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About Genesys

Genesys is the world's leading provider of customer service and contact center software
- with more than 4,000 customers in 80 countries. Drawing on its more than 20 years of
customer service innovation and experience, Genesys is uniquely positioned to help
companies bring their people, insights and customer channels together to effectively
drive today's customer conversation. Genesys software directs more than 100 million
interactions every day, maximizing the value of customer engagement and
differentiating the experience by driving personalization and multichannel customer
service - and extending customer service across the enterprise to optimize processes
and the performance of customer-facing employees. Go to www.genesys.com for more
information.

Each product has its own documentation for online viewing at the Genesys
Documentation website or on the Documentation Library DVD, which is available from
Genesys upon request. For more information, contact your sales representative.

Notice

Although reasonable effort is made to ensure that the information in this document is
complete and accurate at the time of release, Genesys Telecommunications
Laboratories, Inc. cannot assume responsibility for any existing errors. Changes and/or
corrections to the information contained in this document may be incorporated in future
versions.

Your Responsibility for Your System’s Security

You are responsible for the security of your system. Product administration to prevent
unauthorized use is your responsibility. Your system administrator should read all
documents provided with this product to fully understand the features available that
reduce your risk of incurring charges for unlicensed use of Genesys products.

Trademarks

Genesys and the Genesys logo are registered trademarks of Genesys
Telecommunications Laboratories, Inc. All other company names and logos may be
trademarks or registered trademarks of their respective holders.
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1 Deployment Guide

This section describes how to configure and install the Gp/us Cloud Pack for Siebel CRM.
It includes the following sections:

Overview, page 4

New in This Release, page 5

Installation, page 5

Configuring Siebel, page 6

1.1 Overview

The Gplus Cloud Pack for Siebel CRM contains Siebel-side related components required
for Gplus Adapter for Siebel CRM.

The Cloud Pack component consists of several major components:

Gp/us Communication Driver

The Gplus Communication Driver is a thin layer that delivers messages between
Siebel Communication Server and the Gp/us Communication Server. The Gplus
Communication Driver must be deployed on a Siebel Server host. The Gplus
Communication Server is deployed by Genesys Cloud (refer to the Gp/us Adapter
for Siebel CRM Deployment Guide for more details).

Gp/us Multimedia Component Siebel part

The Gplus Multimedia Component is used for multimedia communications, such
as email and chat.

Gp/us Voice Component Siebel part
The Gplus Voice Component is used for voice communications.
Gp/us Media Routing Component Siebel part

The Gplus Media Routing Component is used for routing and processing open
media interactions, such as Siebel email interactions.

Note: The Gpl/us Cloud Pack is a prerequisite for all Siebel-side components.
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The configuration and installation of the Cloud Pack consists of the following steps:

=

Installing the Cloud Pack. (See, Installation, page 5.)

2. Deployment of the Communication Driver on a Siebel host. (See, Configuring
Siebel, page 6.)

3. Configuring Siebel. (See, Configuring Siebel, page 6.)

1.2 New in This Release

This section provides information about new features or functionality in the Gp/us Cloud
Pack for Siebel CRM.

Refer to the Gplus Adapter for Siebel CRM Deployment Guide for more details.

1.3 Installation

The installation process for the Gp/us Adapter 8.0 Cloud Pack for Siebel CRM consists of
the following steps:

e Installing the Cloud Pack
e Configuring the GenCommDrv. ini file (optional)

Before installing, the system administrator must ensure they have the appropriate
privileges to run the installation and stop the Siebel Server.

Note: Do not use special symbols in any destination directory name when installing in a
UNIX environment.

<Inst Dir> - the directory where the Cloud Pack is installed.

<Siebel Version> - the version of Siebel supported by Cloud Pack (versions 1P2013
and IP2014 are currently supported).

Installing the Cloud Pack

1. To start the installation process:
a. For Windows, run setup.exe
b. For UNIX, run install.sh

Respond to the installation prompts, as required.

Stop the Siebel Server.

4. Move the files from the <Inst Dir>/CommunicationDriver subdirectory of
the target installation directory on the dedicated host to the bin folder (for

w N
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Windows), or to the 1ib folder (for UNIX) in the Siebel directory hierarchy of the
Siebel host.

Configuring the GenCommbDrv.ini File

This step is optional. For more information, refer to the section, “Configuring the
GenCommbDrv.ini File (Optional)” in the Gp/us Adapter for Siebel CRM Deployment
Guide.

1.4 Configuring Siebel

This section describes how to configure the Communication Driver part of the Gplus
Cloud Pack for Siebel CRM. For more information, refer to the section “Configuring the
Siebel CTI for the Communication Server” in the Gp/us Adapter for Siebel CRM
Deployment Guide.

For Siebel-side installations, refer to Gp/us Adapter for Siebel CRM Deployment Guide
for information about the configuration of the Communication Driver, Multimedia, Voice,
and Media Routing components.

For all procedures related to the Genesys-side installation and configuration, contact
Genesys.

List of files in the Cloud Pack:

<Inst Dir>/CommunicationDriver — Genesys Communication Driver files:

GenCommDrv.dll
GenCommDrv.ini
GenCommDrv.pdb

<Inst Dir>/1IMAGES - Images used by the adapter

<lnst Dir>/<Siebel Version>/Common — Common files for all components:

GenComm_LOV.xml
GenComm_universal .def
GenesysTools.sif
GenSymbolicStrings.sif
GenTool Import.xml
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<Inst Dir>/<Siebel Version>/MediaRouting — Files related to the Media
Routing component:

GplusMediaRouting.sif

<Inst Dir>/<Siebel Version>/Multimedia - Files related to the Multimedia
Routing component:

Gplus.xml
GplusMCR_Email_Chat.sif
GplusMCR_Email_Chat_nested.sif
GplusMCR_LOV .xml

<Inst Dir>/<Siebel Version>/Multimedia/SCRIPTS — Browser scripts (this is
the directory referred to in the Gp/us Adapter for Siebel CRM Deployment Guide as
<Installation Directory>/<Siebel Version>/SCRIPTS)

<Inst Dir>/<Siebel Version>/Multimedia/WEBTEMPL — Web templates (this
is the directory referred to in the Gp/us Adapter for Siebel CRM Deployment Guide as
<Installation Directory>/<Siebel Version>/WEBTEMPL)

<Inst Dir>/<Siebel Version>/Voice - Files related to the Voice component:

GenComm.sif
GenComm_OCS.sif

Use the above files when performing the installation steps described in the Gplus
Adapter for Siebel CRM Deployment Guide.

2 User’'s Guide

Refer to the Gp/us Adapter for Siebel CRM User’s Guide document for information about
using the Adapter. (Note that some features might not be supported in your
environment.)

3 Unsupported Features

Campaign Synchronization
Configuration Synchronization
iWD Routing

Voice Callback

Expert Contact Feature

SIP Business Continuity
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