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About This Software

Composer is an Integrated Development Environment (IDE) used to develop applications for:

e Genesys Voice Platform (GVP)—a VoiceXML-based media server for network service
providers and enterprise customers, and

e Genesys Orchestration Server (ORS)—an SCXML engine that works in conjunction
with the Genesys Universal Routing Server (URS) and Genesys Interaction Server for
routing of both voice and non-voice interactions.

Although the product name is Composer, the terms “Composer Voice” and “Composer Route”
used in some places in the product, refer to the collection of capabilities that are used
specifically for GVP application development, and ORS/URS application development,
respectively. Users may hide Composer Voice and/or Composer Route capabilities through a
Composer preference setting. This is useful for developers who are only using one of these
Genesys platforms.

Composer is an Eclipse-based application. The use of Eclipse as the underlying framework
enables the use of third party IDE plug-ins, supporting integration with third party source code
control systems, server-side development enhancements, and side-by-side development of any
business logic required to support your applications.

Composer can run on the Windows 2003, Windows 2008 (32-bit), Windows XP, Windows
Vista, and Windows 7 (32-bit) operating systems.

Application Development

Composer provides both a drag and drop graphical development of voice applications (or
“callflows”) and routing strategies (or “workflows”) as well as syntax-directed editing of these
applications.

For GVP applications, Composer supports editing of VoiceXML 2.1, CCXML1.0 and SRGS 1.0.

For ORS/URS applications, Composer supports editing of SCXML 1.0. ORS/URS applications
which may be developed in an “offline” mode, without requiring the user to connect to Genesys



Configuration Server. Depending on what the user needs to do, she may be required to
connect to Configuration Server or another system. For example, the user would need to
connect to Configuration Server in order to access configuration objects through the Target
block. Similarly, she would be required to connect to a database server in order to create a
database query through Composer's Query Builder.

GVP Application Debugging

Composer provides real-time debugging capabilities for GVP voice applications. The debugger
is integrated with GVP for making test calls, viewing call traces, and debugging applications. It
supports accessing SOAP and REST-based Web Services. Database access is possible using
server-side logic and a Web Services interface.

New Features in Release 8.0.x

Composer 8.0.4. The following new features are included in this release:

e Features related to application development for the Genesys Voice Platform (GVP):

@)

o

@)

@)

Context Services support—This release expands support for the Context
Services capability of the Genesys Universal Contact Server and its underlying
database. Starting with this release, VXML application developers can access
customer profile, preference, and resource-related information through Context
Services function blocks. This data can then be used within a self-service
application.
= The following Context Services blocks are now available for VXML
applications: Associate Service, Complete Service, Complete State,
Complete Task, Enter State, Create Customer, Identify Customer,
Query Customer, Query Services, Query States, Query Tasks, Start
Service, Start Task, and Update Customer.
= This release adds support for multi-valued Context Services extension
data, which is applicable to all Context Services blocks. Note:
Universal Contact Server 8.0.2 or later is required for multi-valued
extension support.
= You can map returned data to application variables for the following
VXML/SCXML Context Services blocks; Query Customer, Identify
Customer, Query Services, and Query States.
Additional VXML schemas can be added into Composer and used in
namespaces for new VXML files created through Composer's VXML editor.
The Set Call Result block for voice applications allows tagging of calls with
SQA call status (success, failure).
The Disconnect block adds a Reason field. The content can be either an
ECMASCcript expression created in Expression Builder or free-form text.

o Features related to application development for the Genesys Orchestration Server

(ORS):

o

Additional Context Services support—Building on the Context Services blocks
introduced in Composer 8.0.3, the 8.0.4 release includes additional blocks for
managing customer conversations:
= The following new Context Services blocks are available for SCXML
applicaitons: Create Customer, Start Task, Complete Task, and Query
Task.
= You can map returned data to application variables for the following
VXML Context Services blocks; Query Customer, Identify Customer,
Query Services, and Query States.
Additional features for routing of inbound voice interactions—These new
features move Composer to parity with Universal Routing's strategy creation



tool, Interaction Routing Designer (IRD):
= A new Routing Rule block provides the ability to use routing rules for
target selection, which were previously created through IRD and
stored in the Genesys Configuration Database. Supported routing
rules include load balancing, percentage allocation, service level
routing, and statistical routing.
= A new Force Routing block provides support for force routing of
inbound voice interactions.
= The Target block, used for routing voice interactions, adds new
properties to support building conditional expressions, such as those
used for share agent by service level agreement routing. A new
Threshold property allows you to build threshold expressions, which
can use relational operators, user-defined variables, and the following
URS threshold functions:
= sdata for routing conditions based on statistics
» acfgdata for routing conditions based on data stored in
Configuration Server Application objects
= callage to return the age of an interaction
= |cfgdata for routing conditions stored in Lists objects
= The Target and Route Interaction blocks add a Priority property, which
lets you select a variable that contains an expression returning the
priority that the interaction will be given in the queue.
o The Branching block now supports segmenting incoming interactions based on
call type and/or media type.
o The ECMAScript block (through Expression Builder) exposes the following
functions:
» findServiceObjective, which can find/retrieve a Configuration Server
service objective for a given combination of Customer Segment,
Service Type, and Media Type.
= priorityTuning, which can adjust the priority of an interaction by taking
into account age, expected wait time, and service objective.
o The User Input block adds support for verify digits, retry, success case, and
failure case prompts.
o Voice Treatment blocks are added/enhanced:
= The Pause block can be used to insert a pause between treatments.
= The Create User Announcement block can be used to record an
announcement from a user (supports multiple prompts).
= The Delete User Announcement block can be used to delete an
announcement from the Create User Announcement block, possibly in
a different workflow.
= The IVR block may be used to send an interaction to an Interactive
Voice Response unit. It has both Compatibility and Non-Compatibility
modes to support, for example, specifying a remote resource to be
used for a treatment.
= The User Input block adds support for verify digits, retry, success
case, and failure case prompts.
» The following Voice Treatment blocks add Wait for Treatment End and
Request ID properties: Play Application, Play Message, and User
Input.
o The Target block is enhanced to display the followig busy treatments: verify
digits, pause, and IVR.
e Additional features for routing of non-voice interactions:
o Workbin blocks can be added to interaction process diagrams. The Workbin
block, representing a temporary storage area for interactions, can be
associated with agents, agent groups, places, or place groups. You have the



o

option to define one or more views for a workbin, which define the conditions
for extracting interactions and directing them into workflows.

The SMS block allows you to specify a pre-written text for the content of the

SMS.

The Route Interaction block adds a Workbin Name property. Its value will be
used as the workbin for targets specified in the block.

e Other New Features

o

You can now save a callflow or workflow diagram as a template and have it
appear on the list of available templates when creating a new diagram.
Diagrams saved as templates can exported to/imported from the file system.
When defining a database connection profile, you can enable connection
pooling, which maintains a set of database connections that can be reused for
requests to databases. You can use this feature to enhance performance by
avoiding time-consuming re-establishment of connections to databases.

When defining the languages an application supports, you can now define
custom locales. Also, new additional Composer-defined locales are introduced:
Hong Kong Cantonese, English-Irish, English-India, English-Scottish, Mexican-
Spanish, Icelandic-Iceland, Thai-Thailand, Bengali-India, Spanish-Argentina,
United States-Spanish, Gujarati-India, Kannada-India, Malayalam-India,
Marathi-India. Oriya-India, Punjabi-India, Tamil-India, Telugu-India

In cases where the DB Data block returns multiple records, a new Looping
block, available for both callflows and workflows, can loop through all the
records. For each iteration of the loop, mapped variables can be populated
with the values of the next record.

A new Composer 8.0 Routing Applications User’s Guide, available on the
Genesys documentation library DVD, introduces first-time Composer users to
the GUI, interaction process diagrams, and workflow diagrams.

Composer 8.0.3. The following new features are included in this release:

e Compatibility with GVP 8.1.2 release features. This includes:

O
@)
@)

Sample VXML code template as an example of how to handle N-Best results
All Composer blocks that support prompts now support RTSP URIs.
The Help documents how to create and import prompts recorded as per the
Prompt Manager export specifications.
A new Entry block property allows suppression of data within the Nuance 9
platform ASR logs.
Non-numeric strings can be dialed for transfer destinations.
Support for the Call Progress Analysis/AMD on transfer feature using the
Genesys media server, third party media gateways, and the PSTN Connector.
Support for the following AT&T transfer method options:
Out of Band Courtesy for blind transfer type
= QOut of Band Consult and Transfer for blind and consultation transfer
types
= Qut of Band Conference and Transfer for blind and consultation
transfer types

e Compatibility with ORS 8.0/URS 8.0 for routing workflow development. New features

include:

o

Support for Context Management Services of Universal Contact Server and
the Universal Contact Server Database, a repository of customer-related,
service, and interaction-centric data (current and historical). Capabilities
included allow you to create workflows that:

= Identify customers and update their profiles

= Extend customer profiles with user-defined information

= Query a customer's profile



= Associate services with customers

= Create/start/complete customer services

=  Query customers' active services

= Enter and complete service states

= Query service histories

= Query active and completed service states
Interaction Processing Diagrams (IPDs), where you define how interactions are
processed from various media servers into staging queues and routing
workflows
An initial set of capabilities for developing workflows to process multimedia
interactions, including workflows that can:

= Create an outbound e-mail

= Perform various types of processing on e-mails including sending

= Route a multimedia interaction to a target

» Place a multimedia interaction in a queue

= Invoke functions through Genesys External Service Protocol

= Create, process, and send a Short Message Service text message

= Send Stop processing information for an interaction to Interaction

Server and update the Universal Contact Server Database

e Additional features:

o

Documented ability to hide file types in Composer's File > New menu

Composer 8.0.2. The following new features are included in this release:

e Compatibility with GVP 8.1.1 release features. This includes:

@)
@)

o

Support for catching error.com.genesyslab.subdialog.maxdepthexceeded
Support for catching Call Progress Analysis events through custom event
handling

Support for offboard DTMF recognition

e Application development features. These include:

o

O O O O

Authoring of URS routing strategies, known as “workflows”, through drag-and-
drop visual designer or direct creation and editing of SCXML files. URS 8.0 has
the ability to execute strategies created in Composer and deployed to an
application server. Composer supplies the following new routing blocks: Entry,
Exit, Asign, ECMAScript, Disconnect, Subroutine, Target, Play Application,
Play Sound, Play Message, User Input, Set Default Route, Branching DBData,
and WebRequest.

Ability to write ECMAScript within a routing strategy, which will be executed by
an application server during runtime. Examples of how ECMAScript would be
used include data type and string manipulation functions.

Ability to connect to Genesys Configuration Server during application design
time, to access specific Genesys configuration objects that are referenced in
routing strategies

Ability to create routing statistics

Ability to create list objects for use in routing strategies

Validation of the SCXML routing strategy files, for syntax errors

Web services stubbing, which allows Composer users to work with Web
services in an “offline” mode when they do not have access to the Web service
itself or if the Web service is under development

Global exception handling available through the Entry block of a routing
strategy.

New Query Builder for use with the DBData block, in both voice application
callflows as well as routing strategy workflows.

Ability to execute database stored procedures, as a property of the DBData
block



o The user may select the default and active locales to use for a project when
creating a new project through Composer’s Project wizard. This will drive the
available locales within Composer’s Grammar Builder and Prompts Manager.
Additional locales may be added to the project at any time.

Additional features:

o Composer can optionally create pre-defined statistics for URS, when
Composer is first connected to Configuration Server

o The Composer user can define new statistics through Composer, which will be
saved in the Genesys Configuration database. These statistics can then be
used in Target blocks within a routing strategy.

o Support for silent installation of the Composer installation package, enabling
rapid deployment by IT to client desktops on the network

o Import and export of Composer projects as well as individual routing strategy
files.

o Ability to create and then import and export custom function blocks

o The Composer user can start and stop the bundled Tomcat server from within
Composer

Composer Voice 8.0.1. The following new features are included in this release:

Compatibility with GVP 8.1 release features. This includes:
o New and updated application blocks including CTI blocks to work with
CTIConnector.
o Suppressing sensitive information in GVP metrics and logs.
o Full call recording blocks, ASR engine release block.
Application development features. These include:
o New type of project - .NET Voice Project targeting ASP.NET/C# for server side
development.
o Prompt Editor for reviewing and managing prompts including playing and
recording audio files in formats supported by GVP.
o Grammar Builder for visually creating grammars and working simultaneously
with multiple locales.
o Code simulation view.
o More debugging information available in exceptions.
Support for working with databases through a set of new database blocks and a visual
query builder.
Support for additional webservers/application servers — JBoss 4.2.3, IBM WebSphere
6.1, Microsoft 1IS 6.0, Microsoft IIS 7.0, and Tomcat 6.0 on Red Hat Linux.
Automated migration and archival for Composer Voice 8.0 projects.
User assistance features like new sample applications and cheat sheets.
Updated context-sensitive Help System integrated within Eclipse Help.
VMware support.

Composer Voice 8.0.0. The following features are included in this release: Note: Although
Composer Voice draws upon the capabilities formerly within Genesys Studio, significant new
capabilities have been added.

Graphical drag and drop call flow designer.

Rich palette of pre-built components, including server-side SOAP/REST/HTTP
requests.

Full Project Management capabilities.

Integrated real-time debugger for VXML applications.

Call flow annotations and error indicators.



Full featured Java Server Page (JSP) editor.

Full featured CCXML 1.0 and VoiceXML 2.1 editors with Context Sensitive Help.
GRXML 1.0 development Editor with Context Sensitive Help.

Customizable code template libraries.

Integrated support for SIP Server-based CTI.

Voice Application Reporter palette objects.

Directories on This CD

documentation
Contains the ReadMe file, the graphics for the ReadMe, and the versions.html file.

solution_specific
Contains the installation files for the software.

templates
Contains the application templates used for configuration.

Documentation
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Product documentation and release notes are available on the Genesys Technical Support
website and on a separate documentation library DVD shipped with your software. We
recommend that you read the release notes first, followed by the Deployment Guide.

Any information regarding this release that was discovered too late to be included in the
documentation is available in the Release Advisory.

In addition to an updated library of product documentation, the Genesys Technical Support
website also contains product advisories that describe recently discovered issues related to
Genesys products.

Technical Support

Return
to Top

Contacting

Genesys provides technical support to customers worldwide with support centers in eastern
Canada, the United Kingdom, Australia, India, and Japan. You can contact Genesys Technical
Support by telephone, e-mail, or on the World Wide Web.

For complete information on how and when to contact Technical Support, read the Genesys
Technical Support Guide. Please tell the Technical Support representative that you are a
Composer 8.0 customer. For a list of the software versions that are on this CD, click here.

Licensing

Along with its software, Genesys supplies its customers with software licenses. Licenses
manifest the customers’ legal rights to use the features that Genesys software provides. To
obtain the necessary product licenses, you will need to complete an order form, which has
detailed information to assist you in placing an order. For complete information on obtaining
licenses, refer to the Genesys Licensing Guide on the Technical Support website and the
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licensing section of the Genesys Migration Guide.

Configuration Support

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

e Genesys Supported Operating Environment Reference Manual
e Genesys Supported Media Interfaces Reference Manual

Legal Notices
Copyright

This CD and all its contents © Copyright 2010, Genesys Telecommunications Laboratories,
Inc. All rights reserved.

Patents

Genesys applications are covered by one or more of the following patents (and non-U.S.
equivalents thereof), which are owned or licensed by Genesys Telecommunications
Laboratories, Inc.:

4977520; 5103449; 5097528; 5311577; 5402474, 5652866; 6130933; 5802163; 5812644,
5825870; 5917817; 5915012; 5933492; 5765033; 5995614; 5995615; 5953405; 6185292,
5963632; 6185291; 5926538; 5946387, 6201863; 5907598; 6018578; 5940495; 6038602;
5999612; 5940496; 5970126, 6148074, 5915011; 5905792; 5991391, 5991392; 6185287,
6205412; 5926539; 6078581, 6064667, 6393015; 6134315; 5960073; 6181788; 6104801,

5953332; 6175563; 6289094, 5970065; 6011792; 5940497, 6449270; 6480600; 6198739;
6359981; 5991393, 6005931, 5960442; 6104802; 6055308; 6072864; 6128646; 6021428,
6175564; 6373836; 6044146; 5943416; 6002760; 6047060; 6067357; 6456615; 6201804,
6339593; 6078566; 6044368; 5991395; 6263066; 5991723; 6141724; 6118866, 6181692;
6411615; 6230197; 6108711, 6212178; 6389007; 6138139, 6167395; 6370508; 6170011,

6459697, 6215783; 6157655; 6122365; 6381640; 6332154; 6076093, 6445788; 6229888;
6421329; 6421325; 6381222; 6118865; 6389028; 6389133, 6122360; 6259786; 6496702,
6434231; 6178239; 6512763, 6442247, 6408064; 6418146; 6449358, 6346952; 6286033,
6345305; 6259774; 6393018; 6320951, 6298130; 6259692; 6453341, 6470080; 6337904,
6373937, 6473787

Trademarks

Genesys and the Genesys logo are registered trademarks of Genesys Telecommunications
Laboratories, Inc. in the U.S.A. and other countries.

All other trademarks are the property of their respective owners.

Return Your Responsibility for Your System
to Top
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You are responsible for product administration and system security. Please prevent
unauthorized access. Your system administrator should read all documents provided with this
product to fully understand the features available that can reduce the risk of system damage.
System damage or loss caused by unauthorized access is not covered by maintenance and
support or a Genesys warranty. In addition, Genesys software is proprietary. Unauthorized
access may lead to violations of your confidentiality obligations under your contract with
Genesys.

Third-Party Software Acknowledgments

Genesys follows applicable third-party redistribution policies to the extent that Genesys
solutions utilize functionality of commercial or non-commercial third parties.

The audio prompts used in Composer are provided by GMVoices (http://www.gmvoices.com).

This product includes software developed by the Apache Software Foundation
(http://www.apache.orq).

This product includes code licensed from RSA Data Security.
This product includes WSTX distributed under terms of the Apache Public License 2.0.

This product includes software developed by the JDOM Project (http://www.jdom.org).

This product includes software developed by the Jaxen Project (http://www.jaxen.org).

This product includes software developed by the SAXPath Project (http://www.saxpath.orqg).

SAX Project, indicated as part of Apache Ant in file org.apache.ant_1.7.1.v20090120-
1145\about_files\NOTICE, is not included in this distribution.

This product includes code from the World Wide Web Consortium (W3C) for the Document
Object Model APl (DOM API) and SVG Document Type Definition (DTD).

This product includes Open ArchitectureWare Classic distributed under terms of the Lesser
GNU Public License 2.1.

This product includes Glassfish appserv-commons distributed under terms of the Common
Development and Distribution License 1.0.

This product includes Java Server Faces distributed under terms of the Common Development
and Distribution License 1.0.

This product includes XML Schemas for Java Persistence distributed under terms of the
Common Development and Distribution License 1.0.

This product includes Java Persistence API distributed under terms of the Common
Development and Distribution License 1.0.

Return This product is based in part on the work of the Independent JPEG Group. This product
to Top includes the Independent JPEG Group's software under the Independent JPEG Group License,
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included in this distribution.
This product includes software developed by Geoff Kuenning and other unpaid contributors.

This product includes software from the W3C. Copyright © 2008 World Wide Web Consortium,
(Massachusetts Institute of Technology, Institut National de Recherche en Informatique et en
Automatique, Keio University). All Rights Reserved. http://www.w3.0rg/Consortium/Legal/.

This product includes materials provided by the Open Mobile Alliance:

e Wireless Markup Language (WML) Document Type Definition.Copyright Wireless
Application Protocol Forum Ltd., 1998,1999. All rights reserved.

e XHTML Mobile profile, a proper subset of XHTML. @Wireless Application Protocol
Forum, Ltd. 2001.

This product includes SAT4J distributed under terms of the Eclipse Public License 1.0.
This product includes c3p0 distributed under terms of the Lesser GNU Public License 2.1

Apache XML Serializer product includes software developed at The Apache Software
Foundation (http://www.apache.org/).

Portions of this software was originally based on the following:

software copyright (c) 1999-2002, Lotus Development Corporation, http://www.lotus.com.

software copyright (c) 2001-2002, Sun Microsystems, http://www.sun.com.

software copyright (c) 2003, IBM Corporation, http://www.ibm.com.

This product includes Java SSH Applet. Copyright (c) 1998 Cedric Gourio
(http://www.math.ucdavis.edu/~bill/java/ssh/).

(javassh@france-mail.com)

This program is FREE FOR COMMERCIAL AND NON-COMMERCIAL USE.
You can freely modify the code.

You should however include this copyright notice in any redistribution

and please keep in touch with the author for any feedback.

SOAP-EnNc:

Copyright © 2001 World Wide Web Consortium, (Massachusetts Institute of Technology,
European Research Consortium for Informatics and Mathematics, Keio University). All Rights
Reserved. This work is distributed under the W3C® Software License [1] in the hope that it will
be useful, but WITHOUT ANY WARRANTY:; without even the implied warranty of
MERCHANTABILITY or FITNESS FOR A PARTICULAR PURPOSE.

[1] http://www.w3.org/Consortium/Legal/2002/copyright-software-20021231

Mozilla Rhino is distributed under terms of the Mozilla Public License 1.1

SVG 1.1 Java Binding: http://www.w3.0rg/TR/SVG11/java.html.

Copyright © 2008 World Wide Web Consortium, (Massachusetts Institute of Technology,
European Research Consortium for Informatics and Mathematics, Keio University). All Rights
Reserved. This work is distributed under the W3C® Software License [1] in the hope that it will
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be useful, but WITHOUT ANY WARRANTY; without even the implied warranty of
MERCHANTABILITY or FITNESS FOR A PARTICULAR PURPOSE.
[1] http://www.w3.org/Consortium/Legal/2002/copyright-software-20021231

SMIL Animation 1.0 Java Binding: http://www.w3.org/TR/smil-animation/.

Copyright © 2008 World Wide Web Consortium, (Massachusetts Institute of Technology,
European Research Consortium for Informatics and Mathematics, Keio University). All Rights
Reserved. This work is distributed under the W3C® Software License [1] in the hope that it will
be useful, but WITHOUT ANY WARRANTY:; without even the implied warranty of
MERCHANTABILITY or FITNESS FOR A PARTICULAR PURPOSE.

[1] http://www.w3.org/Consortium/Legal/2002/copyright-software-20021231

CSS SAC 1.3 Java Binding: http://www.w3.0rg/Style/CSS/SAC/.

Copyright © 1999 World Wide Web Consortium, (Massachusetts Institute of Technology,
European Research Consortium for Informatics and Mathematics, Keio University). All Rights
Reserved. This work is distributed under the W3C® Software License [1] in the hope that it will
be useful, but WITHOUT ANY WARRANTY:; without even the implied warranty of
MERCHANTABILITY or FITNESS FOR A PARTICULAR PURPOSE.

[1] http://www.w3.0org/Consortium/Legal/2002/copyright-software-20021231

UnixCrypt.java is Copyright (c) 1996 Aki Yoshida. All rights reserved.

This product includes the Oracle JDBC Driver distributed under agreement between Alcatel-
Lucent and Oracle.

NOTICE OF RESTRICTED RIGHTS FOR ORACLE PRODUCTS LICENSED TO THE US
GOVERNMENT Oracle Programs delivered to the United States government subject to the
DOD FAR Supplement are ‘commercial computer software' and use, duplication, and
disclosure of the programs, including documentation, shall be subject to the licensing
restrictions set forth in the applicable license agreement therefor. Otherwise, Oracle programs
delivered subject to the Federal Acquisition Regulations are 'restricted computer software' and
use, duplication, and disclosure of the programs, including documentation, shall be subject to
the restrictions in FAR 52.227-19, Commercial Computer Software-Restricted Rights (June
1987). Oracle USA, Inc., 500 Oracle Parkway, Redwood City, CA 94065.

This product contains the SGI C++ Standard Template Library [copyright] under terms of the
SGI STL License included in this distribution."

This product includes SAT4J under terms of the Eclipse Public License 1.0.

This product includes software distributed under the terms of the UNICODE, INC. LICENSE
AGREEMENT.

This product contains ANTLR 2.7.7 developed and released to the Public Domain by Terance
Parr in conjunction with the University of San Francisco and JGuru.com.
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