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Welcome to the Universal Routing 8.1 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 document is valid only for the 8.1 release(s) of this product.

Note: For versions of this document created for other releases of this product,

please visit the Genesys Documentation website, or request the
Documentation Library DVD, which you can order by e-mail from
Genesys Order Management at ordermanegenesys.com.

This preface contains the following sections:

Customer Interaction Management, page 20
Intended Audience, page 21

Making Comments on This Document, page 21
Contacting Genesys Customer Care, page 21
Document Change History, page 22

For information about related resources and about the conventions that are
used in this document, see the supplementary material starting on page 821.
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Customer Interaction Management

Customer Interaction Management

eServices

20

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 eServices

* Genesys Management Framework

Each has its own documentation set.

Genesys eServices 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 eServices 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 8.0, particularly those dealing with the Media
Interaction SDK.

Note: Universal Routing 8.1 can work in a pure voice environment or with
the eServices software components, which allow for the additional
routing of non-voice interactions.
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Intended Audience

Intended Audience

This document is primarily intended for users involved in developing and
setting up a routing solution with Interaction Routing Designer (IRD),
including administrators and strategy designers. It has been written with the
assumption that you have a basic understanding of:

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

* Network design and operation.
*  Your own network configurations.

You should also be familiar with Framework architecture and functions and
Genesys eServices (if installed).

Making Comments on This Document

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

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 Customer Care 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.

Contacting Genesys Customer Care

If you have purchased support directly from Genesys, please contact Genesys
Customer Care.

Before contacting Customer Care, please refer to the Genesys Care Program
Guide for complete contact information and procedures.
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Document Change History

Document Change History

This section lists topics that are new or that have changed significantly since
the first release of this document.

Doc Change: Table 34 (page 202) paramaters updated. Added link to online Supplement.

Release 8.1.4
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Updated Chapters include:

Chapter 1, “Routing Strategies” on page 27:
+  “Migrating Strategies and Other Objects” on page 54.

Chapter 2, “Interaction Routing Designer Objects”:

+  “Creating a New Business Process” on page 99, Step 2.

+  “Simple Versus Complex Macros” on page 136.

+  “Interaction Priority and Service Level Routing” on page 345.

Chapter 3, “Interaction Routing Designer Functions™:

+ FindConfigObject moved to “Configuration Options Functions,”
page 471.

+  “GetObjectProperty,” page 473 and “SetObjectProperty,” page 476.
+  “CreateSkillGroup,” page 514.
+ “Retired Functions” page 616.

Chapter 4, “Configuration Options”:
+ Descriptions for tenant and DN, “Setting Options” on page 620.
+ Descriptions for options, “URS Option Descriptions” on page 629:

+ Support of multiple and prioritized backup servers,
alternative_server, backup_mode, hot_backup_priority

+ Manage and control CPU consumption: cpu_emergency_Llevel,
emergency_verbose, startup_verbose

+ Agent statistics options: agent_att, use_agent_att
+ “Retired Options” on page 703.
Chapter 7. “Routing Statistics”:
+ RStatRoundRobin page 725.
Appendix A: “Log Events™:
+  #442 in the “URS Log Message List” on page 754.
Appendix B:“IRD Web Service Object™:

+ Specifying authentication credentials, setting TLS parameters on the
web service properties> Security tab: Certificate, Certificate
Key, Trusted CA, page 782

Appendix C: “URS-Behind Solution” on page 797:

+ Running strategies for the SOAP method, page 811 and the Plain
HTTP method, page 813.

+ URS REST web API method report, page 816. =
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Release 8.1.3

Release 8.1.2
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Document Change History

This release of URS supports Genesys SIP cluster solution for enterprise
telephony, which is currently under restricted release. To learn more about
Genesys SIP cluster solution, please contact your Genesys representative.

URS now supports log filtering by provisioning a tag, where tag will cause
KVList value to be prefixed by <#' and post fixed by '#>. Users who
want to have sensitive data in logs for their own purpose would be able to
fetch these utilizing automated tools. See “Log Filtering” on page 753.

URS enhances security by supporting FIPS (Federal Information
Processing Standards) compliant Transport Layer Security (TLS).

IRD now provides the ability to display any meta-text associated with a

successful external authentication through RADIUS Server upon user

login.

Chapter 2, “Interaction Routing Designer Objects”:

+ URS can now associate a Business Process with Accounts. See
“Associating a Business Process with Accounts” on page 101.

Chapter 3, “Interaction Routing Designer Functions™:

+ The ExtensionData function has been updated. See “ExtensionData” on
page 457.

+ The GetLastErrorInfo function has been updated. See
“GetLastErrorlnfo” on page 518.

Chapter 4, “Configuration Options”:

+ The configuration option run_time_mode was added on page 666

+ Support for the Reset Password configuration attribute is introduced.
See “inactivity-timeout” on page 695

Chapter 7. “Routing Statistics™:

+ Media Statistic was added to the Statistics Properties Dialog Box. See
“Media Statistic” on page 735.

URS 8.1.2 continues to support Genesys Orchestration Server (ORS) 8.x
and above. This combination of URS and ORS is known as Orchestration
Platform.

URS now supports distributed agent reservation, not only for voice
interactions but also for Multimedia interactions too.

URS now provides more robust logic to restore connections to
Configuration Server, specifically in the case where the environment has
redundant Configuration Servers.

URS now places in the log the corresponding Log Events message (one of
following) when it changes its run time mode (primary/backup):
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Document Change History

¢+ 4560|STANDARD|GCTI_REDUNDANCY_WARM_STANDBY _BACKUP_ACTIVATED |Warm
Standby (backup) mode activated

¢+ 4567|STANDARD|GCTI_REDUNDANCY_HOT_STANDBY_BACKUP_ACTIVATED|Hot
Standby (backup) mode activated

¢+  4562|STANDARD|GCTI_REDUNDANCY_WARM_STANDBY_PRIMARY_ACTIVATED |WarSm
tandby (Primary) mode activated

¢+ 4563 | STANDARD|GCTI_REDUNDANCY_HOT_STANDBY_PRIMARY_ACTIVATED|Hot
Standby (Primary) mode activated

Chapter 1, “Routing Strategies”:

+ IRD now optionally does not allow access to a subroutine if it is used
by another strategy or subroutine. See “Saving Strategies” on page 60.

Chapter 2, “Interaction Routing Designer Objects”:

+ Additional parameters grid were added to Classify and Screen objects.
See “Classify” on page 198 and “MultiScreen” on page 241.

+ IRD now verifies for a wait-time value on a target selection block. See
“Target Selection Tab” on page 325 and “Target Selection Tab”” on
page 330.

+ Custom Routing functionality now allows automatic splitting of code.
This splits target selection object into a set of functions (SelectDN,
SuspendForDN, RouteCall) and allows to insert some additional actions
between them. See “Route Interaction” on page 322 and “Selection” on
page 326.

+ Delete unused target objects. See “Deleting Unused Target Objects” on
page 363

+ Variables are resolved at the moment busy treatments are queued. See
“Busy Treatments in Routing Objects” on page 366

Chapter 3, “Interaction Routing Designer Functions™:

+ The function “CountTargetsByThreshold” on page 514 has been
added.

+ Date Time stamp function added. See “StrFormatTime” on page 550.

Chapter 4, “Configuration Options”:

+ URS now provides options to propagate or mask VQ event
distribution. In a distributed environment this allows users to limit the
number events propagated across Routers. See “transit_dn” on
page 671.

+ URS option verification_time_dn description updated. See
“verification_time dn” on page 687.

Chapter 7. “Routing Statistics™:

+ Router introduces a new pseudo statistics RStatAgentsReadyMedia and
RStatAgentsReadyvoice. These Statistics are utilized to calculate the
number of ready Agents for a specific media type, when Agents/Agent
Groups/Places/Place groups/skill expressions are used as a target. See
“RStatAgentsReadyMedia” on page 724 and
“RStatAgentsReadyvoice” on page 724.
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+ URS statistics definition has been extended. See “Statistics Properties
Dialog Box” on page 734.
* Appendix B. “IRD Web Service Object”:

+ URS now allows HTML requests without any SOAP tags, which
allows customers to send secure mail HTML requests from URS, when
their environment does not support SOAP due to security reasons. See
“General Tab” on page 774

+ WSDL sample for HTTP interface. See “How the Web Service Object
Works” on page 790

* Appendix C. “URS-Behind Solution”:

+ The detailed diagnostic of internal virtual agent groups are now
available upon running different types of queries.

Release 8.1.1

* Chapter 1, “Routing Strategies™:
+ A limitation was added to the section, “IRD Limitations” on page 31.
* Chapter 2, “Interaction Routing Designer Objects”:

+ The note under the sub-heading “Schedules” on page 72, has some
additional information.

+ Two new sections have been added:
+ “CheckBusinessRule Macro” on page 138
+ “Support for Virtual Queues Reporting” on page 358
+ “Dynamic Busy Treatment at Selection Block™ on page 372
+ Two rows in Table 80, “Submit New Interaction, General Tab,” on
page 279 were updated, “Parameters” and “Use User Data”
* Chapter 3, “Interaction Routing Designer Functions”

+ Table 130, “Interaction Routing Designer Functions,” on page 430 has
been updated to add new functions.

+ A new paragraph was added to section, “GetConfigOption” on
page 472 to further describe the option name.

+ The following new sections have been added to describe options:
+ “GetCurrentScript” on page 473

“GetlntegerKey” on page 495

+ “KVListFindSubList” on page 497

+ “TargetState” on page 500.

+  “CountSkilllnGroupEx” on page 511

+  “GetSkilllnGroupEx” on page 519

+  “MultiplyTargets” on page 523

+ “SDatalnTenant” on page 574

*

+ Two new graphics have been added in the section, “MultiplyTargets”
on page 523. See Figures 226 and 227.
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The section, “SuspendForEvent” on page 550 has additional
information.

Chapter 4, “Configuration Options”

*

Table 136, “URS Options,” on page 622 has been updated to add,
remove, and revise options.

A note has been added to the section, “call tracking” on page 634.

The following sections have been updated with additional information
to describe these options:

+ “hanged call time” on page 643
+ ‘“use_extrouting_ type” on page 679

A new subsection, “Restoring the Connection to Configuration Server”
on page 702 has been added.

The section, “Retired Options” on page 703 has been updated to
include any options are retired in this release.

Chapter 7. “Routing Statistics”

*

A new subsection, “Failure to Open a Statistic” on page 731 has been
added.
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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 27

« Planning Strategies, page 30

- Limitations, page 30

«  Creating Strategies, page 32

«  Testing Strategies, page 34

+ Loading a Strategy, page 38

- Monitoring Strategies, page 38

« Sharing Strategies, page 42

«  Exporting/Importing Objects Between Strategies, page 44
«  Exporting Strategies, page 46

« Importing (Unpackaging) a Strategy, page 50

«  Migrating Strategies and Other Objects, page 54
+  Modifying Strategies, page 59

« Saving Strategies, page 60

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

* sets

*  Words or word patterns in text-based interactions
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Chapter 1: Routing Strategies Routing Strategies Defined

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

Routing Strategy Types

In Universal Routing 8.1, there are two ways to create routing strategies:

1. Using Genesys Composer, which lets you create SCXML-based strategies.

For more information on these types of strategies, see the chapter on
SCXML strategy support in the Universal Routing 8.1 Deployment Guide.

2. Using Interaction Routing Designer (IRD), which creates strategies in the

Genesys IRL routing language. Figure 3 shows the IRD main window

With either method of creation, Universal Routing Server (URS or “Router”)
executes the routing strategy instructions.

Strategies Cre

ated in IRD

You build and test IRL-based 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 77)
Multimedia (see page 79)
Miscellaneous (see page 79)
Outbound (see page 80)
Routing (see page 78)
Segmentation (see page 78)

Voice Treatment (see page 76)

;:s Routing Design - T2ChatProcessing

| File Edit Yew Tools Help
EE88 1 =R S -]
ER S 0 @EETE || a || 6 e x| ||+ il

Figure 1: Routing Design Window Object Toolbar
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Chapter 1: Routing Strategies Routing Strategies Defined

& Routing Design - &

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 0| 7] G Bl Ep| 5 |

Figure 2: Segmentation Toolbar

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

tr_Agent_Groups * ;lglil

File Edit Wew Tools Help |

L EEIEE L] |

Imacesmm||= |Ema |||z e x||meo|E==l|oe

- S Bouting to Agent Groups on weekdays : :il
| -d?:i:l:g.rejgl{larbusmess hours : _l

For Help, press F1

Figure 3: Example Strategy in the Routing Design Window

Reference Manual

For more information about IRD objects, see Chapter 2, “Interaction Routing
Designer Objects,” on page 63 and the Interaction Routing Designer 8.1 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 8.1 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 8.1 Deployment Guide. Also see the
section on Universal Routing capabilities in 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 Layer 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 254
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:

e 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 5'

Do niok use symbols: @0 2F+=0[]:, 7" < = e o0,

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 88) that are used by the Selection (see
page 326), Service Level (see page 333), and Route Interaction (see
page 322) 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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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 254
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.

The names of List objects items and names of this items keys must consist
of alphanumeric values and/or underscores (_) only.

Creating Strategies

Note: Starting with 7.6, IRD installation gives the option of configuring a
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custom security banner message that displays when users log into IRD.
For more information, see the chapter on configuring by using the
wizard in the Universal Routing 8.1 Deployment Guide.
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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
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 108) in the strategy to obtain the information.

To provide greater flexibility in strategy design and use, you can use variables
(see page 92) 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 120) 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 60). 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 34.)

URS Internal Queues and Performance

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.
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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.

Testing Strategies

After you finish creating your strategy in IRD, 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

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.
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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 Details 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.
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2. Open the strategy that you want to check.
3. Click the Check Integrity button (| & |).

The Check Integrity tool highlights any objects in the strategy that contain
invalid references. For more information about using the Check Integrity tool,
see the Universal Routing 8.1 Interaction Routing Designer Help.

Note: Disable Check Integrity mode when you are updating permissions for a
large number of objects. If Check Integrity mode is enabled, it could
take a long time to update permissions.

Warning! 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.

The Debugging Tool

In your test environment, you can debug a strategy or subroutine by
performing the following steps:

1. Load the 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).

7=l g =
Interaction Design LDEdI ng [=
Routing Design Raouting Server -~ | Shrategy/Schedule Entered | Routed | Aban... | InPro.. | &
Manitoring ﬂ UR_Server_... 24370 | 24361 |9 0

B2 720 _Ava...

Load Skrateqy

nice

Release Strategy
Loading

chknowledgement | 10726 [ 10726 |0 1]

Trace Cn 5 -
hatFroceszing

oo T OfF - -

.:5’3 i [nailprocessing

aroup Loading [In-'tlug I Type I Hosk

Figure 6: Selecting Debug in the Loading List

Note: For detailed information about using the strategy debugger, see the
Universal Routing 8.1 Interaction Routing Designer Help.

After the debug session is started, a dialog box prompts you to enter debugging
parameters.
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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[

[nputAQutput | Errars I

Furnction:

3t T arget[120]

E I

Requested values:

Description Yalue
1 |Target TzDefaulti@skat_Server_720,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 6roup 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 72). In addition, as described in the Universal Routing 8.1 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 153) 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 36).

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

38

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

Monitoring Strategies

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 39, 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 347).

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 46, and the
Universal Routing 8.1 Interaction Routing Designer Help.

42 Universal Routing 8.1 @



Chapter 1: Routing Strategies Sharing Strategies

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 more information, see the Framework 8.1 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 the
Universal Routing 8.1 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 (or later) 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 Details pane, below the Strategies or Subroutines list.
For more information on this feature, see the Universal Routing 8.1 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 in the following steps. For
step-by-step instructions, see the Universal Routing 8.1 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).

44 Universal Routing 8.1 @



Chapter 1: Routing Strategies Exporting/Importing Objects Between Strategies

;:s Routing Design - chbr_enabled_sample
File Edit Wiew Toaols Help
SHE6 4R |36 6 IS

[Bacosnn||a||Ex]mre | [mew|= = =@

ment=GetCustomerSegment[],
rsetServiceType[], . :|
liceCbjective['CBR GetMediaType[ ], service_type,customer_segment,false] [ -2 oo |

Cuk |
Copy |
Paste |
E Atkach comments |
. . . . . . Order L B |
that allows enabling/dizabling of cost based routing for specific interactuion type: : .
: - : Propetties, ..
information (infrastnacture as well as contracts) is propedy configured and |
dy defined. Properties as bext
Port: location |

ot of how it can be achieved ot how to configure it.

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 in which you can find and replace

strings.

+ Click Find to open a dialog box in which 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

46

page 44.
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You can export strategies in two ways:

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 54).

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 56).

Export to File Menu Command

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: 400x_voice ed |

Laak in: I_} |nteraction Fouting Designer [15] j = |'j€ 1r

| irnportske
L leg
| RLU.zcf

Samples,zcf

Current Folder
IE:'xF'ru:ugram FilezhGCTI4 nteraction Bouting Designer [15]

Filez of type:

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

Figure 13: Export of Strategy Dialog Box

3. Keep the entry in Current Folder or select a new folder.
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4. UnderFiles of type, select archive, open, or text.

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.

(T _lbix

File Edt “iew Favorites Tools Help ﬂ'

Qe - Q- ¥/ i3]

Address || ) C\Program Files\GCTIVInberackion Routing Designer {14 NExpartResult bests j a a0

) search Folders

& | Mame | Size | Type = | Date Modified
File and Folder Tasks & 400x_vaice, kvl 1KB KMLFile 1042007 10
j Make & new Folder L-#I:II:Ix woice ><rnlluE 3KE  #MLDocument 100472007 10:
- . 4KB ICFFie 10/4/2007 111

¢N Publish this folder to the —
Figure 14: Example Export Files

You can export one strategy at a time. Alternatively, 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 the Universal Routing 8.1 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 itself, 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 59).
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 the Universal Routing 8.1 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 695.

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 58).

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 47), 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 58).

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 695) to
true in order to guarantee that a *.zcf file will contain the bytecode for
exported strategies.

Import Operation

50

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, in which the
strategy is stored until the unpackaging operation is complete.

Universal Routing 8.1 @



Chapter 1: Routing Strategies Importing (Unpackaging) a Strategy

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 52.

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
the Universal Routing 8.1 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 695,

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 58).

As mentioned in “Cancellation Rules” on page 52, 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

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 47) is more convenient.

The Solution export view does not automatically display updates made
from outside your instance of IRD (for example, changes to
configuration objects, or the switching on or off of the Check Integrity
function). To update the view, right-click anywhere on the List pane,
and then select Refresh.

You can leave the Solution export view and use other IRD functionality
without reactivating the Solution export view. However, if you return
to the Solution export view, the window is still inactive, and you must
clear it. (Refreshing the Solution export view, or closing IRD and
restarting it, also clears the Solution export view.)

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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Figure 16: Example Solution Export View

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: The procedure for performing the export operation for both strategies
and strategy objects is summarized in the following steps. For step-by-
step instructions, see the Universal Routing 8.1 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 Solution 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

56 Universal Routing 8.1 @



Chapter 1: Routing Strategies Migrating Strategies and Other Objects

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 59). 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 56)
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.
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Rezult folder: C:A\Program FilezA\GCT IMnteraction Routing Designer (147
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Mame: 400%_voice, Type: Strategy, Farmat: natisve® rbn).
export file: 4008_woice. rhn
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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).
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Figure 20: Solution Import View and Shortcut Menu

Note: In orderto use Edit properties from the shortcut menu, the
strategy must be saved in text (*.kvl) format as shown in
Figure 18 on page 56.

4. Upon completion, IRD displays a short message about the operation and
gives the option to look at a detailed import log.
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S. Use the context menu command View import Log. To start a 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 8.1 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 others and
implements user security. For more information on this feature, see the
Universal Routing 8.1 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 34.

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 the
Universal Routing 8.1 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 at which 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 that already has
a strategy loaded on it, see the Universal Routing 8.1 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.

Note: IRD checks and gives a warning when saving a strategy or subroutine
if it is locked or used by another strategy or subroutine when the
integrity checking mode is enabled. Also, IRD does not allow a loaded
strategy to be save when the integrity checking mode is enabled.

Strategy Elements

60

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.
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* 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.

Saving the RBN File

Note: The IRD main window displays the *.rbn file location in the Detai Ls
tab (see Figure 5 on page 35).

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, in which 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 in which *.rbn files are stored, see the Universal
Routing 8.1 Deployment Guide.

Default Storage Location by Tenant

Reference Manual

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.
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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.

Note: The Storage Settings tab of the Options dialog box lets you specify a
working directory (see page 59), which is different than the default
storage location by tenant.

Using Save As to Rename Strategies

62

The Rename command has been removed from IRD. To rename a subroutine:
1. Select a subroutine (for example, Sub1).

2. Create a copy (naming it Sub2, for example).

3. Make the necessary changes in Sub2.
4

. 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.

S. (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 the Universal
Routing 8.1 Interaction Routing Designer Help for step-by-step
instructions on building strategies using objects described here.

The information in this chapter is divided among the following topics:
« Reusable Objects, page 64

« Strategy-Building Objects, page 74

«  Object Properties Dialog Boxes, page 85

« Logical Expressions, page 87

«  Variables in Objects and Expressions, page 92

»  The Interaction Design Window, page 98

« Business Attributes, page 102

- Using Objects in Strategies, page 104

« Data and Services, page 107

«  Miscellaneous Objects, page 120

«  Multimedia Objects, page 149

«  Outbound Objects, page 294

«  Routing Objects, page 311

+ Segmentation Objects, page 374

«  SMS Objects, page 386

«  Workflow and Resource Management Objects, page 392
«  Voice Treatment Objects, page 404

« Access Control, page 418
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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

64 Universal Routing 8.1 @



Chapter 2: Interaction Routing Designer Objects Reusable Objects

(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 the Universal Routing 8.1 Interaction Routing Designer Help.

Strategies
Note: The Universal Routing 8.1 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 8.1 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 29). 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 36).
*  You load the strategies that make up 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 98 for information about creating and using business processes.
Subroutines

Note: The Universal Routing 8.1 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 8.1 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 121 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 the Universal Routing 8.1 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.

Note: IRD checks and gives a warning when saving a strategy or subroutine
if it is locked or used by another strategy or subroutine when the
integrity checking mode is enabled. Also, IRD does not allow a loaded
strategy to be save when the integrity checking mode is enabled.

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.

e |

= 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
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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 editing an input parameter value.

Data is exchanged between a strategy and subroutine using input and output
parameters (see““Configuring Variables” on page 93) defined in the subroutine
and the Call Subroutine object (see page 121).

When you create a subroutine in IRD, you can create input and output
parameters to pass data to and from the subroutine.

68

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 121) can be
variables or constants. Variables used as parameters in a Call Subroutine
object appear in the variables list for the strategy. See the Universal
Routing 8.1 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
SubVariable1 in the subroutine. In this case, the data associated with
Variable1 is passed to the subroutine and becomes associated with
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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.

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.

* 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.
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Routing Rules

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 311) use routing rules in their properties.
These include:

* Force (see page 316)

* Load Balancing (see page 317)

* Percentage (see page 318)

* Service Level (see page 333)

» Statistics (see page 346)

* Switch to Strategy (see page 347).
*  Workforce (see page 353)

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 316), Selection (see page 326), 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 72.

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

L7 =] g
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Routing DCesign

Dezcription Aooess

0 ~==] att_account... account type
"""" val_ewisting |nteractionD atal account_tup...
Strategies M wal_new InteractionD atal account_typ...
=] att_language cugtamer language .. | RHD
"""" wal_englizh InteractionD ata'language] = '1'
"""" val_zpanizh | InteractionD ata['language’] = '2'

Subroutines

Figure 23: Example Attributes
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Create attributes only for data that you plan to segment via business rules (see
page 376).

Note: Do not confuse attribute reusable objects that you define in IRD with
Configuration Manager Business Attributes (see page 98).

Business Rules

Business rules are created from the attributes just discussed (see Figure 24).
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Figure 24: Example Business Rules
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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 375) instead of a Generic Segmentation object (see page 383).
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 8.1
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.
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Interaction Data

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 120) and If (see

page 129) objects. You can also use interaction data in certain Function object
functions (see page 127), such as InteractionData (page 461),
InteractionDataINT (page 462), UData (page 465), and BusinessData (page
453). 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 8.1 Interaction Routing Designer Help for more information.

Notes: 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
Distribution Server in load sharing mode are unaffected.
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Statistics

List Objects
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When URS is processing scheduled items (load/unload), this action is
replicated by every instance of URS for its backup server (if one is
configured). The secondary (backup) URS does not have to be
operational for the loaded strategies to be updated; It is done by the
primary URS. The router that is operating in backup mode does not
perform any scheduler tasks. The primary URS has the prerogative of
performing this action or not

In IRD, you can create a custom statistic for use in a strategy or subroutine (see
Chapter 7, “Routing Statistics,” on page 715 for more information).

Note: The IRD installation package supplies sample list objects. For more
information, see the Samples chapter in the Universal Routing 8.1
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 8.0 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 8.1 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 472).
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.
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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 130 for more information on macros.

Strategy-Building Objects

74

IRD provides different categories of strategy-building objects. In toolbar order,
the categories are:

* Voice Treatments (see page 418) to apply busy treatments and mandatory
actions, such as a recorded announcement.

* Data and Services (see page 107) for searching the database for
information and sending interactions to external resources.

* Segmentation (see page 311) for making incoming interactions take
different paths.

* Routing (see page 311) for target selection.
* Miscellaneous (see page 120) to perform miscellaneous operations.

* Multimedia (see page 149) to control how non-voice interactions should be
routed.

¢ Outbound (see Page 294) to support the Genesys Outbound Contact
product.

*  Workflow and Resource Management (see Page 392) to enable you to
control workflow by changing resource states.

* SMS (see Page 386) for creating and sending SMS messages.

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).
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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
click the third icon, buttons for all Segmentation objects drop into view (see
Figure 27).
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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 418).

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

Assign properties in the dialog box.

Nk w0

Connect the Segmentation object to another object; for example, a Routing
object (see page 311) or a Miscellaneous object (see page 120).
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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.

Toolbar Icons

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

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.
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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 418 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.
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Figure 30: Buttons for Data and Services 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 107 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 115 for more
information.

You can use the Web Service object to access Web Services. See “Web
Service” on page 119 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.
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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 39 on page 88)), Date, Time, Day of the Week, ANI (originating
phone), DNIS (number dialed), Business, Classify, and Screen. See “Routing
Objects” on page 311 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 311 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).
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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 120 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

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, Update Contact, Render Message Content, Find
Interaction, Update Interaction, Update UCS Record, Submit New Interaction,
and Distribute Custom Event. See “Multimedia Objects” on page 149 for more
information.
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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
e

Do Mot Update Reschedule
Call Fecord

Figure 35: Buttons for Outbound Objects

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

Buttons for Workflow and Resource Management
Objects

Click the Workflow and Resource Management icon to reveal buttons for
objects used to control workflow by changing resource states (see Figure 36).

=et Agent

ﬂ OO State

0 Force

.l Kl Logout

Set Agent

Eﬂitltimedia hedia State
Siratey

State

Figure 36: Buttons for Workflow and Resource Management Objects

The buttons from left to right are: Set Multimedia Strategy State, Set Agent
DND State, Set Agent Media State, Force Logout.

Buttons for SMS Objects

Click the SMS icon to reveal buttons for objects used for creating and sending
SMS messages (see Figure 37).
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e
Send
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gt
Create u
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Figure 37: Buttons for SMS Objects

Strategy-Building Objects

The buttons from left to right are: Create SMS Out, Send SMS Out.

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 29.

Alphabetical List of 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 161
Add Record Outbound 295
ANI Segmentation 374
Assign Miscellaneous 120
Attach Categories Multimedia 178
Autoresponse Multimedia 181
Business Segmentation 418
Busy Voice Treatments 407
Call Subroutine Miscellaneous 121
Cancel Call Voice Treatments 407
Chat Transcript Multimedia 191
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Table 1: Strategy-Building Objects (Continued)

Strategy-Building Objects

Object Type Page
Classify Multimedia 198
Classify (segmentation) Segmentation 377
Collect Digits Voice Treatments 407
Comment None 81
Create Interaction Multimedia 205
Create Email Out Multimedia 212
Create Notification Multimedia 217
Create SMS Multimedia 221
Create SMS Out SMS 386
Database Wizard Data and Services 107
Date Segmentation 380
Day of Week Segmentation 381
Default Routing 316
Delete User Announcement Voice Treatments 409
Distribute Custom Event Multimedia 226
DNIS Segmentation 381
Do Not Call Outbound 299
Entry Miscellaneous 126
Error Segmentation Miscellaneous 123
Exit Miscellaneous 127
External Service Data and Services 115
Fast Busy Voice Treatments 409
Find Interaction Multimedia 228
Force Logout Workflow and Resource 393
Management
Force Routing Routing 316

82
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Table 1: Strategy-Building Objects (Continued)

Strategy-Building Objects

Object Type Page
Forward E-Mail Multimedia 233
Function Miscellaneous 127
Generic Segmentation 383
Identify Contact Multimedia 237
If Miscellaneous 129
IVR Voice Treatments 409
Load Balancing Routing 346
Macro Miscellaneous 130
MultiAssign Miscellaneous 140
MultiAttach Miscellaneous 140
MultiScreen Multimedia 241
Music Voice Treatments 410
Pause Voice Treatments 411
Percentage Routing 318
Play Announcement Voice Treatments 411
Play Announcement and collect digits Voice Treatments 412
Play Application Voice Treatments 412
Processed Outbound 302
Queue Interaction Routing 320
RAN Voice Treatments 413
Record User Announcement Voice Treatments 414
Redirect E-Mail Multimedia 250
Render Message Content Multimedia 254
Reply E-Mail From External Resource Multimedia 258
Reschedule Outbound 305
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Table 1: Strategy-Building Objects (Continued)

Strategy-Building Objects

Object Type Page
Ringback Voice Treatments 415
Route Interaction Routing 322
Screen Multimedia 263
Screen Segmentation 384
Selection (target selection) Routing 326
Send E-Mail Multimedia 269
Send SMS Out SMS 390
Service level Routing 333

Set Agent DND State

Workflow and Resource 395

Management

Set Agent Media State

Workflow and Resource 398

Management

Set Default Destination

Voice Treatments

415

Set Multimedia Strategy State

Workflow and Resource 400

Management
Silence Voice Treatments 415
Statistics Routing 346
Stop Interaction Multimedia 274
Submit New Interaction Multimedia 277
Switch to Strategy Routing 347
Text to Speech Voice Treatments 415
Text to Speech and Collect Digits Voice Treatments 416
Time Segmentation 385
Update Contact Multimedia 281
Update Interaction Multimedia 285
Update Record Outbound 307
Update UCS Record Multimedia 290
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Table 1: Strategy-Building Objects (Continued)

Object Properties Dialog Boxes

Object Type Page
Verify Digits Voice Treatments 416
Web Service Data and Services 771
Workbin Routing 348
Workforce Routing 353

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 423.

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

Reference Manual

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 38 shows an example properties dialog box for the Selection object.
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Selection properties

Generall Busy  Target Selection I

Object Properties Dialog Boxes

x|

— Statizhics

Mame I j

— T argets

= % ¥ Clear Taiget

Timeuutlﬂ Sec

StatServer

Type Mame
1 (Agent Group VISA

2 |Agent Group M

3 [Agent Group DISCOYERY

—irtual Glueue
v Use Yitual Queus

Alias |VE!_\-“IS!1'« |
Switch | =l
Mumber I j

o |

Cancel | Help |

Figure 38: 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 38, the parameters
you specify are routing targets (see Table 112, “Target Types,” on
page 359). A routing target can also be specified as a skill expression.

The parameters of some Segmentation objects are logical expressions (see

Figure 39 on page 88).

The properties dialog box for the Function object includes the function
name, parameters and values (see Figure 66 on page 128).

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 the Universal Routing 8.1
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 39).

The Skill Expression Properties dialog box of a Routing object (see
page 90).

The If object (see Figure 67 on page 130).
The Assign object (see Figure 61 on page 120).

Some Function objects (see page 89).

Expression Builder

Reference Manual

Figure 39 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 39: Expression Builder Dialog Box

Skill Expressions

Note: Also see “Skill Target in Routing Objects” on page 363 and ““Skill
Targets and Skill Expressions” on page 365,

You can route interactions to the most appropriately skilled agent using a skill
expression. Figure 40 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
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Pl e ™ Jda

oK Cancel |  Hep |

Figure 40: 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
8.1 Stat Server User s Guide.

* Functions that support skill expressions include CountSkilllInGroupEx (see
page 511), GetSkilllnGroupEx (see page 519), CreateSkillGroup (see
page 514), and Multiskill (see page 526).
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* These Routing objects allow skill-routing targets: Selection (page 326),
Statistics (page 346), Service Level (page 333), Route Interaction
(page 322), and Workbin (see page 348). See page 363 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 722) or StatAgentLoadingMedia
(page 724) 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 72),
a variable (page 92), or a function (Figure 39 on page 88). 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

90 Universal Routing 8.1 @



Chapter 2: Interaction Routing Designer Objects

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 120). 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 120)
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 55 on

page 111). 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 71) 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 41 shows the Variable List dialog box
with six variables defined.

x|
2 X @ B

Variable Type Scope
Skill_Routing _1 STRIMNG LAl
Skill_Routing_2 STRIMNG LAl
Skill_Routing_3 STRIMNG LAl
Skill_+DL_Routing STRIMNG LAl
Skill_xDL_Routing2 STRIMNG LAl
Skill_xDL_Routing3 STRIMNG LAl

| k. I Cancel

Figure 41: 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 326) and Route
Interaction object (see page 322). Figure 42 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 ¥ Clear Target Tirreout I'Iﬂ "I Sec
Ty¥pe Mame StatServer
1 [variable Skill_Raouting_1
2 |Variable Skill_Routing_z2
3 |variable Skill_Ruouting_3
4 |Yariable Skil_*DL_Routingl
5 |Yariable Skill_#DL_Routing2
g |variable Skill_¥DL_Raouting3 3

Figure 42: Routing Based on the Value of a Variable
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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 108), when you assign the output or key-
value pairs to one or more variables, a dialog box opens (see Figure 56 on
page 111) where you click the Edit Variables button to bring up the
Variable List dialog box.

In the Generic Segmentation object (see page 383), click the down arrow
in the Expression column to bring up the Expression Builder (see

Figure 201 on page 383). In the Expression Builder, click the Variables
button.

In the properties dialog box for the If (see page 129), Assign (see
page 120), or Function (see page 127) Miscellaneous objects, click the
Variables button to bring up the Variable List dialog box.

The Multi-Assign object (see Figure 76 on page 140) 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 97, and also Table 6 on page 97.

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 61 on page 120)

Database Wizard (see Figure 55 on page 111)
MultiAssign object (see Figure 76 on page 140)

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

Assigning a Variable in the Function Object

Figure 43, under Expression at the top left, shows the output of the Rand
function assigned to the variable min_skilLl_level.

94
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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
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ecelmneoss | ECH . Vabes  |
Parameter Value
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Retum value type: INTEGER. This function retum random number in bounds from 1 to ;I
specified interval.

ok | Cancel | Hep |

Figure 43: 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 44).
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Variable list x|

Export to file v
=X e 8

Import from file ‘Jeriahle Type Scope
matchResult STRING SCRIPT
simple_error_code INTEGER Lzl

Cancel |

Figure 44: 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.

* Clicking 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

keys.

STRING, INTEGER, FLOAT, or
LIST. List members are accessed by

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

LIST List of values of any valid type: user data = {FirstName=

"Rodolphe", Contactld =

"0005Ub6CJC6HO0001", LastName =

"Godreul”}

Name:Greg|Lastname:Smith|phone: 1
9253571243

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

Table 6: Variable Scope (Continued)

Scope

The variable retains its value

USER

A USER variable is created when the tenant is active, and it is
destroyed when the tenant is released from URS’s memory.
Everything running within the tenant can change the value of the
same USER variable. Values are shared within the current tenant.

GLOBAL

A GLOBAL variable is created when the particular instance of
URS runs, and it is destroyed when the URS stops running or is
released from memory. Everything running on this instance of
URS can change the value of the same GLOBAL variable. Values
are shared within the entire URS instance.

INTERACTION

An INTERACTION variable is created when a particular
interaction is active, and it is destroyed when the interaction ends.
The value of an INTERACTION variable for one interaction has
no effect on the value of the same INTERACTION variable for
another interaction. Values are shared for the current interaction
only.

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 46 on page 100).

Business Processes

98

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. An
interaction workflow comprises one or more business processes.

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 genera