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Preface

Welcome to the Composer 8.1 Routing Applications User’s Guide. Composer
is an Integrated Development Environment used to develop applications for
both Genesys Voice Platform (GVP) and the Genesys Orchestration Platform.
This guide focuses on creating applications for the Orchestration Platform.

This document is valid only for the 8.1.3 release of this product, which can be
installed on Windows or Mac. All screen shots in this guide reflect Composer
installed on Windows.

Note: The 8.0.1 version of this product was known as Composer Voice, as it
was used only to develop applications for GVP. For versions of this
document created for other releases of this product, visit the Genesys
Customer Care website, or request the Documentation Library DVD,
which you can order by e-mail from Genesys Order Management at
ordermanegenesyslab.com.

This preface contains the following sections:

«  About Composer, page 9

- Intended Audience, page 10

+  Making Comments on This Document, page 11
«  Contacting Genesys Customer Care, page 11

«  Document Change History, page 11

For information about related resources and about the conventions that are
used in this document, see the supplementary material starting on page 134.

About Composer

An Eclipse-based (www.eclipse.org) Integrated Development Environment,
Composer provides for drag-and-drop environment for developing:

*  Voice applications for Genesys Voice Platform (GVP)—a software suite
that unifies voice and web technologies to provide a complete solution for
customer self-service or assisted service.

Routing Applications—User’s Guide
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Intended Audience

* Routing applications for the Genesys Orchestration Platform—
Orchestration Server (ORS) is responsible for executing orchestration logic
(SCXML) that is provided by an Application Server. Composer routing
applications are deployed on an Application Server. The responsibility of
the Universal Routing Server (URS) within the Orchestration Platform is
to provide a necessary service to Orchestration Server, to support routing.

Note: This guide focuses on the creation of applications for the Genesys
Orchestration Platform.

Intended Audience

10

This document is intended for routing application developers, both technical
and non-technical. Its primary goal is to introduce you to the Composer
interface and the process of building routing applications. The information
presented here is at a high level to facilitate a conceptual understanding. The
Composer 8.1 Help provides the necessary detail.

This document has been written with the assumption that you have a basic
understanding of:

* Computer-telephony integration (CTI) concepts, processes, terminology,
and applications

* Network design and operation

*  Your own network configurations

* Genesys Framework architecture

* Genesys Universal Routing

Familiarity with State Chart Extensible Markup Language (SCXML) is a plus.

Note: Composer provides a wide range of tools to satisfy the needs of a
diverse end user population. This guide assumes you are a
non-technical user who does not write SCXML code who wishes to
build routing applications by using Composer’s diagram editor.

If you have already used Universal Routing’s Interaction Routing Designer
(IRD) to build routing strategies, you will find similarities with Composer.
While IRD uses a proprietary language to build routing strategies, Composer is
an open system that uses SCXML to build routing strategies, which it calls
routing workflows.

Composer 8.1 @
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Making Comments on This Document

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

You can comment on what you regard as specific errors or omissions, and on
the accuracy, organization, subject matter, or completeness of this document.
Please limit your comments to the scope of this document only and to the way
in which the information is presented. Contact your Genesys Account
Representative or 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.

Document Change History

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

New in Document Version 8.1.301.00

The following changes have been made since the 8.1.200.00 edition of this
guide:

Updated Figure 21 on page 41 to reflect toolbar changes when installing
Composer as a plugin into an Eclipse environment.

Added TLib block to Table 7 on page 120.

Added Attach, Detach, Raise Event, Cancel Event blocks to Table 3 on
page 114.

Added “IRD to Composer Migration Guide Wiki” on page 129.

Routing Applications—User’s Guide 11
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Preface Document Change History

New in Document Version 8.1.201.00

The following changes have been made since the 8.1.100.00 edition of this
guide:

* Replaced screenshots to reflect 8.12.

* Added folders to “Project Folders” on page 20.

* Changed “Genesys Functional Modules” to “Orchestration Server
Functions” throughout.

e Added references to the Composer Help Wiki 8.1.3 and the Orchestration
Server wiki in place of Composer Help.

* Added Begin Parallel, End Parallel and Wait blocks to Table 3, “Flow
Control Blocks,” on page 114.

* Added OPM block to Table 7, “Server-Side Blocks,” on page 120.
* Added IRD Outbound Category to Table 17 on page 126.

New in This Release

The following new section was added since the 8.1.101.00 edition of this
guide:

* Added Table 9, “Outbound Blocks,” on page 122.

New in Document Version 8.1.101.00

The following changes have been made since the 8.1.001.00 edition of this
guide:

* Replaced screenshots to reflect 8.11.

* Added Flow Control blocks to “IPD Blocks™ on page 17.

* Added debugging-results folder to “Project Folders” on page 20.

* Changed screenshot to show ORS Debugger on Figure 22 on page 42.
* Added Flow Control blocks to Table 3 on page 114.

New in This Release

The following new section was added since the 8.1.001.00 edition of this
guide:
* Added “Testing a Routing Application” on page 89.

New in Document Version 8.1.001.00

The following has changes have been made since the 8.0.401.00 edition of this
guide:
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Preface Document Change History

* The “About Composer” on page 9 now refers to the Orchestration Platform
instead of the Universal Routing Platform.

* Replaced Application Variables dialog box in Figure 14 on page 34.
* Replaced Expression Builder screenshot in Figure 15 on page 35.

* Replaced Genesys 8.0 SCXML Technical Reference with link to
Orchestration Server wiki on page 37.

* Replaced Composer Preferences dialog box in Figure 22 on page 42.

* Changed Genesys software component version numbers under “Installing
the Required Software” on page 52.

* Replaced the Project Templates list in Figure 24 on page 57.

* Removed Appendix B, Genesys Functional Modules, as more up-to-date
information can be found in the Orchestration Server wiki.

New in This Release

The following new sections were added since the 8.0.401.00 edition of this
guide:
* Added Workflow-generated blocks under “IPD Blocks” on page 17.

* Updated section “Workflow Diagram-Building Blocks” on page 114 with
new blocks for routing applications added for 8.1: Email Response, Chat
Transcript, Email Forward, Screen Interaction, Classify Interaction, Update
Contact, Identify Contact, Create Interaction, Render Message, SCXML
State, and User Data.

Routing Applications—User’s Guide 13
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Chapter

SCXML-Based Routing
Applications

This chapter introduces SCXML-based routing applications created in
Composer. It introduces the concept of routing customer interactions, such as
phone calls or e-mails, to targets, such as agents or agent groups, with the skills
to handle those interactions. It also introduces interaction processing diagrams,
routing workflows, the workflow diagram-building blocks, Composer Projects,
and the SCXML code editor.

This chapter contains the following sections:

«  What is Routing?, page 15

«  Routing Application Structure, page 16

+  Moving Interactions Between IPDs, page 18

«  Projects, page 19

+  SCML Code Editor, page 22

What is Routing?

From a Genesys standpoint, routing is the process of sending an interaction to
a target. For example, routing an incoming telephone call from a customer
requesting information on Product A to an agent knowledgeable about Product
A. In order for such an interaction to reach the appropriate target, the
interaction must undergo various types of processing between the time it
arrives at the contact center and the selection and use of the appropriate target.
You specify the various types of processing that must occur through a routing
application, which, in the case of Composer, is deployed on an web application
server.

Routing Applications—User’s Guide 15



Chapter 1: SCXML-Based Routing Applications Routing Application Structure

Routing Applications

A Composer routing application is comprised of one or more routing
workflows, which are similar to routing strategies created in Universal
Routing’s Interaction Routing Designer (IRD).

Using Composer, you can create routing applications using the following
methods:

* By writing SCXML code in Composer’s code editor or more easily, as
described in this guide:

* By creating workflow diagrams, which require you to place, connect, and
configure blocks.

When loaded on and triggered from a routing point, a routing workflow tells
Universal Routing Server how to handle and where to direct interactions under
different circumstances (a process which may involve other servers).

Routing Application Structure

At the top level of a Composer routing application is an interaction process
diagram (IPD). Figure 6 on page 26 shows an example IPD.

Interaction Process Diagrams

In summary, an interaction process diagram or IPD:
* Functions as the starting SCXML page for a routing application.
* [s automatically created when you start a new Project.

* Provides a high-level view of interaction processing flow (see “High-Level
Interaction Flow” on page 63 for an example).

* References media servers for incoming interactions.

* Processes those interactions by moving them through interaction queues,
workflow strategies for specialized processing, and (optionally) workbins.

Similar to an IRD business process, an IPD defines what happens to customer
interactions from the point of arrival at your contact center to the point of
completion (usually in the form of a response to the customer).

16 Composer 8.1 @



Chapter 1: SCXML-Based Routing Applications Routing Application Structure

IPD Blocks

An IPD can contain the following types of blocks:

* Interaction Queue blocks (as described in “Defining an Interaction Queue”
on page 73).

* Media Server blocks, (as described in “Adding a Media Server Block” on
page 70).

*  Workflow blocks (as described in “Adding a Workflow Block™ on page 81)
referencing a workflow strategy.

*  Workbin blocks referencing a temporary storage place for interactions on
the agent’s desktop.

* Flow Control blocks (as desribed in Table 3 on page 114): Branching,
ECMAScript, and Log to support multiple views (see page 75) per
interaction queue.

*  Workflow-generated blocks Outgoing connections automatically appearing
from a Workflow block that represent objects specified inside the
workflow.

When processing multimedia interactions, an IPD typically starts with a Media
Server block and continues with one or more Interaction Queue, Workflow,
and/or Workbin blocks. These IPD-building blocks are available on
Composer’s Palette tab when an IPD is in focus (see Figure 6 on page 26).

Note: When routing voice interactions only, IPDs do not use Media
Server and Interaction Queue blocks.

Workflow Diagram-Building Blocks

The workflow-diagram building blocks are the next level of blocks in an IPD.
A Workflow block points to a workflow resource (see Figure 8 on page 29),
which is either:

* aworkflow diagram comprised of the diagram building blocks described in
Appendix , “Composer Blocks,” on page 113 or

e an SCXML file, which can be created in Composer’s code editor (see
Figure 4 on page 22).

This document describes how to create routing applications comprised of IPDs
that contain Workflow blocks pointing to workflow diagrams. The workflow
diagram-building blocks are available on Composer’s Palette tab when a
workflow diagram is in focus (see Figure 8 on page 29).

Workflow Block Categories

The Palette tab groups the workflow diagram-building blocks into the
following categories:

Routing Applications—User’s Guide 17



Chapter 1: SCXML-Based Routing Applications Moving Interactions Between IPDs

Flow Control
Routing
Voice Treatment
Server-Side
Context Services
eServices
Outbound
Appendix , “Composer Blocks,” on page 113 summarizes the workflow

diagram-building blocks in each of the above categories. The Composer 8.1
Help details the properties of each block, which are what you configure.

Application Element Relationships

Figure 1 depicts the relationship of the various routing application elements
discussed so far.

MEDIA SERVER BLOCK

IPD WORKFLOW BL®CK

WO?%\J BLOCH INTERACTION QUEUE BLOCK

WORKFLOW DIAGRAM

(DIAGRAM BUILDING BLOCKS SHOWN ARE EXAMPLES ONLY)

Figure 1: Workflow Block in IPD Pointing to Workflow Diagram

Moving Interactions Between IPDs

You cannot explicitly link IPDs together as there is no higher-level diagram in
Composer that shows IPDs as single blocks and then allows you to
interconnect them. You can, however, cause interactions to move from one IPD
to another IPD through the use of interaction queues. This is similar to IRD’s
method of linking business processes through interaction queues.
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Projects

For example, assume IPD1 references Workflow1 and this workflow uses an
Queue Interaction block. The block can be set to route the interaction to a
Queue2 and Queue?2 could exist in [IPD2. Therefore IPD1 gets connected to

IPD2.

Figure 2 illustrates this graphically.

Interaction 1 d Entrvblock | | Lo Interaction
Queue 1 ; ) Y Queue 2
, ¥ .|
L : Route | | ’
Workflow1 --—---- Interactiond Workflow 2
IPD 1 Workflow 1 IPD 2

Figure 2: Moving Interactions Between IPDs

For more information, see the “Linking IPDs with Workflows” topic in the

Composer 8.1 Help.

Projects

To organize all the routing application elements just discussed, Composer uses

a Project to contain everything related to a single routing application. A

Project Explorer on the upper left of the Composer window contains all the

Projects in your workspace (see Figure 3).

Routing Applications—User’s Guide

19



Chapter 1: SCXML-Based Routing Applications Projects

I +5 Composer Design Jée, Campaser

i Y
L™ Project Explorer &3 = 0

S & T

[+ ContextServiceslavaComposerProject
:J_—; DMIS)avaComposerProject

Elfgj Routingaftersendingfuto-Response
(= Calflows

[& db

[& include

[& Inkeraction Processes

-2 META-INF

[& Resources

El{f; Workflows

Eﬁ. ProcessagentReply workflow

------ 52 RouteToAgeEntWithAURoRespor—

""" ExcampleSCEML, scxml -
il

Figure 3: Project Explorer

Note: As described in Procedure: Creating a new Project, on page 64, when
you create a new Project, Composer automatically creates a new IPD
with the name default. ixprocess, which you can change (see
Figure 30 on page 66).

Project Workspace

Within Composer, the term workspace refers to a location (folder) for your
Projects and files in addition to any special folders that Eclipse needs to
maintain for its internal bookkeeping. The dialog box that appears when you
first start Composer gives the option of changing the workspace to a different
location. New Projects created in Composer will be created under this
workspace as subfolders.

Project Folders
A Route or Integrated Voice and Route type Java Composer Project (see

Figure 27 on page 64) will contain some or all of these sub-folders depending
on the type of Project:
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Chapter 1: SCXML-Based Routing Applications Projects

* Callflows — Folder for storing all the callflow diagrams (.callf Low files) as
Composer allows you to create integrated Voice and Route Projects.

Note: Callflow diagrams are associated with VXML-based applications
created for Genesys Voice Platform (GVP), as described in the
Composer 8.0.x Help.

* db — Database connection properties and.sql files are stored here.

* debugging-results — Folder for ORS debugging information when
debugging routing applications.

* include — Composer-provided standard include files used by Backend
logic blocks.

* lib— Folder for external dependency libraries such as JAR files.

* META-INF — Created when you create a new Java Composer Project. It is
needed for Java and is included when a .war file is exported from
Composer. Do not make changes to this directory.

* WEB-INF/Lib — Java Composer Projects only. Folder for external
dependency libraries such as JAR files.

* Interaction Processes — Folder for storing all the interaction process
diagrams (. ixnprocess files).

* upgradeReports — When migrating IRD strategies into Composer, folder for
migration reports. Also used for reports as result of upgrading Projects and
diagrams.

* Resources — Folder for the audio and grammar resources. Used only for
VXML voice applications as described below.

*  Workf Lows — Folder for storing all the workflow diagrams (.workflow files).
* Scripts — Folder for user-written ECMAScript.

* src-gen — Folder for the code generated SCXML or VXML files. This
folder is also used to store any hand-coded VXML or SCXML files that
may be part of a Project.

* src — Folder for custom code such as backend logic pages written by the
user.
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SCML Code Editor

SCML Code Editor

For those who prefer to create routing applications by writing their own
SCXML code, Composer provides a rich editor with use case templates.

Figure 4 shows example SCXML code in the Source tab of the code editor.
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Figure 4: Composer SCXML Code Editor, Source View
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SCML Code Editor

Figure 5 shows the Design tab of the code editor.
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Figure 5: Composer SCXML Code Editor, Design View

You can view and work directly with source code using standard Eclipse text
editing features. Features include:

Routing Applications—User’s Guide
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24

Smart double-clicking behavior.

Context-assisted help when typing tags. Also context-assisted help for
attributes of a tag upon pressing Space inside a tag.

New SCXML documents are created with <scxml> as the top level
element with the corresponding schema and namespace specifications.

Ability to edit tag attribute values from the Properties view.

Basic editor actions are supported: Cut, Copy, Paste, Save, Save as, Undo,
Redo, Search and Replace.

Syntax highlighting.

Show and hide Line numbers.

Add/Remove Bookmark and To-Do markers.

Task tag feature to auto scan To-Do comments in the code.
Comparing and reverting to local file history.

Spell checking by showing yellow squiggly line markers.
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Chapter

Composer GUI

This chapter introduces the main parts of the Composer GUI used for building
routing applications. This contains the following sections:

Diagram Editor, page 26

Exception/Error Handling, page 31
Variables: Project and Application, page 34
Expression Builder, page 35

Statistics Manager/Builder, page 38

List Objects Manager/Builder, page 39
Skill Expression Builder, page 40

Toolbar Buttons for Routing, page 41
Menu Bar, page 41

Preferences, page 42
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Diagram Editor

This section introduces the Composer’s diagram editor, which you use when
creating workflow diagrams.

IPD in Canvas Area

Figure 6 shows an example interaction process diagram (as described on
page 16) in Composer’s central canvas area. Note the Media Server, Workflow,
and Interaction Queue blocks that comprise the IPD,

mposer - RoutingAftersendingAutoResponse/ Interaction Processes,RouteToAgent.ixnprocess - Composer

o Edt Diagram Mavigate Search Project Run Configuration Server jow  Help

Vil [#-0-%- |- |&&dis I8 @ e RES| PR |0 -0 G-
| [rahoma =l = | - - = - [ %+ 08 -8 -] - | [1o0% -
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L7 Project Explorer &3 = O[] *routeTongent ixnprocess 52 1
0 & 2| & palerte
A P—y d & custorner emall arrives at t||RoutingnFterSendingAutoResponseﬂ[nteract\on ProcessesjRoukeToAgent. ixnprocess
Routing&fterSendingdutoResponse e Bl e I .-

(= Calllows configured to handle this email, B e s s OUtpUE Link

Bz db Update the Application property

(= include to point to a configuration server MediaServerl s Excception Link
B Interaction P in your deployment and

T It e reconnect the endpaoint to the EndPéint (= Flow Control

Interaction Queue Block,

<

il

| »
8= outine 3 _E H\story] =] ,733 =8
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is executed,

Generated block shows
that the workflow sends
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routes the interaction to
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Createdutoresponse. .
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= Resources Incorming emai from the = > O Reply email from the Lo
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Figure 6: Example Interaction Process Diagram
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The white blocks are “Workflow-Generated Blocks™ as described on page 83.

Note: Canvas is part of the Eclipse standard terminology (see “About
Composer” on page 9).
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Chapter 2: Composer GUI Diagram Editor

Note the following in Figure 6:

* The name of the IPD appears in the tab above the canvas. In this example,
the name is RouteToAgent_Autoresponse.ixprocess.

*  On the left, a Project Explorer contains all the files associated with the
routing application.

Note: Genesys recommends grouping a single application under a single
Project as the best practice and not grouping multiple applications.
When deploying a Composer Project to an application server, the
whole Project is deployed as a single *.war file.

e Underneath the Project Explorer is the Outline view, which is useful as a
point of reference when working with large workflows.

*  On the right is a pallete of blocks.
+  When an IPD is in focus, the palette contains the IPD blocks described
on page 17: Media Server, Interaction Queue, Workflow and Workbin.
The IPD may also show workflow-generated blocks.
+  When a workflow diagram is in focus, the pallete contains the
workflow diagram-building blocks described in Appendix , “Composer
Blocks,” on page 113. Figure 8 on page 29 shows an example.

* Underneath the canvas is the Properties view. It shows and gives access to
the fields that can be configured for the selected block or diagram.

+ In Figure 6 on page 26, a block is not selected so the Properties view
shows general fields for the diagram; in this case an interaction process
diagram instead of a workflow diagram.

Properties View

Assume you click the RouteToAgent Workflow block in Figure 6 on page 26 so
it is selected. The Properties view at the bottom now shows the fields for the
selected Workflow block. (see Figure 7).
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Figure 7: Workflow Block Selected in IPD

Resource Property Points to Workflow Diagram

The Properties view at the bottom of Figure 7 contains a Resource property,
which points to a workflow diagram in the Workf Lows folder in the Project
Explorer on the left. The name of the workflow diagram is
RoutetoAgentWithAutoResponse.workf Low.

To view this workflow diagram on the canvas, double-click its name in the
Project Explorer. The canvas now appears as shown in Figure 8 on page 29.
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l:ompnser - RoutingAfterSendingAutoResponse,/Workflows /RouteToAgentWithAutoResponse.workflow - Composer

Eile Edit Disgram Mavigate Search Project Bun  Configuration Server ‘window Help

J-Hal#E-0-%- |7 &R H|dda R e 0 0 84w

= = oo - =
|[rahoma == | - - = - [ B8 - | -
[ | Composer Design | %, Composer
L7 Project Explorer &3 =0 @ *RouteToAgent ixnprocess (ﬂ RouteTofgentwithAutoRespanse warkflow £3
O & v 2[5 palette
El %% RoutingAfterSendingAutoR espanse This warkfiow is executed when an M@ G-
o = Calflows interaction (customer email) is pulled . Entry -
from the queue. Entryl s Qutput Link
#( include * - Exception Link
4 Interaction Processes = Flow Control
¢l routeTosgent iznprocess
(= META-INF =] Entry
Reports Create and send an email to the e - [E Exit
Resources customer natifying that the request is =1 Create Email
H being processed by an agent. Discannect
= sre G v g CreatesutaresponseErmail &
(2 WEB-INF L =] Asssign
= 5= Workflows én&ma Seript
7 ProcessAgentReply workflow = Routing
1% RouteToAgentithAutoResponse. D m—ra—
.= Yoice Treatments
Route the emai to the agent for 1 JRoute Interaction (= Server Side
further processing, If the email cannot error.queue.submit o RoutsinteractionTosgent e mam—
Lot ioplpricehn e error interaction reffirect P |z context Services
interaction and exit. i (= eServices
S \ (= outbound
[ Updats Recard
® Exit [3) Record Processed
Exit1
[3) Add Recard
S Do Mot Call
5| Reschedye Record
| L'J (% Custom
4 | [ E properties 52 ”E L Vo
2= Outline £2 £/ H\stnrﬂ % |7 = O] [£] workflow Diagram
A
. Model Propett | value
I = Alias
e Rulers & Grid Mame I= RouteToAgentWithAutoResponse
"'“"I” Appearance (] Diagram
- Workflow Type = Main
e B Misc
-IN Created By =
2 Created On =
Designed Using I= Composer 8.1,201.40
Last Modified By =
Last Modified On =
Wersion =10
(] Namespaces
Namespaces 1= ws=http:/fwww . genesyslab.comimodulesfws, queue=http://www.genesyslab.comimodulesfqueve, dial.

Figure 8: Workflow Diagram Selected in Project Explorer

Note in Figure §:

*  The center canvas area adds a second tab for the workflow diagram:
RoutetoAgentWithAutoresponse.workf Low.

*  The palette on the right contains workflow diagram blocks grouped under
the categories Flow Control, Routing, Voice Treatment, Server Side,
Context Services, and eServices. Appendix , “Composer Blocks,” on
page 113 summarizes each block.

(]

Since no particular block is selected, the Properties view shows general
properties for the workflow diagram.

Viewing/Defining Block Properties

Assume you double-click the RouteInteractionToAgent block in Figure 8. The

Properties view shows the properties (fields) that can be configured for the
selected block (see Figure 9).
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Figure 9: Properties View for Selected Workflow Diagram Block

When configuring/editing fields in the Properties view:
* Some fields allow you type directly in them.

*  Other fields display a button when you click under Value in the
Properties view. You then click that button to open a dialog box.

For example, clicking opposite Exceptions under Value causes this button to
appear (see Figure 10).

30 Composer 8.1 @



Chapter 2: Composer GUI Exception/Error Handling

E Properties &3

% Route Interaction
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Figure 10: Button for Accessing Properties Dialog Box

Click this button to bring up a dialog box (see Figure 11) where you configure
the handling of events this block may possibly encounter.

Exception/Error Handling

In the case of the Exceptions property, clicking the button brings up the
Exceptions dialog box (see Figure 11):
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Configure Exceptions

Mame

errar.interaction.r | Remove

5 &

[

e
l\ﬂ? y Ik I Zancel

Figure 11: Exceptions Dialog Box

Here you click Add and select supported and non-supported exception events
for the block (see Figure 12).

Marme Add... Marme: | Exception 1
error, quele.subm
errar.inkeraction.r Ewvent: I j
Excepkion 1

Condition: | #

L
Targek: |7
o

miw ol : ’

"
l\‘? ¢ (0] 4 I Cancel |

Figure 12: Adding Exceptions

After you click 0K to close the dialog box, each supported exception event
causes an red error port to appear on the block, which can be connected to
another block for error handling.
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Exception/Error Handling

In the example in Figure 13, the Route Interaction block defines two exception
event so two red error ports appear, which connects to a block for handling the
exception event. In this example, the block is an Exit block.

This wiorkfiow is executed when an
interaction (customer emai’ is pulled
from the guele,

Create and send an email to the
custormner notifying that the reguest is
being processed by an agent,

Route the email to the agent for
further processing. If the ermail cannot
be routed stop processing the
interaction and exit,

error.queus.submit

errnr.interactiu:un.re!ﬂire

|
]
*,

‘“;r FoutelnteractionTosgent

Entry
Entryl g

[*7Create Email

CreatedutoresponseEmnail

%Y Route Interaction

Exit
Exitl

®

Figure 13: Error Ports Connected to Block for Error Handling

Exceptions can be configured at two levels:

1. At the individual block-level for local exception handling using the

Exceptions property.

Note: These block-level exceptions may not be present in all blocks.

2. At the top level in the Entry block using the Exceptions property.

Routing Applications—User’s Guide
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Variables: Project and Application

Variables: Project and Application

You have the option of defining two types of variables in a routing application:

1. Application-level

2. Project-level

Workflow (Application) Variables

You define workflow variables in the Entry block.

Clicking the button opposite the Variables property in the Properties
view opens the Application Variables dialog box. Figure 14 shows an
example dialog box.

‘ariable Name I Categor I Yalue | Description Add
isyskem, BaselURL Syskem getBaselURL() Ease URL —
system, RelativePathURL Syskem getRelativePathURL]) Relative path

system,Language Syskem 'en-U3S' Application Language Delete
systemn, InteractionID Syskem _event,data.interactionid The current inkeraction 10

system, Callll Syskem _genesys.ixn.inkteractions[system, InteractionID] vai,..  callid created by the switch, g
systerm, DMIS Syskem _genesys.ixn.inkeractions[system, InteractionID] woi...  DMIS associated with Called phone numl

system, AT Syskem _genesys.ixn.interactions[system. InteractionID]. vai... AN associated with the calling party. Down
system, StartEvent Syskem undefined The content of the specified skart event

systerm, LaskErrorEvent Syskem ‘undefined’ Last errar

system, LastErrorEventhlame Syskem "undefined' Last error event name

system, LastErrorDescripkion Syskem ‘undefined' Last errar description

system, WebServiceStubbing Syskem o Flag to contral WebServices Stubbing,

system, TerminakelxnonE:xit Syskem 1 Flag to control if Exit block, should termir

syskem. TenantID Swskem parselnt{_genesys.ixn.interactions[system.Interacki...  The current Tenant I0.

system, TenantMarme Syskem _genesys,session, benant The current Tenant name.

system, LastTargetComponentSel..,  Syskem ‘undefined’ Target ko which the Inkeraction was rou

system. LastTargetObjectSelected  Syskem ‘undefined’ High-lewel Target ko which the Inkeractic

system, LastTargetSelected Syskem ‘undefined' DM and the Switch name of the Target t

system, LastVirtualQueueSelected  System ‘undefined' The Alias of the Yirtual Queue specified

system, LaskSubmitReguestId Syskem ‘undefined’ Requestid walue of the Last queue:sub

syskem, OPM Syskem getCPMParameters() Operational Parameters Data Yariable

system, OCS_RecardURI Syskem getwarkflowRecordURI() OS5 Record URI

syskem, OC5_URL Syskem gekwarkflowOCSURIG OCS URD

system, OCS_Record Syskem gebworkflowoC3Record) S Record

< [l

':? ') oK I Cancel

Figure 14: Application Variables Dialog Box

Use application variables when you need to share information across different
blocks in the same workflow. For example, the Assign block allows you to
assign entered values or values created in Expression Builder to variables.

Composer predefines a number of default routing application variables as
shown above in Figure 14 including DNIS and ANI.

Project Variables

You define the second type of variable in the Project Variables dialog box,
which opens when you click the access project variables button on the toolbar
when an IPD is in focus (see Figure 21 on page 41).
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Use Project variables when you need to share information across different
workflows.

Expression Builder

Composer’s Expression Builder lets you build expressions for branching and

conditional routing decisions in a workflow. Figure 15 shows an example
simple expression:

Expression Builder: system . ANI

Build an expression in the Expression figld by selecting the operator(s) and data element(s) fram the cateqories
and subcateqories below,

S oof B R I g
Copy  Cut Paste Delete Unda Reda Validate
F:cpression field |I| It';.fpe Filker ket

1 Today==_genesys,session, day, Saturday | | Today==_genesys session.day, sunday

& genesys.server AI
& genesys,session
@ _genesys,session.datelr

@ activeServerName(string—I
=JLE] day

@ Sunday
@ Monday

-
LI (a1 Tormmmd =i _FI—I
Insert |

This represents Sunday,

Fow: 1 Column: 73

—
\‘? ) O I Cancel

Figure 15: Expression Builder

In summary, you create expressions by:

Expanding the categories shown above and selecting values.
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* Using the buttons under Operators.

* Typing part of the expression directly when necessary.
Expression Builder opens from many blocks including:

e Assign—Assign Data Property

* Branching——Conditions Property

* ECMAScript (for workflows)—Script Property

* Entry—Variables Property

* Log—Llogging Details Property

* Looping—Exit Expression Property

ECMAScript Expressions

Universal Routing Server 8.0+ supports SCXML plus ECMAScript as a
routing language. While the core SCXML provides State Chart functionality,
you can specify URS-specific instructions, such as conditions that can be used
for routing decisions, in the form of ECMAScript. The Script property in the
ECMAScript block brings up Expression Builder for creating those conditions.
Figure 16 shows an example ECMAScript expression.

= Al A o
ok (3 X IR 2
Copy  Cuk Paste Delete Unda Reda Yalidate

Fxpression field

1 {Index < ServiceData.length) 4§

2 |l aet the service ID Far the service recard at current inde:x
3 ServiceID = ServiceData[Index]. service_id;

4} else {

5 ) we are done

6 ServiceID = 'undefined’;

7T

a/) increment For nesk ikeration

Alndex++;

A

Figure 16: ECMAScript Expression in Expression Builder

36 Composer 8.1 @



Chapter 2: Composer GUI Expression Builder

Orchestration Server Functions

You can also build expressions that use the Orchestration Server functions.
(previously “Genesys-supplied Functional Modules™). For example, in
Expression Builder:

1. Select the Orchestration Server Functions data category (see Figure 15
on page 35) to display the various categories.

2. For purposes of this example, select _genesys followed by _genesys. queue.

3. Double-click a function to insert (see Figure 17).

3 Xy W i
= ‘-{r B ﬂ <:' = B ':> E
Copy Cut Paste Delete Undo Redo Yalidate
Expression Field |I| It';.fpe Filker text
INPlzase enter a value or an Expression' "7 waorkflow Functions -

[ Javascript
=l [ Crchestration Server functions
[ _data
[ _event
B [ _geresys
& genesys
& genesys,dialog
_QENEsYs.ixn

0o =

a
&4 genesys.queus
@ rcCTExtrackTargetsistring, string, skring) @ skrin
@ checkfgentStatelstring, boalean) @ waid

@ ClearThresholds(string) : void

@ countSkilllnGroupdstring, string, string, string) ™

a | 3
Insert |
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Figure 17: Orchestration Server Functions in Expression Builder

The genesys.queue.modules implement the target selection functionality of
URS (finding resources for interactions and delivering interactions to the
resource). The selected module, genesys. queue.checkAgentState corresponds
to the URS CheckAgentState function as described in the Universal Routing
8.1 Reference Manual, CheckAgentState function.

In Figure 17, note that a description of any selected Functional Module appears
on the right. For more information:
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Statistics Manager/Builder

* The SCXML Language Reference on the Orchestration Server wiki, is
the Genesys language specification for the following interfaces: (1)
SCXML — What we support from the standard, both from an interface and
behavioral standpoint; (2) Domain-specific languages (model modules) for
all the Genesys-specific functional modules; (3) External interfaces to

platform and SCXML sessions.

e Also see:

http://www.ecma-international.org/publications/files/ECMA-ST/Ecma-2

62.pdf

Statistics Manager/Builder

Composer has a Statistics Manager and Builder, which you can use to instruct
Universal Routing Server to use the value of a statistic during target selection,

such as StatTimeInReadyState (see Figure 18).

Marne®: | Callsw aiting

Descripkion: |Call5Waiting

Cakeqgory: ICurrentNumI:uer

Filker: I
Statistic type: Agent)Group
Main Mask:
Relative Mask:
Interval: Growing window

Java
Figure 18: Statistics Manager/Builder

xE Properties |/[§_ Problems (E‘ Statistics Manager &4 E ListObjects Manager} E Cu:unsn:ule} 9 E i | ry;f
It';.-'l:lE! filker bext
Mame | Tvpe | ateqgory | Subject | Filter | ACCess |
E Callsity aiting Predefined
15 IrW G aitTime Predefined
E PositionInQueus D el Firusd
e e T B Statistic Builder : =1o] x|
Iis' RStatCallsInTransiti - .
e 1, Statistics Builder  rredefined statistic (Read only),
lge~ R5EakCosk
liz RStatExpectedLBEW
E RStatExpectedload

The statistic can be a URS predefined statistic (as described in the Universal
Routing 8.1 Reference Manual) or a statistic that you create yourself with

38
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Statistics Builder. Once you create a statistic, that statistic becomes available
for selection via the Statistics property in Composer’s Target block.

Opens by clicking the button for Statistics Manager on the main toolbar (see
Figure 21 on page 41).

List Objects Manager/Builder

Composer has a List Objects Manager/Builder, which you can use to
store/access strings of any nature; for example, DNIS or ANI strings.

lf_|
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E = business_lines_sample conkain: S B e agen... RHD
= . = Mews List
=T Discaover 3
LEI e ey List Ibem
= vIsa ¥ Delete
= [ specialOffer RHD
B E

BankMailinaProducts RHD

B ListObject

List Name: business_lines_sample

Items and Item ¥alues Details
Add or Edit List Items Set a new Mame for the selected Ikem,
= | E}' £ Ttem™: |Disu:-:uver
|tvpe fileer bext Key™: |
Marne Walue o Valos: I
Discover
EZ AgentGroup DISCOVER
E= BorrowCond sdata[WQ_DISC...
i= BorrowTargeks DISCOVER _SEIL...
= LendCondition sdata[vg_DISC...
i= LendTargets DISCOVER _SKIL. ..
i= WirkualQueue Wi _DISCOWER.
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£= BorrowCond sdatalWQ_MC.Q. ..
E= BorrowTargets MC_SKILL =00
= LendCondition sdata[vQ_MC.Q...
i= LendTargets MC_SKILL <5 L
EZ WirtualQueue WO PC

Figure 19: List Objects Manager
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The strings can be as simple as 800 numbers or as complex as routing
conditions. In Expression Builder, two URS Functions (see Figure 17 on
page 37) can be used to access List Objects:

+ _genesys.session. listLookupValue and

¢+ _genesys.session.getListItemValue

List Objects Manager/Builder opens by clicking its button on the main toolbar
(see Figure 21 on page 41).

Note: For detailed information on these builders/managers, consult the
Composer 8.1 Help.

Skill Expression Builder

Composer also has a Skill Expression Builder for creating skill expressions
used for routing decisions (see Figure 20).

B8 skill Expression Builder

Skill Expression Builder

Type an expression in the expression field

of B K <IN 2

Copy  Cuk Ea-ste Delete Undo Redo Yalidate

'Ilﬁh
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o 1 Column: 21

Expression Builder Data

— Operatars

Logical &l | | I | ) |C|:|m|:uarisu:|n !=| < |~=:=| =| > |:=*=|

byvpe filker bexk English

[= skill
Bhanuskil
Enalish
Laptops
PRODUCTA
PRODUCTE
Spanish

Statistic

Figure 20: Skill Expression Builder
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Skill Expression Builder opens from the Targets property in the Target block
after selecting the Ski Ll as the target type.

Toolbar Buttons for Routing

The main toolbar is displayed at the top of the Composer window directly
beneath the menu bar.

Note: Buttons on the main toolbar change based on the active perspective
(see “Perspectives” on page 97). Items in the toolbar might also be
enabled or disabled based on the state of either the active view or
editor.

Sections of the main toolbar can be rearranged using the mouse.

.Figure 21 identifies frequently used buttons in Composer Design perspective
when creating routing applications

GAY  Calflow Workflow  Start  Statistics List Objects

Mew Saye Print Sewer Diagrarm Diagram  Tomgat Manager  Manager

%- Compuser - Eclipse SDK

'-wTFD|)/’%| |L'IE-uu|.£r: D0
Step Java Interdction Debug Configuration Generate “alidate
Cwver  Composer  MNET  Process Sener Code
(Debug)  Project Composer Diagram
Project

Figure 21: Frequently Used Buttons When Creating Routing Applications

Menu Bar

Figure 21 also shows the Composer menu bar. When working with routing
applications, some commonly used menu selections are listed below:

* File>New>Java Composer Project or NET Composer Project when
creating a new routing application. You may also frequently use File > New
> Workflow Diagram or File > New> SCXML File. The wizard will prompt
you to select the Project. In addition, Export and Import commands are
available.

* The Diagram menu contains many commands related to lines, colors,
arrows, arranging, aligning, sizing, viewing, filtering, and zooming. There
are also additional items in Composer Diagram preferences (see Figure 22 on
page 42).
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Preferences

You will want to connect to Configuration Server (see page 66) via that
menu in order to view objects in the Configuration Database and to update
that database when creating new IPDs, diagrams, interaction queues,

views, and other objects.

The Window menu contains many perspective commands as well as giving

access to the Preferences dialog box (see Figure 22 on page 42).

The Help menu access both the Composer and Universal Routing SCXML

help systems.

Preferences

Composer Preferences apply to all Projects within the workspace (see

page 20). You can set preferences for the following: Business Rules, Composer
Diagram, ORS Debugger, and SCXML Files.To open the Preferences dialog

box

S Preferences

, select Window > Preferences (see Figure 22).
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Figure 22: Composer Preferences Used for Routing Applications
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For details on the routing-related preferences, see the Preferences for Routing
Applications topic on the Composer Help Wiki.
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Chapter

Summary of Tasks

This chapter summarizes the tasks that are required to create an SCXML-based
routing application in Composer. This chapter includes the following sections:

Tasks: Planning & Preparation, page 43

Task: Creating a New Project, page 44

Tasks: Creating the Workflow Diagram(s), page 45

Tasks: Creating the IPD, page 45

Tasks: Code Generation, Testing, and Deployment, page 47

Tasks: Planning & Preparation

After installing Composer as described in the Composer 8.1 Deployment
Guide, including the post-installation configuration described in that guide, the
planning and preparation tasks are provided in Table Task Summary:.

Task Summary: Planning & Preparation

Task Objective Related Procedures and Actions
Plan the design. * See “Planning the Design” on page 49
Install the required software. This task involves installing the required Genesys software

components, such as Universal Routing Server,
Orchestration Server, Universal Contact Server, and
eServices components, if processing multimedia
interactions.

* See “Installing the Required Software” on page 52.
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Task: Creating a New Project

Task Summary: Planning & Preparation (Continued)

Task Objective

Related Procedures and Actions

Pre-configure database objects.

This task involves creating objects in the Configuration
Database either through Genesys Administrator or
Configuration Manager. These objects include agents, agent
groups, business attributes, standard responses, and so on.

* See “Preconfiguring Database Objects” on page 52.

If processing multimedia interactions, this task also includes
defining media servers and media server points.

* See “Endpoints” on page 70.

Set up Context Services (optional).

Optional. This task is required if managing
conversations/personalizing services/offers using the
Context Services option of the Universal Contact Server
database.

» See “Using Context Services” on page 53.

Review the samples.

» See Procedure: Reviewing sample interaction process
diagrams, on page 56.

* See Procedure: Reviewing sample routing projects, on
page 56.

Task: Creating a New Project

As described in “Projects” on page 19, a Project organizes all the elements
associated with a routing application. Creating a new Project automatically
creates a default interaction process diagram (default. ixnprocess) and a
default workflow diagram (default.workf Low), which you an edit.

The tasks are provided in Table Task Summary:.

Task Summary: Creating a New Project

Task Objective

Related Procedures and Actions

Create a new Project.

* Decide whether the Project will be created “from
scratch” or based on a predefined Project template (see
Figure 24 on page 57).

* See Procedure: Creating a new Project, on page 64.

44

Composer 8.1 @



Chapter 3: Summary of Tasks Tasks: Creating the Workflow Diagram(s)

Tasks: Creating the Workflow Diagram(s)

Each Workflow block in an IPD references a workflow diagram (see Figure 7
on page 28). You have the option of creating these diagrams before creating the
IPD or having the IPD reference empty placeholder diagrams to be completed
later on. If you decide to create the workflow diagrams before the IPD, the
required tasks are provided in Table Task Summary:.

Task Summary: Creating the Workflow Diagram(s)

Task Objective Related Procedures and Actions

Connect to Configuration Server. As described on page 66, you have the option of developing
routing applications in online or offline mode. To work in
online mode and have Configuration Database objects
viewable/selectable from Composer blocks:

» See Procedure: Connecting to Configuration Server, on
page 67.

Connect to the Context Services Server. | This task is used if managing conversations/personalizing
services/offers using the Context Services option of the
Universal Contact Server database. To work in online mode
and have database objects viewable/selectable from
Composer blocks:

* See Procedure: Connecting to the Context Services
Server, on page 68.

Create the workflow diagram(s) that will | ¢ See Procedure: Creating a workflow diagram, on
be referenced in the IPD. page 78.

Tasks: Creating the IPD

The tasks that are required to create the routing application’s interaction
process diagram (see page 16) are provided in Table Task Summary:.

Notes: While you can create an IPD on-demand from the toolbar (see
Figure 21 on page 41), the Project creation task previously described
automatically created an IPD.

The task summary below applies to creating an IPD for processing
multimedia interactions. An IPD for voice only interactions contains
a single Workflow block.
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Tasks: Creating the IPD

Task Summary: Creating the Interaction Process Diagram

Task Objective

Related Procedures and Actions

Enter IPD properties.

In order to enter IPD properties, the IPD must be in focus.
To get the IPD in focus, you can select the *. ixnprocess tab
or select the IPD in the Interaction Process folder in the
Project Explorer.

» See Procedure: Entering IPD properties, on page 70

Add the Media Server block(s).

This task is required if processing multimedia interactions.

* See Procedure: Adding a Media Server Block, on
page 72.

Define the interaction queue(s).

An IPD moves interactions from media servers to
interaction queues to workflows. The design of your IPD
determines how many times this process is repeated.

*  See Procedure: Defining an Interaction Queue, on
page 74.

Define the views to extract interactions
from the interaction queue. You can define
multiple views for a single Interaction
Queue where each view can have its own
set of conditions used for pulling
interactions from the queue

You can define the time intervals that Interaction Server uses
for checking queues, conditions for extracting interactions,
the order for extracting interactions, scheduling, and hints to
optimize performance for Oracle databases.

» See Procedure: Defining a view for an interaction queue,
on page 75.

If applicable, use the Flow Control blocks.

The Branching, ECMAScript, and Log blocks (as desribed
in Table 3 on page 114) support defining multiple views (see
page 75) per interaction queue.

Add the Workflow block(s).

If the workflow diagram has been previously created, the
Workflow block Resource property can point to it.

* See Procedure: Adding a Workflow block, on page 82.

Connect the IPD blocks. » See Procedure: Using the Output Link to connect blocks,
on page 96.
Publish the IPD. Publishing an IPD validates Project configuration
information and pushes the information out to Configuration
Server.
* See Procedure: Publishing an interaction process
diagram, on page 88.
46 Composer 8.1 @



Chapter 3: Summary of Tasks Tasks: Code Generation, Testing, and Deployment

Tasks: Code Generation, Testing, and
Deployment

The tasks that are required for code generation, testing, and deployment are
provided in Table Task Summary:

Task Summary: IPD Code Generation and Deployment

Task Objective Related Procedures and Actions

Generate the code. » See Procedure: Generating code for an interaction
process diagram, on page 89.

Test the application. * See Procedure: Using the ORS Debugger, on page 89.

Deploy the application. Once your application has been unit tested you will need to
deploy it to a web application server. The deployment
process involves:

1. Exporting your Project
2. Transferring the files to your web/application server.

3. Executing any necessary configuration steps required to
make your application work.

For information on this step:

* Consult the book Validation, Debugging, and
Deployment in the Composer 8.1 Help. See the
Deployment sub-book, Deploying a Routing Application
topic.

» Also see the section on Application Server requirements
in the Composer 8.1 Deployment Guide.
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Chapter

Planning & Preparation

This chapter summarizes recommended planning and preparation processes to
undertake prior to working in Composer to create routing applications. It
contains the following sections:

- Planning the Design, page 49

+ Installing the Required Software, page 52
«  Preconfiguring Database Objects, page 52
« Using Context Services, page 53

« Reviewing the Samples, page 56

- Enabling/Disabling Functionality, page 58

Planning the Design

Prior to working in Composer, plan the design of your routing application by
considering the various stages of interaction processing that occur (or should
occur) at your site. The structure of the IPD will reflect this design.

» Ifyou are routing only voice interactions, the design will focus on the
workflow diagram referenced by the IPD. To plan this design, start by
studying the sample Projects for routing voice interactions (see Figure 24
on page 57).

* Ifyou are routing multimedia interactions, the design will initially focus on
what blocks to include in the IPD as described below followed by what
blocks to include in each workflow diagram.

Stages in Multimedia Processing

When planning the design of an IPD for multimedia processing, start by
considering the basic stages in the interaction life-cycle at your site. You can
then design an IPD that encompasses all stages, or just one stage (see “Moving
Interactions Between IPDs” on page 18). The next section presents four basic
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stages, which are especially applicable to e-mail processing, but could apply to
other media types as well. The stages are:

1.
2.
3.
4.

Pre-Route
Route-to-Agent
Review
Pre-Send

Each stage is summarized below.

Note: The Genesys Multimedia/eService product contains an Interaction

Workf Low Samples software component. The samples include various
business processes (similar to IPDs) and associated queues, views,
submitters, workbins, and routing strategies. The design behind the
samples could also be applied to routing applications created in
Composer. The samples are documented in the appendix of the
Universal Routing 8.1 Business Process User s Guide. You may wish
to study them for design ideas prior to creating routing applications in
Composer.

Pre-Routing Stage

The main activities in the pre-routing stage of e-mail handling can potentially
include:

Causing incoming interactions to take different paths in the workflow
based on criteria such as time of day, user data contained in the interaction,
and so on.

Determining whether an e-mail has already been processed by Genesys.
This can be accomplished via the absence or presence of an Interaction
Subtype Business Attribute assigned by Interaction Server. The samples
described in the above note demonstrate how to do this.

Sending an acknowledgement and/or automatic standard response to the
customer who originated the e-mail.

Determining the agent (if any) who previously handled the interactions that
are related to this service.

Route-to-Target Stage

The target may or may not be an agent. For example, the e-mail may be:

Sent to a queue for submittal to other routing strategies and further
processing.

Sent to a queue for failed interactions.

Forwarded outside the contact center to an expert with the expectation of
getting a response back.
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* Redirected to another agent without the expectation of getting a response
back.

* Routed to an agent target for construction of a response.

Review Stage

The reviewer could be a manager, supervisor, or QA Person. You may want to
have two different types of quality assurance review:

* A supervisor review that checks the skills of the agent who constructed the
response.

* An analysis that performs a “sanity check;” for example, to prevent
sending out a bank account password in an interaction or to check
interactions for inappropriate language.

Pre-Send Stage

The cycle of going from queue to routing workflow to queue can continue until
the interaction reaches some final outbound queue. The pre-send stage
performs last-minute quality checking and allows for attaching additional
information to interactions when needed.

One or Multiple IPDs?

When designing an IPD for multimedia processing, you have two choices:

1. You can create one complex IPD with multiple workflows that encompass
all stages of interaction processing

2. You can create multiple IPDs and link them via interaction queues. For
example, you could create one IPD for each stage and link them. See
“Moving Interactions Between IPDs” on page 18 for more information.

Summary of Planning/Preparation Process

This section summarizes the entire planning/preparation process prior to
actually creating, configuring, and placing blocks in Composer.

1. Determine the interaction processing stages/life cycle at your contact
center.

2. List the specific interaction processing functionality required at your
contact center within each stage.

3. Determine which Composer blocks will be used in routing workflows to
perform the various processing required at each stage.

4. Determine if any ECMAScript expressions will be required to be created in
Expression Builder for conditional routing decisions (see the ECMAScript
block in “Flow Control Blocks™” on page 114).
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10.

Installing the Required Software

Is there any special interaction processing functionary that is not covered
by a Composer block, which will require handwritten SCXML code?

Determine which Orchestration Server functions will be used (if any) in
Composer blocks.

Determine the media server that will be used. In order to get interactions of
a particular media type into an interaction queue in an IPD, the Media
Service Application object must have one or more Endpoints defined as
described ahead in “Adding a Media Server Block™ on page 70.

Decide whether you will use one complex IPD or multiple linked IPDs (see
“Moving Interactions Between IPDs” on page 18).

If you plan on having multiple IPDs linked via workflows, name the
queues that will connect the workflows contained within each IPD.

Determine the selection criteria for extracting interactions from queues
(View property in the Interaction Queue block). For example, you may wish
to extract certain interaction types earlier than other interaction types.

Installing the Required Software

In order to create routing applications, Composer requires certain software
compoent. For a complete listing of these software requirements, see the
chapter on installation in the Composer 8.1 Deployment Guide.

Preconfiguring Database Objects

Prior to using Composer, it is convenient to have pre-configured certain
Configuration Database objects so they will be selectable from Composer
menus. The objects described below are in addition to the Ski LLs, Persons,
Agent Groups, Places, Place Groups, and other Resource type objects described
in the chapter on manually configuring routing in the Universal Routing 8.1
Deployment Guide.

eService Objects

52

At some point in an application that routes multimedia interactions, you may
want to use eSevice’s Knowledge Management functionality as described in
the eServices/Multimedia 8.1 User s Guide. If so, it is convenient to
pre-configure the following:

Category codes. Knowledge Manager uses a system of category codes,
organized in a tree structure, as a means of organizing pre-written text,
called standard responses.
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» Standard responses. If using the Create E-mail block (see Table 15 on
page 125), you may to use pre-written standard responses, such as for
acknowledgement or auto response e-mails. Note: Composer currently
does not support the use of field codes in standard responses.

You use eServices’s Knowledge Manager to create category trees, and to create
and edit the standard responses they can contain.

Note: Any Category structures (and associated standard responses) defined
in Knowledge Manager (written to the Universal Contact Server
database) are automatically carried over to the Configuration
Database. The information is therefore viewable in Configuration
Manager or Genesys Administrator.

Business Attributes

At some point in an routing application, you may wish to specify Business
Attributes, which are interaction attributes used in different ways within
Genesys. The Business Attributes folder (accessible via Configuration
Manager or Genesys Administrator) contains a number of sub-folders
containing both customer-defined and Genesys-defined Business Attributes.

For example, at some point in a routing application, you may wish to define:
* E-mail Accounts if using the Send E-mail or Create E-mail blocks

* Stop Processing Reason if using the Stop Interaction block

* Interaction Subtype if using the Create SMS block

* Service Type if using the Associate Service or Query Services block

* Disposition Code if using the Complete Service or Complete State block

If you will be creating expressions in Expression Builder (see Figure 16 on
page 36), you may also need to define some new Business Attributes.

Using Context Services

Context Services refers to an optional capability of Universal Contact Server
and its Universal Contact Server (UCS) Database, a repository of
customer-related, service, and interaction-centric data (current and historical).
You can use the Context Services capability for:

* Service personalization. You can create routing workflows that alter the
customer experience based on information known about the customer.

* Offer personalization. Workflows can use the results of previous offers
made to the customer to decide whether a new offer should be presented.
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* Service resumption. Workflows can leverage service state/task

information to continue a customer service that was not completed in an
earlier interaction.

If the Context Services capability is enabled at your site, you can use the
Context Services blocks (see Table 8 on page 121) to create routing
applications that extract customer data elements from the UCS Database and
apply this knowledge during the routing of interactions.

The Context Services category in Expression Builder gives access to customer
profile attributes, both core and extension (see Figure 23).
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Figure 23: Context Services Data in Expression Builder

Mapping Context Services Attributes

If using the Context Services blocks, you may wish to map Context Services
attributes to Configuration Server Business Attributes before configuring
those blocks in Composer.

*  For more information, consult the Universal Contact Server 8.1 Context
Services Users Guide, Chapter 2, Configuration section. See the
description of the <BusinessAttribute) option, in the cview section.
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Managing/Orchestrating Conversations

If you plan to use routing applications to manage/orchestrate conversations
with customers, you will need to define certain objects in the Universal
Contact Server Database related to services.

Service Model

Genesys Conversation Manager takes the Genesys core capability of routing
and extends it. Rather than taking the call (T-Server) or the interaction
(eServices/Multimedia) as the basic entity, Conversation Manager takes the
service as the basic entity. It provides the ability to “orchestrate” the service
process across channels and over time, using dynamic data and business rules
to make decisions about operations.

As described in the Universal Contact Server 8.1 Context Services User's
Guide, a service may be defined as follows:

* It represents a business process, which in turn may be seen as a
communication or series of communications between a customer and an
enterprise, and possibly also between various parts of the enterprise.

¢ It can span multiple interactions.
* It may include interactions in various media.
* It has a temporal beginning and end.

Universal Contact Server/Context Services makes use of a model in which
customers are associated with any number of services. Services are composed
of any number of states, and states can in turn be composed of any number of
tasks. This three-level structure provides a flexible vocabulary by which
organizations store the history of the services that they provide to customers.

Defining Services/States/Tasks

This Service model can also be used by any component that can access
UCS/CMS’s HTTP interface. You can find more information on this interface
in the following documents:

e Context Services Developer's Guide, available on the Genesys
Documentation Wiki, covers the writing and the optimization of your
applications on top of the Context Services.

*  Context Services API Reference, available on the Genesys Documentation
Wiki, covers all the representations and methods available throughout the
Context Services.
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Reviewing the Samples

Within Composer, you have access to various sample Projects, with sample
IPDs and workflows.

Procedure:
Reviewing sample interaction process diagrams

Start of procedure

To review sample IPDs:

1. SelectFile > New> Interaction Process Diagram.
2. Select an IPD template and click Next.

3. Select an existing Project.
4

Click Finish. A simple IPD appears in the Interaction Processes folder
of the selected Project.

End of procedure

Procedure:
Reviewing sample routing projects

To review sample Projects:

Start of procedure

1. SelectFile> New>Java Composer Project.

2. In the resulting dialog box, name the Project, select Route, and click Next.
The dialog box shown in Figure 24 opens.
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Java Composer Project !EI

Select a Composer Project Template |

T L ax |
Select a kemplate as initial structure in the Composer Project, i s

Itype filker bexk

[l = Route
141 Blank Project
[gf Cantext Services Project
1{}? Database Query Result Access Project
14 Forward to External Resource
14 Routing Based on Yariables
[Ef Routing after sending Auto-response
[Ef Rouking by using Web Request Project

— Descripkion
Emply project |

SF Eirish Cancel

Figure 24: Composer-Supplied Project Templates

Each Project shown above contains sample IPDs.

o TheRouting after sending Auto-response template shows an IPD for
routing multimedia interactions.

* The remaining Projects are for voice interactions, which use only
Workflow blocks in an IPD.

3. Select a Project template and click Finish. The Project appears in the
Project Explorer in the upper left of the Composer window.

End of procedure

The next chapter explains how to view the various IPD and Workflow
elements.
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Enabling/Disabling Functionality

Enabling/Disabling Functionality

You may hide voice application or routing application development
capabilities through a Composer preference setting.
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Note: Joice application as used above refers to VXML applications that get
executed by the Genesys Voice Platform (GVP). Composer Voice
applications use voice callflows (as opposed to routing workflows) to

generate VXML (as opposed to SCXML).

The ability to enable or disable certain functionality is useful for developers
who are only developing applications for a specific Genesys platform.

Procedure:

Enabling/Disabling Functionality

S

tart of procedure

To enable or disable routing or voice application development capability:

1.

2
3.
4

Click the Advanced button.

B2 Advanced Capab 1Ol x|

Capahbilities:

=0 |__ |: ssic pdate
El Ld com

poser
b O © Composer Route
e 2 Composer Yaice

2 Development ;I
Enable Al | Disable Al |
Description:

Enables classic update functionality ;I

=l
P
l\ﬂ? ') (0] 4 I Cancel

Figure 25: Advanced Capabilities Dialog Box

On the main Composer menu, select Window > Preferences.

Expand General (see Figure 22 on page 42) and select CapabiLities.

In the Advanced CapabiLities dialog box, expand Composer (see Figure 25).
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5. Check/uncheck Composer Route or Composer Voice as desired.

* By default, both Composer Route and Composer Voice are checked. If
you uncheck Composer Route, the ability to create Projects and
diagrams with workflows is not available. Also, perspectives and
views exclusive to workflows are not available. This means you
temporarily won't be able to design routing applications for Universal
Routing 8.0 until you enable Composer Route capability.

6. Click 0K in both dialog boxes.

End of procedure
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Chapter

Creating a Routing
Application

This chapter leads you through the process of creating a routing application. It
contains step-by-step procedures for creating a Project, an interaction process

diagram (see page 16), and a routing workflow diagram (see page 17). The

procedures re-trace the steps used to create one of the Genesys-supplied
Project templates.

This chapter contains the following sections:

Routing After Sending Auto-response Project Template, page 62
Creating a New Project, page 64

Connecting to Configuration Server, page 66
Defining Contact Services Preferences, page 68
Entering IPD Properties, page 69

Adding a Media Server Block, page 70
Defining an Interaction Queue, page 73
Creating a Workflow Diagram, page 78

Adding a Workflow Block, page 81

Adding the Remaining IPD Blocks, page 84
Publishing an IPD, page 87

Generating Code, page 89

Testing a Routing Application, page 89
Deploying the Application, page 93

To avoid getting lost in detail, the procedures in this chapter are highly
summarized. For more detailed information on each procedure, consult the
Composer 8.1 Help.
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Routing After Sending Auto-response Project Template

Routing After Sending Auto-response
Project Template

Composer provides a set of predefined Project templates containing sample
applications (see Figure 24 on page 57). You can start off with the B lank
Project template and create a routing application from scratch. Or you can use
one of the pre-configured templates as a starting point. This chapter starts out
with the Blank Project template and re-traces the steps used to create the
Routing after sending Auto-response Project shown in Figure 24 on page 57.

This template demonstrates how to create a routing application that:

* Takes an incoming e-mail from a customer and sends an automatic e-mail

acknowledgement.
* Routes the customer’s e-mail to an agent for reply.
* Has the agent’s reply reviewed by a supervisor.

* Sends out the e-mail reply to the customer.

Figure 26 shows the RouteToAgent_Autoresponse IPD associated with the
Routing after sending Auto-response Project, which we will be re-creating.
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Figure 26: RouteToAgent_Autoresponse IPD
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High-Level Interaction Flow

While the Properties view for any Composer block provides processing detail,
an IPD for multimedia processing provides a high-level view of interaction
flow. As an example, the numbers below are keyed to the IPD blocks in
Figure 26 on page 62.

1. A Media Server IPD block (Media Server1) gets incoming interactions
(e-mails, in this case) into the IPD for processing. EndPoint1 is associated
with a queue for incoming interactions in the Configuration Database.

2. An Interaction Queue IPD block (IncomingEmai lQueue) defines the queue
for interactions arriving from the media server endpoint.

3. A Workflow IPD block (RouteToAgent) directs Orchestration Server to pull
interactions from the queue and process them based on instructions
contained in a workflow diagram.

a. The workflow diagram pointed to by the RouteToAgent Workflow
block uses a Create E-mail diagram-building block to send an auto
response e-mail to the customer notifying that their e-mail has received
their e-mail and an agent will be contacting them shortly. The
CreateAutoResponse block is a “workflow-generated block™ as
discussed on page §83.

b. The same workflow diagram uses a Route Interaction diagram-building
block to route the original e-mail from the customer to a target (in this
case, an agent group) for a response.

Note: The next two steps (4 and 5) occur outside of the IPD, but could
be documented in the IPD with Notes (although this has not been
done in the Project template shown in Figure 26 on page 62).

4. After the agent responds (using the Reply feature in the Genesys desktop
application), the response is treated as a new interaction and is placed into
the specified queue.

5. The agent then closes the current interaction (using Done feature in the
Genesys desktop application).

6. Another Interaction Queue IPD block (AgentReplyProcessingQueue)
instructs Orchestration Server to pull the new interaction from the queue
and send it to a workflow for processing.

7. A second Workflow IPD block (ProcessAgentReply) points to a workflow
diagram that routes the agent response e-mail to a supervisor for review.

8. Once the supervisor is satisfied with the response, the e-mail is placed in
the system queue and sent out to the customer.
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Creating a New Project

As described on page 19, a Composer Project contains everything related to a
single routing application. Creating a new Project automatically creates an IPD
with the name of default. ixnprocess (which can be changed).

Procedure:
Creating a new Project

Start of procedure

To create a new Project for a routing application:

1.

Select File > New > Java Composer Project. This brings up the Java
Composer Project dialog box.

In this dialog box, type a name for your Project. For this example, type
RoutingAfterSendingAutoResponse.

Select the Use default location check box.

Select the Route Project type, which creates a Project associated with the
URS 8.0 SCXML Engine/Interpreter. The Java Composer Project dialog
box now appears as shown in Figure 27.

Jawa Lomposer Project

Jawva Composer Project

Create 3 Composer Project name and locakion

Project name: | RoutingAfterSendingfAutoResponse

¥ Uss default kocation

lbesation: I [ |;'|I'-F;r..'-'.=|r'|'—; | GCT |'|I- omposeriy J.1|!:-:p.=_r.;'|ly autn i_';'_f'r-r Sandin gautoREsponss

Project Typs
" Integrated Yoice and Route - Integraked GYP vaice application and Orchestration Server-URS rauting str.

{" Waice - GVP woice application dewelopmenk

Figure 27: Java Composer Project Dialog Box

5. Click Next (button not shown above). In the dialog box for selecting a
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Project template, select Blank Project (see Figure 28).
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Java Composer Project

Select a Composer Project Template
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L"'. [ratabase Query Resul Access Project
1% Routing Based on Varighles

i Riouting after sending Auko-resparse
UEE Rowting b using Web Requsst Project

(e

Meerrinknm

Figure 28: Select a Composer Project Template Dialog Box

6. Click Next (button not shown above).

7. Select the locale. As described in the Composer 8.1 Help, a locale defines
a language and region identifier that you want to work with.

|0y x|
Defire Composer Project Locales . -_:1
Thi given localas are defined for this Compossr Praject and wil be used far Prompes, Grasinars, and other lacale relatad i i
reseuries.
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To set active locales us= the chedkbowes next to the locale e,
To set the primary defauk locale, highlight an kem and chck the *Set As Default” button.

| E
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D @ arabic - Jomcdan (ar-200

O @ Easgue - Bazque (eu-E5)

O @ Eengai - [ndia {ba-In

[ @ Carkensse - Hong keng (2reHE)

O @ catalan - Spain (ca-E3)

O @ chinase - China (Snoified Chinesa) {2h-CH)

[ @ chinase - Hong Kong SAR (h-HE =

= s T

| W Gek fs Defauk |

(o LIS BT

Figure 29: Define Composer Project Locales Dialog Box

8. Click Finish. (button not shown).

End of procedure

Composer now starts your new Project based on the B lank template, which
includes creating a default interaction process diagram (default. ixnprocess).
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The Project Explorer on the left contains all the files and folders associated
with the application so far (see Figure 30).

B Composer - RouteToAgentAutoResponse/Interaction Processes/default.ixnprocess - Composer == x|
File Edit Diagram Wavigate Search FProject Rum  Configuration Server Window Helo
Ii-Hol#-0-@- |+ |&Bldda 0 EBS-BRE(LF |-Gl -0 G- -
|[rahema = =l R e e - = R | =R =
ﬁ g,scampuser
L[ Project Explorer &2 = 8 (&8 defauk.ixnprocess 52 =0
TS El| @ patette B
- RoutingAftersendingAutoResponss | m-&; G-
(= Calflows

s OUtpUE Link

db =

£/ workflow
include [=Process <
Interaction Processes defaultworkfiow [ Media Server
META-INF
(= Resources

(= workflows = WorkFow
2y Workbin

oA Inkeraction Queus

< I

5= outine 83 B H\story] 5|7 T 0

o

m|l=
B

= Properties 2 = ¥ =0

Properties are not available.

[ R 0 items selected || amefem |0 | | @ pisconnected

Figure 30: IPD in Composer Perspective, default.ixnprocess Tab

Connecting to Configuration Server

You may develop routing applications:

*  With a connection to Configuration Server in “online” mode or

¢ In an “offline” mode, without connecting to Configuration Server
Whether to connect depends on what you wish to do.

* For example, you would need to connect to Configuration Server in order
to view and be able to select Configuration Database objects.

¢ Otherwise, when working in an offline mode, you can manually type the
names of Configuration Database objects. Once you connect to
Configuration Server, Composer can then validate that these objects
actually exist in your Configuration Database, and warn if there are
mismatches.
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Procedure:
Connecting to Configuration Server

Start of procedure

1. From the Composer main menu, select Configuration Server > Connect.
The dialog box in Figure 31 opens.

2. Enter the user name, password, application name, host, and port
information for the Configuration Server used in your environment.

Connect to Configuration Server _ 10l x|

Configuration Server Parameters

Enter the Configuration Server parameters

ser Mame*: | default

Iser Passward: |

Application®: | default

Host*: [ 10.10.30.115

Port*: | 2020

Figure 31: Connect to Configuration Server Dialog Box

3. Click Next (button not shown).

4. Select the tenant. For a single-tenant environment, select Environment.

5. Click Finish. Composer can now access Configuration Server data during

validation (if configured to do so) and other operations.

End of procedure
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Defining Contact Services Preferences

Defining Contact Services Preferences

The Routing after sending Auto-response Project shown in Figure 24 on

page 57 does not use Context Services (see page 53). Information on setting

Context Services is included here because many readers will be using those

services in routing applications. In this case, you will want to set Contact
Services preferences because:

e Customer attributes defined in the Universal Contact Server Database will
then be viewable in Expression Builder (see Figure 23 on page 54).

* Many Context Services blocks (see Table 8 on page 121) will display
customer profile core and extension attributes for selection. While you can
work in offline mode, if connected to the Context Services server, you can
select these attributes instead of manually entering them in dialog boxes.

Procedure:
Connecting to the Context Services Server

Start of procedure

If the Context Services capability is enabled, set preferences as follows:

1. GotoWindow > Preferences > Composer > Context Services (see
Figure 32).
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Figure 32: Context Services Preferences
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2. Check the following box to specify online or offline mode: Connect to the

Universal Contact Server when designing diagrams. This enables the
fields below.

3. Under Universal Contact Server, enter the server host name in your
Configuration Database, which is the name (or IP address) of the Universal
Contact Server.

4. Enter the server port number for Universal Contact Server.

Note: For the port number, open the Universal Contact Server
Application object in your Configuration Database, go to the
Options tab, select the cview section, and the port option.

5. Enter the base URL for the Context Services server (UCS).

6. Click the Test Connection button. Clicking should cause connection
successful to appear. If not, check that Universal Contact Server is
running and that the entered host/port values are correct.

Note: Ifthe Context Services Service (CMS) is in Maintenance mode, as
described in the Universal Contact Server 8.0 Context Services
User's Guide, testing the connection will show a failure status
message: Connection failure (maintenance mode). This indicates
that Composer is able to talk to CMS but CMS must be switched
to Production mode before Composer blocks can successfully
work with it.

7. Under Context Services object Validation, select one of the following:
No validation
Validate if connected
Validate

8. Click oK.

End of procedure

Entering IPD Properties

When an IPD is in focus, the Properties contains fields associated with the
IPD (see Figure 6 on page 26). Use the procedure below to define general
information about the IPD.
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Procedure:
Entering IPD properties

Start of procedure

1. Ifnot selected, click the default. ixnprocess tab to bring the IPD
properties into view. Or expand the Interaction Processes folder in the
Project Explorer and double-click default.ixnprocess.

2. Enter the fields as follows:

a. Created By—Enter your name as the author of the Project.

b. Created On—Auto-populated by Composer to indicate the timestamp
when the diagram was created.

c. Designed Using—Auto-populated by Composer to indicate version of
Composer used to create this diagram.

d. Last Modified By—Provided by you to indicate who updated the
diagram last.

e. Last Modified On—Filled in by Composer when the diagram is
modified.

f. Version—Provided by you for versioning purposes during
development.

3. SelectFile> Save from the menu to save the IPD as it exists so far.

End of procedure

Note: Composer can be used with Eclipse Plug-ins, such as those that
provide integration to source code management systems, such as
ClearCase and Subversion. For more information, see the Integrating
with Source Control Systems topic in the Composer 8.1 Help.

Adding a Media Server Block

The first block in the IPD shown in Figure 26 on page 62 is a Media Server
block. Use the Media Server block to direct interactions of a particular media
type (other than voice) into an IPD.

Endpoints

A media server is associated with one or more endpoints, with each endpoint
connecting the media server to an interaction queue. In order for a Media
Server block to show endpoints, those endpoints must first exist in the
Configuration Database. Then, after you select the media server application via
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the Application property, the endpoint ports appear on the Media Server block
as well as being listed in the Properties view. The figure below illustrates this.
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Figure 33: Media Server Endpoints
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Procedure:
Adding a Media Server Block

Note: Adding a Media Server block in an IPD is a convenience, but is not

technically necessary. In Genesys Configuration Manager or Genesys
Administrator, you can go into the Application object for the media
server that will be handling your interactions, and create and configure
the endpoints there via the Options tab. This will allow you to
configure how the interactions get placed into interaction queues.

Start of procedure

1.

4,

Outside of Composer, in Genesys Administrator or Configuration
Manager, use the instructions in the eServices (Multimedia) 8.1
Deployment Guide to create the media server Application object and its
endpoints.

Drag and drop the Media Server block onto the canvas. Or use one of the
methods covered in “Adding Blocks to the Canvas” on page 95 to add the
Media Server block to the canvas.

Configure the following fields in the Properties view as shown in
Figure 34:

a. Name—Name the Media Server block in the IPD.

b. Application—Select a media server to specify the CfgApplication
object in Configuration Server that this block represents.

¢. Endpoints—Click under Value to open a dialog box where you can
select one or more endpoints, which can then be connected to
interaction queues. When you connect an endpoint to an Interaction
Queue block in the IPD diagram, this will cause interactions coming
out of this endpoint to go into the named interaction queue.

Click the Fi le menu and select Save.

End of procedure

IPD Block Properties

The Properties view for the MediaServer1 block is shown in Figure 26 on
page 62 is shown below in Figure 34.
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**

—
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=1 Annotation
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Application 5 TestEmailserver (dbid: 175}
Endpaints “I EndPaint1

Figure 34: Properties View for MediaServer1 Block

Defining an Interaction Queue

The second block in the IPD shown in Figure 26 on page 62 is an Interaction
Queue block. Use it to define a multimedia (non-voice) interaction queue in an
IPD and to create a view, which can define the conditions for pulling
interactions out of the queue for submittal to a workflow. Publishing (see

page 87) pushes this information into the Configuration Database as a
CfgScript object of type InteractionQueue.

About Interaction Queues:

* Queues that you defined with the Interaction Queue block appear for
selection in the Queue Interaction block.

* By design, each Interaction Queue block has only one green output port,
which can only be connected to a Workflow block in the IPD.

* No updates to Configuration Server are created until you invoke the
Publish operation described on page 87.

* You cannot reuse an existing interaction queue in the same IPD, but you
can use the same interaction queue in different [PDs. For more
information, see the following topic in Composer 8.1 Help: Linking IPDs
with Workflows.
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Procedure:
Defining an Interaction Queue

Start of procedure

1.

Drag and drop the Interaction Queue block onto the canvas. Or use one of
the methods covered on “Adding Blocks to the Canvas” on page 95 to add
an Interaction Queue block.

Configure the following fields in the Properties view as shown in
Figure 35:

a.

Name—Use this property to name the Interaction Queue block in the
IPD.

Queuve Enabled—Select true or false to enable or disable this queue in
Configuration Server.

Queue Description—Enter a description for the interaction queue. This
property will map to the Description key in the Annex section Queue of
the CfgScript object for the interaction queue.

Queue Name—Mandatory. You must enter a name for the interaction
queue, which will appear on the block under the value for the Name
property. No updates to the Configuration Database are created until
you invoke the Publish operation.

Views—Use this property to define one or more views for an
interaction queue. Each view represents an exit channel from the queue
into a workflow.

3. Click the File menu and select Save.

End of procedure

IPD Block Properties

The Properties view for the IncomingEmai LQueue Interaction Queue block
shown in Figure 26 on page 62, is shown in Figure 35.
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Figure 35: Properties View for IncomingEmailQueue Block

The next procedure describes configuring the Views property shown in
Figure 35.

Procedure:
Defining a view for an interaction queue

Purpose: To define an exit channel from an interaction queue into a workflow.
The view defines the criteria that must be met before an interaction can exit out
from the interaction queue. A view can also enable certain types of interactions
to be processed earlier than others. It is mandatory to define at least one view
for an interaction queue in an IPD although you don’t have to define specific
conditions.

Start of procedure

1. In an Interaction Queue block, click under Value to display a button.
2. Click the button to open the View Properties dialog box.

3. Click Add to display Main, Parameterized Conditions, and Segmentation
tabs (see Figure 36 on page 77).

4. Complete the Main tab. Continuing with this re-creation, use the entries in
Figure 36. Summary information on each field is presented below.
a. Enabled—Check the box to make the view ready to extract interactions.

b. Name—Enter a name for the view to be used when saving as a
Configuration Database Script object of type InteractionQueueView.

c. Description—Enter text describing the view.
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d. Check Interval—Enter the number of seconds to specify the frequency
(time interval) that Interaction Server will use to check the queue and,
if necessary, adjust the number of interactions that can be submitted to
the workflow based on the Scheduling property.

e. Condition—You have the option of creating an expression to be used
as the basis for extracting interactions from the queue.

f. order—You have the option of defining the order for extracting
interactions from the queue.

order:= [property_order[, order]]
property_order:= property_name [asc|desc]
Example: "priority desc, ReceivedAt"

Extracts according to priority and the received at timestamp if
priority is the same. For more information on the interaction
attributes that can be used for ordering, see the section on System
Properties in the chapter on Interaction Properties in the eServices
(Multimedia) 8.1 User s Guide.

g. Scheduling—Use to specify the scheduling condition that Interaction
Server should use, based upon the scheduled time contained in
interactions. The interaction scheduling functionality uses a database
field called scheduled_at, which is mapped to an interaction property
called ScheduledAt. For information on this field, see the chapter on
interaction properties in the eService/Multimedia 8.1 Users Guide.

h. Database Hints—This field is only applicable to an Oracle database.
You can apply a Hint, which will cause Oracle to use a specific index
to optimize performance.

Note: For detailed information on all tabs, consult the Composer 8.1
Help, Interaction Queue Views topic.

5. After you complete the applicable fields in these tabs, click 0K to close the
View Properties dialog box. After publishing, each view will be created as
a separate CfgScript object of type InteractionQueueView.

6. Select File > Save from the menu to save the IPD as it exists so far.

End of procedure

Figure 36 shows the View Properties dialog box for the IncomingEmai LQueue
defined in the first Interaction Queue block in the IPD.
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Check interwval; I 0 (seconds)
Condition: I :ll 5
Order: I j 5
Scheduling: IIgnu:ure j
Database hinks: ﬂ

Figure 36: View Properties Dialog Box for IncomingEmailQueue

The Main tab indicates no special condition for pulling interactions from the
queue. The Parameterized Conditions and Segmentation tabs are not used in
the Project.

Note: Important! While you can define multiple views for an interaction
queue, the Interaction Queue block will have only one output port and
therefore will feed interactions to only one workflow strategy.

Connecting the Blocks

So far, we have created the Media Server block and the first Interaction Queue
block. At this point, you can connect the Media Server block Endpoint to the
top input port of the Interaction Queue block. If necessary, use the information
in “Connecting Blocks” on page 96.

IPD Flow So Far

When an e-mail (new multimedia interaction) arrives at the Media Server
Endpoint1, it gets queued to IncomingEmai LQueue (see Figure 35 on page 75).
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Creating a Workflow Diagram

Prior to adding a Workflow block, you may wish to configure the workflow
diagram or SCXML file to which interactions should be sent for processing.
You can then select it in the Workflow block properties.

78

Note: The procedure below is a very high-level summary of the steps to

create a workflow diagram. A detailed example is available in the
topic “Your First Application: DNIS Routing” in the Building
SCXML-Based Workflows book of the Composer 8.1 Help.

Procedure:
Creating a workflow diagram

Start of procedure

1.

Click the button on the main toolbar to create a new workflow (see

Figure 21 on page 41) and continue with step 2. Alternatives:

o Select File > New > Workflow Diagram or select File > New > Other. In
the New dialog box, expand Composer > Diagrams. Select Workf Low
Diagram and click Next. Continue with step 2.

* Right-click the Workf Lows folder in the Project Explorer and select New
> O0ther > Workf Low Diagram. Continue with step 2.

*  Or use the keyboard shortcut: Ctrl+Alt+R and continue with step 2.
In the Main workflow tab, select Empty Diagram and click Next.

Select the parent Project. In this example, it is
RoutingAfterSendingAutoResponse.

Name the diagram (must have an extension of .workf Low). In this example,
the name is RouteToAgentWithAutoResponse.workf Low (see Figure 40 on
page 83).

Click Finish. The Workf Lows folder in the Project Explorer shows the name
of your diagram under your Project.

Since each workflow diagram starts with an Entry block and ends with an
Exit block, you can place those blocks now. The Entry block is where you
define variables (see “Variables: Project and Application” on page 34).

Build the workflow diagram.

Validate the code by selecting Diagram > Validate. You can also click the
Validate icon (see Figure 21 on page 41) on the upper-right of the
Composer main window when the workflow canvas is selected. The
Problems tab shows the results of validation for this particular Resource.
Fix any problems before continuing.
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9. Generate the code (see page 89).

End of procedure

Continuing with our routing application re-creation, build the routing strategy
shown in Figure 37. Use the Properties view entries shown in Figure 38 on
page 80 and Figure 39 on page 81.

RouteToAgentWithAutoResponse.workflow

The workflow diagram referenced by the RouteToAgent Workflow block in
Figure 26 on page 62 is shown in Figure 37.

This warkflow is executed when an
interaction (custorner email) is pulled Entry
from the gueus, .

Entryl
Create and send an email to the ]
custorer notifying  that the request is [*1 Create Email

being processed by an agent. .
CreatefutoresponseErmail

- O
Route the email to the agent for @ A2 Route Interaction
further processing, If the email cannot rror interaction.radirect L.
be routed stop processing the

interaction and exit,

error.guele, submit

- RoutelnteractionTobgent

@ Exit
Exitl
Figure 37: RouteToAgentWithAutoResponse Workflow

The RouteToAgentWithAutoResponse workflow:

*  Uses the Create E-mail block to send out an auto-response e-mail to the
customer notifying that the system has received their e-mail and someone
will be contacting them shortly.

* Uses the Route Interaction block to route the original e-mail from the
customer to an agent group for a response. This block also specifies a
suggested queue for the new interaction (agent's response e-mail).
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Creating a Workflow Diagram

Workflow Diagram Block Properties

The Properties view for the CreateAutoresponseEmai L block in Figure 37 is

shown in Figure 38.
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L brue
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—

Figure 38: Create AutoresponseEmail Block Properties

The Properties view for the RouteInteractionToAgent block Figure 37 is

shown in Figure 39.
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Figure 39: RoutelnteractionToAgent Block Properties

Adding a Workflow Block

The third block in the IPD we are re-creating (see Figure 26 on page 62) is a
Workflow block. Use this block in an IPD to point to a workflow resource
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(workflow diagram or SCXML file) to which interactions should be sent for
processing.

Note: The RouteToAgentWithAutoResponse workflow diagram is already
configured (see Figure 37 on page 79) in this example, so it can be
selected from the Workflow block.

Procedure:
Adding a Workflow block

Start of procedure

1. Drag and drop a Workflow block onto the canvas. Or use one of the
methods covered on “Adding Blocks to the Canvas” on page 95 to add the
Workflow block to the canvas.

2. Configure the following properties using the entries in Figure 40.

a. Name—Use this property to name the Workflow block in the IPD.
Continuing with the routing application re-creation, name the block
RouteToAgent as shown in Figure 26 on page 62.

b. Resource—Use this property to point to a workflow diagram or
SCXML file.

i. Click under Value to display the button.
ii. Click the button to open the Select Resource dialog box.

iii. Select the workflow resource, which can be a workflow (strategy)
diagram that exists in any of the Projects in the Composer
workspace or an SCXML file created in Composer's SCXML
Editor (see page 22). In this case, select the
RouteToAgentWithAutoresponse workflow (see Figure 37 on
page 79).

iv. Click 0K.

End of procedure

IPD Block Properties

The Properties view for the RouteToAgent Workflow block in Figure 26 on
page 62 is shown in Figure 40.
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T Properties &3 o
Workflow
? F‘ru:upe.rty |'-.-'a|ue
= Alias
Appearance Marne I= RouteTodgent
[= Annotation
Block Motes =
B Configuration Server
Ohbject Marmne =
[=] Lacation
Resource '= Workflows/RouteToAgentwWithautoR esponse, waorkf

Figure 40: Properties View for RouteToAgent Workflow Block

Workflow-Generated Blocks

Workflow-generated blocks help you visually interpret an IPD. They take the
form of outgoing connections and plain white blocks, that automatically appear
from a Workflow block. They represent objects specified inside the Workflow
block, such as queues, routing targets, and stop processing instructions.

Accordingly, Composer generates the following types of workflow-generated
blocks:

*  Queue Reference
* Dynamic Target
* Stop

Since these blocks are automatically generated by Composer, they are not
available on the IPD palette. Composer uses a different color, appearance, and
structure for them allowing you to easily differentiate them from other blocks.

In the IPD we are re-creating (see Figure 26 on page 62), there are three
workflow-generated blocks:

* CreateAutoResponse Queue Reference
* RoutelnteractionToAgent Dynamic Target

* RouteIxnToSupervisor Dynamic Target

Connecting the Blocks

Previously we created and connected the Media Server block and the first
Interaction Queue block in Figure 26 on page 62. You can now connect the
first Interaction Queue block to the first Workflow block in the flow. If
necessary, use the information in “Connecting Blocks” on page 96.
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IPD Flow So Far

1. When a new multimedia interaction (an e-mail in this case) arrives at the
Media Server Endpoint1, it gets queued to IncomingEmai LQueue (see
Figure 35 on page 75).

2. Orchestration Server then pulls the interaction from the queue and starts
processing the workflow referenced by the RouteToAgent workflow block
(see Figure 40 on page 83).

a. The RouteToAgentWithAutoresponse workflow uses the Create E-mail
block (see Figure 37 on page 79) to send out an auto-response e-mail
(see Standard Response property in Figure 38 on page 80) to the
customer, notifying that the system has received their e-mail and
someone be contacting them shortly.

b. After sending the auto-response e-mail, the original e-mail from the
customer is then routed to the E-mail distribution for processing
agent group for a response (see the Targets property in Figure 39 on
page 81). The Route Interaction block is used for this purpose.

¢. The Route Interaction block also specifies a suggested queue for the
new interaction (see the Queue for Outgoing interaction property in
Figure 39 on page 81).

Note: The next two steps (3 and 4) occur outside of the IPD, but could
be documented in the IPD with Notes (although this has not been
done in the Project template shown in Figure 26 on page 62).

3. After the agent responds (using Reply feature in Genesys Agent Desktop),
the response is now treated as a new interaction and is then placed into the
suggested queue.

4. The agent then closes the current interaction (using Done feature in
Genesys Agent Desktop).

Adding the Remaining IPD Blocks

To finish creating the IPD shown in Figure 26 on page 62, we must add
another Interaction Queue block and another Workflow block.

Defining Second Interaction Queue

84

The sixth block in the IPD shown in Figure 26 on page 62 is an Interaction
Queue block as previously described on page 73. The function of this
Interaction Queue block is to define the interaction queue for the agent reply
e-mail. As shown in Figure 39 on page 81, the queue for the outgoing
interaction is AgentRep LyProcessingQueue. This name is reflected in both the
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name of the Interaction Queue block and in the Properties view for the block
(see Figure 41).

T Properties &3 mall

«1 Interaction Queue

S

Core F‘ru:upe.rt';.f | Walue
= Alias
Appearance Marne I= pgentReplyProcessingQuele
[=] Annotation
Block Motes =
® CofigurationServer]
Chbject Mame =
= Queue
Enabled Lt LrUe

Existing Quewe =
Queues Descriptio 1= Queue For Agenk reply emails
= Views
Wigms & pgentReplyReviewQueleviewl [not published]

Figure 41: Properties View for AgentReplyProcessingQueue Block

As described on page 73, a view is responsible for pulling interactions out of
queues for submittal to a workflow. Figure 42 shows the view configuration
for the AgentRep LlyProcessingQueue.

ﬂ ¥iew Properties

Configure Yiew Options

, Main |F‘arameterized Conditions I Segmentation
Enabled: v

Marme: | AgentReplyReviewQueueiiewl
Description: |
Check interval: | 1] (seconds)
Condition: I :II i
Order: I :ll i
Scheduling: IIgn-:ure j
Database hints: | ;I

Figure 42: View Properties Dialog Box for AgentReplyProcessing Queue
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The Main tab indicates no special condition for pulling interactions from the
queue. The Parameterized Conditions and Segmentation tabs are not used in
the Project. Fields in this dialog box were previously summarized on page 75.

Adding a Second Workflow Block

86

The seventh block in the IPD shown in Figure 26 on page 62 is another
Workflow block as previously described on page 81. The function of
ProcessAgentReply Workflow block is to specify the next workflow resource to
which interactions should be sent for processing.

Note: The process for adding a Workflow block was previously described in
Procedure: Adding a Workflow block, on page 82.

As can be seen in the Properties view for this second Workflow block, the
name of the workflow resource is ProcessAgentReply.workf Low (see
Figure 43).

K: Properties &3 mall T
=z Workflow Diagram
ﬁ F'ru:upe.rt';.f I Yalue
| [ Alias
Rulers & Grid Marne 1= ProcessAgentReply
Appearance [=1 Diagrarm
Workflow Tyvpe 1= Main
= Misc
Created By
Creaked On

Designied 1Jsing
Last Modified By
Last Modified On

Camposer 3,1.201.40

Version 1.0
= Mamespaces
Mamespaces 1= wis=htkp: [ e, genesyslab, com)im

Figure 43: Properties View for ProcessAgentReply Workflow Block

ProcessAgentReply.workflow

The workflow diagram referenced by the ProcessAgentReply Workflow block
in Figure 26 on page 62 is shown in Figure 44.
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This workflow is executed when a new
interaction (agent's reply to a custorner
email) is pulled from the gueLle,

Route the new interaction (agent reply
ermail) to the Supervisor for verification.
After the Supervisor approves or edits
the email it is processed by another
queLe not included in this termplate.

Figure 44: ProcessAgentReply Workflow
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. Entry
Entryl
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Publishing an IPD

AgentReplyProcessing queue, the ProcessAgentReply workflow gets executed.

* ProcessAgentReply is a simple workflow which routes the agent response

e-mail to a supervisor for review.

*  Once the supervisor is satisfied with the response, the e-mail is placed in

the system queue and sent out to the customer.

At this point, there are no further interactions that need to be processed and the
application (session) exits.

Publishing an IPD

Publishing an IPD validates Project configuration information and pushes the
information out to Configuration Server. For example, when you configure an
Interaction Queue block or a Workflow block, Composer does not send the
information to Configuration Server until you invoke the Publish operation.
This gives you complete control of the update process. Or you can set
preferences to automatically publish upon saving.
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Procedure:
Publishing an interaction process diagram

Start of procedure

1. Before publishing, you must connect to Configuration Server as described
on page 66.

2. Right-click an IPD in the Interaction Processes folder in the Project
Explorer.

3. Select Publish to Configuration Server.

4. As an alternative to the above steps, click the tab on the canvas that
contains the IPD and click the toolbar button to publish the active IPD to
Configuration Server (see Figure 21 on page 41).

End of procedure

Once these objects are created successfully in Configuration Server, some
manual configuration is still required before interactions can work. For
example, to redirect e-mails to an endpoint (see Figure 33 on page 71), you
must set “endpoint” point key in the pop-clientX section of the e-mail server
Application to the correct end-point. For more details, see the Deploying a
Routing Application topic in the Validation, Debugging, & Deployment book
of the Composer 8.1 Help.
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Generating Code

You must generate source code for both the IPD and associated workflow
diagrams. All generated files go into the src-gen folder of the Project.

Procedure:
Generating code for an interaction process diagram

Start of procedure

1. Click the tab on the canvas that contains the IPD.

2. Click the toolbar button to generate code (see Figure 21 on page 41). The
generated file name in the src-gen folder will follow the format:

Cipd_diagram_name>_<workfLlow_block_name).scxml

End of procedure

One file will be generated for each interaction queue. Functionally, these files
will be equivalent. Generating one file per queue makes it easier to configure
the application URL manually. As the developer, you will know the interaction
queue you have submitted the interaction to and therefore can easily identify
the correct SCXML page.

Testing a Routing Application

Composer provides real-time debugging capabilities for SCXML-based
Orchestration Server (ORS) applications. Debugging can be started on an
existing session or it can wait for the next session that runs the application at a
given URL. You can debug:

* A workflow diagram built with Composer.

* Any SCXML application or set of SCXML pages regardless of whether
they were created with Composer.

* Any combination of workflow diagrams and SCXML pages.

Procedure:
Using the ORS Debugger

For details on each step summarized below and ORS Debugger Limitations,
see the Debugging Routing Applications topic on the Composer Help Wiki.
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Start of procedure

1. Set preferences (see Figure 22 on page 42) for the ORS Debugger: Window
> Preferences > Composer > Debugging > ORS Debugger.

2. Ifusing Context Services, set Context Services preferences: Window >
Preferences > Composer > Context Services (see “Defining Contact
Services Preferences” on page 68)

3. Create a launch configuration (in order to debug, a launch configuration
must exist). One method is to right-click on the diagram/SCXML file in
the Project Explorer. Select either Run As > Run Configurations or Debug
As > Debug Configurations.

* In Run mode, metrics (call traces) are displayed and the application
continues without stopping at any breakpoints. When the application
executes, these metrics can describe, for example, state transitions,
ECMAScript executions, and execution warnings or errors.

* In Debug mode, debugging pauses at breakpoints. You can step over
the code, inspect variable and property values, and execute any
ECMAScript from the query console.

In either mode, a dialog box opens for creating the launch configuration.
4. Expand Composer - ORS Debugger.
5. Click the button for a new launch configuration or right-click and select
New.
* Ifusing Run mode, the Run Configurations dialog box opens.
* Ifusing Debug mode, the Debug Configurations dialog box opens.

6. Use Table 1 on page 91 to create a launch configuration.

7. When finished creating the launch configuration, click Apply and Debug
(Debug mode) or Apply and Run (Run mode).

Note: After you launch, debugging doesn’t start until ORS starts the
session. You can start the session with a SIP call or multimedia
interaction or using the ORS REST API (you need to send a POST
request to ORS). If the debugging session can't be started, a dialog
box appears with an error message.

In both modes, metrics receivd from ORS (call traces) display in the Call
Trace view.

8. Ifin Debug mode, click the Step Over " button to single-step over the
blocks. View Application state values in the Variables tab. You can also:
* Input breakpoints from the Breakpoints view or use the context menu
on a block and select Toggle Breakpoint . When breakpoints are set,
you can press F5 or click Resume to resume the call to the next
breakpoint, instead of single stepping block-by-block.
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* Change values of variables in the middle of a workflow. This could be
used to quickly change the execution path as the call is progressing.
Right-click in the Expressions tab and select Add Watch Expression. In
the Add Watch Expression window, add a new expression to watch
during debugging.

To change the value, expand the variable, right-click on the child item
and select Change value. A pop-up windowwill open, and you can
specify the new value. Click 0K. Proceed with debugging of the
application and see the changed value.

9. Review the debugging-results folder in the Project Explorer. Clean up the
debugging results by deleting the ors-debug.<¢/mestamp> folders from the
Project Explorer.

End of procedure

Creating a Launch Configuration

Use Table 1 to complete the Launch Configuration dialog box. Consult the
Composer 8.1 Help if you need additional detail.

Table 1: Debug and Run Launch Configuration

Property Debug Launch Configuration Run Launch Configuration

Workspace Storage Location tab

Workspace Location Secify the Project name and Same as Debug
location for saving SCXML pages
executed by ORS. Specify the
Project name and location.

Create Automatically As an alternative, click Create Same as Debug
Automatically to have the
Debugger create a new Project

folder.

ORS Debugger Launch tab

ORS Connection Address | Enter the IP address or hostname of the | Same as Debug
ORS server.

ORS Connection Port Enter the debugger port of the ORS | Same as Debug. The Address
server. This is defined in ORS and Port fields reflect the ORS
configuration as Server Host Name and ORS
[scxml]:debug-port, and defaults to | Server Port previously entered
7999. Make sure that ORS has as ORS Debugger Preferences,

debug-enabled set to true as well. | but can be changed.
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Testing a Routing Application

Table 1: Debug and Run Launch Configuration (Continued)

Property

Debug Launch Configuration

Run Launch Configuration

Application is a: Workflow
SCXML

Select Workflow to step through the
diagram or SCXML if code. If
unchecked, it will step through the
SCXML code.

Select SCXML. Leave
unchecked to step over the
SCXML code. Select Workflow
to step over a diagram.

Path Enter the workspace-relative path of Specify the workspace-relative
the workflow diagram. path of the SCXML file. For
example,
/MyProject/src-gen/IPD default
defaultWorkflow.scxml.
Associated IPD Optional. Enter the name of the Same as Debug
interaction process diagram (IPD)
associated with the SCXML file to be
debugged. This field is optional
because it is possible to run a
stand-alone SCXML. Most of the
time, you will use launch shortcuts
(right-click on workflow or SCXML
and select Run/Debug As). The fields
in the launch configurations are filled
in automatically.
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Table 1: Debug and Run Launch Configuration (Continued)

Property Debug Launch Configuration Run Launch Configuration

Step Through IPD If enabled and debugging in code mode | Same as Debug
(as opposed to workflow mode), then
the Debugger steps through the
SCXML code that is generated from
the IPD. Otherwise, it will "skip"
through that code. The SCXML code
generated from an IPD is generally
setting up global variables and
functions, so you might not want to go
through that every time.

Attach to Existing Session | If enabled, ORS will start debugging | Same as Debug
on an existing session. When you
launch the debugging session,
Composer will prompt for a session ID
in a dialog box. Once you enter the
session ID, it will enter debugging
mode for that session. If not enabled,
ORS will wait for the next session that
runs the application at a given URL.
Note: The URL will point to the
SCXML page that should be debugged.
ORS will enter debug mode for the
next session that is started for this
URL.

Deploying the Application

Deploying a routing application on an application server is beyond the scope of
this guide. For information on this subject, see the Deploying Composer
Applications topic on the Composer Help Wiki.
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Chapter

Working with Blocks and
Diagrams

This chapter describes how to work with Composer diagram editor. It contains
the following sections:

Working with Blocks, page 95

Perspectives, page 97

Viewing More Than One Diagram, page 102
Viewing Properties for Two Blocks, page 104
Saving Workflow Diagrams as Templates, page 105
Custom Blocks, page 109

Working with Blocks

In Figure 47 on page 99, note the various categories of workflow diagram
blocks: Flow Control, Routing, Voice Treatments, Server Side, Context
Services, and eServices. See Appendix , “Composer Blocks,” on page 113 for
information on blocks in each category and deciding which blocks to use.

To display blocks for a given category, simply click the category name; for
example, click Flow Control.

Adding Blocks to the Canvas

There are a few ways to add blocks from the palette to the canvas. The most
common methods are as follows:

Click on the block icon on the palette, release the mouse and click on the
target location on the canvas area.

Double-click a block icon on the palette.
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* Click on the block icon on the palette, and while holding down the mouse
button, drag and drop the block to the canvas.

Any of these methods will add the new block and you can then type the name
of the block on the canvas itself.

Connecting Blocks

96

Blocks are connected to each other using connection links (see Output Link
and Exception Link under Palette in Figure 47 on page 99. There are two
types of connection links:

* Use Output Link to connect one block's output port to another block's input
port, and

* UseException Link to indicate error or exception conditions by connecting
from a block's exception port to another block's input port.

Find the connection links at the top of the palette on the right side of the
Composer window.

Method #1

Procedure:
Using the Output Link to connect blocks

Start of procedure

1. Click the Output Link (or Exception Link) icon on the palette.

2. Move the mouse over to the source block. The cursor will change to an
upward arrow.

3. Click once on the source block and keep the mouse button pressed. Then
drag the mouse onto the target block and release the mouse button. This
will add the connection link between the two blocks.

End of procedure

To use an Exception Link, the source block must have an exception port
defined. This is done by selecting at least one supported exception within the
block’s Exceptions property.

Method #2

Another method for adding an Output Link or Exception Link between two
blocks is as follows:

1. Click once on the source block to select it.
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2. Hold the ctrl key and click once on the target block to select it as well.

3. Double-click Output Link (or Exception Link) in the palette to create a
connection between the two blocks.

Method #3

Some users may find this method convenient:
1. Start dragging from a connection port of the originating block.

2. Drop the block into a blank portion on a canvas (any place in the canvas
other than a block will also do). A menu representation of the palette will
pop up showing a list of all block types.

3. Click the correct block type. A new block of that type will be added and
the originating block will be connected to it.

Note: When connecting to a Treatment block, it is your responsibility to
verify that your Switch/T-Server combination supports the treatment
you select. Composer does not perform a compatibility check.

Perspectives

Within Composer, a perspective is an arrangement of different sections of the
GUI in a manner that facilitates easy use of a particular feature, such as design
or debugging. All of the figures shown so far in this chapter show Composer
perspective as indicated by the Composer button being selected underneath the
toolbar (see Figure 45).
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Figure 45: Bar for Perspective Buttons, Composer Perspective Selected
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Changing Perspectives

To change perspectives, click the button to open a perspective shown below to
drop down a menu of available perspectives (see Figure 46):

Composer - RoutingAfterSendingAutoResponse,/Workflows/RouteToAgentWithAutoResponse.workflow - Composer

Eile Edit Disgram Mavigate Search PEroject Run  Configuration Server Window Help
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& ORS Debugging loutorespanse This workfliow is executed when an |E clel .
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further processing. If the emal cannot error.queue.submit
i~—® RoutelnteractionToAgent L= Server Side
be routed stop processing the enarinteraction relirect A g
interaction and exit. 1
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@ Exit Update Record
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Log Level "= Project Default: Error
El Message Settings
Field Codes
From = Configuration ServerTech support)
Include Original Message [+ true
Standard Response = Configuration Server{Welcome To Composer=D000BaSREJ...
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To "= User Data(Emaiaddress)

Use Subject From SRL I~k true
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J = Jl 40M oii 73m |@ J J @ Disconnected fram Configuration Server

Figure 46: Open Perspective Button

When creating routing applications, you will use either Composer perspective or
Composer Design perspective. When debugging, you will use ORS Debugging
perspective. The other perspectives on the menu are used for Composer voice
applications (not covered in this guide) or are listed there by default since
Composer is based on Eclipse (see page 9).
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Assume you select Composer Design perspective as shown in Figure 46. The
GUI changes to be more streamlined for placing, connecting and configuring
blocks in the canvas as shown in Figure 47:

Composer Design - RoutingAfterSendingAutoResponse,/Workflows /RouteToAgentWithAutoResponse.workflow - Composer
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Figure 47: Composer Design Perspective

*  You can also change perspectives by selecting Window > Open Perspective
from the menu bar.

Note: For purposes of simplicity, this guide does not detail all ways to
accomplish a task. For information on all methods, always consult the
Composer 8.1 Help.

Customizing a Perspective

You can customize a perspective by maximizing/minimizing views as well as
adding views. Buttons for this purpose appear on the right side of all views.
Figure 48 shows these buttons on the upper right for the Outline view.
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Figure 48: Maximize and Minimize Buttons for a View

Minimizing

Assume that you click the minimize button. The area now appears as shown in
Figure 49:

r:_. | Praperties. 33 bl - [E]EI\
;"-‘_?:' RoutelnteractionBlock
Model  ELoBE T [
- E
Laipica [TRmATentS fosme % RutelnberackionTohgent J
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(= Conkest Managemant 2 = e
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.= eSenvine s Jeeus For Exizting Inkeraction o

|Fns I
| i Cm-.-.actedh:c;nﬁgntm&nu{m_im.m.mum@
o

Figure 49: Toolbar to Restore a View
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As shown above, the minimization causes a small toolbar to appear at the
bottom of Composer. Click the first button (restore) to replace the view next to
the Properties tab.

Maximizing

Maximization works similarly. Assume you click the maximize button. The
Composer GUI shows only the Outline view. As a result, three small toolbars
representing views that no longer appear are in close proximity to where they
were originally located (see Figure 50):
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ile Edit Mavigate Search Project Run  Configuration Server  Window Help

[#-0-4- |- | 800 EE+*EEI&® |
T || Composer Design & Compaser

0= outline &2

This workflow is executed when an
interaction (cuskomer email) is pulled
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Figure 50: Composer Outline View Maximized

J 3 Discormected from Configuration Server

& oo

Perspectives

Click the first button (restore) on the top left toolbar to cause Composer to
appear as it did before the maximization (restore all views).

Click the first button on the bottom toolbar to restore only the Properties

view.

Click the first button on the top right toolbar to restore only the editing

arca.

Different views can be displayed by selecting Window > Show View from the

menu and then selecting a view.

Saving a Customized Perspective

The Windows menu has a Save Perspective As command. It also has various
other perspective commands.
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Viewing More Than One Diagram

Viewing More Than One Diagram

The procedure below describes how to view more than one diagram
side-by-side in Composer:

Procedure:
Viewing Multiple Diagrams

Start of procedure

1. Select the diagram by double-clicking it in the Workf Lows folder of the

Project Explorer. The diagram appears in the canvas area.

2. Select the next diagram. The canvas now contains two tabs as shown in
Figure 51.
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L paktt |5 rops 33T 01| Resumenctivesenice. workflow ||| CompleterctiveServices workfion £ =)
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Figure 51: Two Workflow Diagrams Selected from Project Explorer
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3. To view diagrams, one on top of the other:

a. Place the cursor on a tab, hold down the mouse button, and drag up. As
you drag, you will notice a rectangular outline.
b. Release the cursor. The dragged diagram appears on top of the other

diagram (see Figure 52).
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Figure 52: Two Workflow Diagrams Visible in Canvas Area
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4. To view diagrams side-by-side:

a. Place the cursor on a tab and drag it to the side until the rectangular
outline appears.

b. Release the cursor and the dragged diagram appears on top of the other
diagram.

5. You can always decrease the magnification or close the Outline view if
necessary.

End of procedure
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Viewing Properties for Two Blocks

The procedure below describes how to view properties of two blocks at the
same time.

Procedure:
Displaying Properties for Two Blocks

Start of procedure
1. Select the first block.

2. Inthe Properties tab, click the button for pinning the Properties view to
the current selection (see Figure 53).

r"__| “
LI Properties 3 FE\\E g5 ~ =0
=] IdentifyCustomerBlock U
[
Model Propert Walue -
Appearance Marne '= IdentifyByPhoneMumber
= Data
Extensions
Get Atkributes = Mo
= Exceptions b
Exceptions '= erraor,com.genesyslab, composer, customernc
Suppress Cuskamer Mok Found Exception I False
[= Identifiers -
1| | 3

Figure 53: Button for Pinning a Properties View to the Selected Block

Until you un-click the toggle, Composer will always show the properties of
the currently selected object even if a different object is selected.

3. Create a new Properties view. Drag out the tab to another row. They will
now show up side-by-side.

4. Select the second block. The second properties view will show properties
of the second block.

End of procedure
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Saving Workflow Diagrams as Templates

You can save a diagram as a template and have it appear on the list of available
templates when creating a new workflow diagram. Diagrams saved as
templates can exported to/imported from the file system or to other Composer
installations.

Procedure:
Saving a workflow diagram as a template

Start of procedure

To save a diagram as a template:

1. In the Project Explorer, right-click the diagram in the Workf Lows folder.
2. Select Save Workflow as Template. The Add Template dialog box opens.
3. Name and describe the template.
4

Click oK. Upon a successful save the following message appears: Custom
template added to your configuration.

5. Click 0K to close the dialog box.

End of procedure

Procedure:
Accessing Saved Templates

Start of procedure

To view a diagram previously saved as template:

1. From the File menu, select New >Workf low Diagram. The New Workflow
dialog box opens. The template appears in the Main Workf Low tab under
Custom Templates (see Figure 54).
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""" 7 DMISRoutingTemplate
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Figure 54: New Workflow Dialog Box

2. Select the template and click one of the following:
* Next to name the diagram, select the Project, and then click Finish.

* Finish to keep the template name and save in the Workf Lows folder
under the current Project.

End of procedure

Procedure:
Exporting a Diagram Template to the File System

To export a diagram to the file system or another user’s Composer:

Start of procedure

1. In the Project Explorer, right-click the diagram in the Workf Lows folder.
2. Select Export. The Export dialog box opens.

3. Under General, select File System and click Next. The File System dialog

box opens (see Figure 55).
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Figure 55: File System Dialog Box for Export

4. IntheFile System dialog box, select the folder containing the diagram(s).
5. On the right, click check boxes to indicate the diagram(s) to export.

6. Opposite To directory, select the Composer installation to export to or
browse for the destination directory.

7. At the bottom of the dialog box, select one of the following:
Overwrite existing files without warning
Create directory structure for files
Create only selected directories (default).

8. Click Finish.

End of procedure
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Procedure:
Importing a Diagram Saved as a Template

Start of procedure

To import a diagram previously saved as a template:
In the Project Explorer, right-click the diagram in the Workf Lows folder.
Select Import. The Import dialog box opens.
Under General, select File System and click Next.

1
2
3
4. IntheFile System dialog box, opposite From directory, click Browse.
5. Open the workspace directory followed by the Project folder.

6

Within the Project folder, select the Workf Lows folder that contains the
template to import and click 0K.

7. IntheFile System dialog box on the right, click check boxes to indicate
the template(s) to import. Figure 56 shows an example.

Import | _ O] =]
File system =
[mport resources from the local file system, f /
-

From directory: |D:'LP'rI:lgra'nﬁll:s'l.GCI'['l.Cu'anscr'l,mhspa:cw_tuﬂcms:lwﬂ ﬂ Browse. .. |

3 = weekfiows O - jdummy |
[ = ProcesstgertReply. workflow
O i routeToagentwithautoRespanse. warkflow

1 |+

Filter Tvpes... | Select Al Peselect &l |

Irito Folder: | BlanklavaComposer Praject Markflows Browse... |
Options

I Gwensrike existing resources withaut warring

(" Create complete folder stnacturs

(¥ Create saleched Folders only
r:“f:‘ < Back Mt = | Einish Cancel

Figure 56: File System Dialog Box for Import
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8. Opposite Into folder, browse for and select the folder to import into.

9. Under Options, select one of the following:
Overwrite existing files without warning
Create directory structure for files
Create only selected directories (default).

10. Click Finish.

End of procedure

Custom Blocks

Think of a custom block as a pre-filled template for a block.

Procedure:
Creating a custom block

Start of procedure

1. Add the block to use as the pre-filled template.

2. Fill out the properties to be the basis of the template.
3. Right-click the block to bring up a shortcut menu.
4

From the shortcut menu, select Add as custom tool. Note this option is not
available for the IPD blocks.

5. Inthe Custom Tooling dialog box, name and describe the custom block and
click 0K. Composer adds the block to the palette in the Custom category.

End of procedure

Using a Custom Block

Use the block as you would any others. Fields defined as relevant in the Block
Data Map are automatically populated in the Properties tab based on the state
of the original block when you made the tooling.

Note: When you create a new block, you must add a mapping to define
which fields should be template-aware.
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Procedure:
Changing Existing Custom Blocks

Start of procedure

To change an existing custom block:

1. Within the palette, right-click a custom block and select Customize - from
the context menu. This opens the Customize Palette dialog box.

2. Navigate to/select the block you want to change (see Figure 57).

B Customize Palette
b4 £= Custom Branching
QEIE'ZE Name:
=] Entry -l | Custamn Branching
B Exit 5
Description:
----- Assign

o Ecmascript Branching based on DNIS

----- LY Disconnect
----- T& subRoutine [ Hide
----- 1= Branching
F-[== Routing

E? Yoice Treatments
E:- Server Side
E-E= Custom

------ = {uiE Branching

Ik I Cancel applsy

Figure 57: Customize Palette Dialog Box

3. You can:
* Change the label.
* Edit the description.
* Delete the block entirely.

End of procedure
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Procedure:
Deleting a Custom Block

Start of procedure

To delete a custom block:

1. Within the palette, right-click a custom block and select Customize - from
the context menu. This opens the Customize Palette dialog box shown
above.

2. Navigate to/select the block you want to delete.
3. Click the Delete button at the top of the Customize Palette dialog box.
4. Click oK.

End of procedure

Procedure:
Hiding the Custom category

Start of procedure

To hide the Custom category on the palette:

1. Inthe Customize Palette dialog box (see above steps), select the Custom
folder.

2. Click the Hide checkbox. Later, if you need the Custom category back on
the palette, select the Custom folder and un-click Hide.

3. Click oK.

End of procedure
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Procedure:
Import/Export of Custom Blocks

Start of procedure

To import or export a custom block so that it can be shared across multiple
users/Composer installations:

1. Select the custom block in the palette.

2. From the Diagram menu, select one of the following:
a. Import Custom Blocks: to open the Select Custom Tooling Definition
dialog box.
*  Browse to the location for the previously exported custom block
file, which will have a *.ctooling extension.

e Sclect the file, and click OK.

b. Export Custom Blocks... to open the Create Custom Tooling
Definition dialog box.

e Name the file.

* Keep the file type as custom tooling, and click 0K. The custom
block is saved as file with a *.ctooling extension.

End of procedure
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Appendix

Composer Blocks

This appendix introduces you to Composer’s IPD and diagram-building
blocks. It also lists the Interaction Routing Designer block equivalent for each
Composer block, where one exists. See the Composer 8.1 Help for the
properties associated with each Composer block.

This appendix contains the following sections:

- IPD Blocks, page 113

«  Workflow Diagram-Building Blocks, page 114

«  Composer Blocks Mapped to IRD Objects, page 122

«  Other Functionality, page 126

IPD Blocks

As described in “Interaction Process Diagrams” on page 16, an interaction
process diagram is comprised of various IPD-building blocks. Table 2
summarizes Composer’s IPD blocks.

Table 2: Composer interaction process diagram Blocks

IPD Block Description

Interaction Queue Use this block to define a multimedia (non-voice) interaction queue in an
interaction process diagram and to create views, which define conditions
for pulling interactions out of queues for submittal to workflows. See
“Defining an Interaction Queue” on page 73 for more information.

Media Server Represents an existing media server, such as an e-mail server. Use to direct
interactions from a media server into an interaction process diagram. See
“Adding a Media Server Block” on page 70 for more information.

Workflow Points to an existing Workflow resource (either a workflow diagram or
SCXML file) to which an interaction can be sent for specialized processing.
See “Adding a Workflow Block” on page 81 for more information.
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Workflow Diagram-Building Blocks

Table 2: Composer interaction process diagram Blocks (Continued)

IPD Block Description

Workbin Use to define a temporary storage area for interactions accessible from the
agent desktop.

Flow Control Blocks In an IPD, when an interaction is submitted from an interaction queue to a

routing workflow, you can create multiple views per queue, with each view
having its own set of conditions and managing submission of an interaction
to a separate routing workflow. To support multiple views per interaction
queue, the following Flow Control blocks are available when creating an
IPD: Branching, ECMAScript, Log. (definitions in Table 3).

Workflow Diagram-Building Blocks

A workflow diagram is comprised of various blocks, which can be thought of
as “diagram-building” blocks. Composer’s Palette tab (see Figure 51 on
page 102) groups these blocks into different categories. This section
summarizes the blocks in each category.

Flow Control Blocks

Table 3 summarizes the workflow diagram-building blocks used for flow
control.

Table 3: Flow Control Blocks

Block Name Description

Assign Use to assign a computed value/expression or a literal value to a variable.

Attach Use the Attach block for attaching a specific interaction to the current
Orchestration Server session.

Begin Parallel Use this block to enable the design of multiple threads, such as running
busy treatments in parallel files. A thread is a list of blocks that run one
after another. Use the End Parallel block to mark the end of the threads that
were started by a matching Begin Parallel block.

Branching Use the Branching block as a decision point in a callflow or workflow. It

enables you to specify multiple application routes based on a branching
condition. Depending on which condition is satisfied, the call follows the
corresponding application route.

Cancel Event

Use this block to cancel custom events. The event name and message can
be specified. You can select a dynamic variable as the message. ORS 8.1.2+
versions are required for Raise and Cancel Event blocks.

114

Composer 8.1 @



Appendix : Composer Blocks Workflow Diagram-Building Blocks

Table 3: Flow Control Blocks (Continued)

Block Name Description

Detach Use the Detach block for detaching a specific interaction from the current
Orchestration Server session.

Disconnect Use to disconnect the caller and end the call. The Disconnect block invokes
the Cancel Call treatment, which ends the workflow and deletes the
interaction from URS memory.

ECMAScript Use to build an ECMAScript expression for routing decisions. Universal
Routing Server 8.0 supports SCXML plus ECMAScript as a routing
language. While the core SCXML provides State Chart functionality, you
can specify URS-specific instructions, such as conditions that can be used
for routing decisions, in the form of ECMAScript. The Script property
brings up Composer's Expression Builder for creating those conditions in
the form of expressions.

End Parallel Use the End Parallel block to mark the end of the threads that were started
by a matching Begin Parallel block.

Entry All workflow diagrams must start with an Entry block. Defines variables
that can be shared across different blocks in the same workflow.

Exit Use to terminate the workflow or to return control back to the calling
workflow in case of a sub-workflow (subroutine).

Log Use to record information about the application; for example,
caller-recorded input that is collected while the application is running, or
error messages.

Looping Use this block to iterate over a sequence of blocks multiple times in the
following scenarios:

» [Iterate over a sequence of blocks based on a self-incrementing counter
(FOR).
 [terate indefinitely until an exit condition is met (WHILE).

» Iterate over records/data returned by the DB Data block
(CURSOR/FOREACH). Also, populate variables if variables mapping
is defined as described in the Composer 8.0 Help.

* [terate over data returned by Context Services blocks (FOREACH).
Also, populate variables if variables mapping is defined.

* Iterate over a JSON array defined in the application.

Raise Event Use this block to throw custom events. The event name and message can be
specified. You can select a dynamic variable as the message. ORS 8.1.2+
versions are required for Raise and Cancel Event blocks.
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Table 3: Flow Control Blocks (Continued)

Block Name

Description

SCXML State

Use to write custom SCXML code for Composer to include in the SCXML
document that it generates based on the workflow diagram.

Subroutine

Use to invoke external SCXML documents or a sub-workflow created
using Composer.

User Data

Use in a routing application to update an interaction's User Data.
Corresponds to the Universal Routing Server function

_genesys. ixn.setuData(input, xn) available in Expression Builder. This
block generates ECMAScript inside an SCXML state and does not rely on
External Service Protocol via <session:fetch>.

Wait

Use to have ORS transition out when one of the defined events is received
and the associated condition is true.

Routing Blocks

Table 4 summarizes the workflow diagram-building blocks used for routing.

Table 4: Routing Blocks

Block Name

Description

Default Route

Instructs URS to route a voice interaction to the default destination.

Force Route

Forces Universal Routing Server to route the interaction to the first target
type without any other operations.

Queue Interaction

Places a non-voice interaction into an existing queue.

Route Interaction

Routes a non-voice interaction to one or more target objects.

Routing Rule

Select routing rules that currently exist in the Configuration Database, such
as those created with Interaction Routing Designer: You can select load
balancing, percentage, or statistics routing rules.

Stop Interaction

Requests Interaction Server to stop processing an interaction and allows
assignment of a reason code.

Target Routes a voice interaction to a target. Can be used for percentage and/or
conditional routing using threshold expressions, such as those used for
share agent by service level agreement routing.
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Voice Treatment Blocks

Busy treatments can be played to callers when all the targets selected by URS
are busy and the interaction is waiting for an available target. Table 5
summarizes the workflow diagram blocks for voice treatments.

Table 5: Voice Treatment Blocks

Block Name Description

Cancel Call Use to stop a currently running dialog.

Create User Use to record a caller announcement.

Announcement

Delete User Use to delete an announcement created by a caller using the Create User

Announcement Announcement block.

IVR Use to invoke an interactive voice response (IVR) unit and connect the
interaction to the IVR.

Pause Use to suspend treatment processing for a specified duration.

Play Application Use to execute an application (such as a Composer voice application) or a
script on a device, such as an [VR.

Play Sound Use to play audio resources of the following type: Music, BusyTone,
FastBusyTone, RingBack, RecordedAnnouncement (on Stream Manager),
Silence.

Play Message Use to invoke/play audio or text-to-speech Announcement treatments.

Set Default Route Use to set/change the default destination.

User Input Use to play a text-to-speech announcement, to play an announcement and

collect digits, and for collecting digits.

eServices (Multimedia) Blocks

The eServices blocks perform specialized processing of multimedia
interactions. Table 6 summarizes these blocks.
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Table 6: eServices Blocks

Block Name Description

Chat Transcript Use to create (but not send) an e-mail message that is generated from your
site’s Standard Response Library and which has the customer’s chat
transcript attached. Use the Send Email block to send the message out.

Classify Interaction Use to have Universal Routing Server instruction Classification Server to
assign one more category codes (configured in Knowledge Manager as
described in eServices 8.1 User Guide) to a text-based interaction. Once a
category code is assigned, other types of processing can occur based on the

category code.

Create E-mail Use to create an e-mail message to be sent out to a customer or to another
agent and to specify the interaction queue where the outbound e-mail
should be placed.

Create Interaction Use this block to create an interaction record in the Universal Contact

Server Database, for a customer contact. This saves the current interaction
being processed in the database.

Create SMS Use to create an outbound message, which can be sent out as a Short
Message Service (SMS) message to an external SMS Server. SMS refers to
the common text messaging service available on cell phones and other
handheld devices.

E-mail Forward Use to send an incoming e-mail to an external address, such as for agent
collaboration. This block combines the functionality of IRD's Forward
E-mail, Redirect E-mail, and Reply E-mail from External Resource objects.
The Forward Type property specifies the type of functionality by allowing
you to select Forward, Reply to Customer, or Redirect.

E-mail Response Use to send an e-mail in response to incoming interaction resulting from
inbound e-mail or an open media request. This block combines the
functionality of IRD’s Acknowledgement, Autoresponse, and Create
Notification objects.

Identify Contact This block can be used for various purposes. You can:
* Identify a contact based on the User Data of the current interaction.

* Return a list of matching Contact IDs based on the User Data. This
occurs only if a single matching contact record is found or if the Return
Unique property is set to false. Contact attribute values (first name, last
name, email address, and so on) are returned only when a single
matching contact is found (no matter what is the value of the Return
Unique property).

* Create a contact record in the Universal Contact Server (UCS) Database
with information in the User Data if a matching contact is not found.
Update the interaction's User Data with data returned by UCS.
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Table 6: eServices Blocks (Continued)

Block Name Description

Render Message Use the Render Message block to request Universal Contact Server to
create message content. You can create message content using text from
either the Message Text to Render property, the Result property, or User
Data. This block causes Universal Routing Server to generate a request to
Universal Contact Server for the method RenderMessageContent. The
primary reason for this block is to create message content for use in the
Create SMS block,

Screen Interaction Use to filter a text-based interaction for specific content (specific words or
patterns) based on evaluation of one or more screening rules by
Classification Server. You then have the option of segmenting incoming
interactions to different logical branches based on the result of the screening
query. Screening rules are created in Knowledge Manager as described in
the eServices 8.1 User's Guide.

Send E-mail Use to send an e-mail waiting in a queue that was previously created using
the Create E-mail block.

Send SMS Use this block to send an Short Message Service (SMS) message created
with the Create SMS block.

Update Contact Use this block to update customer profile information in the Universal
Contact Server Database, based on data attached to an interaction.

Server-Side Blocks

Server-Side blocks provide the ability to interact with internal and external
custom server-side pages, Web Services, and URLs. Table 7 summarizes
Server-Side blocks.

Routing Applications—User’s Guide 119



Appendix : Composer Blocks Workflow Diagram-Building Blocks

Table 7: Server-Side Blocks

Block Name Description

Backend Use to invoke custom backend Java Server Pages (JSP). You have the
option to pass back all the application session state data to the backend
logic page on the server.

Business Rule Block Once the Rule Packages (created from Rule Templates) that you want to
work with are deployed to the Genesys Rules Engine, you can use the
Business Rule block on the Server Side palette to create voice and routing
applications that use business rules.

Use this block to have Composer query the Genesys Rules Authoring Tool
(GRAT) for deployed packages. For the Rule Package that you specify,
Composer will query the GRAT for the Facts associated with the Rule
Package. You can then set values for the Facts, call the Genesys Rules
Engine for evaluation, and save the results in a variable.

DB Data Use for connecting to a database and retrieving/manipulating information
from/in a database.
External Service Use to exchange data with third party (non-Genesys) servers that use the

Genesys Interaction SDK or any other server or application that complies
with the GIS communication protocol.

OPM Enables VXML and SCXML applications to use Operational Parameters
(OPM), which allow a business user to control the behavior of these
applications externally. Operational Parameters are defined and managed in
the Operational Parameter Management (OPM) feature of Genesys
Administrator Extension (GAX).

TLib Use in workflows and sub-workflows that will use <session:fetch>
method="tlib". The block exposes properties to form a TLib request to set
agent status not ready equivalent to TAgentSetNotReady.

Web Request Use to invoke any supported HTTP web request or REST-style web
Service.
Web Service Use to invoke Web Services. Data returned by the Web Service is converted

to JSON format and made available in the application.
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Context Services Blocks

Table 8 summarizes the workflow diagram-building blocks used for Context
Services as described on page 53.

Table 8: Context Services Blocks

Block Name

Description

Associate Service

Use the Associate Service block to associate an anonymous service record
with a customer whose profile exists in the database used for Context
Services.

Complete Service

Use to mark an active service as completed in the Universal Contact Server
Database used for Context Services.

Complete State

Use to mark the completion of a specified state in the context of a service in
the database used for Context Services.

Complete Task

Use to mark the application as completing a specified task within a
service/state.

Create Customer

Use to create a voice callflow/routing workflow that includes the capability
to create a customer profile through Context Services.

Enter State

Use the Enter State block to mark the entry of the application into a
specified state in the context of a service.

Identify Customer

Use to identify a customer in the database based on search criteria, which
can be customer profile core data or customer profile extension data.

Query Customer

Use to look up a customer's core profile and profile extension attributes.

Query Services

Use to query the database for a list of services associated with a particular
Customer ID or, in case of unassociated services, the Contact Key.

Query States Use to query the database used for Context Services for active and
completed states data for a specified service.
Query Tasks Use to query the database used for Context Services for active and

completed tasks within a state for a specified service.

Start Service

Use to communicate the creation or start of a service in the UCS Database.

Start Task

Use to mark the application as entering a specified task within a
service/state.

Update Customer

Use to update the customer profile in the database used for Context
Services.
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Outbound Blocks

The Outbound blocks support Genesys Outbound Contact, an automated
product for creating, modifying, running, and reporting on outbound
campaigns for proactive customer contact. Outbound Contact Solution (OCS)
provides automated dialing and call-progress detection, so that an Agent is
required only when a customer is connected.

Table 9: Outbound Blocks

Block Name

Description

Add Record

Use to automate building of Calling Lists by adding a new record to a
specified Calling List.

Cancel Record

Use to cancel a customer record in a calling list.

Do Not Call

Use to add a contact record, such as a phone number or an e-mail address,
to a specified Do Not Call List and marks the corresponding record as Do
Not Call.

Record Processed

Use to mark a record as requiring no further handling.

Reschedule Record

Use to Reschedule a customer interaction from the specified Calling List.

Update Record

Use this block to update a Calling List record that you specify via a
RecordHandle parameter.

Composer Blocks Mapped to IRD Objects

The tables below list IRD objects based on their IRD toolbar category name
and point to the corresponding Composer diagram building block.

Note: Composer refers to the fundamental element of a workflow diagram

as a block whereas in IRD documentation, this element is referred to
as an object.

Table 10: IRD Data & Services Category

IRD Object Name

Composer Block Name

Database Wizard object

DB Data block

Web Service object

Web Service block.

External Service object

External Service block
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Table 11: IRD Miscellaneous Category

Composer Blocks Mapped to IRD Objects

IRD Object Name

Composer Block Name

Assign object

Assign block

Call Subroutine object

Subroutine block

Entry object Entry block
Exit object Exit block
Function object ECMAScript block

If object

Assign, Branching, ECMAScript, Log, Entry, and
Looping blocks all open Expression Builder

Table 12: IRD Routing Category

IRD Object Name

Composer Block Name

Selection object Target block
Percentage object Target block
Default object Default Route block

Force Routing object

Force Route block

Percentage, Load Balancing, Statistics Routing Rule block
Routing Rule objects
Statistics object Target block

Table 13: IRD Segmentation Category

IRD Object Name

Composer Block Name

ANI object

Branching. Expression Builder contains a DNIS variable
under Workflow Variables > System. Also see ANI
predefined application variable in Figure 14 on page 34.

DNIS object

Branching. Expression Builder contains a DNIS variable
under Workflow Variables > System. Also see ANI
predefined application variable in Figure 14 on page 34

Date object

Branching. You can also use the genesys.IsSpecialday
Functional Module.
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Composer Blocks Mapped to IRD Objects

Table 13: IRD Segmentation Category (Continued)

IRD Object Name

Composer Block Name

Day of Week object

Functional Module.

Branching. You can also use the genesys.session.day

Time object

Functional Module.

Branching. You can also use the genesys.timeinZone

Generic object

Branching. See “Expression Builder” on page 35.

Classification Segmentation

the different categories.

An ECMAScript function allows you to manually attach
Classification categories to interactions. You can then
sgment interactions to different logical branches based on

Table 14: IRD Treatment Category

IRD Treatment Composer Equivalent Composer Busy Treatment?
Record user announcement Create User Announcement no
Delete user announcement Delete User Announcement no
Cancel call Disconnect no
IVR IVR yes
Pause Pause yes
Play announcement Play Message yes
Text to speech Play Message yes
Play announcement and collect | User Input yes
digits
Text to speech and collect digits | User Input yes
Verify digits Digit verification in User Input yes
Collect digits User Input yes
Play Application Play Application Play Application
Busy Play Sound yes
Fast busy Play Sound yes
Music Play Sound yes
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Table 14: IRD Treatment Category (Continued)

Composer Blocks Mapped to IRD Objects

IRD Treatment Composer Equivalent Composer Busy Treatment?
Ringback Play Sound yes
Silence Play Sound yes
RAN Play Sound yes
Set default destination Set Default Route no

Table 15: IRD Multimedia Category

Composer Route Block Name

Equivalent IRD Object

Create E-mail block

Create E-mail object

Send E-mail block

Send E-mail object

Email Response block

Combines the functionality of IRD’s
Acknowledgement, Autoresponse, and Create
Notification objects.

Create SMS block

Create SMS object

Chat Transcript block

Chat Transcript object

Email Forward block

Combines the functionality of IRD's Forward
E-mail, Redirect E-mail, and Reply E-mail from
External Resource objects.

Screen Interaction block

Screen, Multiscreen object

Classify Interaction block

Classify object

Update Contact block

Update Contact object

Identify Contact block

Identify Contact object

Create Interaction block

Create Interaction object

Render Message block

Render Message object

Queue Interaction block

Queue Interaction object

Route Interaction block

Route Interaction object

Stop Interaction block

Stop Interaction object

External Service (ESP) block

External Service object
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Table 16: SMS Category

Composer Route Block Name Equivalent IRD Object
Create SMS Create SMS Out object
Send SMS Send SMS Out object

Table 17: IRD Outbound Category

Composer Route Block Name Equivalent IRD Object
Add Record Add Record object
Cancel Record Cancel Record object

Do Not Call Do Not Call object
Record Processed Processed object
Reschedule Record Reschedule object
Update Record Update Record object

Other Functionality

As shown in Table 19, Composer’s interaction process diagrams supply
functionality found in IRD business processes.

Table 18: IRD Business Process Functionality

IRD Business Process Composer Interaction Process Diagram

Queue object Interaction Queue block

View object Interaction Queue view defined in Interaction Queue
block

Strategy object Workflow block

Workbin object Workbin block

Strategy-linked nodes Workflow-generated blocks

Endpoint object Media Server block endpoint
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Table 19 lists other IRD functionality that can also be found in Composer.
Table 19: Other Functionality

IRD Functionality Composer Functionality

List Objects List Object Manager. See Composer's List Object

Manager (see page 39).

Statistics Dialog Box Statistics Manager and Builder. See Composer’s

Statistics Builder (see page 38).

Generic Segmentation object Expression Builder (see page 35)

Generic Segmentation object Skill Expression Builder (see page 40)
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S Genesys

Supplements

Related Documentation
Resources

The following resources provide additional information that is relevant to this
software. Consult these additional resources as necessary.

Composer Help Wiki

* The Composer 8.1 Help, which is your main source of information for
using Composer to develop voice and routing applications, is available on
the Composer 8.1.3 Help Wiki. Selecting Help > Help Contents from within
Composer directs new and existing users to the wiki.

* Since Composer is based on Eclipse (www.eclipse.org), you should
familiarize yourself with basic Eclipse concepts by referring to the
Workbench User Guide available fromwithin Composer.

IRD to Composer Migration Guide Wiki

» The /R0 to Composer Migration Guide describes how to migrate routing
strategies created in Interaction Routing Designer into Composer Projects
as SCXML-based workflow diagrams.

Orchestration Server Wiki

* The Orchestration Server wiki contains the Genesys language
specification for the following interfaces: (1) SCXML — What we support
from the standard, both from an interface and behavioral standpoint; (2)
Domain-specific languages (model modules) for all the Genesys-specific
functional modules; (3) External interfaces to platform and SCXML
sessions.
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Genesys Voice Platform Wiki

The Genesys Voice Platform Wiki contains Genesys VoiceXML 2.1
Reference Help, which provides information about developing Voice
Extensible Markup Language (VoiceXML) applications. It presents
VoiceXML concepts, and provides examples that focus on the GVP Next
Generation Interpreter (NGI) implementation of VoiceXML.

Composer Deployment Guide

This guide assists the first-time Composer user in deploying Composer. It
covers software requirements, installing Composer on Windows and Mac,
displaying the user interface, post-installation configuration, uninstalling
and re-installing.

Cheat Sheets

Selecting Help > Cheat Sheets opens a dialog box where you can expand
Composer and select tutorials to quickly get started with the concepts. This
includes tutorials for pre-configurations like for the SIP Phone settings,
creating first voice applications, and so on.

Management Framework

Framework 8.1 Deployment Guide, which provides information about
configuring, installing, starting, and stopping Framework components.

Framework 8.1 Genesys Administrator Help, which provides information
about configuring and provisioning contact center objects by using the
Genesys Administrator.

Framework 8.1 Configuration Options Reference Manual, which provides
descriptions of the configuration options for Framework components.

Stat Server 8.1 User's Guide, which describes the configuration,
installation, and start procedures relevant to deploying Stat Server.

SIP Server

Framework 8.1 SIP Server Deployment Guide, which provides information
about configuring and installing SIP Server.

Universal Routing

Orchestration Server 8.1 Deployment Guide. Contains deployment
information for Genesys Orchestration Server, which offers an open
standards-based platform with an SCXML engine enabling intelligent
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Related Documentation Resources

distribution of interactions throughout the enterprise. Orchestration Server
interprets the top-level SCXML document created as a result of an
interaction processing diagram created in Composer.

eServices/Multimedia

The context services user’s guide, available on the Context Services Wiki,
which provides information on the Universal Contact Server database of
customer-related, service, and interaction-centric data (current and historical).
Composer’s Context Services blocks use this database.

Genesys Voice Platform

Genesys Voice Platform 8.1 Deployment Guide, which provides
information about installing and configuring Genesys Voice Platform
(GVP).

Genesys Voice Platform 8.1 User s Guide, which provides information
about configuring, provisioning, and monitoring GVP and its components.

Genesys Voice Platform 8.1 Legacy VoiceXML 2.1 Reference, which
describes the Voice XML 2.1 language as implemented by the Legacy GVP

Interpreter (GVP1) in GVP 7.6 and earlier, and which is now supported in
the GVP 8.1 release.

Genesys Voice Platform 8.1 CCXML Reference Manual, which provides
information about developing Call Control Extensible Markup Language
(CCXML) applications for GVP.

Genesys Voice Platform 8.1 Troubleshooting Guide, which provides
information about Simple Network Management Protocol (SNMP)
Management Information Bases (MIBs) and traps for GVP, as well as
troubleshooting methodology.

Genesys Voice Platform 8.1 Configuration Options Reference, which
replicates the metadata available in the Genesys provisioning GUI, to
provide information about all the GVP configuration options, including
descriptions, syntax, valid values, and default values.

Genesys Voice Platform 8.1 Metrics Reference, which provides
information about all the GVP metrics (VoiceXML and CCXML
application event logs), including descriptions, format, logging level,
source component, and metric ID.

Voice Platform Solution 8.1 Integration Guide, which provides information
about integrating GVP, SIP Server, and, if applicable, IVR Server.
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Open Standards

W3C Voice Extensible Markup Language (VoiceXML) 2.1, W3C
Recommendation 19 June 2007, which is the World Wide Web Consortium
(W3C) VoiceXML specification that GVP NGI supports.

W3C Voice Extensible Markup Language (VoiceXML) 2.0, W3C
Recommendation 16 March 2004, which is the W3C VoiceXML
specification that GVP supports.

W3C Speech Synthesis Markup Language (SSML) Version 1.0,
Recommendation 7 September 2004, which is the W3C SSML
specification that GVP supports.

W3C Voice Browser Call Control: CCXML Version 1.0, W3C Working
Draft 29 June 2005, which is the W3C CCXML specification that GVP
supports.

W3C Semantic Interpretation for Speech Recognition (SISR) Version 1.0,
W3C Recommendation 5 April 2007, which is the W3C SISR specification
that GVP supports.

W3C Speech Recognition Grammar Specification (SRGS) Version 1.0,
W3C Recommendation 16 March 2004, which is the W3C SRGS
specification that GVP supports.

Genesys

Genesys Technical Publications Glossary, which ships on the Genesys
Documentation Library DVD and which provides a comprehensive list of
the Genesys and computer-telephony integration (CTI) terminology and
acronyms used in this document.

Genesys Migration Guide, which ships on the Genesys Documentation
Library DVD, and which provides documented migration strategies for
Genesys product releases. Contact Genesys Customer Care for more
information.

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

Information about supported hardware and third-party software is available on
the Genesys Customer Care website in the following documents:

Genesys Supported Operating Environment Reference Guide.

Genesys Supported Media Interfaces Reference Manual

Consult these additional resources as necessary:
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Genesys Hardware Sizing Guide, which provides information about
Genesys hardware sizing guidelines for the Genesys 7.x and 8.x releases.
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Related Documentation Resources

* Genesys Interoperability 6uide, which provides information on the
compatibility of Genesys products with various Configuration Layer
Environments; Interoperability of Reporting Templates and Solutions; and
Gplus Adapters Interoperability.

* Genesys Licensing Guide which introduces you to the concepts,
terminology, and procedures relevant to the Genesys licensing system.

* Genesys Database Sizing Estimator 8.0 Worksheets, which provides a
range of expected database sizes for various Genesys products.
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Document Conventions

Document Conventions

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

Document Version Number

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

80fr_ref_06-2008_v8.0.001.00

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

Screen Captures Used in This Document

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

Type Styles

Table 20 describes and illustrates the type conventions that are used in this
document.

Table 20: Type Styles

Type Style | Used For Examples
Italic * Document titles Please consult the Genesys Migration
«  Emphasis Guide for more information.
« Definitions of (or first references to) Do not use this value for this option.
unfamiliar terms A customary and usual practice is one
o Mathematical variables that is widely accepted and used within a
Also used to indicate placeholder text within particular industry or profession.
code samples or commands, in the special case | The formula, x +1 =7
where angle brackets are a required part of the | where x stands for . . .
syntax (see the note about angle brackets on
page 135).
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Table 20: Type Styles (Continued)

Note: In some cases, angle brackets are
required characters in code syntax (for
example, in XML schemas). In these cases,
italic text is used for placeholder values.

Type Style | Used For Examples
Monospace | All programming identifiers and GUI Select the Show variables on screen
font elements. This convention includes: check box.
(Looks like | * The names of directories, files, folders, In the Operand text box, enter your
teletype or configuration objects, paths, scripts, dialog | formula.
typewriter boxes, options, fields, text and list boxes, Click 0K to exit the Properties dialog
text) operational modes, all buttons (including box.
radio buttons), check boxes, commands,
tabs, CTI events, and error messages. T-Server distributes the error messages in
. EventError events.
* The values of options.
. Logical ts and d svnt If you select true for the
gical arguments and command syntax. ) )
inbound-bsns-calls option, all

* Code samples. established inbound calls on a local agent

Also used for any text that users must are considered business calls.

manually enter during a configuration or . Enter exit on the command line.

installation procedure, or on a command line.
Square A particular parameter or value that is optional | smcp_server -host [/flags]
brackets ([ ])| within a logical argument, a command, or

some programming syntax. That is, the

presence of the parameter or value is not

required to resolve the argument, command, or

block of code. The user decides whether to

include this optional information.
Angle A placeholder for a value that the user must smcp_server -host <confighost)
brackets specify. This might be a DN or a port number
(<>) specific to your enterprise.
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