, DN, Field, Format, Table
Access, and so on. If you want these items in the new environment, you must
create them manually, using the appropriate application.

Locking Strategies and Subroutines

IRD 7.6 can lock a strategy or subroutine to warn others that it is in use (for
example, when it is in the process of being edited). When a user tries to open a
locked strategy or subroutine, overwrite it with another one, or restore a
previous version, IRD generates a warning message notifying that the strategy
is locked. If necessary, you can override a lock set by another user. The name
of the host computer from which the lock was set appears on the IRD main
window’s Detai ls pane, below the Strategies or Subroutines list. For more
information on this feature, see the Universal Routing 7.6 Interaction Routing
Designer Help.

Note: Even though a strategy may be locked by another user, you can still
modify any reusable objects (such as subroutines, routing rules,
interaction data, and so on) used in a locked strategy without IRD
issuing a warning.

Exporting/Importing Objects Between
Strategies

You can export the properties of a strategy object to a text file and then import
the object into another strategy with the option of editing the text file before
inserting the object. The procedure is summarized below. For step-by-step
instructions, see the Universal Routing 7.6 Interaction Routing Designer Help.

To export the properties of a strategy object in the Routing Design window:

1. Right-click the object and select Export object from the shortcut menu
(see Figure 11).
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Figure 11: Exporting Strategy Object Properties

2. Inthe resulting Select file for export dialog box, the *kvlip file type is
already selected. Name the file and click Save.

You can edit the file outside of IRD and edit it or you can edit it from
within IRD as described below.

3. Open the Routing Design window for the strategy that will import the
object.

4. Right-click in the white area of the Routing Design window and select
Import object from the shortcut menu. The Import strategy objects
dialog box opens.

5. Click Load Data in the Import strategy objects dialog box. The Select
import file dialog box opens.

6. Select the *.kvlp file to import and click Open. The Import strategy
objects dialog box shows the strategy object’s properties. Figure 12 shows
an example imported text file after clicking the Show gui checkbox.
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Figure 12: Importing Strategy Objects

7.

Inside the dialog box, you have the following options:

+ Modify the object’s properties. Genesys strongly recommends that you
limit modifications to the name of configuration objects and/or

expression strings that they contain.

+ Click Replace to open a dialog box where you can find and replace

strings.

+ Click Find to open a dialog box where you can search for strings.

8. When ready, click Insert to place the object in your strategy. The object
appears in the Routing Design window workspace.

Exporting Strategies

Note: Also see “Exporting/Importing Objects Between Strategies” on

page 42.

You can export strategies in two ways:
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1. Using the Export To File menu command available from the IRD main
window File menu or via a strategy shortcut menu (as described in this
section).

2. Using a dedicated Solution export view (see “Migrating Strategies and
Other Objects” on page 52).

Notes: To export just a single strategy/subroutine, it is more convenient to use
the Export to File menu command.

Use Solution export view to export a group of strategies or
subroutines, or to export only objects (such as routing rules, business
rules, interaction data, statistics, or macros) without strategies that use
them.

IRD’s Export To File command enables you to export (package) strategies
using one of three formats: archive, open, or text. Solution export view
allows one more format: native (see Figure 17 on page 54).

Export to File Menu Command
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To export using the Export to File menu command:
1. Select a strategy.

2. Select Export to File from the File menu or from the shortcut menu. A
dialog box opens (see Figure 13).

Export of strategy: 4005_voice d |
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| hirnportske
log
| RLU.zcf

Samples,zcf

Current Folder
IE:'\F‘ngram FilezhGCTI% nteraction Bouting Designer [15]

Filez of type:

I archive(".zcf) j Select I Cancel y

Figure 13: Export of Strategy dialog box

3. Keep the entry in Current Folder or select a new folder.

4. UnderFiles of type, select archive, open, or text .
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5. Click Select.

IRD creates the export file in the specified folder. The file will have the
same name as the strategy being exported. If a file with such name already
exists in selected folder, it will be overwritten. Figure 14 shows example
export files for all three formats.
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Figure 14: Example Export Files

You can export one strategy at a time. Or, when working in IRD’s Interaction
Design window, you can export all strategies belonging to a business process
in a single operation as described in the topic on exporting and importing
business processes in Universal Routing 7.6 Interaction Routing Designer
Help.

Exporting Using Archive (*.zcf) Format

When you export a strategy in archive (*.zcf) format, IRD creates two files:

1. The export file iteself, which is a*.zcf file containing all of the strategy
information. Only objects created in IRD are packaged; this includes the
strategy itself, subroutines, business rules, routing rules, attributes,
interaction data, and statistics. The name of the .zcf file matches the name
of the strategy with the addition of the .zcf extension.

Note: Access permission can affect the ability of another person to
unpackage the strategy, if the person does not have the appropriate
permission level for a strategy object. Therefore, when providing a
strategy to another user, warn the user of the permission levels that
have been set for the objects.

The folder structure for strategy objects is not stored. For example, if the
strategy’s routing rules were stored in a special folder within the
Transactions folder in Configuration Manager, this special folder would
not be created when the file was unpackaged. Instead, all routing objects
would be placed at the top level of the Transactions folder.
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Warning! Do not change the name of the *.zcf file. Changing the name
of this file will prevent the strategy from being imported.

2. A log of the exporting operation, which is an export. Log file. You can use
the log file to gauge the success of the export operation, such as which
objects were included in the *.zcf file and which objects failed to export
(see Figure 15).

B export.log - Notepad

Eile Edit Format Miew Help

These objects will be included in export file
type - Script name - Classify customer Tnguiry
type - Script name - Terminate Interaction
type - Script name - E-mail service Tailure analys:
t¥pe - Transzaction name - sStatagentsavailabledn
Export file: C:WProgram FileshwaCTIMNInteraction Routing Desig
(14 ExportResulthrestiClassify customer inguiry.zcfDDODExpO
operation complete.

Jd |

Figure 15: Example Export.log File

Note: IRD does not create an export. log file when you select open
(*.xml) or text (*.kvl) format.

IRD places the export. Log file in the IRD working directory (see page 57).
Any existing export.log file is overwritten. Objects in a strategy (*.rbn
file) that do not have counterparts stored in the Configuration Database—
objects internal to the strategy—are not included in the export. Log file.

However, they are included in the package because they are part of the
*.rbn file.

There are several reasons why IRD might not be able to package an object.
For example, the object might have been deleted or renamed in
Configuration Manager or you might not have access permission for the
object.

The following is an example of an export. Log file, for a strategy called
MovingStrategy:
These objects will be included in the export file MovingStrategy.lst
type - Script name - MovingStrategy
type - Transaction - LoadBalancel
type - Transaction - LoadBalance2
Exporting operation complete.
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Note: Every time you package a strategy, the export. log file is
overwritten. If you want to save this file for future reference, move
the file to a location other than the working directory of your IRD
application.

For step-by-step instructions on using an automated process to package a
strategy, see Universal Routing 7.6 Interaction Routing Designer Help.

Note: The bytecode option determines whether URS includes bytecode
configuration data when you create a .zcf file for export. For more
information, see “bytecode” on page 591.

Importing (Unpackaging) a Strategy

You can import strategies in two ways:

1. Using the Import From File menu command, which is available from the
IRD main window File menu (as described in this section).

2. Using a dedicated Solution import view (see Figure 20 on page 56).

For input data, you will normally use the result of some previous export
operation.

Notes: To import the results of a strategy export created with the Export To
File menu command (see page 45), use the Import From File menu
command from the IRD main window File menu as described in this
section.

To import the results of an export created with the Solution export
view, use Solution import view (see Figure 20 on page 56).

Making Strategies Ready for Immediate Execution

Whether or not the imported strategies contain bytecode (and will therefore be
ready for immediate execution) depends on the presence of bytecode in the
*.zcf file. You may want to set the IRD bytecode option (see page 591) to
true in order to guarantee that a *.zcf file will contain the bytecode for
exported strategies.

Import Operation

48

When you import a *.zcf file, all objects are created and stored in the
appropriate location, according to their object type. This process creates a
subdirectory called importstr in the IRD working directory, where the strategy
is stored until the unpackaging operation is complete.
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Note: When you export a strategy into an *.xml or *.kvl file using the
Export to File menu command, only strategy and/or subroutine
objects are exported. All other objects are not exported, therefore
importing those files cannot create original objects.

Access Permissions

Your ability to import a strategy depends on the access permissions that have
been set on the objects being unpackaged, and on your the access level. If the
objects in the package have permission levels set to Administrator, you do
not, you cannot completely unpackage the strategy. This prevents unauthorized
users from accidentally overwriting existing objects with ones that have the
same names as those in the package. For more information, see “Strategy
Import Rules” on page 50.

Log File

An import. Log file is generated for when the import operation for an *.zcf file
is complete (importing *.xmlL or *.kvl files does not generate a log file).

The log file lists those objects that were successfully unpackaged and those
that could not be unpackaged. (Objects in a strategy *.rbn file) that do not have
counterparts stored in the Configuration Database—objects internal to the
strategy—are not included in the import. Log file. However, they are included
in the package because they are part of the *.rbn file.)

There are several reason why objects might not be unpackaged. For example,
you might not have the appropriate permission level for an object, or the
connection to Configuration Server might be broken.

The following is an example of an import. Log file, for a strategy called
MovingStrategy that has been imported to an environment that already
contained objects with the same names:

Importing operation for script - MovingStrategy
These objects were rewritten:
Script - MovingStrategy
Rule - LoadBalancel
Rule - LoadBalance?
These objects were imported into the database:
Script - MovingStrategy
Rule - LoadBalancel
Rule - LoadBalance?
Importing operation complete.

For instructions on using the automated process to unpackage a strategy, see
Universal Routing 7.6 Interaction Routing Designer Help.
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Importing (Unpackaging) a Strategy

Notes: Every time you import a strategy, the import. Log file is overwritten. If

you want to save this file for future reference, move it to a location
other than the working directory of your IRD application.

When importing a strategy into a new environment, make sure that the
strategy is set up with the correct locations for the environment and
Tenant, including its storage location. This is especially important if
you are moving a strategy from a lab environment to a production
environment. If the strategy is not set up properly, and if the *.rbn file
is shared between these environments, any changes that are made in
one environment will affect the other.

Strategy Import Rules

If none of the rules described in this section are violated, IRD imports the
strategies and provides a successful completion message.

Note: If you do not set the IRD bytecode option as described on page 591,

after importing a strategy (.zcf or *.rbn file), you must open, save, and
recompile it in order for it to function properly. If an imported strategy
contains a subroutine, you must also open, save, and recompile the
subroutine.

If you are unable to import a strategy, do the following:

1. Review the following list of rules, to determine what the problem might be.

2. View the import. Log file, to determine which objects were successfully
unpackaged and which objects were not.

Note: Only objects that are used in the strategy and that are stored in the

Configuration Database appear in the import. Log file.

Cancellation Rules

When IRD cancels the process of importing a strategy it displays a cancellation
message and makes no changes to the new environment.

* For strategy and subroutine objects, the cancellation occurs in the
following situations:

*

*

You does not have permission (access rights) to create these objects.
Some of the objects already exist in the new environment and you do
not have permission to change at least one of them.

At least one *.rbn file with the same name already exists in the current
strategy storage location, and you do not have the strategy or
subroutine that references this *.rbn file. IRD considers that such
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*.rbn file is probably referenced by some strategy from other
environment. Importing is canceled to prevent potential damaging of
others environments.

+ At least one of these objects already exists in the current environment
and the strategy or subroutine is open for editing in IRD.

* For business rules, routing rules, attributes, interaction data, and statistic
objects, the cancellation occurs in the following situations:

+ The strategy being imported contains at least one of these objects and
you do not have permission (access rights) to create them.

+ Some of the objects already exist in the new environment and you do
not have permission to change at least one of them.

Warning Rules

If some of the objects being unpackaged already exist, and you have
permission to change all of them, a warning dialog box appears. You have two
options: cancel or confirm the operation.

* Ifyou cancel the operation no changes are made to the environment.

* Ifyou confirm the operation, all existing objects that share the same name
as the objects being imported are overwritten.

Note: You cannot selectively overwrite some existing files. If you do not
want to overwrite all of the existing files listed in the dialog box,
cancel the operation. Selective overwriting is available through
Solution import view (see page 56).

As mentioned in “Cancellation Rules” on page 50, if you do not have
permission, the operation is cancelled.

* For strategy and subroutine objects, a warning dialog box appears,
regardless of whether any of those objects includes its corresponding *.rbn
file in the strategy storage location. The warning dialog box includes a list
of objects that will be overwritten if you confirm the operation. If you
confirm the operation, a successful completion message appears when the
operation is finished.

If the existing *.rbn file that has the same name as one of the *.rbn files
being imported is not stored in the strategy storage location, IRD will not
overwrite it.

* For business rules, routing rules, attributes, interaction data, and statistic
objects, a warning dialog box appears, and includes a list of objects that
will be overwritten if you confirm the operation. If you confirm the

operation, a successful completion message appears when the operation is
finished.
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Warning! IRD does not distinguish existing objects that are used in strategies
loaded on a routing point from those objects that are not in a loaded
strategy. If the user who is importing a strategy has the necessary
permissions, the objects will be overwritten. This can affect
interactions that are currently being processed.

Migrating Strategies and Other Objects

The IRD main window has Export Solution and Import Solution views.

Solution Export View
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Notes: Use Solution Export view as described in this section to export a
group of strategies or subroutines. You can also use this view to export
only objects (routing rules, business rules, interaction data, statistics,
macros, and so on) without the strategies that use them.

To export a single entire strategy, the Export to File menu command
(see page 45) is more convenient.

To access Solution Export view:
1. Click the Export/Import shortcut bar in the IRD main window.
2. Click the Solution export icon.

Figure 16 shows an example Solution Export view with a Scripts folder (for
strategies and subroutines) and Transactions folder (for objects used by
strategies).
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Migrating Strategies and Other Objects
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Figure 16: Example Solution Export View
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The Solution Export view appears similar to views used for strategies, routing
rules, business rules, and so on. It has the same tree-like structure. The main
difference from other views is that the Solution export view lists all object

types supported by IRD.

Note: How to perform the export operation for both strategies and strategy
objects is summarized below. For step-by-step instructions, see the
Universal Routing 7.6 Interaction Routing Designer Help.

1. Mark objects to be exported as follows:

To include the selected object as well as well as all objects used by that
object, use Add all used object to export list from the shortcut
menu . An x will appear in the Add all used column for the selected
object. The letter Y will appear in the Mark used column for any
object(s) that it uses.
To add a single object of any type, use Add the object to the export
List from the shortcut menu. An x will appear in the Add column.
Figure 17 shows a strategy selected, but you can add any of the object
types that appear in Soution Export view.

*
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Figure 17: Solution Export View and Shortcut Menu

Note: To put some object and all objects that it uses (analog of *.zcf file
content) into an export list, you need to do both of the above-
mentioned actions for this object.

2. Once the export list is formed, you can change the format in which objects
will be exported. Figure 18 shows the menu for a strategy or subroutine.
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Figure 18: Export Format Menu
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Note: Strategies and subroutines can be exported using any one of four
formats: archive (*.zcf), native (*.rbn), open (*.xml), and text (*.kvl)
format. All other objects are exported in text (*.kvLt) format.

3. Perform the export operation itself by the shortcut menu command Export.

You must specify a folder to store the export results.

+ By default, IRD proposes to store export results in a folder with a name
composed of the current date/time and located in subfolder <IRD
working directory)/ExportResults (see page 57). You can either
accept this default folder or specify another folder.

+ An export completion dialog provides a short information about how
successful the operation was and also provides option to see detailed
log of operation.

+ The column Result (partially shown as R. .. in Figure 18 on page 54)
indicates whether every object on the export list was successfully
imported.

4. Post operation. Use the context menu command View export Llog.
Figure 19 shows an example log report.

MJ=F

** E wport, "
Rezult folder: C:A\Program FilezA\GCT IMnteraction Routing Designer (147

Hame: 8T echpubstcknowledge, Tepe: Strategy, Format: nativel*.tbn
export file: YAT echpubsdcknowledge. tbn
result; success

Mame: 400%_voice, Type: Strategy, Farmat: natisve® rbn).
export file: 4008_woice. rhn
result success

MHame: AgentDesktop, Tvpe: Stratege, Format: nativel* thn).

export file: AgentDezktop.rbn
result success —

Mame: B00x_Voice, Type: Strategy, Format: native[”.rbn). - |
3

et files ROMe Waire thin

4 |

Figure 19: Example Export Log Report
The export log file is placed into the same directory as the export results.

To start a new export operation, you must clear the results of the last
operation, which is done with two context menu commands.
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Solution Import View

This view is similar to Solution export view but designed to move IRD
objects from a file system to the Configuration Database. The main difference
is that Solution import view starts out empty. The importing operation is
performed with just a few steps:

1. To be imported, the content of a folder created by an exporting operation
must be loaded into Solution import view. Use the shortcut menu
command Load data for this purpose.

2. Just like for Solution export, you must add objects to list. Use Add the
object to import List from the shortcut menu for this purpose. If an
object is a new configuration. you can adjust its location in the
Configuration Database.

3. Perform the import itself through the shortcut menu command Import (see

Figure 20).
;:.w- Interaction Routing Designer 7.6.000.07 - Server techpubs4 on port 3010
Il File Edit W¥iew Tools Help
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Event Log Edit properties
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----- Clear all

Clear results

Add the objechk toimpart lisk
Set config folder and File path

Salution import

Figure 20: Solution Import View and Shortcut Menu

Note: In orderto use Edit properties from the shortcut menu, the
strategy must be be saved in text (*.kvl) format as shown in
Figure 18 on page 54..

4. Upon completion, IRD displays a short message about the operation and
gives the option to look at a detailed import log.

56 Universal Routing 7.6 @



Chapter 1: Routing Strategies Modifying Strategies

S. Use the context menu command View import Llog. To starta new importing
operation you need to clear the results of the last operation, which is done
with one of two shortcut menu commands:

+ Clear results, which clears the Result column in the IRD window.
The export list remains as it was so it is possible to repeat the same
import operation.

+ Clear all, which clears both the Result column and the export list.

For more detailed step-by-step instructions on using the Solution Export and
Solution Import views, consult the Universal Routing 7.6 Interaction Routing
Designer Help.

Modifying Strategies

Note: Starting with 7.6, Routing strategies have warning mechanism. When
there is a conflict in opening the same strategy, a message displays
warning the user that the strategy is already in use. This mechanism
prevents the potential over writing of strategies by other other and
implemets user security. For more information on this feature, see the
Universal Routing 7.6 Interaction Routing Designer Help.

After creating strategies it is often necessary to modify them. IRD enables you
to do this easily. However, keep the following things in mind:

* Deleting or changing the name of any item (strategies, objects, rules,
statistics, and so on) that is referenced in other strategies, rules, objects, or
functions invalidates the strategy unless you update the object that is using
the referenced item.

* Before changing or deleting any object, such as a routing rule, go to the
List view for that object to see which strategies include it, and then modify
the strategies as needed so that they are not rendered invalid.

* Use the Check Integrity tool to determine whether you have invalid objects
in your modified strategy. For information on the Check Integrity tool, see
“Compiling and Checking Integrity” on page 32.

Specifying a Working Directory

The Storage Settings tab of the Routing Design Options dialog box enables
you to specify aWorking directory. This directory contains Log, ImportResult,
ExportResult, Log, and importstr folders. (To open the Routing Design
Options dialog box, select Routing Design Options from the Tools menu.)

The Storage Settings tab might also contain the following files: import. Log
(after importing), export. log (after exporting), copyas. log (after a Save As
operation), and save. log (after saving). For more information about the
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Working directory and the Routing Design Options dialog box, see Universal
Routing 7.6 Interaction Routing Designer Help.

Loading an Edited Strategy

If you are updating a strategy that is used in production, and if you load the
new version to a routing point where the old version was loaded, URS retains
both versions of the strategy in memory and active simultaneously. This
enables URS to continue processing any current interactions using the old
version, instead of routing them to the default destination. Once all interactions
that arrived at the routing point when the old version was loaded are
distributed, the older version is erased from URS’s memory. All interactions
submitted after the new strategy is loaded are processed by this new strategy.

For instructions how to load a new strategy on a routing point which already
has a strategy loaded on it, see Universal Routing 7.6 Interaction Routing
Designer Help.

Note: If you are updating a strategy that is used in production, be sure that
you thoroughly test the strategy before loading it to ensure that no
errors have been introduced.

Saving Strategies

The Compi Le and Find commands do not implicitly save a strategy. To save a
strategy, use either the Save (for a new strategy) or Save (As) command.

Strategy Elements
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When you save a strategy in IRD, the strategy source is comprised of the
following elements:

* A Configuration Manager object of type Transaction. The Transactions
folder is located under the Tenant folder. It can contain one or more of the
following items that have been configured in IRD: routing rules, business
rules, interaction data, attributes, list objects, macros and statistics.

* A Configuration Manager object of type Script. The Scripts folder is also
located under the Tenant folder. It contains the compiled routing strategy
code and the path to the *.rbn file, which describes the graphical portion of
the strategy.

* The graphical portion of the strategy, which is required in order to view
and edit the strategy. This is contained in a file with an *.rbn extension.
The path to the *.rbn file is referenced in two places: the Configuration
Manager Script object, and the IRD Save and Import dialog boxes.
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Saving the RBN File

Note: The IRD main window displays the *.rbn file location in the Detai Ls
tab (see Figure 5 on page 33).

Do not select the importstr sub-directory of the IRD working directory as a
new *.rbn file path location. This directory was designed to serve as a place
for creating and keeping the temporary *.rbn files. If you try to save to this
directory, an error message appears warning that a strategy with such a name
already exists.

When you use the Save (for a new strategy), Save As, Import from File, or
Create Copy command, IRD opens a dialog box, where you have the option of
saving the *.rbn file on a network drive or centrally in the Configuration
Database. Because the dialog box appears when you perform any of these
actions, you can overwrite previous storage settings at any time.

Storing in a Database

If security is a consideration, you might want to use the database storage
method to save *.rbn files. For example, if you are a Service Provider, you
might not want your subscribers to have access to your corporate servers. In
this case, saving the *.rbn file in the Configuration Database is the preferred
method.

For information about running a script that creates the database tables in the
Configuration Database where *.rbn files are stored, see the Universal Routing
7.6 Deployment Guide.

Default Storage Location by Tenant
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Different tenants can have different default storage locations for strategy *.rbn
files (graphical portion of strategy), which are then used in the Save dialog
box. To set the default storage location up in Configuration Manager:

1. Bring up the properties dialog box for the selected tenant.
2. Inthe Annex tab, define a strategy section.
3. In the strategy section, define location and path options.

If the default strategy storage location is a network drive, use file for the
location option (quotes are automatically inserted). Enter the directory path
as the value for the path option.

If the default strategy storage location is the Configuration Database, use
database as the value for the Location option (quotes are automatically
inserted). A value for the path option is not required.
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Saving Strategies

Note: The Storage Settings tab of the Options dialog box lets you specify a

working directory (see page 57), which is different than the default
storage location by tenant.

Using Save As to Rename Strategies
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The Rename command has been removed from IRD. To rename a subroutine:

1.

2.
3.
4

Select a subroutine (for example, Sub1).
Create a copy (naming it Sub2, for example).
Make the necessary changes in Sub2.

When you are ready to put Sub2 into a production environment, save it as
Sub1.

The original subroutine (Sub1) is immediately replaced with new subroutine,
without causing default routing. In addition, at this point, you still have Sub2,
because it was not deleted when you made the copy.

5.

(Optional) Delete Sub2.

Deleting this modified copy of the original subroutine has no effect on routing
functionality.
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Interaction Routing
Designer Objects

To create strategies in Interaction Routing Designer (IRD), you do not need to
be familiar with the underlying language. Instead you create strategies by
working with objects.

Note: This chapter presents reference information only. See Universal
Routing 7.6 Interaction Routing Designer Help for step-by-step
instructions on building strategies using the objects described in this
chapter.

The information in this chapter is divided among the following topics:
«  Reusable Objects, page 62

«  Strategy-Building Objects, page 72

«  Object Properties Dialog Boxes, page 81

- Logical Expressions, page 83

«  Variables in Objects and Expressions, page 88
«  The Interaction Design Window, page 94

+ Business Attributes, page 96

« Using Objects in Strategies, page 98

« Data and Services, page 100

«  Miscellaneous Objects, page 113

+  Multimedia Objects, page 140

+  Outbound Objects, page 256

«  Routing Objects, page 274

«  Segmentation Objects, page 331

«  Voice Treatment Objects, page 342

«  Access Control, page 355
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Reusable Objects

In Interaction Routing Designer (IRD), you can define the following reusable
objects and data, which any strategy can then use:

* Strategies * Interaction Data
* Subroutines * Statistics

* Routing Rules * Schedules

* Business Rules » List Objects

* Attributes * Macros

Figure 21 shows the buttons for reusable objects (not all buttons shown).
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Figure 21: IRD Main Window, Buttons for Reusable Objects

The names of Configuration objects are limited to alphanumeric characters and
cannot contain spaces. The objects include Tenant, Field, Format, Script
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Strategies

Subroutines
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(strategies, subroutines and schedules), Table Access, and Transactions
(routing rules, interaction data, attributes, business rules, list objects, macros
and custom statistics).

Summary information about each reusable object is presented in the following
sections. For more information, particularly about using these objects in
strategies, see Universal Routing 7.6 Interaction Routing Designer Help.

Note: The Universal Routing 7.6 installation package places a Samples.zcf
file in the IRD installation directory. When imported into IRD, this file
provides sample strategies. For more information, see the chapter on
samples in the Universal Routing 7.6 Deployment Guide.

A strategy is a set of decisions and instructions that tell Universal Routing
Server (URS) how to handle and where to direct interactions under different
circumstances (see Figure 3 on page 27). Within a strategy, you may use
subroutines, routing rules, business rules, attributes, interaction data, statistics,
lists, and macros.

*  You load a routing strategy in IRD Monitoring view by clicking Loading,
selecting the switch and routing point, right-clicking, and selecting Load
Strategy from the menu (see Figure 6 on page 34).

*  You load the strategies comprising a business process, which is a series of
strategies that together make up an interaction workflow, using the
Strategy Activation Wizard, as described in the Universal Routing
Business Process User's Guide. See “The Interaction Design Window” on
page 94 for information about creating and using business processes.

Note: The Universal Routing 7.6 installation package places an RLU. zcf file
in the IRD installation directory. When imported into IRD, this file
contains utility subroutines, which can be used for load balancing and
other purposes. For more information, see the chapter on samples in
the Universal Routing 7.6 Deployment Guide.

Subroutines are strategies called from within a strategy or another subroutine.
Like other strategies, subroutines can contain any IRD objects or functions.
Like other reusable objects, subroutines can be accessed by any strategy. See
“Call Subroutine” on page 114 for more information.

In IRD, subroutine names appear in the Subroutines List rather than in the
Strategies List.
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When a subroutine is called from a strategy, control of the interaction is passed
to the subroutine from the calling strategy. The subroutine then instructs URS
what to do with the interaction.

If the interaction is not routed to the a destination during the subroutine,
control of the interaction returns to the calling strategy at the end of the
subroutine. An interaction that is default-routed within a subroutine does not
return to the strategy from which it came.

Every execution path within a subroutine must contain an Exit object. If it does
not, interactions are routed to the default destination.

When an interaction is routed from a subroutine, any object that is capable of
generating a 0008 error code (routing done), if placed after the subroutine
(postrouting), generates the error code, 0008.

A subroutine can be:
e (alled at any point during a strategy.

* Used in more than one strategy, making it independent of the strategies
that call it.

* Used within other subroutines, offering the capability of creating multiple
levels of subroutines.

Note: Unlike a strategy, a subroutine cannot be loaded on a routing point.

Cautions When Using Subroutines

* Be careful when placing subroutines within subroutines. If multiple levels
of subroutines are not properly configured, control of an interaction may be
passed from one subroutine to another creating an infinite loop without
ever routing the interaction to a destination. Also be careful that you do not
call the original strategy as a subroutine for itself.

* A strategy or subroutine (.rbn file) should not be shared by multiple
Configuration Servers. This occurs if you import a strategy or subroutine
from the same storage location used by one Configuration Server into
another Configuration Server without changing the location setting of
the.rbn file in IRD.

For example, if you have a lab environment and a production environment,
always keep the two strategy-development environments separate. If you
do make changes to the strategy in one environment and want the other
environment to include the same changes, export the strategy from the
environment in which you made the changes and import the strategy into
the other environment. See Universal Routing 7.6 Interaction Routing
Designer Help for instructions on exporting and importing strategies.
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* Be careful when changing existing subroutines. Subroutine names and
content can be changed even if the subroutine is called by a loaded
strategy. If you change the subroutine name without updating the Call
Subroutine object that uses the subroutine, a message appears in the output
window for the strategy warning that the subroutine cannot be found.

Subroutine Input and Output Parameters

When creating subroutines, an Input Parameters dialog box allows you to
specify the nature of all input parameters. Figure 22 shows the Subject
dropdown menu in the dialog box.

Input parameters |

2F X

— lnput parameters

Hame Type Subject
1 InputParam? STRING |

Statistic
Strategy
Subroutine
List
IrteractionDat
BusinessAttri
Application
VinualZueus

¢ Back I Hest > I Carnicel Help

Figure 22: Input Parameters Dialog Box

The dialog box appears after you name and describe the subroutine and click
Next. You then select the input parameter Type (STRING, FLOAT, or INTEGER) and
Subj ect. Input parameters Subjects are names of types of certain
Configuration Server objects. The list currently includes: Statistic, Strategy,
Subroutine, List, InteractionData, BusinessAttribute, Application, and
VirtualQueuve. The Subject of an input parameter functions as hint for the IRD
Application about the possible values that the input parameter can accept. IRD
uses this information to provide you with a list of all available Configuration
objects of the specified Type when editng an input parameter value.

Data is exchanged between a strategy and subroutine using input and output
parameters (see““Configuring Variables” on page 89) defined in the subroutine
and the Call Subroutine object (see page 114).
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When you create a subroutine in IRD, you can create input and output
parameters to pass data to and from the subroutine.

The number of parameters that you create depends on the data you want to
pass from the strategy to the beginning of the subroutine and the data you
want to pass back to the strategy at the end of the subroutine.

The number of input parameters does not have to equal the number of
output parameters. However, the number of output parameters for a
subroutine must equal the number of output parameters for the Call
Subroutine object.

Because parameters can be saved in binary format, there is no limitation on
the number of characters they can contain.

Warning! If you save an input/output parameter in binary format, you get
a warning that earlier IRD versions do not use binary format.
This could cause compatibility issues in a mixed IRD
environment.

IRD can read both string and binary input and output parameters. Binary
format makes it possible to read subroutines with an unlimited number of
input/output parameters.

The list of input and output parameters for a strategy is stored in the
corresponding in_param and out_param options of the Annex tab in the
Scripts Properties dialog box in Configuration Manager.

Parameters created when creating a subroutine are variables and appear in
the Subroutine variable list in IRD. (This list also specifies whether the
variable is an input or output parameter.)

Parameters created for the Call Subroutine object (see page 114) can be
variables or constants. Variables used as parameters in a Call Subroutine
object appear in the variables list for the strategy. See Universal Routing
7.6 Interaction Routing Designer Help for information on creating
variables and variable lists.

After you place a Call Subroutine object in a strategy and specify the
subroutine to call, you map the parameters of the Call Subroutine object to
the parameters of the subroutine. For example, you can map an input
parameter Variable1 in the Call Subroutine object to an input parameter
SubVariablel in the subroutine. In this case, the data associated with
Variablel is passed to the subroutine and becomes associated with
SubVariablel. In a similar way, you map output parameters of the
subroutine to output parameters of the Call Subroutine object.

Note: If you are using variables to map parameters between a strategy
and a subroutine, make sure the same variable type is defined for
both variables. Even though type conversion will occur, type
matching is still recommended.
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Important Information

*  Map all output parameters of a subroutine to an output parameter of the
Call Subroutine object. If you do not, an error occurs in the Call
Subroutine object.

* After you have changed input or output parameters for a subroutine, you
must correct and recompile all strategies where this subroutine is used.

e SelectFile > Describe in the Routing Design window to add, delete, or
modify input or output parameters for subroutines and to change their
descriptions.

Subroutine Error Codes

Possible error codes for subroutines include the following:

* 0008 Routing done—This error code is returned if the interaction was
routed within the subroutine and no longer needs to continue through the
strategy.

* 0018 Unknown object—This error code is returned if the call subroutine
does not exist.

* 0020 Error in subroutine—This error code is reported to the calling
strategy after an interaction reaches an Exit object, if an error occurs within
a subroutine. When this error occurs, the interaction is routed using the red
output port on the Call Subroutine object. This error does not explain
where the error occurs in the subroutine, only that an error occurred.

Note: You can use output parameters not only to pass data but also to pass
return codes for error evaluation purposes. A well-developed system of
codes defined as parameters can help you resolve subroutine errors.
For example, a subroutine contains five function objects. You can set
up an output parameter to pass an error that occurs on any of these
objects back to the calling strategy.

Routing Rules

Reference Manual

Routing rules specify the method of target selection. You can create routing
rules once and reuse them in multiple routing objects and strategies.

Many Routing objects (see page 274) use routing rules in their properties.
These include:

* Force (see page 278)

* Load Balancing (see page 279)
* Percentage (see page 280)

* Service Level (see page 292)
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* Statistics (see page 305)
* Switch to Strategy (see page 306).
*  Workforce (see page 312)

For example, you might configure a Percentage routing rule that specifies that
82% of interactions go to the San Francisco queue and 18% to the Boston
queue. The Routing objects that do not use routing rules are the Default (see
page 278), Selection (see page 287), Route Interaction, Workbin and Queue
Interaction objects.

Note: Routing rules are used only by voice routing strategies.

Attributes

Attributes are pieces of interaction or customer data along with all possible
values. In order to use a piece of data for strategy decisions, you must first
define that piece of data in IRD as an attribute. You must create interaction
data before you can create attributes because attributes require interaction data.
See “Interaction Data” on page 69.

You can then use the attribute to create business rules. Figure 23 shows
example attributes.

7=l .
Inkeraction Design | Attrl bUtES %

Routing Design

att_account... account type
"""" wal_ewisting InteractionD atal account_typ...
"""" wal_new InteractionD atal account_typ...
=2-Z] att_language cuztomer language ... | RHD
"""" wal_englizh InteractionD ata['language’] =1
"""" wal_spanish | InteractionD ata['language] = 2"

Subroutines

Figure 23: Example Attributes

Create attributes only for data that you plan to segment via business rules (see
page 332).

Note: Do not confuse attribute reusable objects that you define in IRD with
Configuration Manager Business Attributes (see page 94).

Business Rules

Business rules are created from the attributes just discussed (see Figure 24).
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Figure 24: Example Business Rules

Business rules and their attributes enable you to create logical expressions for
segmentation. They enable you to reuse the same business decision multiple
times in the same strategy and in many different strategies.

When you use business rules and attributes, you use a Business Segmentation
object (see page 332) instead of a Generic Segmentation object (see page 339).
The Business Segmentation object properties point to (reference) one or more
business rules. Each business rule contains one or more attributes.

For an example of business rule use, see the skills-based routing example in
the Universal Routing Strategy Samples book. The Universal Routing 7.6
Interaction Routing Designer Help contains instructions for creating business
rules.

Note: If you make a change to a business rule, you must recompile the
strategies that use that rule if you want the change to affect the
strategies.

Interaction Data

Reference Manual

Interaction data defines attached data keys used in a strategy (see Figure 25).
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Figure 25: Example Interaction Data

Schedules
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You configure interaction data in order to allow strategies to gather attached
data from event messaging, such as for screen pops.

You can use interaction data in the Assign, (see page 113) and If (see page 121)
objects. You can also use interaction data in certain Function object functions
(see page 120), such as InteractionData (page 393), InteractionDataINT (page
393), UData (page 397), and BusinessData (page 386). In the Function
Properties dialog box, select ALL Functions then Interaction Data.

A schedule instructs URS when to automatically load/release a voice routing
strategy, including the switch and DNs to use. You can specify times for
loading and releasing schedules using seconds, minutes, hours, dates, months,
years, and days. After you save it, the schedule definition is stored in
Configuration Manager as a Script object of type Schedule. See the Universal
Routing 7.6 Interaction Routing Designer Help for more information.

Note: When two or more URS instances run in load sharing mode through
Load Distribution Server, IRD synchronizes strategy loading so you do
not have to load/unload the same strategy on every URS for each
routing point in IRD’s Monitoring view. This feature applies when you
directly load a strategy. If you want to load a strategy via a schedule, it
is loaded only to the routing point of the specific URS where you have
loaded the schedule. All other URS instances running through the Load
Distributin Server in load sharing mode are unaftected.
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Statistics

In IRD, you can create a custom statistic for use in a strategy or subroutine (see
Chapter 7, “Routing Statistics,” on page 611 for more information).

List Objects

Note: The IRD installation package supplies sample list objects. For more
information, see the Samples chapter in the Universal Routing 7.6
Deployment Guide.

A list object contains strings of any nature (for example, DNIS or ANI strings),
which can be used in strategies and are included in integrity checking.

For example, you may use a list object to create lists of toll-free numbers.
Rather than reference each individual 800 number in a strategy, you can
logically group numbers together and name the group. Then, when you need to
add new numbers or edit numbers, you do not need to edit the strategy, but
only the list object properties.

The chapter on Share Agent By Service Level Agreement Routing in the
Universal Routing 7.6 Routing Application Configuration Guide shows a
sample strategy that uses a list object to hold data and uses a special List
function (lcfgdata) to retrieve the data.

See the Universal Routing 7.6 Interaction Routing Designer Help for
information on creating list objects.

Note: The ability to define a key-value pair for an element a list object is an
extension or variation of the GetConfigOption function (see page 402).
Providing key-value pairs for a list element enables you to store
information in the Configuration Server Database and then retrieve it
from the strategy.

Genesys recommends that you use lists to get user-defined data from
Configuration Server. Use a List object that contains all the required
data instead of overloading Application options with user-defined data.

Macros

A macro is an object that enables you to combine several objects and
expressions in one re-usable block. This block works as a user-defined
function. See page 122 for more information on macros.
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IRD provides different categories of strategy-building objects. In toolbar order,
the categories are:

*  Voice Treatments (see page 355) to apply busy treatments and mandatory
actions, such as a recorded announcement.

* Data and Services (see page 100) for searching the database for
information and sending interactions to external resources.

* Segmentation (see page 274) for making incoming interactions take
different paths.

* Routing (see page 274) for target selection.
* Miscellaneous (see page 113) to perform miscellaneous operations.

*  Multimedia (see page 140) to control how non-voice interactions should be
routed.

*  Outbound (see Page 256) to support the Genesys Outbound Contact
product.

Icons for each object category appear on the objects toolbar when you create or
edit a strategy or subroutine in the Routing Design window (see Figure 26).

;:s Routing Design - Chat request transcript send stra - IEIlEl

|| Bl Edit Wiew Tools Help |
IEEEE AR 1A =l
(B o @A ||[E@ |55 x| || |

Check flag if transcript Send email with transeript [ - - - - - - -
requested to he sent (new interaction is generatech) | © 0 7 0 0 0

"""""""" Mo email with transcript will be sent o

................ (pritat error message in Router's log) Cee

For Help, press F1 | |_ |LOG | | o

Figure 26: Routing Design Window Toolbar

When you click an icon in the toolbar representing an object category, buttons
for all objects belonging to that category drop into view. For example, if you
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click the third icon, buttons for all Segmentation objects drop into view (see
Figure 27).

B FRE B )R |5 e ||
|E}|E|@|%||&@r“>iijjjiijjiiijiiiijiiiﬂ

T =ReckHag it iranscapt—F | Send email with trans eopt [ - - -

requested to be sent (tew interaction is generated) [~ 0 0 7 7 7

[E—

Figure 27: Drop-Down Buttons for Segmentation Objects

If you were creating a new strategy and wanted to segment incoming
interactions to take different paths, you would:

1. Click the applicable Segmentation button (see “Segmentation Objects” on
page 355).

Click in the strategy to place the object.
Double-click the Segmentation object to open a dialog box.

Assign properties in the dialog box.

A S

Connect the Segmentation object to another object; for example, a Routing
object (see page 274) or a Miscellaneous object (see page 113).

A strategy is made up of objects and the connections between objects. All
strategies have an Entry object. The other objects you choose define the
actions that IRD performs, and the connections that you make between objects
define the sequence in which each object is executed. IRD selects only one
connection to follow after handling an object.

Figure 28 shows the icons on the toolbar for each strategy-building object
category.

Segmrntatiun

Voice Treatnrent Rcluting rv]ultimedia

[Basdgun]

DataLBewices Cuthound
Miscellaneous

Figure 28: Icons for Strategy-Building Object Categories

The strategy-building objects toolbar is dockable. You can remove it from its
current position and place it anywhere within the Routing Design window.
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Buttons Associated with Toolbar Icons

Clicking an icon on the objects toolbar drops down buttons for placing objects
in your strategy. The next section describes the buttons associated with each
object category.

Buttons for Voice Treatment Objects

Figure 29 shows the buttons that come into view when you click the Voice
Treatments icon.

Announcement  Bugy _ )
and Collect Music Silence Tew To-Spesch

Digits

“erif C | | _
Digitﬁé Cgﬂce R | Ringback and Collect Digits

|
Cotleet g v 3] 3 0 4 o 8

| | | |
Play Record Uger Delete Lser =et Default Fause
Anfouncerment Announcement | Announcement Destination
Play Text to
Application Fast Busy Spneech

Figure 29: Buttons for Voice Treatment Objects
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Voice Treatment objects specify an action to be performed with the current
interaction, such as playing music for the caller.

The Voice Treatment objects from left to right are: Collect digits, Play
announcement, Play announcement and collect digits, Play application, Record
user announcement, Verify digits, Busy, Fast busy, Cancel call, Delete user
announcement, IVR, Music, Ringback, Set default destination, Silence, Text to
speech, Text to speech and collect digits, Pause, and RAN (Play recorded
announcement). See “Access Control” on page 355 for more information.

Buttons for Data and Services

Figure 30 shows the buttons that come into view when you click the Data and
Services icon.

4
36 | B H—veb

Service

Database External
Wizard Service

Figure 30: Buttons for Data and Services Objects
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Strategy-Building Objects

The Database Wizard is used for database lookups. You can retrieve data about
customers that enable you to personalize responses and route more effectively.

See “Data and Services” on page 100 for more information.

Use the External Service object in non-voice routing strategies to exchange
data with third party (non-Genesys) servers that use the Genesys Interaction
SDK or any other server/application that complies with Interaction Server
communication protocol. See “External Service” on page 108 for more
information.

You can use the Web Service object to access Web Services. See “Web
Service” on page 112 for more information.

Buttons for Segmentation Objects

Figure 31 shows the buttons for various types of Segmentation objects that
appear when you click the Segmentation icon.

<*> A Eiu§iness

Generic—@ll =] Ellﬁl@l %ll&l@l——&reen

Date | Day of DMIS  Classify
Waek
Time

Figure 31: Buttons for Segmentation Objects

Segmentation objects separate incoming interactions and put them on different

paths based on criteria that you select.

Note: In most voice strategies, a Segmentation object is the next object after

the Entry object.

The buttons from left to right are: Generic (brings up Expression Builder
(Figure 37 on page 84)), Date, Time, Day of the Week, ANI (originating

phone), DNIS (number dialed), Business, Classify, and Screen. See “Routing

Objects” on page 274 for more information.

Buttons for Routing Objects

Click the fourth button on the objects toolbar to reveal the buttons for various

types of Routing objects (see Figure 32).
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Figure 32: Buttons for Routing Objects

Routing objects specify a routing action to be performed with the current
interaction, such as sending an interaction to a specific agent group.

The buttons from left to right are: Service level, Load balancing, Percentage,
Statistics, Switch to Strategy, Default, Force, Selection, Workforce, Route
Interaction, Workbin, and Queue Interaction. See “Routing Objects” on
page 274 for more information.

Buttons for Miscellaneous Objects

Clicking the fifth button on the objects toolbar reveals buttons for various
types of Miscellaneous operations (see Figure 33).

Errar

Segmentation
Enﬁrg.f ||f ) | Mul}i&ﬁach

Al | | E|71| &3] ] ] )

E}lecit ﬁsa#gn Mlacru Mulkiﬁssign
Function Call mMultiFunction
Subroutine

Figure 33: Buttons for Miscellaneous Objects

Miscellaneous objects are used for flow control or performing operations, such
as executing a function or directing interactions based on an IF statement.

The buttons from left to right are: Entry, Exit, If, Assign, Function, Macro,
Error Segmentation, Call subroutine, MultiAssign, MultiAttach,
MultiFunction. See “Miscellaneous Objects” on page 113 for more
information.

Buttons for Multimedia Objects

Click the Multimedia icon to reveal buttons for objects used in routing non-
voice interactions (see Figure 34).
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Figure 34: Buttons for Multimedia Objects
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The buttons from left to right are: Stop Interaction, Acknowledgement,
Autoresponse, Chat Transcript, Send E-Mail, Redirect E-Mail, Forward E-
Mail, Reply E-Mail From External Resource, Screen, MultiScreen, Classify,
Attach Categories, Create Interaction, Create Email Out, Create Notification,
Create SMS, Identify Contact, and Update Contact. See “Multimedia Objects”
on page 140 for more information.

Buttons for Outbound Objects

Click the Outbound icon to reveal buttons for objects used to support proactive
interaction routing, such as that performed by the Genesys Outbound Contact
product. In proactive interaction routing, calls are routed to agents from an
Agent/Place Group assigned to the Campaign (see Figure 35).

Add Recanl ] Il:'rncessed
I I
53|55 2| &8 |

Co Nélt Updéte Il?eschedule
Call Record

Figure 35: Buttons for Outbound Objects

The buttons from left to right are: Add Record, Do Not Call, Processed,
Update Record, Reschedule Record.

Comment Object

Use a Comment object to make notes about a strategy. You can insert a
Comment object anywhere in the strategy workspace. It appears as a text box
in the Routing Design window. For example comments, see Figure 3 on

page 27.
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Alphabetical List of Strategy-Building Objects

Strategy-Building Objects

Table 1 lists all available strategy-building objects in alphabetical order, the
category or group under which the object is placed in IRD, and the page
number for the object information in this chapter.

Table 1: Strategy-Building Objects

Object Type Page
Acknowledgement Multimedia 152
Add Record Outbound 257
ANI Segmentation 331
Assign Miscellaneous 113
Attach Categories Multimedia 168
Autoresponse Multimedia 171
Business Segmentation 355
Busy Voice Treatments 344
Call Subroutine Miscellaneous 114
Cancel Call Voice Treatments 345
Chat Transcript Multimedia 182
Classify Multimedia 189
Classify (segmentation) Segmentation 334
Collect Digits Voice Treatments 345
Comment None 77
Create Interaction Multimedia 195
Create Email Out Multimedia 201
Create Notification Multimedia 205
Create SMS Multimedia 210
Database Wizard Data and Services 100
Date Segmentation 336
Day of Week Segmentation 337
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Table 1: Strategy-Building Objects (Continued)

Strategy-Building Objects

Object Type Page
Default Routing 278
Delete User Announcement Voice Treatments 346
DNIS Segmentation 338
Do Not Call Outbound 261
Entry Miscellaneous 119
Error Segmentation Miscellaneous 116
Exit Miscellaneous 119
External Service Data and Services 108
Fast Busy Voice Treatments 346
Force Routing Routing 278
Forward E-Mail Multimedia 215
Function Miscellaneous 120
Generic Segmentation 339
Identify Contact Multimedia 219
If Miscellaneous 121
IVR Voice Treatments 346
Load Balancing Routing 305
Macro Miscellaneous 122
MultiAssign Miscellaneous 131
MultiAttach Miscellaneous 131
MultiScreen Multimedia 223
Music Voice Treatments 348
Pause Voice Treatments 348
Percentage Routing 280
Play Announcement Voice Treatments 348

Reference Manual
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Table 1: Strategy-Building Objects (Continued)

Strategy-Building Objects

Object Type Page
Play Announcement and collect digits Voice Treatments 349
Play Application Voice Treatments 349
Processed Outbound 264
Queue Interaction Routing 282
RAN Voice Treatments 350
Record User Announcement Voice Treatments 351
Redirect E-Mail Multimedia 230
Reply E-Mail From External Resource Multimedia 234
Reschedule Outbound 267
Ringback Voice Treatments 352
Route Interaction Routing 284
Screen Multimedia 239
Screen Segmentation 340
Selection (target selection) Routing 287
Send E-Mail Multimedia 244
Service level Routing 292
Set Default Destination Voice Treatments 352
Silence Voice Treatments 352
Statistics Routing 305
Stop Interaction Multimedia 249
Switch to Strategy Routing 306
Text to Speech Voice Treatments 352
Text to Speech and Collect Digits Voice Treatments 353
Time Segmentation 341
Update Contact Multimedia 252

80
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Table 1: Strategy-Building Objects (Continued)

Object Type Page
Update Record Outbound 269
Verify Digits Voice Treatments 353
Web Service Data and Services 659
Workbin Routing 307
Workforce Routing 312

The later sections of this chapter describe the objects and their properties in
detail. Functions associated with the Function object are described in Chapter
4, “Interaction Routing Designer Functions,” on page 359.

Object Properties Dialog Boxes

Every IRD object has a set of properties or parameters that describe a portion
of the strategy. The exceptions to this are: the Entry, Exit, and Default Routing
objects; the Cancel Call Voice Treatment object; and a few Function objects.

Double-click a strategy-building object in the Routing Design window
workspace to open its properties dialog box. Here you can assign values to the
object’s parameters. The content of the properties dialog box varies based on
the object.

Figure 36 shows an example properties dialog box for the Selection object.
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Figure 36: Selection Properties Dialog Box

The pages ahead show example properties dialog boxes for strategy-building
objects in each object category.

The parameters of each object in a properties dialog box are specific to its
category.

For example:

In the Selection properties dialog box shown in Figure 36, the parameters
you specify are routing targets (see Table 93, “Target Types,” on
page 318). A routing target can also be specified as a skill expression.

The parameters of some Segmentation objects are logical expressions (see

Figure 37 on page 84).

The properties dialog box for the Function object includes the function
name, parameters and values (see Figure 63 on page 120).

The parameters of Voice Treatment objects are the type of treatment and
some supplemental data. Voice Treatments can also be used as parameters

of Routing objects.
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Both parameters and voice treatments are ways in which URS handles an
interaction. Parameters are criteria defining how the interaction is handled,
such as how long it should be held before being sent to a default extension, its
priority in queue, and so forth. Voice treatments, by contrast, affect what the
caller hears, for example, music, silence, or a busy signal.

Important Information

Deleting or changing the name of any item (rules, objects, targets,
statistics, and so on) that is referred to in other strategies, rules, objects, or
functions invalidates the strategy unless the object using the referenced
item is updated. (Before changing or deleting any object, go to the List
view for the object to see which strategies will be affected and then modify
them as needed so they are not rendered invalid.)

Use the Check Integrity tool to validate all strategies and confirm the
existence of all referenced statistics. See Universal Routing 7.6 Interaction
Routing Designer Help for instructions on how to use this tool.

When using string constants in a strategy, the number of characters that
make up the constant (what appears between the quotes) is limited to 1000.
For example, Assign[x, '...over 1000 characters'] is not supported.

A string constant used in a strategy cannot contain quotes.

Logical Expressions

The properties of several IRD objects are defined as logical expressions. These
are created using:

The Expression Builder in the Generic Segmentation object (see
Figure 37).

The Skill Expression Properties dialog box of a Routing object (see
page 86).

The If object (see Figure 64 on page 122).
The Assign object (see Figure 58 on page 113).

Some Function objects (see page 85).

Expression Builder

Figure 37 shows the Expression Builder dialog box after you have
constructed an expression.
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Expression Builder x|

General |
— Expression
BusinessData[Interaction Subtype’] = Inbound NDR] ﬂ
—Data
Type Mame Operator Yalue
Interaction Data al |ACDO ﬂ _ IEF‘ F_flag
Business Attributes ActiveServerMame I=
ANI :
Callirfo AnswerCall - EPF_value
Corfiguration Options Bearer_apahili <
Diata Manipulation g=
Diate/ Time BusinessDiatalMT
List Manipulation j CallD j
Parameter Value Add |
Key )
Vedty |
ano [ oR |
Varables |
Retum value type: STRING. This function retrieves the User Data information collected
from the incoming call, when the caller responds to eitherthe VR arto an agent. This
user data information is stored on Genesys T-Server throughout the lifetime of the j

[ ok | caneel | Heb |

Figure 37: Expression Builder Dialog Box

Skill Expressions

Note: Also see “Skill Target in Routing Objects” on page 322 and “Skill
Targets and Skill Expressions” on page 323,

You can route interactions to the most appropriately skilled agent using a skill
expression. Figure 38 shows the Skill Expression Properties dialog box
after constructing a skill expression for the Routing Selection object.
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Skill expression properties El

General |

— Expression

french = 5 & Newfccounts = 5 ]
—Data

Type MName Operator Value

chech -] [ 5

Statistic endglish I=

Varables English >

BExisting Accounts EN

A

Ad
Pl e ™ Jda

oK Cancel |  Hep |

Figure 38: Skill Expression Properties Dialog Box

Note: Stat Server currently supports virtual group functionality for the
following types of agent parameters: a Skill configured for an agent,
the ACDQueue to which an agent is logged in, and the Switch to which an
agent is logged in. You can simultaneously specify these types of
parameters in an expression for a single virtual group. For more
information, see the Virtual Agent Groups chapter in the Framework
7.6 Stat Server User s Guide.

* Functions that support skill expressions include CountSkilllnGroup (see
page 429), GetSkilllnGroup (see page 436), CreateSkillGroup (see
page 431), and Multiskill (see page 439).
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* These Routing objects allow skill-routing targets: Selection (page 287),
Statistics (page 305), Service Level (page 292), Route Interaction
(page 284), and Workbin (see page 307). See page 322 for more
information on using skills as routing targets.

The name of skills, if used in a skill expression, cannot exceed 126 bytes.

Warning! If configuring skill or agent level routing for a site with a large
number of agents, Genesys recommends using the
StatAgentLoading (see page 618) or StatAgentLoadingMedia
(page 619) statistic to select agents. Using the
StatTimeInReadyState statistic can result in high CPU usage even
if there are no calls.

Building Expressions

Logical expressions consist of comparisons joined by the connectives AND
(&) and OR ().

Notes: The AND and OR logical connectives have the same priority.

URS uses integer arithmetic in its calculations, such as for agent state
and skill expression evaluation. For this reason, you must always
create expressions based on integer arithmetic, not float.

When an expression contains more than one logical connective, the logical
operation to the left has precedence over the operation to the right; use
parentheses to overrule this precedence.

Each comparison consists of two data values that are compared against each
other. Table 2 shows the comparison symbols used in logical expressions. The
left side of the comparison specifies the type of information provided on the
right side (the comparable). For example, Day=07/04/01 and Time>=18:00 are
comparables for Day and Time. The left side can be interaction data (page 69),
a variable (page 88), or a function (Figure 37 on page 84). However, the
choices vary depending on the type of object being defined.

Table 2: Comparison Symbols in Logical Expressions

Symbol Meaning Example
= equal to Day = Monday
1= not equal to Day != Sunday
> greater than Time > 9:00
>= greater than or equal to Day >= Monday
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Logical Expressions

Table 2: Comparison Symbols in Logical Expressions (Continued)

Symbol Meaning Example
< less than Time < 16:00
<= less than or equal to Day <= Friday

Table 3 provides several examples of logical expressions.

Table 3: Examples of Logical Expressions

Example

Interpretation

Day=Saturday|Day=Sunday

If the day is Saturday or Sunday

Time<=5:00 |Time>=18:00

If the time is less than or equal to 5:00
(5:00 AM) or greater than or equal to
18:00 (6:00 PM); in other words, if the
time is between 6:00 PM and 5:00 AM.

Day>=Monday&Day<=Friday & ANI!=8004154732

If the day is a weekday and the ANI is
not 8004154732

SData[1123@SF.A,StatTimeInReadyState]>120

If agent 1123 has been in Ready state for
more than 120 seconds

UData[Acct]>=9000

If the value associated with the key Acct
in the Interaction data structure is equal
to or greater than 9000

Mathematical Symbols Allowed

The allowed mathematical symbols in expressions are restricted to those that
IRD allows in the Assign object (see page 113). These are the mathematical
symbols for addition, subtraction, division, and multiplication ( +, -, /, *).

These symbols work with numeric values only, so any participating String
argument is automatically converted to a number.
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Variables in Objects and Expressions

Warning! Variables are specific to the strategy or subroutine in which the
variable was defined and cannot be used by other subroutines or
strategies, including the strategy that calls the subroutine.

Variables enable you to specify such things as targets, servers, parameter
values for functions, skill expressions, mandatory treatments, and so on greater
flexibility. For example, in combination with the Assign object (see page 113)
you can route interactions based on a value assigned to that variable.

Variable Usage and Strategy Design

Note: You cannot define variables for routing rules, since routing rules can be
used by more than one strategy.

Variables are particularly useful for avoiding multiple queries to a database for
a particular interaction. One database lookup can obtain all necessary customer
information that can be assigned to different variables (see Figure 52 on

page 104). The information can then be used to route the interaction. Only one
lookup is needed because of variable usage. This makes the strategy is more
efficient and improves software performance.

Using variables you can also create a generic strategy where segmentation and
routing targets are driven by variables. This generic strategy can contain all the
business rules (see page 68) needed to make the routing decision with the
routing target specified as a variable. Then you can load this generic strategy to
multiple routing points and have routing decisions and targets decided at
runtime. This replaces the need to create a different strategy for each routing
point, each with its own routing requirements.

Note: Variable-driven strategies are an advanced feature in IRD and require a
user with a programming background to properly design.

Variables are specific to the strategy in which they are created. As such,
variables cannot be used in routing rules or by any object that can be used by
more than one strategy. The only exception to this is a subroutine object.
Variables can be defined for a subroutine, which then can be used by other
strategies. However, these variables can only be used in the subroutine.
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Configuring Variables

Variables must be configured before you can use them. Use the Variable List
dialog box for this purpose. Figure 39 shows the Variable List dialog box
with six variables defined.

x|
7 X o B

Variable Type Scope
Skill_Routing_1 STRIMG LAl
Skill_Routing_2 STRIMG LAl
Skill_Routing_3 STRIMG LAl
Skill_+DL_Raouting STRIMG LAl
Skill_xDL_Routing2 STRIMG LAl
Skill_xDL_Routing3 STRIMG LAl

| k. I Cancel

Figure 39: Variable List Dialog Box

Once variables are defined, you can use them for routing in the
TargetSelection tab of both the Selection object (see page 287) and Route
Interaction object (see page 284). Figure 40 shows the above variables
available in the Selection object when routing voice interactions.

8 Selection properties x|
Generall Busy  Target Selection |
— Statistics
= Min |
: M ame StatdgentLoading -
LU I Jl
— T argets
i o W Clear Target Tirneout I'Il:i "I Sec
Type Mame StatServer
1 [variable Skill_Routing_1
2 |variable Skill_Ruouting_2
3 |Variable Skill_Routing_3
4 |Yariable Skill_+DL_Routingl
5 |Yariable Skill_#DL_Routing2
g |variable Skill_¥DL_Raouting3 3

Figure 40: Routing Based on the Value of a Variable

Reference Manual 89



Chapter 2: Interaction Routing Designer Objects Variables in Objects and Expressions

To open the Variable List dialog box:

When working with a strategy, click the variables button | on the

toolbar to bring up this dialog box. The fields for defining a variable
include variable name, type, and scope.

In the Database Wizard (see page 101), when you assign the output or key-
value pairs to one or more variables, a dialog box opens (see Figure 53 on
page 104) where you click the Edit Variables button to bring up the
Variable List dialog box.

In the Generic Segmentation object (see page 339), click the down arrow
in the Expression column to bring up the Expression Builder (see

Figure 181 on page 339). In the Expression Builder, click the Variables
button.

In the properties dialog box for the If (see page 121), Assign (see
page 113), or Function (see page 120) Miscellaneous objects, click the
Variables button to bring up the Variable List dialog box.

The Multi-Assign object (see Figure 73 on page 131) lets you assign
multiple variables at once using its own dialog box.

For more information about variable formats, see Table 4 and Table 5 on
page 93, and also Table 6 on page 93.

Assigning Values to Variables

After you configure a variable in the Variable List dialog box, you can assign
a value to it. Use one of the following objects to assign a value:

Assign object, in the Expression dialog box that opens from this object (see
Figure 58 on page 113)

Database Wizard (see Figure 52 on page 104)
MultiAssign object (see Figure 73 on page 131)

Function object, in the Expression dialog box that opens from this object.

Assigning a Variable in the Function Object

Figure 41, under Expression at the top left, shows the output of the Rand
function assigned to the variable min_skilLl_level.
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Function properties ﬂ

General I

— Expression

min_skil_level [= [Rand[101}- =]

et Type MName
FACType - Add
Callrfao Peg _I — |
Corfiguration Options PegValue = |
Data Manipulation PostioninGueue
Date/Time Prirt ==
Force Pricirity
List Manipulation Priority Tunin
ecelmneoss | ECH . Vabes  |
Parameter Value

Interval

Retum value type: INTEGER. This function retum random number in bounds from 1 to ;I
specified interval.

ok | Cancel | Hep |

Figure 41: Function Object Properties Dialog Box

You can assign an explicit value (1234). Or you can use other variables as
values to assign to a variable.

Exporting and Importing Variables

You can move definitions of variables used in one strategy to another strategy
using the Export and Import buttons on the Variable List dialog box (see
Figure 42).
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Variable list |

Export to file v
2 X o B

Import from file ‘Jeriahle Type Scope
matchResult STRIMG SCRIPT
zimple_error_code INTEGER LAl

Cancel |

Figure 42: Variable List Dialog Box, Export and Import Buttons

* Clicking the Export to file button opens a dialog box where you can save
the variables to file for later import.

* Click the Import from file button opens a dialog box where you can
import variables previously saved to a file.

Specifying Variables
Table 4 and Table 5 below contain information on specifying variables.

Table 4: Variable Specifications

Variable Specification Explanation

Name Can be mixed case. No spaces allowed. Cannot include
mathematical symbols, hyphens, quotes, or double-byte
characters (international only) or be a function name. Variable
names also cannot begin with BL (case-sensitive). BL is an
internal identifier used by IRD.

Quotes IRD checks every field where both variables and constants
can be entered. A string (and only it) will not be enclosed in
singles quotes if at least one is true:

It is a variable name
It is already included in single quotes.

Ithas '[' inside and doesn't start with it (nested function
call).
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Table 4: Variable Specifications (Continued)

Variables in Objects and Expressions

Variable Specification Explanation
Definition A value
Limitations A variable name cannot exceed 64 characters.

Example of Definition

VARIABLE INTEGER LOCAL Product

Example of Usage

Assign[Product,UData[prod] |

Product=1 >

Table 5: Variable Types

Type Description Examples
STRING A case-sensitive text string CA2
INTEGER A 32-bit signed integer 1,5,100
FLOAT A floating number 1.2,3.54

Note: When creating variables, IRD remembers the type of the last variable
created. This type becomes the default until you create a new variable
with a different type.

Table 6: Variable Scope

Scope The variable retains its value

LOCAL For the life of one particular interaction currently being processed
in this script (strategy) only. This value is re-created upon the
arrival of each new interaction.

SCRIPT For all interactions within one script (strategy)
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The Interaction Design Window

In addition to the Routing Design window for creating routing strategies, IRD
has an Interaction Design window for creating and editing business processes
(see Figure 44 on page 95).

Business Processes

A business process directs non-voice customer interactions arriving at the
contact center through various processing objects, such as queues and routing
strategies. It defines what happens to customer interactions (such as e-mail,
chat, and open media) from the point of arrival to the point of completion. One
or more business processes comprise an interaction workflow.

The types of processing applied to interactions varies based on the media type
and the contact center’s business logic. In most cases, the goal is to generate an
appropriate response for the customer.

* In the case of an e-mail interaction, an appropriate response might be an e-
mail answering the customer’s questions.

* In the case of a chat interaction, an appropriate response might be mailing
product brochures to the customer.

* Inthe case of a fax interaction, an appropriate response might be an e-mail
stating the requested materials had been received, and so on.

Opening Interaction Design

In the IRD main window, click the Interaction Design shortcut bar, and then
click the Business processes icon. Existing business processes appear the
Business processes list (see Figure 43).

=z :
Interaction Design Business Processes

Mame |\ Desgen.. | A&
E-[ T Scrpts F
----- ABC Simple BP F
..... ABC Simple Chat BP Basicz.. | F
..... Default BF Sampl... |F
----- Howa to: apply ezcalation procedurs F
----- How to: attach classification categones and usze attach categones .. | Morec.. | F
----- How to: attach classification categones and use multi-screen object | Interac... | F
----- Haow to: get credit card number from the e-mail Interac... | F
----- Howa to: handle fax interactions Interac... | F
----- Haow to: identify contact and create interaction in UCS Interac... | F
----- Haow to: place the interaction inta the warkbin Interac... | F
----- Howa to: zoreen multiple les and use screening switch Interac... | F
----- Step 0. Common components Interac... | F

Figure 43: Business Processes List
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Note: By default, the Interaction Design shortcut bar only appears if
Genesys Multimedia components were installed and configured in your
environment by the Multimedia Configuration Wizard. As a result of
this installation, a Multimedia solution should appear in the Solutions
folder under Environment. If you manually install Genesys Multimedia,

the Interaction Design bar does not appear. In this case, overwrite
default IRD behavior in the following way:

1. After installation of IRD completes, open IRD and select Routing Design
Options from the Tools menu.

2. Click the Views tab and uncheck the Default check box.

3. Verify that following check boxes are checked: Interaction Design,
Business processes.

4. Click 0K to save your changes.

Creating a New Business Process

From the Business processes list, click the New icon or select File > New from
the IRD main window menu. To edit an existing business process, double-click
it in the Business processes list. The business process opens in the
Interaction Design window, as shown in Figure 44.

Interaction Design - ABC Simple Chat BP O] x|
File Edit Yiew BusinessProcess Tools Help
¢+ | HH Q2HE S ?
o B
-l 72Techpubs - |
- {Bif| ABC Simple EP
=-jo@| ABC Simple Chat BP
=25 Queues
: @ Chat inbound o
@ Chat requesk tr

_ @ Chat send tran:=—
b2 Workbins

Ela Strateqgies
.. Chat inbound st @ r al o aE ] b - g ................................. o 6
..

Chat requesk tr

: : Chat T
ot Chat send tran: hat inbaund Chat inbound distribﬂtinn Chs
“ee[]] Subroutines queue strateqy o bran
EEI-- BusinessProcess1
[

F|-{2ig] Default 6P - -
1| | 3 4] | ’

Lll P - U . ]

Figure 44: Interaction Design Window
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Business Attributes

As can be seen in Figure 44, the Interaction Design window has three areas:

1. An object browser (dockable) on the left that displays business processes,
queues, workbins, and routing strategies in a tree style.

2. A workflow viewer (static) on the right that graphically displays
interaction flow for selected business process.

3. Alog viewer (dockable) with three tabs (Log, Configuration Updates,
Search Results) that display various lists of status and event messages.

For more information, see the Universal Routing Business Process User s

Guide.

Business Attributes

Configuration Manager contains both predefined and user-created Business

Attributes (see Figure 45).

Il Falders

Conterts of ConfigurationTechPubsf3Business Attributesiedi

) Agent Groups
Bl I Business Atiributes

ﬂi Business Result

ﬂi Casze ID

& Category Structure

& contact Atributes

ﬂi Customer Segment

& Disposition Code

& E-mail Accounts

@ Interaction atiributes

& Interaction Subtype

&% Interaction Type

& VR application Narme

@& VR Speech Recognition Used

&i IWR Technical Result

& 1R Technical Result Reason

&% IR Text To Spesch Used

& Language

= & Media Type
Afiribute Yalues
ﬂi FlacelnQuelue Reason
&4 Reason Code
& Root Interaction 1D
& Screening Rules
ﬁi Service Type

[

rs

Display Name Default Description
Enter text here | Enter t... |5F| Enter text her
@ voice False Media Yaice
@ voip False Media Yaice c
i@ email False Media EMail
@ vmail False Media Voice h
@ =mail False Media Scanne
@ chat False Media Chat
@ videa Falze Media Video
@ cobrowsing Falze Media Cobrow
@ whiteboard False Media Whiteh
@ appsharing Falze Media Applica
i@ webform False Media Weh F
@ workitem False Media Workite
@ callback False Media Callbac
@ fax False Media Fax

@ imchat Falze Media IMChat
@ busevent False Media Bugines
(@ alert False Media &lert
@ sms False Media SMS
@ outbound preview Falze Media Cutbou
@M aLeowark False Media Auxiho
@l training iterm False Training Item
@ arvy True Media Any

Figure 45: Configuration Manager Business Attributes

Business Attributes are interaction attributes that are used in different ways by
various Genesys applications and by strategy building objects contained within
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routing strategies used by business processes (Figure 80 on page 140 shows an
example business process).

The origin of Business Attributes varies:

* Some Business Attributes are predefined by Genesys and can be
expanded.

e Other Business Attributes are customer-defined in Configuration
Manager.

e Other Business Attributes are initially defined in Knowledge Manager
and then carried over to Configuration Manager.

Note: Sce the Genesys Multimedia 7.6 User’s Guide for important
information on which Business Attributes can be updated and which
cannot. See the Universal Routing Business Process User s Guide for
examples of Business Attribute usage.

Using Business Attributes

In IRD you can use Business Attributes in the following objects:

* The Generic Segmentation object (see page 339), where you can select
Business Attributes when constructing an expression (see Figure 46):

Expression Builder x|

General |
— Expression
BusinessDiata[CustomerSeament] = 'gold| ﬂ
[
—Data
Type Mame COperator Walue
Interaction Data «| [CortactAttibutes NlE- ReEE
I=
All Functions DispositionCode > 5‘;”2; -
Callnfo Interaction Attributes =
Configuration Options Interaction Subtype g ""'
Diata Manipulation Interaction Type 2= Talf'tf:'rtam
Date/Time Language pSiI\.r:grum
List Manipuiation | | MediaType = wood hd

[ Add

|
Verfy |
s | or |
|

Variables

Figure 46: Generic Segmentation Object Using Business Attributes
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Using Objects in Strategies

The If (see page 121) and Assign objects (see page 113), where you can
select Business Attributes when constructing an If statement.

Certain Function object (see page 120) functions use Business Attributes,
including the Attach (see page 384), Update (see page 398), and
UpdateBusinessData (see page 400) functions.

The MultiAttach Miscellaneous object (page 131), where you can attach
Business Attributes to interactions (see Figure 75 on page 132).

Note: For more information, see Universal Routing Business Process User's
Guide. Also see the multimedia routing strategy samples in Universal
Routing 7.6 Strategy Samples.

Using Objects in Strategies

For ease of reference, the sections ahead describe the various strategy building
objects in alphabetical order by object category:

Strategy-Building Objects Organization

Table 7: Strategy-Building Objects

The remainder of this chapter provides detailed descriptions of the strategy-

building objects listed in Table 7.

Data and | Miscel- Multi- Out- Routing Segmenta- Voice
Services | laneous media bound Objects tion Objects | Treatment
Objects | Objects Objects Objects Objects
Database | Assign Acknow- Add Default ANI Busy
Wizard (page 113) | ledgement Record (page 278) | (page 331) (page 344)
(page (page 152) (257)
page 101)
External Call Attach Do Not Force Business Cancel Call
Service Subroutine | Categories Call (261) | Routing (page 332) (page 345)
(page 108) | (page 114) | (page 168) (page 278)
Web Error Autoresponse | Processed | Load Classify Collect Digits
Service Segmenta- | (see (264) Balancing (page 334) (page 345)
(page 112) | tion page 171) (page 279)
(page 116)
Redirect E- Ringback
Mail (page 352)
(page 244)
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Table 7: Strategy-Building Objects (Continued)

Using Objects in Strategies

Data and | Miscel- Multi- Out- Routing Segmenta- Voice
Services | laneous | media bound Objects tion Objects | Treatment
Objects | Objects Objects Objects | (Continue | (Continued) | Objects
Entry Chat Resched- | Percentage | Date Delete User
(page 119) | Transcript ule (page | (page 280) | (page 336) Announce-
(page 182) 267) ment
(page 346)
Exit Classify Update Queue Day of Week | Fast Busy
(page 119) | (page 189) Record Interaction | (see page 336) | (page 346)
(page 269)| (page 282)
Function Create Email Route DNIS IVR
(page 120) | Out Interaction | (page 338) (page 346)
(page 201) (page 284)
If Create Selection Generic Music
(page 121) | Interaction (page 287) | (page 339) (page 348)
(page 195)
Multi- Create Service Screen (page Pause
Assign Notification Level 340) (page 348
(page 131) (page 205) (page 292)
Multi- Create SMS Statistics Time Play
Attach (page 210) (page 305) | (page 341) Announceme
(page 131) nt (page 348)
Macro Forward E- Switch-to- Play
(page 122) | Mail Strategy Announce-
(page 215) (page 306) ment and
Collect Digits
(page 349)
Multi- Identify Workbin Play
Function Contact (page (page 307) Application
(page 137) | 219) (page 349)
MultiScreen Workforce RAN (play
(page 223) (page 312) recorded
announce.)
(page 350)
Reply E-Mail Record User
from External Announce-
Resource ment
(page 234) (page 351)
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Table 7: Strategy-Building Objects (Continued)

Data and | Miscel- Multi- Out- Routing Segmenta- Voice
Services | laneous | media bound Objects tion Objects | Treatment
Objects | Objects Objects Objects | (Continue | (Continued) | Objects
Screen Set Default
(page 239) Destination
(page 352)
Send E-Mail Silence
(page 244) (page 352)
Stop Text-to-
Interaction Speech
(page 113) (page 352)
Update Text-to-
Contact (page Speech and
252) Collect Digits
(page 353)
Verify Digits
(page 353)

Note: In voice strategies, you usually configure a Segmentation object first.
Non-voice routing strategies are different. See Universal Routing 7.6
Strategy Samples for more information.

Data and Services

Clicking the Data and Services icon in the Routing Design window opens a
subtoolbar containing three buttons (see Figure 47).

8
5|3 | @ H—eb
Service
Database External
Wyizard Senice

Figure 47: Data and Services Buttons
* The Database Wizard button places an object that you can use to retrieve

data from both SQL databases and (through a Custom Server) non-SQL
databases. For more information, see “Database Wizard” on page 101.
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Designer Objects Data and Services

The External Service button enables you to exchange data with third party
(non-Genesys) servers. For more information, see “External Service” on

page 108.

The Web Service button enables you to send requests to a Web Service
outside of Genesys and use the results you receive in a routing strategy. For
more information, see “Web Service” on page 112.

{ G;'Database Wizard

When you place the Database Wizard object in a strategy and double-click it,

the

Database Wizard launches.

You can configure the Database Wizard to retrieve information from a
database using a SQL SELECT statement or by invoking a SQL-stored
procedure for standard SQL databases.

The Database Wizard can also get information from non-SQL database
using a configured Custom Server.

The first wizard dialog box is where you specify whether to use a Database
Server or Custom Server (see Figure 48).

Database wizard

X

¥ Database server

(= Custom semver

— Select server

ff you change any selection here, you will lose the cument definition of the data access expression.
Database_Access_Point_650 I Uze yvariables
DE Access Point | DB Server -
DBAF _after release DB Server_after release
DBAP_gershwin DEServer_fadejeva e
DAP DBSrv -
[ T T2 MDCAmamre
o | Ll_l

" Eracedure

) Hueny

— Select the type of data access expression

Figure 48: Database Wizard, Type of Database Access
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The first wizard dialog box (see Figure 48) is also where you select a DB
Access Point/DB Server (see “default_db_server” on page 539 for more
information) and then specify either a SELECT statement, Procedure, or Query
(restricted to a SELECT statement as described on page 106).

Assume you clicked Select followed by the Next button.

Note: Although not shown in the figures ahead, the bottom of the next four
wizard dialog boxes contain the following buttons: Back, Next, Cancel,
He Lp. The final wizard dialog box adds a Finish button.

The second wizard dialog box is where you select the database table and fields
(see Figure 49).

x
—Create Select SGL statement
Show fields from the tabletable access):
able(Table 1) =]
Select field from the list Fields selected:
city -3
First name
Last name vy
state
Lo
<
—SOL statement
SELEET
< Back Next > Cancel Hep |

Figure 49: Database Wizard, Constructing Select Statement
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The next wizard dialog box is where you construct the SELECT statement (see
Figure 50).
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Database wizard x|

—Where Expression

First Operand Relation — Second Operand

Tablefable access) = % Tablefta & Varable

= F : |table(Table_1) |
Field Field
- =
IFlrst name j s |F|rst name j
Add | Delete |  ClearAl | AND | orR | Very |

— S0L statement

SELECT table.First name FROM table

Figure 50: Database Wizard, Constructing Where Clause

The next wizard dialog box is where you specify sort criteria (see Figure 51).

Database wizard x|

[rder
= ASCEMDING

) DESCENDING Field IFirE:t name j

Tiableltable access] Itahle:TahlE_'l] j

— S0 statement
SELECT table First name FROM table WHERE table. Last name=~AcctTable Enterflame

Figure 51: Database Wizard, Sort Order
Since the data read from the database must be retained for subsequent use in

the strategy, the next wizard dialog box lets you assign data to variables or to
attach data to the call (see Figure 52).
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Database wizard x|

— Using output value(s)

[T Do not use output value(s
Assign to variable

— Assign output

™ Assign valuels) of the key-value pairs to variable(s) by mapping output keyis) to varable name(s).
Output format: "Key1:Value 1IKey2: Value2ikey3:Value dl.. "

i~ Assign each value to a varable when the output is a string of values separated by a user-defined

separator. Output format "Value 1<sep=ValueZ<sep:. "
Attach to cal

— Attach output
™ Attach key-value pairls) 2= defined by keyiz) in the output format:
Ky Value 1 KeyZ Value AKey 3 Valuedl. "

i~ Attach key-value pairlz) by replacing keyw(s) in the output format:
"Key 1 Value 1 KeyZ Value AKey 3 Valuedl. " with interaction data keyis)

i~ Attach key-value pairls) by assigning interaction data key to members of output values separated by
a user-defined separator. Output format: "Value1<sep:=Valued<sepd=.."

Figure 52: Database Wizard, Assigning or Attaching Output

If you assigned the output to a variable, the next wizard dialog box is where
you can edit the variable. (see Figure 53).

Database wizard x|

— Assign output value to a vanable. Output value is always considered as a string, integer or float.

Edit Variables |

ariable | Type | Scope
end_test INTEGER LOCAL
test_var INTEGER LOCAL

Figure 53: Database Wizard, Assigning Output Value to a Variable

When through in the Database Wizard, click the Finish button.
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Warning! When using the Database Wizard to query a database, the
maximum size of a SQL statement created by Database Wizard
cannot exceed 1010 bytes.

Possible Error Messages

The following error messages are possible:

* 0001 Unknown Error— for example, a failure to send the request to DB
Server.

* 0013 Remote Error—error/unknown message from DB Server.

* 0014 Unknown server—the specified server is not found or the interaction
has no permission to use it.

* 0015 Closed server.

Database Access Point

If you choose the Database server option shown in Figure 48 on page 101, you
must select the Database Access Point (DAP). DAP is a Configuration Layer
object that defines a DB Server together with a database and the connection
parameters for the database. See page 539 for information about using
_DEFAULT_. For details about the configuration of a DAP, see Framework 7.6
Configuration Manager Help.

SELECT Statements

The SELECT statement (see Figure 50 on page 103) created in the Database
Wizard contains the name of one or more tables in a relational database and the
name of one or more columns in that table. It must also contain one or more
WHERE clauses. (This is the only case of a SELECT statement that can be directly
generated by the Database Wizard.) The SELECT statement will retrieve the
fields from every record in the table that satisfies the WHERE clause condition.
The SELECT statement cannot write to a database.

Warning! Check your SELECT statement carefully after using the Create
Select SQL Statement dialog box (see Figure 49 on page 102). The
wizard can sometimes truncate a Table Access name in the FROM
clause.

Stored Procedures

The Procedure option (see Figure 48 on page 101) in the Database Wizard
creates a precompiled sequence of SQL statements that retrieve data from
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and/or write data to a database. It may require one or more arguments that
define or limit the data to be retrieved or written.

Query

The Query option (see Figure 48 on page 101) provides read access to the
selected database by allowing you to execute queries before including them in
SELECT statements or stored procedures. Figure 54 shows the dialog box where
you type in the SELECT statement.

Database wizard |

—SaL
SELECT Servicez REQ_TYFE FROM Services|

< Back Next = Cancel Help

Figure 54: Database Wizard Dialog Box for Creating Query

Warning! Use only a SELECT statement in a query. Do not use any other
commands, such as CREATE TABLE or INSERT. Even though you are
able to type in these commands, Genesys does not support such
commands (as well as other commands requiring a write to
database operation). String constants used in strategies cannot
contain quotes. Do not place a space after an equal sign. You
cannot use multiple-line SQL statements in Query mode; you must
enter SQL statements as single lines.

Tables and Fields

When configuring tables and fields in Configuration Manager that are used in
the Database Wizard, be certain to match the names of the tables and fields in
the database exactly. These names are case-sensitive.

Note: The table names and field names in databases are limited to letters,
numbers, and underscores and must begin with a letter. Names cannot
contain spaces or special characters.
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Custom Server

Custom Server (see Figure 48 on page 101) allows URS to retrieve and send
data from a non-SQL database using a custom procedure. The IRD interface
for defining a custom procedure is identical to the interface used for a SQL-
stored procedure.

See the Universal Routing 7.6 Deployment Guide for information on
configuring and installing Custom Server and for information on Custom
Server options.

Error Handling

If DB Server or Custom Server shuts down while URS is waiting for a
response from one of them, all interactions are routed to the red port of the
Database object. If a backup server is configured, interactions will still be
routed to the red port until the backup server is functioning.

Use the Error Segmentation object (see Figure 61 on page 117) connected to
the red port to route interactions in case DB Server or Custom Server shuts
down.

Customization for Last Agent Routing

You can customize Universal Routing to supply the identity of the agent who
last interacted with a customer, enabling you to route the customer’s next
interaction to that agent.

To accomplish this, you need the following:

* A desktop application with the ability to update the customer contact
database with the identity of the last agent to handle the customer.

* A strategy that includes a lookup in the Universal Contact Server database
for the last agent information for the customer and uses that agent as the
first routing target.

Note: Routing an interaction to the last agent who handled a specific
customer also requires specifying a reasonable timeout for this agent
target. If the timeout expires, you can use a multi-queueing mechanism
to queue the interaction to multiple targets.
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@'External Service

Use in non-voice routing strategies to exchange data with third party (non-
Genesys) servers that use the Genesys Interaction SDK or any other
server/application that complies with Interaction Server communication
protocol (see “URS Communication with Interaction Server” on page 142).

Note: In order to use this object, the third party server/application must
already be defined in the Configuration Manager Application folder as
a server of type Third Party Server or Third Party App. Before
completing the object properties dialog box, you must already know
the names of Services, Methods, and Signatures (requested
input/output parameters) provided by the external service.

External Service General Tab

Figure 55 shows the General tab of the External Service Properties dialog
box.

External service properties |

General | Result I

Application type:
Application name: I j

Service: I

Method: I

— Parameters
i P 8
Key | Value

v Default timeout

| QK I Cancel Help

Figure 55: External Service Object, General Tab
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Use the information in Table 8 to complete the fields in the General tab.

Table 8: External Service Object, General Tab

Parameter Description

Application Type Click the down arrow and select either Third Party App or Third Party
Server. In order to select from the complete list of Applications available
in your Configuration environment, you must add the following option to
Default section of your IRD Application in Configuration Manager:
Option name: tools tuneup
Option value: extended

Application Name Enter the name of the third party application or server. This must be the
same name entered for the server in the Applications folder of
Configuration Manager. IRD provides integrity checking on the name.

Service Required. Enter the name of the Service defined by the third party server
or application for the functionality requested.

Method Enter the Method defined by the third party server or application.

Parameters Click the button to add a new entry:

()

A row appears under the Key and Value columns.

¢ Click under the Key column to display a down arrow. Click the down
arrow and enter an input parameter name.

* Click under the Value column and enter a value or select the name of
the variable that contains the value.

If you change your mind, click the X to delete the row.

Default Timeout

Check to use the default of 30 seconds. If not checked, URS uses the
Reconnect Timeout entered for third party server or application in the
Configuration Manager properties dialog box, Server Info tab. In the case
of a connection or service request failure, error codes are returned.

Reference Manual

External Service Result Tab

Figure 56 shows the Result tab of the External Service Properties dialog

box.
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External service properties x|

General Pesult I

" Do not use output value

" Attach output value

¥ ifesign output value to varable: j

™ Pssign values of the key-valus pairs

—Output values

ok | Cancel Hep |

Figure 56: External Service Object, Result Tab

Use the information in Table 9 to complete the Result tab (see Figure 56) in
the External Service Properties dialog box.

Table 9: External Service, Result Tab

Parameter Description

Do not use output Click to not use the returned values in any of the ways listed below. URS will
value ignore the parameters data received from the server.

Attach output value Default. Click to attach returned values to the interaction.

Assign output value to | Click to assign any returned output values to a variable, which must already
a variable be defined (see “Variables in Objects and Expressions” on page 88). URS will
create a string composed of the parameters data and assign this string to the
selected variable from the dropdown menu.
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Table 9: External Service, Result Tab (Continued)

Parameter

Description

Assign values of the
key-value pair

Click to assign values in the returned array of output parameters to a list of
variables (see “Returned Results for the Acknowledgement Object” on

page 163). If you select this option, the Result tab displays the Output Values
area.

Output values

—Output values
i o
Variable Key from output

| [ |

Click the button to add a new entry.
‘

A row appears under the Variable and Key from output columns.

* Click under the Variable column to display a down arrow. Click the down
arrow and select a variable for storing the output.

* Click under the Key from output column and enter a key to identify the
output parameter.

If you change your mind, click the X to delete the row.

Reference Manual

Error and Fault Codes

The External Service object transparently sets whatever error code the External
Service or Interaction Server returns. There are also some predefined error
codes that Interaction Server returns if there is a problem executing External
Service (see Table 10).

Table 10: Predefined Interaction Server Error Codes

Error Code Description
1 Application with specified type “type” not found
2 Application with specified name “name” not found
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Table 10: Predefined Interaction Server Error Codes (Continued)

Error Code Description

3 Application with specified type “type” and name
“name” not found

4 Third party server response timeout

5 Can’t establish connection to specified application

The External Service object uses the standard third party server fault codes
shown in Table 11.

Table 11: External Service Object Fault Codes

Fault Code FaultString Value

6 Service name is not specified.

7 Method name is not specified.

8 Service name -“name” is incorrect.
9 Method name — “name” is incorrect.

Note: In the case of an error from T-Server or Interaction Server, use the
GetLastErrorInfo[] function to access the error information (see
page 522).

Web Service

Use the Web Service object to interact with Web-based applications (Web
Services) outside of Genesys applications. You may wish to do this, for
example, if you are using the Gplus Adapter for mySAP Data Access
Component. For information on using this object, see Appendix B, “Web
Service Object” on page 659.
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Miscellaneous Objects

Figure 57 shows the buttons for Miscellaneous objects that appear when you
click the Miscellaneous icon.

Errar

Segmentation
Enﬁr"g.r ||f { | Mul}iﬂaﬁach

silie|=|51| 0|2 ]3| 4|8

E}l{it ﬂ-smjgn Mgcrn Mulkiﬁssign

Function Call MultiFunction
Subroutine

Figure 57: Miscellaneous Objects Toolbar

Assign

The Assign object gives a value to a variable that has been predefined in the
Variable List dialog box (see Figure 39 on page 89). The variable can then be
used as a parameter of almost any object. Figure 58 shows an expression in
Assign Properties dialog box when assigning the returned value of the UData
function to a variable.

Assign properhbies El
General |

— Expression

mp_str_skill_level F IIDataqa_review_skil_flag] ;I

= Type Mame
Interaction Data a | | TargetObject Selected ;I Add |
Business Attrbutes TargetSelected
Time _
Calllnfa TimeDifference Verify |
Corfiguration Options Timelndone
Data Manipulation TimeStamp + | - | / | : |
Date/Time Translate
List Manipulation | _j Variables |
Parameter Value
Key

Figure 58: Assign Properties Dialog Box

For mathmetical symbols allowed in expressions, see page 87.
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Call Subroutine

Note: Fore more about subroutines, see page 63.

Using the Call Subroutine object you can call a subroutine from within a
strategy or another subroutine. When you place the Call Subroutine object in a
strategy and open its dialog box, you can select a subroutine. Figure 59 shows
the dialog box after selecting a subroutine.

Call subroutine properties |

General |

Subroutine: I

— Select subroutine

Subrouting name

E-mail zervice failure analyziz
E-mail gervice failure analysiz st

Mew Subrouting (-
Terminate |nteraction
Terminate |nteractinn st ;I

— Input parameters

Value Parameter |

— Dutput parameters

Value Parameter

_result

| k. I Cancel Help

Figure 59: Call Subroutine Dialog Box

When this object is encountered in a strategy, control of the interaction is
passed to the subroutine (see page 63) called by the object.

Values can be passed between a strategy and a subroutine through input and
output parameters. Call Subroutine objects can accept 0, 1, or more input
parameters and return 0, 1, or more output parameters. The number of input
parameters do not have to equal the number of output parameters. The number
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depends on what values you want passed into and out of the object from the.
subroutine. The number of output parameters for the Call Subroutine object
must equal the number of output parameters for the subroutine.

These parameters can be constants, interaction data values, or variables. Their
types can be string, f loat, integer, Date, Time, or Day.

Note: If a constant name is entered as a parameter that is the same name as a
variable, the constant will be interpreted as a variable.

Example of a Call Subroutine Scenario

A strategy assigns the variable Balance to a customer’s account balance and the
variable RecentCharges to the charges recently made. When the subroutine was
created, two input parameters and two output parameters were also created. In
the Call Subroutine object, the Balance variable is assigned to one input
parameter and the RecentCharges variable is assigned to the other.

When a Call Subroutine object is encountered in a strategy, the values for these
variables are passed to the subroutine through input parameters. During the
subroutine, the values of these variables are added and assigned to a new
variable, NewBalance. The passed NewBalance value may be used to route the
interaction. If the interaction is not routed, the NewBalance value is passed
through an output parameter back to the original strategy.

Important Information on the Call Subroutine Object

* Variables are specific to the subroutine and cannot be used by other
subroutines or strategies, including the strategy that calls the subroutine.

e When using the Call Subroutine object, be careful that you do not design
the subroutine so that it calls the original strategy in which the Call
Subroutine object is located, thus causing an infinite loop.

* Ifthe subroutine input/output parameters are changed, you must correct
and recompile the strategy.

If an interaction is not routed to the default destination in the subroutine, the
control of the interaction returns to the original strategy. URS continues
applying actions to the interaction based on the objects that follow the Call
Subroutine object.

If an interaction is routed in the subroutine, any object that is capable of
generating a 0008 error code (routing done) when placed after the subroutine
(postrouting) will generate the error code 0008.

The following error messages are possible:

* 0018—Unknown object. If a subroutine call has failed (018 error), then
output parameters are undefined.
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* 0020—Error in subroutine—this error code is reported to the calling
strategy after an interaction reaches an Exit object if an error occurs within
a subroutine. When this error occurs, the interaction is routed using the red
output port on the Call Subroutine object. This error does not explain
where the error occurs in the subroutine, only that an error occurred.

Error Segmentation

The error-handling mechanism is embedded within objects whenever
applicable. The Error Segmentation object offers an optional connection for
further error processing. This object is used by connecting the error (red)
output port from another non-segmentation object to the input port of Error
Segmentation. Connecting an object to Error Segmentation overrides standard
behavior for a particular error. This enables further processing of errors and
prevents the interaction from going to the default destination.

The Error Segmentation object processes error codes generated by functions
and objects. Figure 60 shows the properties dialog box dropdown menu where
you can select one of the functions described in Chapter 3, “Interaction
Routing Designer Functions,” on page 359.

Error seqgmentation properkies El

General I

Function Mame

AnzwerCall
BlockDM

| CallStrategy
Callziaf aiting

D atabaze object
1

LIl

A

<] | H

k. I Cancel | Help |

Figure 60: Error Segmentation Object, Selecting a Function

Figure 61 shows the properties dialog box after selecting the DeliverCall
function (see page 497) and error 0003 Treatment in progress (see page 497)
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Error segmentation properkties

General |

Function Mame

o003
oon4
aon:
0ons
0o03
oo 2
o3

0019

Treatment in progress
Call iz on hold

Call gone

Operation impossible
Routing done

Bad target

Femate errar
Tranzlation failed

| DeliverCal =]
i P
Segment Error
1 [
0001 Unknown errar
0002 Transfer in progress

¥, I L ancel I

Help

Figure 61: Error Segmentation Properties Dialog Box

Miscellaneous Objects

The possible error codes are listed in the description of each function. For
more information, see Table 12.

Error Codes

Error codes are made up of an error number and error message. The first four
characters of an error code form a digital code. They are followed by a space
and an error message, for example, 0013 Remote Error.

Table 12 provides the list of error codes used by IRD and URS.

Table 12: Error Codes

Error Number Error Message
-001 Timeout

-002 Negative answer
0000 No error

0001 Unknown error

0002 Transfer in progress
0003 Treatment in progress
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Table 12: Error Codes (Continued)

Miscellaneous Objects

Error Number Error Message
0004 Call is on hold
0005 Call is gone

0006 Operation impossible
0008 Routing done
0012 Bad target

0013 Remote error

0014 Unknown server
0015 Closed server
0017 Invalid request
0018 Unknown object
0019 Translation failed
0020 Error in subroutine
0021 Out of resources
0022 No data

If error 0013, Remote Error, is returned, you can use the GetLastErrorInfo
object to obtain more information about the error. See “GetLastErrorInfo” on

page 435 for more information.

Note: “SetLastError” on page 458 is one of the functions that use the above

error codes.
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Entry

When you create a new strategy or subroutine, IRD automatically places an
Entry object in the upper-left corner of the strategy (see Figure 62).

#5 Routing Design - subroutineXYz * =10l =]
|l File Edit ‘iew Tools Help |
ICLEER LI [

[Bacomrm |6 B |||k ||| == 5

Figure 62: Entry and Exit Objects

\IE>) Exit
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The Entry object indicates the starting point of the strategy.

When you create a new subroutine, IRD automatically places an Exit object in
the subroutine in the lower-left corner of the subroutine (see Figure 62). The

Exit object is used to terminate the strategy or to return from the subroutine, if
any, to the strategy.

Note: You must use the Exit object in the green port branch of
RequestRedirectCall. If function SendRequest (RequestRedirectCall),
the RedirectCall macro, or the RedirectCallMakeNotReady macro is

used within a strategy, you must end the green port branch of those
objects with the Exit object.
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When configuring a Function object, you select one of the functions described

Miscellaneous Objects

in Chapter 4, “Interaction Routing Designer Functions” on page 359.

If applicable, use the Expression box in the Function object to create an

expression, which assigns the function output to a variable.

When you place the Function object in your strategy and double-click it, the
Function Properties dialog box opens. Figure 63 shows an example

completed dialog box.

Function properties

General |

— Expression

I j F UpdateBusinessData[ CustomerSegment”, 'gold|

=4

[

—Data

Type Mame

Timeout -
Time5Stamp J

Calllnfa

Configuration Options
Data Manipulation

Translate
TRoute

Date/Time
Force

List Manipulation
Miscelaneous

| PR & —

Varables

Parameter Value

Key CustomerSegment

lI."El'LIE :||'|||:|

Retum value type: VOID. This function updates interaction user data.

Figure 63: Function Properties Dialog Box

Use the Function Properties dialog box to select a function and enter values

for the parameters of that function. Functions can also be accessed within an

expression.
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General Rules for Using the Function Object

Here are some general rules for using the Function object:

To specify function parameters, use the Parameter-Value grid of the
Function object (see Figure 63). The grid provides a list of possible
parameter values from configuration data (where applicable) and/or a list
of variables defined in the strategy. No matter how the parameter value is
specified, IRD first considers it as a variable name. If the strategy doesn't
have variable with such a name, then the parameter value is considered a
constant and IRD automatically appends quotes.

You can also use the multi-line edit box to specify/modify function
parameters and the function itself. Although this way is more flexible, no
automatic help from IRD is provided. In this case, you are responsible for
correct syntax; for example: enclosing constants in quotes, etc.

Use the Verify button to check the syntax of an entered expression. IRD
will also perform syntax checking when you click the 0K button and
provide a warning message in the case of any syntax errors with the option
to fix the error immediately or fix it later.

For an alphabetical summary of available functions, see Table 99, “Interaction
Routing Designer Functions,” on page 366. After the alphabetical summary,
the function descriptions in Chapter 3, “Interaction Routing Designer
Functions,” on page 359 are grouped alphabetically by function Type (see
Figure 63 on page 120).

Use the If object properties dialog box to create an If expression. Figure 64
shows the dialog box after constructing an If statement.
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X

General I
— Bxpression
BusinessData[ InteractionSubtype] = InboundMNDR ﬂ
—Data
Type Mame Operator Value
Interaction Data & | |ContactAtributes - _ IMboundNDR
CustomerSegment I= e Colah
All Functions DispositionCode = Inl:unundCD !
Calllrfo Interaction Atributes = II::IH
Corfiguration Cptions Interaction Subtype < nuun -
Data Manipulation Interaction Type = In DunIC ﬁ"l‘b
Dt/ Time Language tomeiCalbore
Lst Manipuiation | | MediaType hd OutboundAckno 2l
d |
ano [ oR |
Varables |
The Expression is successfully verfied. ﬂ

0K | Canced | Hep

Figure 64: If Expression Properties Dialog Box

You can create expressions using Interaction Data (see page 69), Business
Attributes (see page 94), and functions (see page 359).

See “GetMediaType” on page 391 for information on returning the media type
assigned by T-Server. See “GetMediaTypeName” on page 402 for information

7 <ﬁ>
.Macro

on returning the media type name in the Configuration Server database.

A macro is an object that allows you to combine several actions, functions, and
expressions (optional) into one reusable block. It is both a re-usable object and

a strategy-building object. You create a macro from one or more IRD objects

including their parameters.
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Note: If you modify the body of a macro you must recompile and resave all
strategies that use this macro in order to make those changes take effect
in the strategies.

A macro works like a user-defined function. The same object (or set of objects)
and/or parameters can be defined once in a macro and can then be repeatedly
re-used. Once a macro is defined, you simply place the macro object in a
strategy, and select the macro from the list of available macros. You do not
have to repeatedly enter the same set of objects and/or parameters. IRD
supplies the following predefined macros:

Comp LexSamp le
DelimitTargetList
MakeAgentNotReady

.

RedirectCall (uses function “SendRequest” on page 446)
. RedirectCallMakeNotReady (uses function “SendRequest” on page 446)

A

SimpleSample
Figure 65 shows the predefined macros:

& Interaction Routing Designer 7.6.001.00 - Server tect =1Oi

File Edit “iew Tools Help

D1

= ||Tt:c:hF'uhs?5 j

Interaction Design

=l

Routing Design

Dreszcription

----- 3 ComplexSample | Conditional printing of shart meszage or long meszage

----- 3 DelimitTarget... | FReformat sting (st of targtes) according to the paramete... | RHD
3 Makedgenth... | make agent not ready [TagentSetNotFeady function) RHD

----- 3 RediectCal redirect interactions from agent DM to local routing point RHD

----- 3 RedirectCallM. . | redirect interactions from agent DM to local routing point ... | RHD

----- 3 SimpleSample | Function Print with 5 arquments RHD

Figure 65: IRD Predefined Macros
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If a macro row appears green, this indicates it is used in a strategy.

Understanding the Predefined Macros

In addition to using the SendRequest function (see page 446), three of the six
predefined macros also use T-Library functions defined in Voice Platform SDK
7.6 .NET API Reference or Voice Platform SDK 7.6 Java API Reference. You
may also wish to consult the Genesys 7 Events and Models Reference Manual.
The IRD macros that use T-Library functions are listed in Table 13:
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Table 13: IRD Macros and T-Library Functions

IRD Macro Name T-Library Function
MakeAgentNotReady TAgentSetNotReady
RedirectCall TRedirectCall

RedirectCallMakeNotReady

TRedirectCall, TAgentSetNotReady

Open IRD and follow the steps below to review the MakeAgentNotReady

predefined macro.

1. In Macro view, double-click MakeAgentNotReady. You will see that
Description references the T-Library TAgentSetNotReady function (see

Figure 66).

General | Defirition | Config. Layer Location |

x|

MName MalkefAgent Mot Read,

Description

make agent not ready (TAgent SetMotReady
function)

— Parameters

7 K

Parameters

1 |queue

| QK I Cancel

Help

Figure 66: MakeAgentNotReady Macro, General Tab

1. Under Parameters, note the queue parameter. You enter this parameter
when you use the macro in a routing strategy.

2. Click the Definition tab.
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3. Note that the macro also uses the IRD SendRequest function (see
Figure 67).

x
General  Definition | Corfig. Layer Location I

— Macno's body

'Eend Request[Request AgentMot Ready, Cat[thisdn:’, Des

[ Complex macro Verify |

The Expression is successfully verfied. ;I

ok | Cancel | o Hep |

Figure 67: MakeAgentNotReady Macro, Definition Tab

The function “SendRequest” on page 446, available for selection in the
IRD Function object (see page 120), allows URS to send T-Library
Request messages to T-Server. SendRequest takes two parameters: Type
and Request.

Figure 68 shows the IRD Function object with the SendRequest function
selected. The Type dropdown menu lists available T-Library Request
message types.
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Function properties El

General |
— Expression
| == A
[
—Dat
= Type Mame
Routed :I Add |
Callinfo SData —
Corfiguration Options SelectDN = |
Data Manipulation Select Targets
Date/Time SendEvent
Force
List Manipulation ServerStatus
Miscelaneous x| |3=tCalOption hd Variables |
Parameter Value
L - =5 LA gen thio thead y
Request fReque otRe -
ReguestAgentReady
ReguestAnswerCall
RequestApplyTreatment =
ReguestCalForwardset
RequestDistributellserEvent
Retum value type: VOID. This is low level funReguestMakeCall 7

Figure 68: Function Object Properties Dialog Box For SendRequest

RequestAgentNotReady in Figure 68 uses the T-Library
TAgentSetNotReady function documented in the Voice Platform SDK 7.6
.NET API Reference or Voice Platform SDK 7.6 Java API Reference.
Similarly, the next function in the dropdown, RequestAgentReady uses the
T-Library TAgentSetReady function, and so on.

The full expression in the body of the macro is
SendRequest[RequestAgentNotReady, Cat['thisdn:', Dest[], '[21:',
queuve, '116:", 6]1]1. The number 21 maps to AttributeThisQueue, which
you can find by looking up TAttribute and locating 21 in the enumerated
list of attributes. The number 16 maps to AttributeAgentWorkMode, also in
the enumerated list. The number 6 can be found by looking up
TAgentWorkMode, which shows that AgentWa LkAway=6.

4. Note the Macro's body area in the Macro Definition tab (see Figure 67 on
page 125). To get more detail on the parameters specified after
SendRequest under Macro's body, refer to Voice Platform SDK 7.6 .NET
API Reference or Voice Platform SDK 7.6 Java API Reference,
TAgentSetNotReady function.
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S. Under Macro's body, note the queue parameter. It maps to the queue
parameter defined in the General tab (see Figure 66 on page 124) as a
parameter that the macro user will input. You are prompted for a queue
when you place the Macro object in a strategy, open its properties dialog
box, and select the MakeAgentNotReady macro.

Using a Macro

Use MakeAgentNotReady as follows:

1. Inthe Routing Design window (see Figure 3 on page 27), under
Miscellaneous objects, click the button for the Macro object (see Figure 57
on page 113).

Place the Macro object in your strategy.
Double-click to open its properties dialog box.
Select MakeAgentNotReady.

Enter a value for the queue parameter.

N AL

Click Add, and then Verify. The Expansion area shows the macro and its
parameters (see Figure 69).

Call macro properties

General |

I

Macro’s name: |

Macros Expansion
SimpleSample SendRequest[RequestAgentMotReady, Cat[thisdn:”, ﬂ
ComplexSample Dest[], 721, ®KYZ 116, 6]
RedirectCall

RedirectCall Make Mot Ready
Delimit Target List

MakeAgent Mot Ready

Parameter Value
1 [gueue EA ;l
Add [ ety | Variables |
The Expression is successfully verfied. ;I

Figure 69: Call Macro Properties Dialog Box
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Simple Versus Complex Macros

The Definition tab of the Macro Properties dialog box (see Figure 67 on
page 125) has a Comp Llex Macro check box. IRD supplies one predefined
complex macro, Comp lexSample (see Figure 70).

Macro x|

General | Definition | Config. Layer Location |

Conditional printing of short message or long

Description message

— Parameters

¥ X

Parameters

1 |level
2 |short_message
3 |long_message

QK I Cancel Help

Figure 70: ComplexSample Predefined Macro, General Tab

With the exception of Comp LexSamp Le, all the other predefined macros (see
Table 13 on page 124) are simple macros. The difference between the two is as
follows:

A simple macro is a sequence of actions, one after the other, usually (but
not necessarily) performed by IRD objects.

A complex macro uses a condition, which can be defined in Expression
Builder (see Figure 37 on page 84), to determine whether to perform an
action. If the condition is true, an action is performed, such as executing a
function call.

When entering the Macro's body area for a complex macro, one option is to cut
and paste from the Expression Builder (see Figure 37 on page 84).

* Separate the condition and the action with a hyphen (-) and a forward angle
bracket (>).
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* Use a pound (#) sign for comments.

Figure 71 shows the Macro's body area for the predefined macro,
Comp LexSamp Le.

Maco x|

General Definition |Conﬂg. Layer Location I

—Macro’s body

Heheck for long
level=0 -= Prirt[long_message]
Hcheck: for short

level=0-> Print[shortt_message]|

¥ Complex macro Verify |

The Expression is successfulty verfied. ;I

[ ok | caneel | Heb |

Figure 71: ComplexSample Predefined Macro, Definition Tab

Note: For step-by-step instructions on creating macros, see Universal
Routing 7.6 Interaction Routing Designer Help.

Using Macros to Handle Ring-No-Answer

You can use the RedirectCall and RedirectCal LMakeNotReady macros to handle
ring-no-answer situations if your switch hardware and particular Genesys T-
Server supports redirecting calls on ring-no-answer. See the function
“SendRequest” on page 446 for more informationand well as information on
custom macros.
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DelimitTargetList Macro

Note the DelimitTargetList macro in Figure 65 on page 123. Figure 72 shows
the General and Definition tabs for this macro.

x
Goner! | Deron | Crf. Lver Locaton | [y ﬂ

Mame Deelimit Target List General Defintion |Cnnfig. Layer Location I
.. |Reformat string (list of targtes) accord ~ Macro’s body
Description the parameters.
Assign[Mew Target List,
Cat[
Prefic,
aa— StrReplace[Old TargetList, *, Cat[Suffix, Delimiter, Prefi
Parameters
1 [MewTargetlist
2 |CldTargetlist
3 |Delimiter
4 |Prefix
5 |Suffix

[T Complex macro Verify |

The Expression is successfulty verfied. ;I

QK I Cancel LI

Figure 72: DelimitTargetList Macro

The DelimitTargetList macro allows you to reformat an output list of targets
based on replacement parameters that you enter. It provides the ability to
specify:

* A new target list (variable to keep the results of target list reformatting).

* The old target list (string or variable for comma-separated target list such
as one returned by “SelectTargetsByThreshold” on page 442).

* Thenew Delimiter to be used as separators for each item on the
reformatted target list.

e Start (Prefix) and end (Suffix) characters to pre-pend and append to each
element.

You can use the DelimitTargetList macro to check/reformat the output
returned from a database (without the need to manipulate the output data using
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String functions), or simply to create a properly formatted input target list for
another operation.

MultiAssign

The MultiAssign object works like the Assign object. The difference is that
with MultiAssign you can assign/edit multiple variables that have been
predefined in the Variable List dialog box (see Figure 39 on page 89). The
variables can then be used as a parameter of almost any object. Figure 73
shows the dialog box after assigning a value to a variable.

Multi Assign properties El

General I

— Assign

= Edit Varables |

Hame Expression
1 |ga_review_flag 'GD_QAReview'
2 |ga_review_skil_flag 'G0_QAReviewskill

QK I Cancel Help

Figure 73: MultiAssign Properties Dialog Box

MultiAttach

Note: Also see the Update function and “Attaching Several Key-Value Pairs”
on page 399.
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Use this object to request (RequestAttachUserData) T-Server to:

Attach or update one or more pieces of data to the interaction, such as
account or menu selection data that the customer entered via an [IVR.

Attach the Requested Skill (see Figure 74 on page 132 and “Requested
Skills” on page 133).

Multi Attach properties

General I
— Requested Skill
_ " Update " Business Attributes
Z X~ ptach & Requested Skils
Skill Value
il :

Type skl

Walue |

chech "
englizh
Englizh

Figure 74: MultiAttach Object, Requested Skills Option

Attach Business Attributes (see page 94) to the interaction, such as
Service Type, Customer Segment, and Service Objective (see Figure 75).

Multi Attach properties

General |
— Business Attibutes
" Update ¥ Business Attibutes
" Mtach " Requested Skills
Attribute Value
1 |ServiceType |
2  |CustomerSegment
3 [ServiceObjective [
Key x|
Tope I ServiceType j
W alue I -

Figure 75: MultiAttach Properties Dialog Box
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Also see “Business Attributes Option” on page 134.

Warning! You cannot attach Business Attributes in a 7.0 Framework
environment, which uses Enumerators as attributes.

Requested Skills

The MultiAttach object Requested Ski LLs option (see Figure 74 on page 132)
works like this:

*  When the strategy enters the MultiAttach object, URS attaches the
RRequestedSki Lls key-value list with the specified skill/value pairs.

*  When the call is finally routed, URS checks if there is an RRequestedSki LLs
list present in the call data. If it is there, URS copies the RRequestedSkiLLs
content into the RRequestedSki L LCombination key-value pair (converting
the RRequestedSki Lls list into a single string value), and attaches it to the
call.

The idea behind this functionality is to first allow attaching the ideal skill set to
the call. Then later, if the ideal skill set could not be found, once the call is
finally routed, the interaction contains both (1) information about the original
desired skill set and (2) the actual skill set used when the call was routed.

You can specify multiple skills and skill levels (see Figure 76).

Multi Attach properties x|

eneral |

— Fequested Skill |
" Update " Business Attributd

¥ X ™ Altach % Requested Skill:

Data attached to inferaction:
AttributellserData [448]) 00 00 00 00..

Skill 'RRequestedSkillstlist 'enalish'  "10°
1 [|english 10 french' '
French 5 'salest  '®
sales 9| 'RTargetRuleSelected’

'RTargetTypeSelected' 'O
'RTargetOhjectselected' '60O00°
'RTargetAgentSelected” "'6G0O00°
'RTargetPlaceSelected' a0
'RTenant' 'Esther!
'RStrategyrame’ TargetReparting'
‘RTargetlUzed {listy TargetType' o
Targettlame' ‘BOO0

‘RRequested Skl Combination®
‘ehdlish=10 french=5 sale =4
[ 11

Figure 76: Requested Skills Attached to Interaction
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Business Attributes Option

The Business Attributes option in the MultiAttach Properties dialog box
(see Figure 75 on page 132) lets you assign Business Attributes to incoming
interactions. These attributes can serve as the baseline for a routing decision.
They can also be used to generate reports that focus on business objectives.
The Business Attributes that can be attached with this object are:

* Customer Segment (for example, Gold and Silver customers)
* Service Type (for example, Sales or Service requests)
* Service Objective (time objective to service a voice interaction).

The next section discusses the above Business Attributes. For information on
attaching other Business Attributes, see the functions “Attach” on page 384
and “Update” on page 398.

Customer Segment

Customer Segment categorizes a customer based on their revenue potential to
the enterprise relative to a business line. For example, in the credit card
business line, customers are categorized according to their maximum spending
limit. This is indicated by whether the customer has a Platinum (high), Gold
(medium), or Bronze (low) credit card.

A customer can belong to one or multiple Customer Segments depending on
the value against which they are being measured.

For example, in the banking industry with multiple business lines, a
customer can belong to the most highly valued Customer Segment
(platinum) when their credit worthiness is being measured.

However, the same customer can belong to a lower Customer Segment
(bronze) if measured as a total asset to the bank. This can happen if the
customer does not conduct any other business with the bank, such as
securing a mortgage or obtaining a loan.

From reporting perspective, the Customer Segment value of an interaction can
change over time depending on how many times the interaction is transferred
between business departments.

Service Type

Service Type describes what service a customer is requesting at a particular
moment in time. For example, an IVR system may have the customer select
“1” for Loan, “2” for Investment or “3” for Information. Loan, Investment, and
Information are all Service Types. The exact value for each Service Type is
defined in Configuration Manager.

A contact center can use Service Type to categorize interactions according to
their product or service offerings. If it is possible for an interaction to request
multiple Service Types, a contact center can combine both to represent the
interaction. Examples:
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TechSupport_DSLResidential, TechSupport_DSLCommercial.

Service Objective

In general, Service Objective is the time objective to service a voice
interaction. During deployment, and as an ongoing maintenance activity based
on customer needs, the contact center defines a Service Objective for each
combination of Customer Segment, Service Type, and Media Type.

* For voice interactions, the Service Objective is called “answering
objective. It is the target time for the voice call to be answered by a live
agent. “Answered” refers to the necessary action taken by the agent to start
talking to the customer. Answering objectives for voice interactions are
defined in terms of seconds and minutes.

* For e-mail interactions, Service Objective is called response objective,
which is the target time for responding to the interaction. The term respond
refers to the necessary action taken by the agent to send an e-mail reply or
complete the interaction. Response objectives for asynchronous
interactions are defined in terms of minutes, hours, or days.

Assigning Business Attributes

When the Business Attributes radio button (see Figure 75 on page 132) is
selected, Attribute and Value columns appear. Click the down arrow to bring
up the Key dialog box. Here you can keep the attribute in the Type field or
select Variable. Values for Customer Segment, Service Type, and Media Type
are predefined in Configuration Manager under Business Attributes. See
“The Interaction Design Window” on page 94 for more information.

Using Configuration Manager Objective Tables (under Tenant), you have the
option of defining baseline Service Objectives for various combinations of
Media Type, Service Type, and Customer Segment (see Figure 77).
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i# New Objective Table [Esther:7001] - x|

EE Name: IDi'-.-'2'lObjen:tiueTabIeGu:uldCust |

Tenant: I& Esther j ﬁl

B Objective Table Record [Esther:7001] Pre
c4i- . (Objective table fi
Degscription: I Objective Table Record |

¥ Siate Enable

2
—Ohbjective records———————— - Media Type: Iﬁ voice
Media Type | Service Type
@ emai Residertial Service Type: Iﬁ account settleme
(@ voice accourt settler

Customer Segment: Iﬁ gold

Service Ohjective Goal: IE

Service Objective Detta: IEEI

Add

ok | Cancel | ok | ca

Figure 77: Objective Table Object in Configuration Manager

You then have the option of using the predefined baseline service objective or
overriding it in the MultiAttach Properties dialog box (see Figure 75 on
page 132).

In the example in Figure 77 on page 136, if the customer calling in (voice
Media Type) requests an account settlement Service Type (through an IVR via
Caller Entered Digits attached by T-Server to the EventRouteRequest), and the
customer belongs to the Gold Customer Segment (which can be determined by
the strategy using a database lookup on the customer-entered account number),
the service objective can then be used for routing.

For additional information on Business Attributes and service objectives, see
the following functions:

¢ GetCustomerSegment (see page 391)
* GetServiceType (see page 392)

* GetMediaType (see page 391)

* FindServiceObjective (see page 408)
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@MultiFunction

The MultiFunction object allows you specify multiple functions in one IRD
object and gives the option of writing the output to a variable. In contrast, the
Function object (see page 120) allows only a single function.

You can use the MultiFunction object when implementing a Share Agent by
Service Level Agreement (SLA) routing solution as described in the Universal
Routing 7.6 Routing Application Configuration Guide. This type of routing
solution enables a business user that manages multiple business lines to define
the triggering conditions and constraints that allow agents to be shared among
business lines.

SetTargetThreshold

As described in the above guide, one method for implementing an SLA
solution involves associating borrowing and lending conditions (contained in
an expression) with targets via strategy function SetTargetThreshold (see
page 517)

For example, assume that under certain conditions, agents serving VISA card
customers can borrow agents from two other business lines, such as agents
serving MC customers or agents serving DISCOVERY card customers. The
conditions that must be met include both:

1. Borrowing conditions (example: when there are a certain number of
interactions waiting in the queue for VISA card agents to handle) and

2. Lending conditions (example: conditions that will allow agents service the
MC or DISCOVERY business lines to service VISA customers without
negatively impacting their own business line).

By using the SetTargetThreshold twice in MultiFunction object, you can
specify the borrowing/lending conditions for the two agent groups that VISA
can potentially borrow from.

1. VISA’s borrowing/lending conditions that apply to the MC agent group
and

2. VISA’s borrowing/lending conditions that apply to the DISCOVERY agent
group.

3. Figure 78 shows an example properties dialog box for the MultiFunction
object that specifies the above two conditions.
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Multi Function properties El

eneral I
— Function
¢ K VISA Borrowing Conditions/MC Lending Conditions
¥Yariable \ Function
i kakCallsInGueus 5. G4, ¢ : f !
z SetTarget Threshold[! DISCO'U'ER"E@ a4, 'sdakalvd 'u'IS.ﬁ. 2, StatCall

Borrowing Conditions/DISCOVERY Lending Conditions

] I Cancel Help

Figure 78: Multi Function Object Properties Dialog Box
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In Figure 78, note the following:

You

can write the output of the function to a variable (although in this

example, Variable is not used).

Under Function, the MultiFunction properties dialog box shows the function
and associated parameters previously entered in the Function Properties
dialog box (see Figure 79), which opens when you click the down arrow in the
MultiFunction Properties dialog box (Figure 78 above).
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x
General I Target parameter
— Expression
| =] F SetT argetT hreshold[MC@.GA sdataVI_WISAT, | =)
StatCallzintueue]> 30 flcfgdataCreditCards, YISA,
gholern, 0] 200 & sdatalQ_MC.Q, StatCallzintueue]=0
% sdata[MCh. G4, Statbgentsdvalable]:=2"]
—Expression parameter 7|
Data Type Mame
SetDNIS Dveride o] Add |
Calllnfo Setintegerk.ey
Configuration Options Setinteractiondge et |
Data b anipulation SetlLastError By
Date Time SetStatddjustment
Force SetStatl pdate JI== |
Lizt Manipulation SetStingk.e
Miscellaneous Warniables |
Parameter ¥alue
Target j;l
Expression sdata[W _WISA.Q, StatCallsInQueus] =3

Feturn value tppe: WOID. Function defines statistical threzhold for imposging additional :I
readiness conditions for targets

[

] I Cancel | Help

Miscellaneous Objects

Figure 79: Function Properties Dialog Box
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The top of the properties dialog box in Figure 79 shows that function
SetTargetThreshold was selected.

Note: Only if the expression is resolved to a not zero (0) value can the

interaction be routed to the target.

For more information, see the chapter on Share Agent by Service Level
Agreement in the Universal Routing 7.6 Routing Application Configuration

Guide.
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Multimedia Objects

You can use the Multimedia objects (see Figure 34 on page 77) when creating
strategies that will be called by a business process.

Business Processes

A business process, executed by Genesys Multimedia’s Interaction Server, is a
series of strategies and queues connected in a logical way to form a workflow
that directs the handling of multimedia interactions.

An interaction is initially placed into an inbound queue. It is then taken out of
the queue and submitted to a routing strategy. The routing strategy eventually
routes the interaction to a target, but not necessarily the final target. The target
processes the interaction and places it into another queue. This continues until
processing is stopped or the interaction reaches some final (outbound) queue.

During its lifetime, an interaction may undergo various types of automated
processing as well as handling by agents, supervisors, and QA. It may be
submitted to different routing strategies and be pulled out of/placed into
various queues a number of times. Developers create business process objects
in IRD’s Interaction Design window. Figure 80 shows the start of an example
business process in IRD’s Interaction Design window.

Strategy-Linked Node
ay ¥ QEI

Lkbound
e-mails
:=-5:!'.n:knn:|wledge T @ I

chl , Redirect
Submitter

- e-mail
{ __.-'-'(Aul:l:u
ResEl_qnse..________.,._....... ................ .
Queue Routing Strategy g @ I
@ Inbound e-thail poskprocessin E-rnails Far
T, processing
iew - by agents
Inbiound e-mail postprocessing Prelimigigry, Y
e-maily

screenifg st

S)
-k Skop

Figure 80: Example Business Process in IRD’s Interaction Design Window

kS
.
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Note: For information on business process components, see the Universal
Routing Business Process User's Guide.

In summary, routing strategies used in business processes function much like
“stepping stones” between queues. A single business process can connect
multiple routing strategies.

Interaction Design Objects

'In addition to strategies used as single objects in the Interaction Design
window, there are some other objects that you can create and use there. These
include:

*  Queues

* Media Servers
* Endpoints

e Submitters

*  Views

*  Workbins

For information about these objects, as well as how to use endpoints in the
Interaction Design window to connect a media server to an inbound queue in
an interaction workflow, see the Interaction Workflow Design section of the
Universal Routing 7.6 Interaction Routing Designer Help and the Universal
Routing Business Process User’s Guide.

About Genesys Queues

Reference Manual

Genesys software maintains both interaction and virtual queues.

* A queue in a business process executed by Interaction Server is called an
interaction queue in this document. Business process developers use IRD’s
Interaction Design window to create interaction queues (Queue objects).
Once configured, interactions (such as e-mails and chats) are selected and
extracted using View objects and submitted to Strategy objects that send
them to another interaction queue or a target (such as an agent, workbin, or
server). The definition of an interaction queue defined is stored as a Script
object in the Configuration Database.

* All interactions submitted to URS are placed in virtual queues. A virtual
queue is not a physical queue but rather a logical queue to which all
interactions are queued if the specified targets in the Routing objects
within a routing strategy are not available. See “Virtual Queues in Routing
Objects” on page 316 for more information.

Just as a business process keeps all its interactions in interaction queues,
URS keeps all its interactions in virtual queues (its Connections list can
have many different T-Servers). URS communicates with Interaction
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Server about e-mail, chat, and open media types of interactions, and
with voice T-Server about voice calls. Interactions sent to URS from
Interaction Server are returned to Interaction Server if the target is
unavailable.

In addition to interaction and virtual queues, there are also ACDQueue
routing target objects. However, the term queue, as used in this e-mail
processing section, refers to an interaction queue.

See also “Workbin” on page 307.

Note: E-mail Server Java must specify an interaction queue’s Script name in

order for Interaction Server to correctly an handle ann interaction. A
queue’s Script name and its displayed (decorative) name in the
Interaction Design window (see Figure 80 on page 140) may differ.

Multimedia Objects

Always use the value in the Interaction Queue properties dialog box,
Script Name field. Open this dialog box by right-clicking the Queue
object in the Interaction Design window and selecting Properties of.
Otherwise, if the E-mail Server Java options default-inbound-queue or

default-outbound-queue are set to the queue’s display name,
Interaction Server can’t handle the interaction

URS Communication with Interaction Server

Using a subset of T-Server protocol, Interaction Server communicates with
URS, which executes the logic of a business process consisting of various
queues, views, and strategies. All messages from URS to Interaction Server
start with Request. All messages from Interaction Server to URS start with
Event. The basic message set is shown in Table 14.

Table 14: Basic URS/Interaction Server

Name Direction Comment
EventRouteRequest | from Interaction Server | Ask URS to find appropriate target (Place, Agent, ...)
to URS for given interaction
RequestRouteCall from URS to Interaction | Provide Interaction Server with target information for
Server a given interaction
EventRouteUsed from Interaction Server | Report to URS about successful processing or
to URS command to cancel strategy execution for this
interaction (ReferencelD = 0)
Using a subset of T-Server protocol, Interactionl Server communicates with
URS when executing the logic of a business process, which consists of various
queues and routing strategies.
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RequestUpdateUserData, RequestAttachUserData, RequestDeletePair,
RequestDeletePair, RequestDistributeEvent for EventQueued,
EventDiverted, EventPartyAdded, EventPartyRemoved, and
EventAbandoned are supported.

The following message types for third party servers (such as Universal Contact
Server and E-mail Server Java) are also supported:

Table 15: URS/Interaction Server Request and Event Messages

Name or Request/Event Direction Comment
Request3rdServer from URS to Send to Interaction Server request for
Interaction Server 3rd-party server operation
Event3rdServerResponse from Interaction Server | Returns results of 3rd-party server
to URS operation
Event3rdServerFault from Interaction Server | Supply error information about 3rd-
to URS party server operation failure
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You can use these messages in the log file when diagnosing strategy or routing
problems. For more information, see Multimedia 7.6 Open Media Interaction
Model. 1t has examples of basic scenarios involving messaging between
Interaction Server and other components, including URS.

User Data

Since Interaction Server uses T-Library protocol to communicate with URS, all
of the interaction properties are presented to URS in a UserData property of the
T-Event structure. Here is a sample of part of an EventRouteRequest message
that provides interaction data to URS:
17:05:21.462 Trc 24102 Sending to router: universal_router_showtime:
'EventRouteRequest' message:

AttributeExtensions [bstr] = TKVList:

'STRATEGY_ID' [str] = "strategy_first"
AttributeThisQueue [str] = "asl_strategy_first"
AttributeThisDN [str] = "asl_strategy_first"
AttributeCallType [int] = 0
AttributeCallID [int] = 3829
AttributeMediaType [int] = -1
AttributeConnID [long] =
AttributeCustomerID [str] = "Genesys"

AttributeUserData [bstr] = TKVList:

'AccountBalance’ [int] = 0

'CustomNumber2' [int] = 0

'CustomNumber3' [int] = 0

‘Priority’ [int] =0

‘ServiceObjective' [int] =0
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'InteractionId' [str] = "tst00004e20"
'TenantId' [int] = 101

'‘MediaType' [str] = "email"
'InteractionType' [str] = "Inbound"
‘InteractionSubtype’ [str] = "InboundNew"
'InteractionState' [int] =

‘IsOnline' [int] =0

'IsLocked' [int] =0

‘Queve’ [str] = "queue_first"

‘SubmittedBy' [str]l = "Workflow Engine Tester"
'ReceivedAt' [str] = "2004-04-14722:10:357"
‘SubmittedAt' [str] "2004-04-14T722:10:347"
'‘DeliveredAt' [str] "2004-04-26T23:30:02Z"
'PlacedInQueveAt' [str] = "2004-04-23T718:04:10Z"

1

Strategy-Building Objects For Business Processes

Strategy-building objects used inside strategies called by business processes
are located:

* In the Data and Services object toolbar.
* In the Multimedia objects toolbar, as described in Table 16 on page 147.
* In the Outbound objects toolbar (see Figure 133 on page 257).

* In the Segmentation objects toolbar (see Figure 168 on page 331). With the
exception of the DNIS and ANI objects, all other Segmentation objects can
be used for multimedia routing strategies. Use the Classify and Screen
Segmentation objects for text-based routing strategies only.

* In the Routing objects toolbar (see Figure 139 on page 274). Use only the
Route Interaction, Queue Interaction, and Workbin objects for multimedia
routing strategies. Use all other objects for routing voice interactions.

* In the Miscellaneous objects toolbar (see Figure 57 on page 113), all
objects can be used for multimedia routing strategies.

The Voice Treatment objects (see Figure 185 on page 342) are used only in
voice interactions.

For information on objects used outside of strategies in IRD’s Interaction
Design window, such as the Media Server object, see the Interaction Workflow
section of the Universal Routing 7.6 Interaction Designer Help.

Strategy-Linked Nodes
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When a routing strategy is used in a business process (see page 140), certain
IRD objects used in the strategy cause strategy-linked nodes to automatically
appear in the workflow (see Figure 80 on page 140).

The following example shows how strategy-linked nodes automatically appear
in a business process:
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1. An e-mail routing strategy is using the Route Interaction object (see Figure
81):

Figure 81: Example Routing Strategy With Route Interaction Object

2. The Interaction Queue tab in the Route Interaction Properties dialog
box appears as follows (see Figure 82):

Route Interaction properties El
|nteraction Queue | Target Selection |

— Euewe for Exizting Interaction
i P 8

Queues
Stop Processingl__

Descripkion

— Eueue far Mew [nteraction
i g o

Queues
ABC Simple BP . Outh

Description

Figure 82: Interaction Queue Tab for Route Interaction Object

3. The Target Selection tab in the Route Interaction Properties dialog
box appears as follows (see Figure 83):
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Route Interaction properkties

Interaction Quewe Target Selection |

Multimedia Objects

— Statistics
" Mire
""" = BT IStab‘i‘-.gents.-'i‘-.vailal:ule j
% Max
— T argets
i P o v Clear Target Timeclutl'l 5 TI Sec
Type Mame StatServer
1 |Agent Group E-mail distributi  E-mail distributi

Figure 83: Target Selection Tab for Route Interaction Object

When you use the Process ABC e-mail routing strategy shown in Figure 81 on

page 145 in a business process, agent target, queue, and stop nodes
automatically flow out the right side of the strategy (see Figure 84).

//'

Cuthound queus

'ﬁ
Send ABC

Inbound queus Process ABC

@ I M I ...................... p—gJ

E-rail
distribukion

Skop

Figure 84: Strategy-Linked Nodes in a Business Process
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The agent strategy-linked node (E-mail distribution) reflects the agent
group specified in the Target Selection tab of the Route Interaction object
(see Figure 83 on page 146).

The queue strategy-linked node (Outbound queue) reflects the queue
specified under Queue For New Interaction inthe Interaction Queue tab
of the Route Interaction object (see Figure 82 on page 145).

The stop strategy-linked node (Stop) reflects the Stop Processing(_ entry
under Queue for Existing Interaction inthe Interaction Queue tab of
the Route Interaction object (see Figure 82 on page 145). A stop node also
appears in a business process when the Stop Interaction object (see

page 249) is used in a strategy.
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Summary of Multimedia Objects

Table 16: Summary of Multimedia Objects

Multimedia Objects

Table 16 indicates if strategy-linked nodes appear for a Multimedia object.

Table 16 summarizes the Multimedia objects in alphabetical order, as well as
some additional objects used for multimedia interaction processing. Detailed
descriptions of each object follow in the pages ahead.

Name Purpose Strategy-Linked
Nodes
Acknowledgement | Use to generate (but not send) an acknowledgement e- When Operation
(page 152) mail using text from your Standard Response library Mode is E-Mail or
explaining that the customer’s message (in any text- Open Media (see
based format, including fax or SMS) has been received | Figure 85 on
and will be answered by an agent. page 152), generates
The Acknowledgement object has two methods for server gnd queue
getting text for the acknowledgement e-mail. nodes in a business
rocess.
1. URS automatically selects Standard Response text p
based upon the category specified by the Classify object
and placed in the interaction’s User Data.
2. You can select a Standard Response. You are
presented with a tree of categories and associated
Standard Responses that have been configured in
Configuration Manager.
Attach Categories Enables you to manually emulate the results of the
(page 168) Classify object’s request to Classification Server to
attach classification categories to an interaction.
Autoresponse Use to generate (but not send) an e-mail with Standard When Operation
(page 171) Response text. Use the Send E-Mail object to send this | Mode is E-Mail or
message after it has been created. Open Media (see
The Autoresponse object uses one of two methods for Figure 102 on
selecting a Standard Response. page 174), generates
| URS callv selects Standard R server and queue
. URS automatically se ects. tandar espon;e text. nodes in a business
based upon the category specified by the Classify object process
and placed in the interaction’s User Data. '
2. You can select a Standard Response. You are
presented with a tree of categories and associated
Standard Responses that appear in Configuration
Manager.
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Table 16: Summary of Multimedia Objects (Continued)

Multimedia Objects

Name Purpose Strategy-Linked
Nodes

Chat Transcript Use to generate (but not send) an e-mail with the Generates server and

(page 182) customer’s chat transcript attached using text from your | queue nodes in a

Standard Response library.

Use the Send E-Mail object to send this message after it
has been created.

business process (see
Figure 102 on
page 174).

Classify (page 189)

Note: There is also
a Classify
Segmentation object
(page 334)

Use to request Classification Server to assign one or
more categories to an interaction. The categories can
then be used to select a Standard Response, as well as for
routing or reporting.

Requires that you specify a Classification Server.

The input parameters include the minimum relevancy
each category must have in order for Classification
Server to consider an interaction as belonging to that
category (threshold). Parameters also specify whether to
analyze only for the parent categories set up in
Configuration Manger or both parent and child
categories.

Create Interaction
(page 195)

Use to have URS request that an interaction record be
created in the UCS Database. If the customer contact
associated with the interaction is not found, this object
can create new contact in the database.

Create Email Out
(page 201)

Use to create a new outbound e-mail from a strategy.

This outbound e-mail is sent via an E-mail Server Java,
that has been specifically configured to handle Open
Media interactions.

Use the Send E-Mail object to send this message after it
has been created.

Generates server and
queue nodes in a
business process.

Create Notification
(page 205)

Use to create a new outbound e-mail from a strategy.
This e-mail can contain information requested by a
customer or can direct the customer to a URL where the
information is located.

This outbound e-mail is sent via an E-mail Server Java,
that has been specifically configured to handle Open
Media interactions.

Use the Send E-Mail object to send this message after it
has been created.

Generates server and
queue nodes in a
business process.
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Table 16: Summary of Multimedia Objects (Continued)

Multimedia Objects

Name Purpose Strategy-Linked
Nodes

Create SMS Use to create a new outbound e-mail message in a format | Generates server and

(page 210) designed to be sent by a specially configured E-Mail queue nodes in a

Server Java to SMS-ready targets such as cell phones via
an E-Mail-to-SMS gateway.

Use the Send E-Mail object to send this message after it
has been created.

business process.

Forward E-Mail
(page 215)

Use to generate (but not send) an incoming message to
an external resource with the expectation of getting a
response back. Allows you to select a Standard
Response.

Use the Send E-Mail object to send this message after it
has been created.

Generates server and

queue nodes in a
business process.

Identify Contact
(page 219)

Use to locate one or more contacts in the UCS Database
with attributes that match data attached to the
interaction. If you choose to match one unique contact, if
UCS locates it, it returns all stored data concerning that
contact.

You can also choose to have UCS create a new contact if
no existing contact matches the attached data.

This object requires you to specify a Contact Server.

MultiScreen
(page 223)

Use to request Classification Server to screen text-based
interactions for certain words or patterns of words using
multiple rules set up in Knowledge Manager.

You can choose to return Screening Rule identifiers
(associated with categories in Knowledge Manager), or
categories (associated with Standard Responses in
Knowledge Manager), matched pairs, or all of the above.

Requires that you name the Classification Server used

for screening as well as a language and a Screening Rule.

Queue Interaction
(page 282)

(this object is
located in the
Routing objects
toolbar)

Generates a message from URS to Interaction Server to
place the interaction back into an interaction queue.

Requires you to specify an interaction queue. Queues
configured in the Interaction Design window are listed
for selection.
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Table 16: Summary of Multimedia Objects (Continued)

Multimedia Objects

Name

Purpose

Strategy-Linked
Nodes

Redirect E-Mail
(page 230)

Use to generate (but not send) an incoming message to
an external resource (which can be another agent such as
an “expert” or an e-mail server) without expecting a
response or any further processing.

Use the Send E-Mail object to send this message after it
has been created.

Generates server and
queue nodes in a
business process.

Reply E-Mail from
External Resource
(page 234)

Takes an External Resource Reply inbound e-mail as
input, extracts the external resource reply text from it,
creates a Customer Reply outbound e-mail, and submits
the e-mail to Interaction Server.

Generates server and
queue nodes in a
business process.

Route Interaction
(page 284)

(This object is
located in the
Routing objects
toolbar)

Routes an interaction to a specified target type (Agent,
AgentGroup, Campaign Group, Place, PlaceGroup,
Variable or Skill expression).

You can select interaction queues for Existing and New
interactions (optional). The interaction queues that have
been configured in the Interaction Design window
appear for selection.

Send to a New interaction queue as an escalation
mechanism in order to increase interaction priority in the
queue.

You can also select the Stop Processing queue. This
queue is predefined in Configuration Manager.

Generates a queue
node in a business
process. If any type
of target is specified
generates a target
node in a business
process.

Screen (page 239)

Use to request Classification Server to screen text-based
interactions for certain words or patterns of words using
a Screening Rule set up in Knowledge Manager.

Requires that you specify the Classification Server used

for screening as well as a language and a Screening Rule.

Send E-Mail
(page 244)

Use to send an e-mail that is waiting in an interaction
queue to a customer or another agent. This e-mail can be
the final e-mail response or an e-mail generated with the
Acknowledgement, Autoresponse, Chat Transcript,
Forward E-Mail, Create Email Out, Create Notification,
or Redirect E-Mail object.

You can specify an E-mail Server Java to send the e-
mail.
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Table 16: Summary of Multimedia Objects (Continued)

Name Purpose Strategy-Linked
Nodes

Stop Interaction Sends a stop interaction request to Interaction Server. Generates a stop

(page 249) Requires a Reason Code. node in a business

Optionally, you can also have it notify UCS or a third process.

party server (through Interaction Server) that processing
has stopped for a particular strategy within a business
process.

If you select the Delete check box, the interaction will be
deleted from the UCS Database.

Update Contact Use to create new contact attributes or to update existing
(page 252) ones.

Requires that you specify a Contact Server and
(optionally) parameters.

Workbin (page 307)

(This object is Use to route an interaction to a storage area associated
located in the with an Agent, Agent Group, Place or Place Group. For
Routing objects example, an Agent Workbin may hold draft e-mail
toolbar) responses. Workbins are created in the Interaction

Design window.

Finishing a Routing Strategy

Always finish a non-voice routing strategy used in a business process with one
of the following routing objects: Stop Interaction (see page 249), Queue
Interaction (see page 282), Route Interaction (see page 284) or Workbin (see
page 307).

This section now continues with a discussion of each Multimedia object.
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@}Acknowledgement

Use the Acknowledgement object to request E-mail Server Java to use text
from your Standard Response library to generate (but not send) an
acknowledgement e-mail indicating that the customer’s message has been
received. The Standard Response may also indicate that the customer’s
message will be answered by an agent.

Different Acknowledgement receipts can be used in different situations. For
example, one receipt can be written for nights and weekends; another can be
written for holidays; another can be written when there is a long queue of
interactions to be handled (including when there is a backlog of messages in
the media server).

Note: You should not use an Acknowledgement object if you already used an
Autoresponse object to create a response to the customer’s message.

Configuring the Acknowledgement General Tab

The Acknowledgement object has three operation modes: Email, Open Media,
and 6.x Compatible (see “6.x Compatible Operation Mode” on page 166).
Figure 85 shows the General tab of the Acknowledgement Receipt Properties
dialog box with the Open Media mode selected.

Acknowledgement receipt properties ﬂ

General | Fu:urmatl Hesultl

[ peration mode
’7 = Email % Opentedia " E.x Compatible

Email server I EmailServerlava_720 j

Output quelEe; I
% Get standard rezponse from UserD ata

—{" Select standard response o categony

— Address
" ze User Data ¥ |lze Custamer Profile

[ Include original meszage inta reply
[T Do not thread

Figure 85: Acknowledgement Object, General Tab
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The Email and Open Media modes use a tree viewer to represent pre-written
Standard Responses (see Figure 86).

(

¥ Select standard response
|: = Bl_:ul:us_BDI:uks

. [-books

- book response

=

El Auto Response

l:l;u:ukery
- ~lhook adk

E-mail acknowledge receipt

|

Figure 86: Tree Viewer for Acknowledgement Standard Responses

Standard response display names carry over from Knowledge Manager. These
names appear in Configuration Manager in the Business Attributes >
Category Structure folder. (see Figure 87).

Ll Falders:

Conterts of Configurstion/ResourcesBusiness AttributesiCategory Structuress

[ Action Codes
[ Agent Groups
[l [ Business Attributes
hn_rg Business Atkribute
% Business Result
g.“_rgr Case ID
:Fg Category Structure
= ) Attribute Values
[ Auto Response
= [y Bobs_Books
=l [ books

coaker W

0

[ fiction

1 periodicals

1 self-help
[ D3l Service

B omliie

[+

Figure 87: Category Structure Folder in Configuration Manager

[ Configuration & | | Display Mame Defaulk Cescripkion

4l Environment Enter text here 5F| Enter ke... 5F| Enter text here F

= i Resources (@ cookboak ack False acknowledges cookboak g, .,
L) Access Groups (@ cookbook in stock, False we have it

Strategy-Linked Nodes from an Acknowledgement Object

When a routing strategy in a business process uses the Acknowledgement
object, the specified E-mail Server Java and interaction Output queue (see
Figure 85 on page 152) for the acknowledgement e-mail appear as strategy-
linked nodes (as shown in the Acknowledge and Outbound e-mails objects in

Figure 88).
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Multimedia Objects

]
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e processing
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Figure 88: E-mail Server Java and Output Queue in a Business Process

Use the information in Table 17 to complete the fields in the General tab of the
Acknowledgement Receipt Properties dialog box in Email or Open Media
mode.

Table 17: Acknowledgement Properties

Parameter

Description

Operation mode E-Mail

Select if this acknowledgement will be sent by a standard instance of E-
Mail Server Java.

Operation mode Open
Media

Select if this acknowledgement will be sent by an E-Mail Server Java
modified to handle Open Media interactions.

E-mail Server

Click the down arrow and select the Application name in Configuration
Manager for the E-mail Server Java to be notified.

* You can leave this field empty. If empty, Interaction Server uses the
first available E-mail Server Java named in its Connections list.

Output queue

Required. Click in the Output queue text box to expand the business
processes. Select the interaction queue where E-mail Server Java should
place the acknowledgement e-mail.
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Table 17: Acknowledgement Properties (Continued)

Parameter

Description

Get standard response from
UserData

If this button is clicked on, the Select Standard Response button is
disabled and vice-versa.

Uses the classification codes returned by the Classify object and stored
in the interaction UserData to get a Standard Response.

* To use this field, the following key must be present in the interaction
User Data: Categoryld. If SRLid and Ctgld in the Request message
and Categoryld in UserData are null, then an error is generated and
the interaction goes out the Error port.

* Note: If you select this option instead of the alternative, Select
Standard Response from User Data, you cannot use the Field codes
functionality described below.

Select standard response or
category

Use this option to select a Standard Response (such as cookery in
Figure 87 on page 153) or category (such as Bobs Books or books in
Figure 87 on page 153) to indicate the pre-written text to be included in
the acknowledgement e-mail to the customer. Standard responses are
initially defined in Knowledge Manager, stored in the UCS Database,
then carried over to Configuration Manager. For more information on
Standard Responses, see the Multimedia 7.6 User s Guide.

Notes:

* If you select this option, you can use the Field codes functionality
described below (if the selected Standard Response contains one or
more field code custom variables).

Address (Open Media
mode only)

Select whether to take the address to which the acknowledgement
should be sent from user data attached to the interaction or from the
customer’s profile stored in the UCS Database.

If you choose to take the address from the database, you must place the
Identify Contact object in the strategy before the Acknowledgement
object. For information on the Identify Contact object, see “Identify
Contact” on page 219.

Note: This pane does not appear in E-Mail mode.

Include original message
into reply

Select the check box if the Acknowledgement e-mail should attach the
original message.
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Table 17: Acknowledgement Properties (Continued)

Parameter Description
Do not thread If this box is checked, it creates a new entry in the UCS Database that is
not part of the original thread.
Field codes You can use this pane to assign values to any Field Code Custom

Variables that may have been associated with the Standard Response in
Knowledge Manager. See the Multimedia 7.6 User s Guide for more
information on field codes.

To assign field code values, click the new item button (). A new row
appears under the Key and Value headings. Under Key, existing Field
Code Custom Variables associated with the response appear for
selection. Under Value, any existing strategy variables display for
selection. Use the information in the “Field Codes and Custom
Variables” section below to edit the values.

Note: You can also manually enter field code keys and values.
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Field Codes and Custom Variables

Both field codes and custom variables are defined in Knowledge Manager, as
described in the Multimedia 7.6 User’s Guide.

Field codes are used to personalize Standard Responses. For example, your
Standard Response might read:
Dear <$Contact.FirstNames$),

{$Agent.Signatures$)

There are two field codes in this response. When an agent inserts this response
into an e-mail, the first field code, <$Contact.FirstName$), is replaced by the
contact’s first name as it appears in the UCS Database. The second field code,
{$Agent.Signatures$), is replaced by the agent’s signature as it appears in
Configuration Manager.

Figure 89 shows the Knowledge Manager Edit Standard Response dialog box
with a Standard Response that uses field codes.
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j Edit Standard Response

et rm:u:uk response

Description: |generic response for book gquery

Subject:

Plain tesxt part: Inzert Field Code Check Spelling

hank yau very much for contacting Bob's about books ahaut =5 Interaction Subject §=.
ey truly yaurs,
=% Agent.Signature §=

Ok Cancel

Figure 89: Knowledge Manager Standard Response With Field Codes

Field codes can also consist of custom variables, which can further
particularize a Standard Response.

The Knowledge Manager Edit Field Code dialog box is where you define
custom variable names. The dialog box shown in Figure 90 has one custom
variable defined, Query_Topic.
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Marne;

Description:

~Field code variahles

IQuery_TI:upil:

Iu:ustu:um variable to hold topic of query

Systerm: Agent Signature b4 Inzert
Custorr: Gery Tapic - Ihzett
Create custom variakle
Text: ||l:3‘.!uer':.=Tu:upi|:
Check

1K

Cancel

Figure 90: Knowledge Manager Edit Field Code Dialog Box
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Multimedia Objects

You can use the Field codes area in the E-mail Acknowledgement Receipt
Properties dialog box (see Figure 85 on page 152) to further particularize a
response by assigning strings to custom variables associated with field codes in

Knowledge Manager.

Example of Custom Variable Usage

In Knowledge Manager, you configured a custom variable called
WesternAgentGroup. You use this custom variable in a field code and then use
that field code in a Standard Response that is subsequently selected in the
General tab of the Acknowledgement object.

To use it:

¢ In the Acknowledgement object, enter WesternAgentGroup under Key and
Hello you have reached the western agent group. Welcome. under Value

in the Field codes pane (see Figure 85 on page 152).
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The WesternAgentGroup variable is replaced by the string Hello you have
reached the western agent group. Welcome. in the acknowledgement e-mail
message.

Configuring the Acknowledgement Format Tab

You can customize the To, From, and Subject areas in the e-mail to the
customer.

Note: The Acknowledgement, Autoresponse, and Reply E-Mail From
External Resource objects use the same Format tab.

Figure 91 shows the Format tab in the Acknowledgement Receipt Properties
dialog box with Custom selected.

Acknowledgement receipt properkies El

General Format | Hesultl

¥ Reply " Reply to Al
—Iv Custom
Tc I Original Email Fram [ Original Email Tl tal

Cusztomner support, Add

From: W Original Email Ta [Pop client]

| -~

Cc: [ Original Email Co

Add

Exclude these addreszes:

Tech support, Add

Subject: ¥ Lse Subject from SEL

k. I Cancel Help

Figure 91: Acknowledgement Object Format Tab
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Use the information in Table 18 to complete the fields in the Format tab.

Table 18: Format Tab

Parameter

Description

Reply
Reply to All

Select to indicate whether the acknowledgement should be sent to all
addresses contained in the original message (Reply to AlL) or just the sender

(Reply).

Custom

If applicable, select to add addresses to the acknowledgement. If you select
Custom, the first two Add buttons on the right side of the dialog box are
enabled.

Note: When generating the acknowledgement, E-mail Server Java overrides
the default-from-address setting configured in the server’s Application
object in the following circumstances:

» If the Custom check box in the Format tab is cleared.

+ If'the Custom check box in the Format tab is selected, but the From drop-
down box is empty and the From check box is cleared.

To:

Original E-mail From

If applicable, select to add addresses contained in the original message From
area to the To area in the acknowledgement. This action enables the first Add
button, which you must click to open a dialog box for selection of addresses
(see Figure 92). You can select from a list or you can use the content of a
variable.

To:

Original E-mail To
(All to)

Select to add addresses contained in the original message To area to the To
area in the acknowledgement. This action enables the second Add button,
which you must click to open a dialog box for selection of addresses (see
Figure 92). You can selected from a list use the content of a variable.

Original E-mail To
Pop Client

Add Click to add addresses. This action opens the dialog box shown in Figure 92
where you can add addresses.
From: Clear this check box to select an address for the From area of the

acknowledgement. Addresses in the drop-down list were previously entered
as E-mail Accounts under Business Attributes in Configuration Manager (see
Figure 45 on page 96).

Cec:
Original E-mail Cc

Select to add addresses contained in the original message Cc area to the Cc
area of the acknowledgement. This action enables the second Add button,
which you must click to open a dialog box for selection of addresses to which
the acknowledgement will be copied (see Figure 92). You can selected from
a list or use the content of a variable.
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Table 18: Format Tab (Continued)

Parameter Description
Exclude these Enter addresses to exclude or click Add to select addresses to exclude (see
addresses: Figure 92). Can contain a comma-separated list of domains, aliases,

variables, and e-mail addresses.

Subject Select to have the acknowledgement use the Subject from the Standard
Use from SRL Response Library response. Clear the checkbox to enter a subject in the
Subject text box.

Figure 92 shows the dialog box that opens when you click the Add button in the
Format tab.

Select addresses x|

—Addreszes

* Emaif  Warable

.............

ABC Corp External

ABC Corp Main

ABC Corpweh
Alternate b ain Mail
Corporation

Custamer support

b ain Account 2

b ain Corparate Account
Tech suppaort

W arranty support

Add Cancel |

Figure 92: Select Addresses Dialog Box

Use the information in Table 19 to complete the Select Addresses dialog box.
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Table 19: Select Addresses Dialog Box

Parameter Description
E-mail Click the E-mail radio button and select one or more addresses or domain
names from the list. All the addresses and domain names are configured as E-
mail Accounts Business Attributes in Configuration Manager (see Figure 45
on page 96).
Variable Select the variable radio button to select from available variables.
Add Click Add to close the dialog box and return to the Format tab (see Figure 91
on page 159).
Configuring the Result Tab
Note: IRD uses the same Result tab for the Acknowledgement,
Autoresponse, Chat Transcript, Classify, Create Email Out, Create
Interaction, Create Notification, Create SMS, External Service,
Identify Contact, MultiScreen, and Screen objects. Some options do
not apply to all objects. Table 74 on page 255 lists each object and
indicates when an option does not apply.
Figure 93 shows the Result tab in the Acknowledgement Receipt Properties
dialog box with Assign values of the key-value pairs selected.
x
General I Format  Fesult I
" Do not use output value
" Attach output value
£ Azzign output value ta variable
{* Azsign values of the key-value paird
— Dutput values
=¥ X
¥ariable Key from outpuk
Figure 93: Acknowledgement Object, Result Tab
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Use the information in Table 20 to complete the Result tab (see Figure 93 on
page 162) in the Acknowledgement Receipt Properties dialog box.

Table 20: Acknowledgement Result Tab

Parameter Description

Do not use output Select this option to have URS disregard parameters data received from the
value server.

Attach output value Selected by default. Select to attach returned values to the interaction User

Data in the form of key-value pairs.

Assign output value to | Select to assign returned output values to a variable. The variable must

a variable already be created (see “Variables in Objects and Expressions” on page 88).
URS creates a string composed of the parameters data in the form of
keyl:valuel|key2:value2| ...... |keyN:valueN and assigns this string to the
selected variable.

Assign values of the Select to assign values in the returned array to a list of variables (see section
key-value pair on Returned Results). If you select this option, the Result tab activates the
Output Values pane shown in Figure 93.

Output values Click the add item button () and select a variable and the key from the
output to indicate the value to assign to the variable.

Returned Results for the Acknowledgement Object

The results returned will be either an Event3rdServerResponse message or an
Event3rdServerFault message (see Table 22).

The content of the Event3rdServerResponse message is shown in Table 21:

Table 21: Acknowledgement Object Returned Results

Key Description

Newlnteractionld | The interaction ID of the new outbound e-mail.

Srlld Global unique Standard Response identifier if it was found and used.

Fault messages use the fault codes shown in Table 22:
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Table 22: Acknowledgement Object Fault Codes

Multimedia Objects

FaultCode FaultString value Description Action
value
103 Standard response This Standard Response does | Exit from strategy
<SR_name not found not exist in the database.
104 No Standard Response The database has no Exit from strategy
found in database Standard Responses in it
105 No text found in Standard | The Standard Response Exit from strategy
Response <SR_name» exists but it contains no text
106 No ‘From/To’ address Either the From or the To Exit from strategy
found address is missing
107 Too many ‘From/To’ Either the From or the To Exit from strategy
addresses found field (or both) contain too
many addresses
108 ‘incorrect name’. Invalid | The address or the domain is | Exit from strategy
‘address’ invalid
109 Standard response The period during which the | Exit from strategy
{SR_name validity period | specified Standard Response
‘not yet started/expired’ is valid has not started or has
ended
201 Missing parameter name One parameter is missing Exit from strategy
202 Parameter ‘1’ and 2’ are | These two parameters cannot | Exit from strategy
not allowed be present simultaneously
203 Incorrect type for One parameter has an Exit from strategy
parameter incorrect type
{parameter_name>,
expected type 1 but was
type 2
204 Incorrect value for The specified parameter has | Exit from strategy
parameter an invalid value
{parameter_name>,
expected value 1 but was
value 2
502 Invalid third party Protocol parser encountered | End of processing
message type an unexpected message from
the server’s client
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Table 22: Acknowledgement Object Fault Codes (Continued)

Multimedia Objects

FaultCode FaultString value Description Action

value

510 Object not found in Object is not found in End of processing
database database

513 Interaction Interaction is invalid End of processing
{interaction_name)
failed. Manual recovery
needed

515 Max number of auto-reply | The maximum number of End of processing
reached for interaction acknowledgements has been
{interaction_name) reached for the current

interaction

701 Unexpected error An unexpected error Retry
exception message happened

710 Connection to database Connection to database failed| Retry
failed

711 Cannot get config of E-Mail Server Java Retry
‘server’ configuration error

716 Server overloaded, request | The server is overloaded Retry
rejected

717 Config error: invalid Configuration error Retry
option <option_name) in
section {section_name)

718 Invalid custom field code | Invalid custom field code Retry
key; <key name)isa key
reserved key

732 Invalid Tenant The identifier for the tenant | Retry
{tenant_name> is invalid

733 No tenant declared in The application has no tenant | Retry
CME for application specified
{app_name)

734 Application <app_name> This application has more Retry
has more than one than one tenant specified
associated tenant (in
CME)
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6.x Compatible Operation Mode

Figure 94 shows the E-mai L Acknowledgement Receipt Properties dialog box
with the 6.x Compatible Operation mode selected.

Acknowledgement receipt properktie il

Operation mode
’V " Email " Open Media ' E.x Compatible

Acknowledgement receipt j

V¥ Include original message into reply

| k. I Cancel Help

Figure 94: Acknowledgement Object, 6.x Compatible Operation Mode

When the Acknowledgement object in 6.x Compatible mode is placed in a
strategy, you must specify a Standard Response. The actual Standard Response
is stored in the UCS Database. URS cannot access the UCS Database, so a
Script object for each receipt, CFGEmai LAckReceipt, is stored in Configuration
Server and points to its associated receipt in the UCS Database. The Standard
Response library application synchronizes the Script objects in Configuration
Server with the Acknowledgement receipt Standard Responses stored in the
UCS Database. (In ICS, 6.5.x, the UCS Database is the conduit between Web
Interaction Request Server and E-mail Server Java.)

Prior to completing the properties dialog box in 6.x Compatible mode, create
the Standard Response Acknowledgement text in Response Manager, as
described in the Internet Contact Solution 6.5 Response Manager Help.

Use the information in Table 23 to complete the E-mai L Acknowledgement
Receipt Properties dialog box shown in Figure 94.

Table 23: E-mail Acknowledgement Receipt, 6.x Mode

Parameter

Description

Acknowledgement Receipt| Select a receipt Standard Response from a drop-down list.

into reply

Include original message | Select this check box to include the full text of the customer’s message

with the receipt sent to the customer.
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Figure 95 shows an event flow diagram for ICS 6.5.x when an
Acknowledgement receipt is sent.

Web Interaction
Request Server

|
-4— Send Acknowledgement Receipt ——-— Request Send Acknowledgement Receipt
|

|
—— Acknowledgement Receipt Sent —»+—— Event Acknowledgement Receipt Sent —|
|

Universal Routing
Server

MS-Tserver

Figure 95: Event Flow Conceptual Diagram for Acknowledgement Receipt
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URS and ICS Communication

Communication between URS and ICS components is accomplished using
User Events issued on the virtual routing point to which the e-mail was
submitted. Key-value pairs placed in T-Server User Events Extensions identify
the event and include such things as protocol, event, reference ID, and others
depending on the E-mail object. The value for the protocol key for both
Acknowledgement receipts and automated responses is Autobot.

Important Information about URS/ICS Communication

If URS sends a User Event to ICS components for an e-mail event
previously submitted, E-mail Server Java disregards the duplicate events
for that e-mail. This could occur if URS shuts down after submitting the
event the first time but the e-mail is still pending when URS restarts.

If your contact center expects a backlog of e-mails, the center can choose
to have Acknowledgement receipts or automated responses sent
immediately from E-mail Server Java’s analysis process before the e-mail
response is submitted to URS. A system administrator can set this ability in
each Content Analysis rule. For automated responses to e-mails where
intelligent e-mail classification is applied during content analysis, the
administrator can also specify that responses with a value over the required
relevancy are also automatically sent to a customer. See the ICS
documentation for information about intelligent e-mail classification
through the Standard Response library.

The following errors are possible for e-mail interactions:

-001 Timeout—URS distributes the event but does not receive an answer
from E-mail Server Java that it distributed the event within the 30-second
timeout.

0001 Unknown error—URS fails to distribute the event.

167



Chapter 2: Interaction Routing Designer Objects Multimedia Objects

* 0013 Remote error—URS distributes the event and receives a negative
answer error while requesting handling from E-mail Server Java. (The
positive answer from E-mail Server Java would be that the request was
handled normally.)

See the ICS documentation for information on ICS components and the
configuration and installation of ICS software.

Attach Categories

This object enables you to manually emulate the results of the Classify object’s
request to Classification Server to attach one or more classification categories
to an interaction (see page 189).

A category refers to a classification code in a Knowledge Manager Category
tree used to categorize an interaction based on analysis of its content (see

Figure 96).
j Knowledge Manager-Content Analyzer: ConfigServer Host techpubs3; Port 6010
File Edit Wiew Tools Help
| ﬁ ﬁ E X @ ||English - | | IHesaurces - |
Category Tree Subcategories of Category cookery
b [Resources] Category Mame | Owner | Dastemodiied | Usein Classi
Auto Response
= Eobs_Books
fiction
periodicals
zelf-help
D5L Service
FALIEIC
Eobs_Books_July
Chat Transcript
DegreesRUs ftached Standard Respohses of Cateaary cookery
Financial service Standard K. Status Description | Acknowled...| Autorespo... | Suggestion...
Forwarding cookhook ack |Approved acknowledy... | Active Mo Yes Mo
Languageletection caookhook in ... |Approved we haveit Mo Active Yes Mo
r\ﬁached Rules of Category cookery
hlaena Pula PAacu I nelrvassas Te kda

Figure 96: Knowledge Manager Categories and Standard Responses

Once classification categories are set up in Knowledge Manager, they carry
over to Configuration Manager, where they appear in the under the Business
Attributes > Category Structure folder (see Figure 97).
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Multimedia Objects

Wl Folders

Conterts of WConfigurationMesourcesBusziness AttributesiCategory Structure

[ ‘Configuration
g& Environment
= g& Fesources
) ACCESss Groups
) Action Codes
] Agent Groups
[= ) Business Attributes
% Business Attribute
% Business Result
Y Case ID
= % Category Structure
= [ Attribute Yalues
[ Auko Response
[=l =) Bobs_Books
= [ books

coaker W

[ Fickion
[ periodicals
1 self-help
[ D3l Service
[ music
[ Bobs_Books_July
1 That Transcript
) DegreesRls
[ Financial service

HEHEH

Figure 97: Configuration Manager Category Structure

Use Cases for Attach Categories

- | | Display Marme Default Descripkion
Enter text here S| Enter te... |5F] Enter text here ﬁ
(@l cookbook ack, False acknowledges cookboak q...
(@ cookbook in skock False wie have it

Note: The MultiScreen object (see page 223) allows you to attach categories
that are associated with Standard Responses in Knowledge Manager.

Use the Attach Categories object (if you do not wish to use MultiScreen)

when:

* Creating a strategy where screening results determine what categories to
attach to an interaction with an Attach Categories object.

* Creating a strategy where an If object creates an expression based on
categories manually attached to interaction with an Attach Categories
object. URS analysis (true/false) of the expression determines the
interaction path in the strategy.

You can also use categories to segment interactions (see “Classify” on
page 334) or to select a Standard Response.

Figure 98 shows an example completed Attach Categories Properties dialog
box. It also shows the dialog box in which you select a category under the
specified Root Name.
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Attach categories properties il

General |
Category
General |
i Root Mame: |Bobs_Books Em
- rock
Category % ¢ e jazzandblues
1 |books.cockery 75 I
2  |books fiction 75 - classical
3 |books.zelf-help 75 =) books
4 |books.periodicalz 73 - cookery
- fiction
- gelf-help
- periodicals

Figure 98: Attach Categories and Category Dialog Boxes

Use the information in Table 24 to complete General tab in the Attach
Categories Properties dialog box and the associated Category dialog box.

Table 24: Attach Categories Object, General Tab

Parameter Description

Root Name Select the Root folder containing the categories you wish to attach. The Root
folder you select determines the categories that appear for selection in the
Category dialog box shown in Figure 98 on page 170.

* The Root Names that appear are initially configured in Knowledge Manager
(see Figure 96 on page 168) and then carry over to Configuration Manager.

You must specify a valid value or the strategy will not compile.
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Table 24: Attach Categories Object, General Tab (Continued)

Parameter

Description

Category

Click the add item button to add a new entry (). After you click, a new row
appears under Category.

Click inside the row to bring up the Category dialog box shown in Figure 98 on
page 170. Available categories under the selected Root Name appear for
selection.

» The categories that appear are initially configured in Knowledge Manager (see
Figure 96 on page 168) and then carry over to Configuration Manager.

Click a category to select it and then click OK. The Category dialog box closes
and the category path (example: books.cookery) appears in the Attach
Categories dialog box as a row under Category.

Repeat these steps if you wish to attach another category to the interaction.

%

The default value for the percentage field is 75%. This field reflects the
minimum relevancy the category must have in order for Classification Server to
consider an interaction as belonging to that category. You have the option of
changing the default but you cannot enter zero.
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%Autoresponse

Use the Autoresponse object to generate (but not send) an automatic response
message using pre-written text from your Standard Response library.

The decision to send an automated response is affected by a number of
conditions:

* The existence of an appropriate response—before an automated response is
sent, it must have a high enough probability of being the correct answer.

*  The customer segment—different customers may require different levels
of service. You may not want to send an automated response to premier
customers. If not, design the strategy to segment these customers along
their own path in the strategy to avoid the Autoresponse object.

* The contact center hours of operation—you may want interactions received
on off-hours (nights, weekends, and holidays) to generate an automated
response while those received during working hours do not.

* Long queue time—when the waiting time for responding to interactions is
long (whether due to a backlog of messages for agent or in Interaction
Server), you may choose to send an automated response to a customer
interaction.
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Configuring the Autoresponse General Tab

The Autoresponse object has three Operation modes: Emai L, Open Media, and
6.x Compatible (see “6.x Compatible Operation Mode” on page 166).

E-Mail and Open Media Operation Modes

Figure 99 shows the General tab of the Autoresponse Receipt Properties
dialog box with the open Media mode selected.

Send automated response properties 5'

General | F-:urmatl Fiesultl

O peration mode
’V = Email f* Opentedia B Compatible

Email server I EmailServerlava 720 j

Cutput queues; I

¥ Get standard rezponse from UserD ata

|—¢ﬁ Select standard responze ar categorny —|

Address
¥ |lze Uszer Data £ lze Customer Prafile

[ Include ariginal meszage inta reply
[T Danot thread
— Field codes
i
Key ¥alue

| =

Figure 99: Autoresponse Object General Tab

The Email and Open Media modes use a tree viewer to represent pre-written
Standard responses (see Figure 100).
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[=- Bobs_Books
! O-books
book response
=8 cookery
- nkhook ack
El Auto Response
‘... E-mail acknowledge receipt

|:F Select standard response J

Figure 100: Tree Viewer for Autoresponse Standard Responses

Standard response names are carried over from Knowledge Manager. These
names appear in Configuration Manager in the Business Attributes >
Category Structure folder. (see Figure 101).

Il Folders LContents of 'WonfigurationResourcesBusiness Attributes/Category Structure,
1 Configuration % | Display Mame Defaulk Drescripkion
4, Environment Enter text here “F| Enter b2, |5F| Enter text here il
= r:'& Resources (@ cookbook ack False acknowledges cookbook g...
() Access Groups (@M cookbook in skack False we have it

) Action Codes
[ Agent Groups
= [ Business Attribukes
gFg Business Akkribuke
gFg Business Result
gFg Case ID
E @4 Category Structure
= [ Attribute Yalues
(1 Auka Respanse
= [ Bobs_Books
=l I books

[ fiction o
) petiodicals
1 self-help

1 D5L Service

[ music

Figure 101: Category Structure Folder in Configuration Manager

Strategy-Linked Nodes from the Autoresponse Object

When a routing strategy in a business process uses the Autoresponse object,
the specified E-mail Server Java and interaction output queue (see Figure 85
on page 152) for the autoresponse e-mail appear as strategy-linked nodes (as
shown in the Auto Response and Outbound e-mails objects in Figure 102).
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Figure 102: E-mail Server Java and Output Queue in a Business Process

Use the information in Table 25 to complete the fields in the General tab of the
Send automated response properties dialog box in Email or Open Media

mode.

Table 25: Autoresponse Properties for E-Mail and Open Media Modes

Parameter

Description

Operation mode E-Mail

Select if this autoresponse will be sent by a standard instance of E-Mail
Server Java.

Operation mode Open
Media

Select if this autoresponse will be sent by an E-Mail Server Java
modified to handle Open Media interactions.

E-mail Server

Click the down arrow and select the Application name in Configuration
Manager for the E-mail Server Java to be notified.

* You can leave this field empty. If empty, Interaction Server uses the
first available E-mail Server Java named in its Connections list.

Output queue Required. Click in the Output queue text box to expand the business
processes. Select the interaction queue where E-mail Server Java should
place the autoresponse e-mail.
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Table 25: Autoresponse Properties for E-Mail and Open Media Modes (Continued)

Parameter

Description

Get standard response from
UserData

If you select this radio button, the Select Standard Response radio
button is disabled and vice-versa.Uses the classification codes returned
by the Classify object and stored in the interaction User Data to get a
Standard Response.

* To use this field, the following key must be present in the interaction
User Data: Categoryld. If SRLid and Ctgld in the Request message
and Categoryld in UserData are null, then an error is generated and
the interaction goes out the Error port.

Note: If you select this option instead of the alternative, Select Standard
Response from User Data, you cannot use the field codes functionality
described below.

Select standard response or
category

Use this option to manually select a Standard Response (such as cookery
in Figure 87 on page 153) or category (such as Bobs Books or books in
Figure 87 on page 153) to indicate the pre-written text to be included in
the autoresponse to the customer. Standard responses are initially
defined in Knowledge Manager, stored in the UCS Database, then
carried over to Configuration Manager. For more information on
Standard Responses, see the Multimedia 7.6 User's Guide.

Notes:

* Ifyou select this option, you can use the field codes functionality
described below (if the selected Standard Response contains one or
more field code custom variables).

Address (Open Media
mode only)

Select whether to take the address to which the autoresponse should be
sent from user data attached to the interaction or from the customer’s
profile stored in the UCS Database.

If you choose to take the address from the database, you must place the
Identify Contact object in the strategy before the Autoresponse object.
For information on the Identify Contact object, see “Identify Contact”
on page 219.

Note: This pane does not appear in E-Mail mode.

Include original message
into reply

Select the check box if the autoresponse should attach the original
message.
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Table 25: Autoresponse Properties for E-Mail and Open Media Modes (Continued)

Parameter Description
Do not thread If this box is checked, it creates a new entry in the UCS Database that is
not part of the original thread.
Field codes You can use this pane to assign values to any field code custom

variables that may have been associated with the Standard Response in
Knowledge Manager. See the Multimedia 7.6 User s Guide for more
information on field codes.

To assign field code values, click the new item button (). A new row
appears under the Key and Value headings. Under Key, existing field
code custom variables associated with the response appear for selection.
Under Value, any existing strategy variables display for selection. Use
the information in the “Field Codes and Custom Variables” section
below to edit the values.

Note: You can also manually enter field codes and values.
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Autoresponse Format Tab

You can customize the To, From, and Subject areas in the Standard Response
message to the customer. Figure 91 on page 159 shows the Format tab for the
Acknowledgement object. The Format tab appears the same for the
Autoresponse object. Use the information in Table 18 on page 160 to complete
the fields in the Format tab.

Autoresponse Result Tab

Figure 103 shows the Result tab in the Send Automated Response Properties
dialog box when Assign values of the key-value pair is checked.

x

Genemll Format FResutt |

" Do not use output value
* Attach output value |
™ Assign output value to varable

" Assign values of the key-value pairs

{

Cutput values

Figure 103: Autoresponse Object Result Tab
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Note: IRD uses the same Result tab for the Acknowledgement,
Autoresponse, Chat Transcript, Classify, Create Email Out, Create
Interaction, Create Notification, Create SMS, External Service,

Identify Contact, MultiScreen, and Screen objects. Some options do

not apply to all objects. Table 74 on page 255 lists each object and
indicates when an option does not apply.

Use the information in Table 20 on page 163 to complete the Result tab in the
Send Automated Response Properties dialog box.

Returned Results for the Autoresponse Object

The results returned will be either an Event3rdServerResponse message or an
Event3rdServerFault message (see Table 27 on page 177)

The content of the Event3rdServerResponse message is shown in Table 26:

Table 26: Autoresponse Object Returned Results

Key

Description

NewlInteractionld

The interaction ID of the new outbound e-mail.

Srlld

Global unique Standard Response identifier if it was found and used.

Any fault message returned uses the fault codes shown in Table 27:

Table 27: Autoresponse Object Fault Codes

FaultCode FaultString value Description Action

value

103 Standard response This Standard Response does | Exit from strategy
<SR_name not found not exist in the database.

104 No Standard Response The database has no Exit from strategy
found in database Standard Responses in it

105 No text found in Standard | The Standard Response Exit from strategy
Response <SR_name > exists but it contains no text

106 No ‘From/To’ address Either the From or the To Exit from strategy
found address is missing

107 Too many ‘From/To’ Either the From or the To Exit from strategy
addresses found field (or both) contain too

many addresses
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Table 27: Autoresponse Object Fault Codes (Continued)

Multimedia Objects

FaultCode FaultString value Description Action
value
108 ‘incorrect name’. Invalid | The address or the domain is | Exit from strategy
‘address’ invalid
109 Standard response The period during which the | Exit from strategy
{SR_name) validity period | specified Standard Response
‘not yet started/expired’ 1s valid has not started or has
ended
201 Missing parameter name One parameter is missing Exit from strategy
202 Parameter ‘1’ and ‘2’ are | These two parameters cannot | Exit from strategy
not allowed be present simultaneously
203 Incorrect type for One parameter has an Exit from strategy
parameter incorrect type
{parameter_name>,
expected type 1 but was
type 2
204 Incorrect value for The specified parameter has | Exit from strategy
parameter an invalid value
{parameter_name),
expected value 1 but was
value 2
502 Invalid third party Protocol parser encountered | End of processing
message type an unexpected message from
the server’s client
510 Object not found in Object is not found in End of processing
database database
513 Interaction Interaction is invalid End of processing
{interaction_name)
failed. Manual recovery
needed
515 Max number of auto-reply | The maximum number of End of processing
reached for interaction autoresponses has been
{interaction_name) reached for the current
interaction
701 Unexpected error An unexpected error Retry
exception message happened
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Table 27: Autoresponse Object Fault Codes (Continued)

Multimedia Objects

FaultCode FaultString value Description Action

value

710 Connection to database Connection to database failed| Retry
failed

711 Cannot get config of E-Mail Server Java Retry
‘server’ configuration error

716 Server overloaded, request | The server is overloaded Retry
rejected

717 Config error: invalid Configuration error Retry
option <option_name) in
section {section_name)

718 Invalid custom field code | Invalid custom field code Retry
key; <key name) is a key
reserved key

732 Invalid Tenant The identifier for the tenant | Retry
{tenant_name) is invalid

733 No tenant declared in The application has no tenant | Retry
CME for application specified
{app_name)

734 Application <app_name> This application has more Retry
has more than one than one tenant specified
associated tenant (in
CME)
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6.x Compatible Operation Mode

Figure 104 shows the properties dialog box for the Autoresponse object with
the 6.x Compatible mode selected.
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Figure 104: Autoresponse 6.x Compatible Operation Mode

Note: Also see “URS and ICS Communication” on page 167.

When a customer sends an interaction, E-mail Server Java analyzes the it and
calculates a relevancy value—the percentage of certainty that a Standard
Response is the correct answer to the customer’s inquiry.

Note: You can expand the analysis capabilities of E-mail Server Java by
obtaining Content Analyzer and Classification Server, which work
with E-mail Server Java. Content Analyzer enables more detailed
content analysis and can learn from previous agent’s selections to
provide greater accuracy in the responses suggested.

Once an automated response is selected, a value associated with this response
is attached to the interaction as the ICC_MaxSuggestedResponseRe Llevancy
attached data key. URS reads the value and compares this to the Relevancy
Threshold set by the user in the Autoresponse object. If the relevancy value is
equal to or higher than the Relevancy Threshold, URS requests E-mail Server
Java to send the response. If the value is below the Relevancy Threshold, URS
does not request that E-mail Server Java send the response. In this
circumstance, the strategy must contain another Routing object so that the
interaction can be routed to an agent when no response is sent.

Completing the Properties Dialog Box

Prior to selecting 6.x Compatible mode in the Send Automated Response
Properties dialog box shown in Figure 104, set up automated response text
using the Standard Response library application that is a part of Response
Manager. See ICS documentation for more information.
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Table 28: Send Au

Use the information in Table 28 to complete the Send Automated Response
Properties dialog box: in 6.x mode:

tomated Response, 6.x Mode

Parameter

Description

Relevancy Threshold

Click the arrows in front of the percentage sign to specify the minimum
threshold that the relevancy value must have for URS to send a request for an
automated response. E-mail Server Java attaches the relevancy value to the
interaction after performing a content analysis.

Terminate Routing

Select this option if interactions should not continue being routed after an
automated response is sent. When this option is selected (default), URS sends
a RequestRouteCall message with Type=Rej ected after the automated
response is sent. When the Terminate Routing is cleared, routing continues
through the strategy, enabling other routing rules to be applied for routing the
interaction to an agent.

Include original
message into reply

Select this check box to include the full text of the customer’s message with
the automated response.
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Example of Using Autoresponse in 6.x Compatible Mode

The Relevancy Threshold is set to 80 percent in the Autoresponse object. A
customer e-mail is received by E-mail Server Java. E-mail Server Java
analyzes the e-mail and discovers an automated response that has a relevancy
value of 85 percent. E-mail Server attaches this value to the e-mail. When URS
encounters this Autoresponse object in the strategy, URS compares the
Relevancy Threshold to the relevancy value attached to the e-mail and
determines that the relevancy value is higher than the Relevancy Threshold.
URS requests that E-mail Server send the automated response.

Figure 105 shows an ICS 6.5.x event flow conceptual diagram for an
automated response that meets relevancy value requirements.
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Figure 105: Event Flow Conceptual Diagram for Automated Response

Note: If an agent response is required, instead of URS sending
RequestRouteCall with Type = Rejected and MS T-Server responding
with EventAbandoned, URS sends RequestRouteCall with the target
equal to an agent.

If URS does not receive any event from MS T-Server within a timeout of 30
seconds, the e-mail interaction is routed to an agent when additional routing
rules are specified, as if there were no automated response to send.

@}Chat Transcript

Use the Chat Transcript object to generate (but not send) an e-mail with text
taken from your Standard Response library, with the customer’s chat transcript
attached. This object causes URS to generate a request to E-mail Server Java
for the method ChatTranscript.

Use Cases

The customer fills out a form on the corporate web site, including filling in a
field to indicate the chat alias and the client network (in other words, Username:
MyFineFriend Client: AOL).

1. The form is routed to an agent via URS executing a routing strategy (as
usual for chat).

2. The agent gets a preview screen (“screen pop”).

The agent contacts the customer using the chat application within the
Genesys Desktop.
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4. Customer accepts the chat session.

S. At the end of the session, the customer requests a transcript of the session,
which can be sent via e-mail.

6. The agent conducting the chat session requests that the chat transcript be
sent to the customer.

Chat Transcript General Tab

Figure 106 shows the General tab of the dialog box that opens when you click
the Chat Transcript button and place the object in your strategy.

Chat transcript x|

General | Format I Fesutt I

Emaiserver: | AAARRNRRNRNRNNE ~ |

Output queus: I

Standard I

Address
¥ Use User Data ™ Use Customer Profile

[ Do not thread

QK I Cancel Help

Figure 106: Chat Transcript Dialog Box, General Tab
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Use the information in Table 29 to complete the General tab in the Chat
Transcript Properties dialog box.

Table 29: Chat Transcript Object, General Tab

Parameter

Description

E-mail Server

Click the down arrow and select the Application name in Configuration
Manager for the E-mail Server Java that URS should notify (via
Interaction Server) with an Event3rdServerResponse message.

This field may be left empty. If empty, Interaction Server uses the first
available E-mail Server Java named in its Connections list.

Output Queue

Required. Click in the Output queue text box to expand the business
processes. Select the interaction queue where E-mail Server Java should
place the e-mail with the attached chat transcript.

Standard

Use this option to manually select an identifier for an AutoResponse
Business Attribute representing pre-written text to be used as an
automated reply (see Figure 87 on page 153). Standard responses are
initially defined in Knowledge Manager, stored in the Universal Contact
Server database, then carry over to Configuration Manager.

Address
Use UserData

Select this button to have E-mail Server Java use the interaction User
Data and the To key for the customer’s e-mail address. See “Special
Note on Use UserData Field” below.

Use Customer Profile

Select this button to have E-mail Server Java use the customer’s profile
in the UCS Database to get the customer’s e-mail address.

Do not thread

If this box is checked, it creates a new entry in the UCS Database that is
not part of the original thread.

Special Note on Use UserData Field

To be able to send a chat transcript, E-mail Server Java needs a “send to” e-
mail address. This e-mail address may be obtained in one of the following

ways:
1.

184

A web site can be custom-developed to automatically include the
customer's e-mail address (it is mandatory to specify it when a client is
requesting a chat session).

In a routing strategy before using the Chat Transcript object, the e-mail
address can be pulled out through regular IRD/URS methods and attached
as UserData to an e-mail interaction.

An agent can manually perform the Attach UserData action on the desktop
with the To key.
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Warning! If none of these actions are performed and instead you use the
Genesys Multimedia default settings, the To key will be missing in
the interaction event. The Chat Transcript object cannot be used
with UseAddressFromUserData set to true because, with this option,
the customer’s e-mail address is expected to be under the To key. If
this key is missing, an error message is returned by E-mail Server
Java and the chat transcript will not be e-mailed to the customer.

Chat Transcript Format Tab

You can customize the To, From, and Subject areas in the response e-mail to the
customer. Figure 107 shows the Format tab for Chat Transcript.

Chat transcript |

General Format I Resutt I

From: I j
Ce: Add

BExclude these addresses:

Subject:

QK I Cancel Help

Figure 107: Chat Transcript Object, Format Tab
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Use the information in Table 30 to complete the Format tab.

Table 30: Chat Transcript Format Tab

Parameter Description

From If applicable, click the From: down arrow and select a From address for the
Standard Response. Any listed names are E-mail Accounts Business
Attribute.

Cc If applicable, click Add opposite Cc and select an address to copy in on the

Standard Response. Any listed names are E-mail Accounts Business
Attribute.

Exclude these
addresses

The third area lists addresses found in the original e-mail. If applicable, click
Add and select addresses to exclude in the Standard Response. Click Variable
if the addresses are contained in a variable. Can contain a comma-separated
list of domains, aliases, variables, and e-mail addresses.

Subject

If applicable, enter a new Subject for the Standard Response.
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Chat Transcript Result Tab

Figure 108 shows the Result tab of the dialog box that opens when you click
the Chat Transcript button and place the object in your strategy.

Chat transcript x|

Genemll Format Result I

™ Do not use output value

{* Attach output value |

™ Assign output value to varable

™ Assign values of the key-value pairs

|'Clutput values

Figure 108: Chat Transcript Dialog Box, Result Tab

Note: IRD uses the same Result tab for the Acknowledgement,
Autoresponse, Chat Transcript, Classify, Create Email Out, Create
Interaction, Create Notification, Create SMS, External Service,
Identify Contact, MultiScreen, and Screen objects. Some options do
not apply to all objects. Table 74 on page 255 lists each object and
indicates when an option does not apply.
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Use the information in Table 20 on page 163 to complete the Result tab in the
Chat Transcript Properties dialog box

Returned Results for the Chat Transcript Object

The results returned will be either Event3rdServerResponse (see page 142) or a
fault message (Event3rdServerFault, see page 142).

The content of the Event3rdServerResponse message is shown in Table 31:

Table 31: Chat Transcript Object Returned Results

Key Description
Srlld Global unique Standard Response identifier if it was found and used.
Address The e-mail address used to send the transcript.

Any fault message returned uses the fault codes shown in Table 32:

Table 32: Chat Transcript Object Fault Codes

FaultCode FaultString value Description Action
value
106 No ‘From/To’ address Either the From or the To Exit from strategy
found address is missing
107 Too many ‘From/To’ Either the From or the To Exit from strategy
addresses found field (or both) contain too
many addresses
108 ‘incorrect name’. Invalid | The address or the domain is | Exit from strategy
‘address’ invalid
109 Standard response The period during which the | Exit from strategy
{SR_name validity period | specified Standard Response
‘not yet started/expired’ is valid has not started or has
ended
201 Missing parameter name One parameter is missing Exit from strategy
203 Incorrect type for One parameter has an Exit from strategy
parameter incorrect type
{parameter_name>,
expected type 1 but was
type 2
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Table 32: Chat Transcript Object Fault Codes (Continued)
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FaultCode FaultString value Description Action

value

502 Invalid third party Protocol parser encountered | End of processing
message type an unexpected message from

the server’s client

510 Object not found in Object is not found in End of processing
database database

701 Unexpected error An unexpected error Retry
exception message happened

710 Connection to database Connection to database failed| Retry
failed

711 Cannot get config of E-Mail Server Java Retry
‘server’ configuration error

716 Server overloaded, request | The server is overloaded Retry
rejected

717 Config error: invalid Configuration error Retry
option <option_name) in
section <section_name>

718 Invalid custom field code | Invalid custom field code Retry
key; <key name) is a key
reserved key

732 Invalid Tenant The identifier for the tenant | Retry
{tenant_name> is invalid

733 No tenant declared in The application has no tenant | Retry
CME for application specified
<app_name

734 Application <app_name> This application has more Retry
has more than one than one tenant specified
associated tenant (in
CME)
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%Classify

Reference Manual

Use the Classify object to request Classification Server to assign one or more
classification categories to an interaction.

A category is a classification code in a category tree, originally set up in
Knowledge Manager (see Figure 96 on page 168) for the purpose of
Classification Server categorizing an interaction based on analysis of its
content. You can then segment interactions based on the resulting categories
(see “Classify” on page 334) or use them to select a Standard Response. You
can also manually assign classification categories using the Attach Categories
object (see page 168).

Note: If your site’s categories are not yet defined in Knowledge Manager (see
Figure 96 on page 168), you may wish to use the Screen object, which
performs word matching (see page 239) instead of the Classify object.

Once the classification request is made:

* If Classification Server finds a category with the minimum specified
relevancy (see Confidence in Table 33 on page 191), the results are
processed based on the option you select in the Result tab (see Figure 112
on page 195) and the interaction goes through the green port. See page 192
for more information on returned results.

e Ifan existing category cannot be found based on analyzing the interaction,
the null result is attached to the interaction and the interaction goes through
the green port (the error is not retrievable through the current Error object).
See “Event3rdServerFault” on page 194 for more information.

Classify General Tab

Figure 109 shows the General tab.
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Classify properties

Gereral | Heguul

Clazsification 1 ClassificationServer_720 j
Foot IBDbS_B ooks j
Confidence 75 =%

— et clazzified data from

I1=zer data key if specified:

Othenwize from the vanable if zpecified:

Otherwize fram UCS databaze

—1 Alltree

Categornies:

- [#] fiction

- [] self-help

i e [] periodicals
- [J DSL Service

=[] music

- [ rock

- [ jazzandblues

MF1o-d

— Subcategories uzing

* Mo " Direct Al

0k, I Cancel

Help

Figure 109: Classify Object, General Tab

Multimedia Objects

Use the information in Table 33 to complete the General tab in the Classify

dialog box.
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Table 33: Classify Object, General Tab

Parameter Description

Classification Select the Application name of the Classification Server in the Configuration
Server database.

 This field may be left empty. If empty, Interaction Server uses the first
available Classification Server named in its Connections list.

Root Required field. Specify the overall classification category by selecting a top
level folder in Configuration Manager under Resources > Category Structure
> Attribute Values (see Figure 110 on page 192). Must contain a valid value,
or the strategy will not compile.

Confidence Enter a number from 1-100 reflecting the minimum relevancy each
classification category must have in order for Classification Server to consider
an interaction as belong to that category. The default value is 75%. You cannot
enter a zero value.

Get classified data | This pane enables you to select the source of the classification data that the
from Classify object will use to direct interactions. You can retrieve this data from
user data attached to the interaction, from a variable attached to the interaction,
or from the UCS Database. If both text boxes are left empty, IRD looks for the
classification data in the UCS Database.

All Tree The categories tree contains the categories you created in Knowledge Manager,
read from the UCS Database.

» If you select All Tree, the Categories tree (see Figure 109 on page 190) is
disabled. Classification Server looks for all categories under the specified
Root.

Categories If All Tree is cleared, the Categories tree is enabled so you can select individual
subcategories. Select at least one subcategory under the Root.

Subcategories The Subcategories using pane determines whether Classification Server should
using consider parent and child Categories.

The Subcategories using pane is enabled if All Tree is cleared. These options
control how Classification Server uses the category tree.

» Select the No radio button to have Classification Server consider only the
categories you selected in the tree and not to include any child categories.

* Select the Direct radio button to have Classification Server consider only the
direct children of selected (parent) categories.

¢ Select the All radio button to have Classification Server consider all children
of selected (parent) categories.
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Figure 110 shows an example Category Structure tree and Root folder in
Configuration Manager. In this example, InternetDealership is the Root

category.

l_——_lfjﬁI Esther_1
_| Access Groups
--{_] Action Codes
_| Agent Groups
E|_| Business Attributes
EI% Category Structure
=] Atiributes Values
Ela InternetDealership
: _| CustomerService
_| Finance
-] OnlineSales
‘ _| Service
-] Rootl
Contact Attributes
Customer Segment
Disposition Code
i E-mail Accounts
fgr Interaction Attributes
fgr Interaction Subtype

ey B g O g O oy O ey O e |
{ Sy By By By iy )

Figure 110: Attribute Values Folder, Example Categories

[

ol @l &l &

CustomerSe. ..

Finance OnlineSales

Service

* In this simplified example there is only one Root category,
InternetDealership, but in many cases, there will be more than one Root.

* The Categories pane in the Classify dialog box shows all the categories in
Configuration Manager under the Root you selected. The categories under
the InternetDealership Root in Figure 110 on page 192 are
CustomerService, Finance, OnlineSales, and Service.

Returned Results for the Classify Object

Figure 111 shows a diagram of results returned from Classification Server
including the message types.

‘ ClassificationResults ‘

Classification

Server

|

Interaction
Server

‘ Event3rdServerResponse

Event3rdServerFault

_—
| o

URS

Figure 111: Results Returned with Classify Object
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Event3rdServerResponse

The results returned from Classification Server in Event3rdServerResponse will

have:
Ctgld An ID of a Category with a highest relevancy.
CtgRelevancy
The relevancy of a Category presented in CtgId.
CtgName Name of the Category with the highest relevancy.

Array of classification pairs

A key-value pair that has CtgId as a key and corresponding
relevancy percentage as a value.

The standard way to deal with the classification request results is to attach
them to the interaction’s User Data in the Result tab (see Figure 112 on
page 195).

Attaching Results to User Data

While you can assign Classify object results to a variable, Genesys does not
recommend this. The recommended way of dealing with the classification
results is to attach them to the interaction. Then User Data will have the keys
listed in the table below with the corresponding values returned by
Classification Server. An an example, UserData would have the following
pairs after the attachment (see Table 34):

Table 34: User Data Example

Parameter Value

Ctgld 00001a05F5U900QW
CtgRelevancy 95

CtgName Cooking
00001a05F5U900QW 95
00001a05F5U900QX 85
00001a05F5U900QY 75
00001a05F5U900QZ 65

In the event that an existing category cannot be found based on analyzing the
interaction, the Event3rdPartyReturn value indicates no match and the
interaction proceeds through the green port.
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Note: A routing strategy must also direct interactions of unknown categories
to a target, such as to an interaction queue read by a supervisor. For
this reason, you may want to define an “unknown” or “non-
deliverable” category in Knowledge Manager (see Figure 96 on

page 168).

Event3rdServerFault

If the message cannot be transmitted correctly, the resulting
Event3rdServerFault message will use the fault codes described in Table 35.

Table 35: Classify Object Fault Codes

FaultCode FaultString value Description
value
501 Internal error in application. General internal error happened in third
party application during request
processing. For more details see the
application log.
502 Unexpected third party protocol Protocol parser encountered unexpected
message type=<value> protocol message from server’s client.
504 Cannot find interaction= <request Server cannot find specified interaction.
message [d>
505 Classification functionality is not Server cannot find license for classification
licensed functionality. All classification requests
will be aborted.
506 There is no default model for: Server can’t find default (active) model for
(<Tenant>, <Language>, <Category specified (<Tenant>, <Language>,
Root>) <Category Root>).
511 ucsapi exception: <description>, UCS API function exception.
interaction= <request message 1d>
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Classify Result Tab

Figure 112 shows the Result tab for the Classify properties dialog box.
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x|

Gereral Result |

" Do not use output value
™ Attach output value

" Assign output value to vanable

{* Assign values of the key-value pairsi

—Output values
=¥ X
Variable | Key from output

Figure 112: Classify Object, Result Tabs

Note: IRD uses the same Result tab for the Acknowledgement,
Autoresponse, Chat Transcript, Classify, Create Email Out, Create
Interaction, Create Notification, Create SMS, External Service,
Identify Contact, MultiScreen, and Screen objects. Some options do
not apply to all objects. Table 74 on page 255 lists each object and
indicates when an option does not apply.

Use the information in Table 20 on page 163 to complete the Result tab in the
Send Automated Response Properties dialog box

%Create Interaction

Use the Create Interaction object to request Universal Contact Server (UCS) to
create an interaction in the UCS Database and associate it with an existing
customer contact or with a newly created contact. You can also specify the
content of the interaction. The UCS Database can store three types of
interaction content simultaneously:

* Text. Interactions are usually comprised of plain text that does not need
special tools or formatting in order to display to the agent.

e Structured Text, such as .html or .xml files.

* Binary Data. Any binary data associated with an interaction, such as an e-
mail attachment, fax, or image.
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Create Interaction General Tab

Figure 113 shows the properties dialog box for the Create Interaction object
already filled in with sample data.

Create Interaction properkties

General | (= |

Contact server: | - |

— Content
— Text
Izer Data Keyw:

Ike_l,l'l

x|

[

— Structured Text

Izer Data Key:

MIME tppe:

! =]

=~

—Data
IJzer Data ke

MIME tppe:

! =]

-

v Bind with contact
¥ Can be parent

[T Create contact

¥ Do nat thread

o |

Cancel | Help

Figure 113: Create Interaction Properties Dialog Box

Use the information in Table 36 to complete the General tab of the properties
dialog box.

Table 36: Create Interaction, General Tab

Parameter Description

Click the down arrow and select a UCS Application from those configured in
Configuration Manager.

Contact Server

Content
Text, User Data Key

Click the down arrow and select a variable that contains the User Data key or
enter a string for the User Data key contained in the incoming interaction (see
“User Data” on page 143). The value of User Data that corresponds to key
specified in this field will be stored in UCS Database as an interaction’s Plain
Text.
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Table 36: Create Interaction, General Tab (Continued)

Parameter

Description

Content

Structured Text, User
Data Key

Click the down arrow and select a variable that contains the User Data key or
enter a String for the User Data key contained in the incoming interaction
(see “User Data” on page 143). The value of User Data that corresponds to
the key specified in this field will be stored in the UCS Database as
interaction’s Structured Text.

Content, Structured
Text, MIME Type

* Note: MIME refers to Multipurpose Internet Mail Extensions, which is a
common method for transmitting non-text files via Internet e-mail.

Enter the MIME type or select from the list to indicate a type of interaction
content under the category of Structured Text. Select one of the following:
text/html, text/plain, text/richtext, text/html.

For more complete list of MIME types see:
http://www.iana.org/assignments/media-types/

What you select here assists the Agent Application in choosing the proper
application to process or display this part of interaction. This field cannot be
empty if Structured Text, User Data Key contains a value.

Content, Data, User
Data Key

Note: Data refers to binary data. Click the down arrow and select a variable
that contains the User Data key or enter a String for the User Data key
contained in the incoming interaction (see “User Data” on page 143). The
value of User Data that corresponds to the key specified in this field will be
stored in the UCS Database as an interaction’s binary content.

Content, Data, MIME
Type

For a complete list of MIME types, see the above link. Enter the MIME type
or select a value to indicate the interaction content type under the category of
Data:

application/msword, application/octet-stream, application/postscript,
application/rtf, application/vnd.ms-powerpoint, application/vnd.ms-project,
application/vnd.viso, application/voicexml+xml, application/xml,
application/xml-dtd, application/zip, audio/basic, audio/mpeg, audio/mpeg4-
generic, image/g3-fax, image/gif, image/jpeg, image/tiff, message/delivery-
status, message/http, message/news, message/partial, message/rfc822,
message/sip, message/sipfrag, message/tracking-status, multipart/alternative,
multipart/form-data, multipart/mixed, multipart/parallel, multipart/voice-
message, text/html, text/plain, text/richtext, text/xml, video/DV, video/JPEG,
video/MPEG, video/mpeg4-generic, video/quicktime, video/raw.

This information helps Agent Application to choose the proper application to
process or display this part of the interaction. This field cannot be empty if
Data, User Data Key contains a value.

Bind with contact

If selected, UCS will look for a customer contact record and associate it with
the interaction. If a contact record is not found, it will be created. By default
this option is cleared.
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Table 36: Create Interaction, General Tab (Continued)

Parameter

Description

Create contact

If selected, instructs to create a new contact record in the UCS Database.
« If Bind with contact is not checked, Create contact is disabled.

« if Bind with contact is checked, Create contact is enabled and checked by
default.

By default this option is checked, but grayed out.

Can be parent

If selected, indicates this interaction can have child interactions. By default,
this option is selected.

Do not thread

If selected, instructs to not thread under another interaction (which is
specified by under key ParentID in UserData) in the contact’s history in the
UCS Database. By default this option is selected.
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Create Interaction Result Tab

Note: IRD uses the same Result tab for the Acknowledgement,
Autoresponse, Chat Transcript, Classify, Create Email Out, Create
Interaction, Create Notification, Create SMS, External Service,
Identify Contact, MultiScreen, and Screen objects. Some options do
not apply to all objects. Table 74 on page 255 lists each object and
indicates when an option does not apply.

Use the information in Table 20 on page 163 to complete the Result tab in the
Create Interaction Properties dialog box

Creating Records in the UCS Database

For non-Open Media interactions, interaction records are normally created in
the UCS Database without URS involvement.

For example, in the case of voice interactions:

* After an agent clicks Mark Done in Genesys Desktop, the UCS Database is
updated. Users can also use the Genesys Desktop application to add and
edit contact and contact history in the UCS Database as described in
Genesys Desktop Help.

In the case of e-mail interactions, the UCS Database is updated as follows:

*  When processing ordinary e-mails that arrive via the enterprise e-mail
server or from a website via the Web API Server, E-mail Server Java stores
the body of the interaction in the UCS Database (and sends the operational
data to Interaction Server).

In the case of processing web media, such as chat:
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* After a chat session ends, Chat Server writes the content of the chat session
to the UCS Database.

Note: For more information on the UCS Database and the processing of e-
mail and chat interactions, see the Multimedia 7.6 Deployment Guide.

For Open Media interactions, no records are created in the UCS Database
unless the Open Media UCS API or the Create Interaction object are used.

Use Case

One of the possible scenarios for using the Create Interaction object is as
follows:

¢ The Media Server submits interactions to Interaction Server with the
content of the interaction attached as User Data.

* A strategy executed by URS uses the Create Interaction object to create an
interaction in the UCS Database and to store interaction-related data.

*  When the interaction is routed to an agent, the Agent Application uses the
UCS Database to obtain the content of the interaction in order to display it
to the agent.

Recommendations

When interaction content is expected to be large, Genesys recommends:
1. Using the Create Interaction object as early as possible in a strategy.

2. Emptying the values of keys used for interaction content (if Create
Interaction was processed successfully) after interaction data is stored in
the UCS Database. This prevents large amounts of User Data from being
passed between applications while large interactions are being processed.
To empty keys, use the MultiAttach object to update attached data for these
keys with empty values.

After all required (full) interaction data is stored in the UCS Database,
emptying interaction data unimportant for routing in Interaction Server
minimizes the amount of data transferred between Interaction Server, URS,
Stat Server and certain Genesys Framework components. This can result in
increased performance.

The Create Interaction object enables you to use the UCS Database for storing
interaction content even if the Media Server is not integrated with UCS.

Returned Results for the Create Interaction Object
The results returned will be either an Event3rdServerResponse message or a

fault message (Event3rdServerFault, see page 142). Any fault message
returned uses the fault codes shown in Table 37:
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FaultCode FaultString value Description Action
value
201 Missing parameter name One parameter is missing Exit from strategy
202 Parameter ‘1’ and ‘2’ are | These two parameters cannot | Exit from strategy
not allowed be present simultaneously
203 Incorrect type for One parameter has an Exit from strategy
parameter incorrect type
{parameter_name),
expected type 1 but was
type 2
204 Incorrect value for The specified parameter has | Exit from strategy
parameter an invalid value
{parameter_name>,
expected value 1 but was
value 2
502 Invalid third party Protocol parser encountered | End of processing
message type an unexpected message from
the server’s client
512 Incorrect subtype for Invalid interaction subtype End of processing
interaction
{interaction_name),
expected type 1 but was
type 2
701 Unexpected error An unexpected error Retry
exception message happened
716 Server overloaded, request | The server is overloaded Retry
rejected
732 Invalid Tenant The identifier for the tenant | Retry
{tenant_name) is invalid
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Create Email Out

Use the Create Email Out object to create an outbound e-mail that can be sent
to a customer as a reply to an inquiry or be used in an outbound e-mail
campaign.

Create Email Out General Tab

Figure 114 shows an example completed properties dialog box for the Create
Email Out object.

Create Email Out properties X|

General | Fn:nrmatl Hesultl

Emailserver | AN

— 1 Create new interaction

Cutput queues; I

" Get standard rezponse from UserD ata

—i* Select standard rezponze or categony

— Address
i |lze Uzer Data ™ Usze Customer Prafile

™ Include original meszage into reply
[T Do not thread
— Field codes
ZF K

Key Yalue

] I Cancel Help

Figure 114: Create Email Out Properties Dialog Box
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Use the information in Table 36 to complete the General tab of the properties
dialog box.

Table 38: Create Email Out, General Tab

Parameter

Description

Email Server

Click the down arrow and select an E-Mail Server Java Application from
those configured in Configuration Manager.

Output queue

Required. Click in the Output queue text box to expand the business
processes. Select the interaction queue where E-mail Server Java should place
the outbound e-mail.

Create new interaction

Select this check box to have a new interaction record created in the UCS
Database for this outbound e-mail.

Select source of
standard response text

You can take the Standard Response text either from user data attached to the
parent interaction or from any Standard Response in your Standard Response
library. If you select the Select Standard Response or category radio button,
click in the text box that appears to open a tree of available Standard
Responses.

Address

Select the radio button that indicates from where (from user data attached to
the parent interaction or the customer profile stored in the UCS Database) to
take the address to which the e-mail is to be sent.

If you choose to take the address from the database, you must place the
Identify Contact object in the strategy before the Create Email Out object. For
information on the Identify Contact object, see “Identify Contact” on

page 219.

Include original
message into reply

Select this check box to have the text from the parent interaction copied into
the outbound e-mail.

Do not thread

If selected, the outbound e-mail is not saved as a thread under an existing
interaction (specified by under key ParentID in UserData) in the contact’s
history in the UCS Database. By default this option is cleared.

Field codes

You can use this pane to assign values to any Field Code custom variables
that may have been associated with the Standard Response in Knowledge
Manager. See the Multimedia 7.6 User s Guide for more information on field
codes.

To assign field code values, click the new item button (). A new row
appears under the Key and Value headings. Under Key, existing Field Code
Custom Variables associated with the response appear for selection. Under
Value, any existing strategy variables display for selection. Use the
information in the “Field Codes and Custom Variables” on page 156 section
below to edit the values.

Note: You can also manually enter field codes.
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Create Email Out Format Tab

The Create Email Out Format tab has only two fields:

*  From—Select the appropriate address to appear in the From field of the
outbound e-mail from the drop-down list of available e-mail addresses.

* Subject—Either enter a subject into the Subject text box or select the Use
subject from SRL check box. If you select the check box, the e-mail
subject is taken from the Standard Response you selected on the General
tab.

Create Email Out Result Tab

Note: IRD uses the same Result tab for the Acknowledgement,
Autoresponse, Chat Transcript, Classify, Create Email Out, Create
Interaction, Create Notification, Create SMS, External Service,
Identify Contact, MultiScreen, and Screen objects. Some options do
not apply to all objects. Table 74 on page 255 lists each object and
indicates when an option does not apply.

Use the information in Table 20 on page 163 to complete the Result tab in the
CreateE-mai LOut Properties dialog box.

Returned Results for the Create Email Out Object

The results returned will be either Event3rdServerResponse or
Event3rdServerFault.

The content of the Event3rdServerResponse message is shown in Table 39:

Table 39: Create Email Out Object Returned Results

Key

Description

NewlInteractionld

The interaction ID of the new outbound e-mail.

Srlld

Global unique Standard Response identifier if it was found and used.
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Any fault message returned uses the fault codes shown in Table 40:

Table 40: Create Email Out Object Fault Codes

FaultCode FaultString value Description Action
value
103 Standard response This Standard Response does | Exit from strategy
<SR_name not found not exist in the database.
104 No Standard Response The database has no Exit from strategy
found in database Standard Responses in it
105 No text found in Standard | The Standard Response Exit from strategy
Response <SR_name > exists but it contains no text
106 No ‘From/To’ address Either the From or the To Exit from strategy
found address is missing
107 Too many ‘From/To’ Either the From or the To Exit from strategy
addresses found field (or both) contain too
many addresses
108 ‘incorrect name’. Invalid | The address or the domain is | Exit from strategy
‘address’ invalid
109 Standard response The period during which the | Exit from strategy
{SR_name validity period | specified Standard Response
‘not yet started/expired’ is valid has not started or has
ended
201 Missing parameter name One parameter is missing Exit from strategy
202 Parameter ‘1’ and ‘2’ are | These two parameters cannot | Exit from strategy
not allowed be present simultaneously
203 Incorrect type for One parameter has an Exit from strategy
parameter incorrect type
{parameter_name>,
expected type 1 but was
type 2
204 Incorrect value for The specified parameter has | Exit from strategy
parameter an invalid value
{parameter_name),
expected value 1 but was
value 2
502 Invalid third party Protocol parser encountered | End of processing
message type an unexpected message from
the server’s client
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Table 40: Create Email Out Object Fault Codes (Continued)

FaultCode FaultString value Description Action

value

516 Interaction This interaction already has | End of processing
{interaction_name> been created in the database

already exists in database

701 Unexpected error An unexpected error Retry
exception message happened

710 Connection to database Connection to database failed| Retry
failed

711 Cannot get config of E-Mail Server Java Retry
‘server’ configuration error

716 Server overloaded, request | The server is overloaded Retry
rejected

717 Config error: invalid Configuration error Retry

option <option_name) in
section {section_name)

718 Invalid custom field code | Invalid custom field code Retry
key; <key name) is a key
reserved key

732 Invalid Tenant The identifier for the tenant | Retry
{tenant_name> is invalid

733 No tenant declared in The application has no tenant | Retry
CME for application specified
{app_name)

734 Application <app_name> This application has more Retry
has more than one than one tenant specified
associated tenant (in
CME)

2
Create Notification

Use the Create Notification object to create a notification e-mail that can be
sent to a customer as a reply to an inquiry. This e-mail may itself contain the
response to the inquiry or it may point the customer to the location of the
information—for example, a page on the enterprise website.
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Create Notification General Tab

Figure 115 shows an example completed properties dialog box for the Create
Notification object.

Create Notification propertie x|

General |F|:|rmat| Fiesultl

Emailserver. [ ANONNONNDNONN =

Cutput queLe: I

" Get standard responze from UserData

’75- Select standard responge or cateqgory

[ Include original meszzage inta reply

— Field codes
7F K

Key ¥alue

Figure 115: Create Notification Properties Dialog Box

Use the information in Table 41 to complete the General tab of the properties
dialog box.

Table 41: Create Notification, General Tab

Parameter Description

Email Server Click the down arrow and select an E-Mail Server Java Application from
those configured in Configuration Manager.

Output queue Required. Click in the Output queue text box to expand the business
processes. Select the interaction queue where E-mail Server Java should place

the notification e-mail.
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Table 41: Create Notification, General Tab (Continued)

Parameter

Description

Select source of

standard response text

You can take the Standard Response text either from user data attached to the
parent interaction or from any Standard Response in your Standard Response
library. If you select the Select Standard Response or category radio button,
click in the text box that appears to open a tree of available Standard
Responses.

Address

Select the radio button that indicates from where (from user data attached to
the parent interaction or the customer profile stored in the UCS Database) to
take the address to which the e-mail is to be sent.

Include original
message into reply

Select this check box to have the text from the parent interaction copied into
the outbound e-mail.

Field codes

You can use this pane to assign values to any Field Code custom variables
that may have been associated with the Standard Response in Knowledge
Manager. See the Multimedia 7.6 User s Guide for more information on field
codes.

To assign field code values, click the new item button (). A new row
appears under the Key and Value headings. Under Key, existing Field Code
Custom Variables associated with the response appear for selection. Under
Value, any existing strategy variables display for selection. Use the
information in the “Field Codes and Custom Variables” on page 156 section
below to edit the values.

Reference Manual

Create Notification Format Tab

The Create Notification Format tab has only two fields:

From—Select the appropriate address to appear in the From field of the
notification e-mail from the drop-down list of available e-mail addresses.

Subj ect—FEither enter a subject into the Subject text box or select the Use
subject from SRL check box. If you select the check box, the e-mail
subject is taken from the Standard Response you selected on the General
tab.

Create Notification Result Tab

Note: IRD uses the same Result tab for the Acknowledgement,

Autoresponse, Chat Transcript, Classify, Create Email Out, Create
Interaction, Create Notification, Create SMS, External Service,
Identify Contact, MultiScreen, and Screen objects. Some options do
not apply to all objects. Table 74 on page 255 lists each object and
indicates when an option does not apply.
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Use the information in Table 20 on page 163 to complete the Result tab in the

Create Notification Properties dialog box.

Multimedia Objects

Returned Results for the Create Notification Object

The results returned will be either Event3rdServerResponse or

Event3rdServerFault.

The content of the Event3rdServerResponse message is shown in Table 42:

Table 42: Create Notification Object Returned Results

Key

Description

NewlInteractionld

The interaction ID of the new interaction.

Srlld

Global unique Standard Response identifier if it was found and used.

Any fault message returned uses the fault codes shown in Table 43:

Table 43: Create Notification Object Fault Codes

FaultCode FaultString value Description Action

value

103 Standard response This Standard Response does | Exit from strategy
{SR_name not found not exist in the database.

104 No Standard Response The database has no Exit from strategy
found in database Standard Responses in it

105 No text found in Standard | The Standard Response Exit from strategy
Response <SR_name» exists but it contains no text

106 No ‘From/To’ address Either the From or the To Exit from strategy
found address is missing

107 Too many ‘From/To’ Either the From or the To Exit from strategy
addresses found field (or both) contain too

many addresses

108 ‘incorrect name’. Invalid | The address or the domain is | Exit from strategy
‘address’ invalid

109 Standard response The period during which the | Exit from strategy
<SR_name validity period | specified Standard Response
‘not yet started/expired’ is valid has not started or has

ended
201 Missing parameter name One parameter is missing Exit from strategy
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Table 43: Create Notification Object Fault Codes (Continued)

Multimedia Objects

FaultCode FaultString value Description Action
value
202 Parameter ‘1’ and ‘2’ are | These two parameters cannot | Exit from strategy
not allowed be present simultaneously
203 Incorrect type for One parameter has an Exit from strategy
parameter incorrect type
{parameter_name>,
expected type 1 but was
type 2
204 Incorrect value for The specified parameter has | Exit from strategy
parameter an invalid value
{parameter_name),
expected value 1 but was
value 2
502 Invalid third party Protocol parser encountered | End of processing
message type an unexpected message from
the server’s client
701 Unexpected error An unexpected error Retry
exception message happened
710 Connection to database Connection to database failed| Retry
failed
711 Cannot get config of E-Mail Server Java Retry
‘server’ configuration error
716 Server overloaded, request | The server is overloaded Retry
rejected
717 Config error: invalid Configuration error Retry
option <option_name) in
section {section_name)
718 Invalid custom field code | Invalid custom field code Retry
key; <key name) is a key
reserved key
732 Invalid Tenant The identifier for the tenant | Retry
{tenant_name) is invalid
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Table 43: Create Notification Object Fault Codes (Continued)

FaultCode FaultString value Description Action
value
733 No tenant declared in The application has no tenant | Retry
CME for application specified
{app_name)
734 Application <app_name > This application has more Retry
has more than one than one tenant specified
associated tenant (in
CME)
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%Create SMS

Use the Create SMS object to create an outgoing message in a specially-
designed format that can be sent via an E-Mail-to-SMS gateway. The gat