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Hosted Provider Edition

About This Software

Hosted Provider Edition (HPE) is an integrated solution that supplies a generic architecture for hosted
service providers. Hosted Provider Edition enables the administration and maintenance of large platforms
with hundreds of tenants and thousands of applications. This is achieved utilizing the following features:

o Service provider, multi-tenant model

o Pre-defined set of services

« Pre-defined hardware and software configuration
« Pre-defined performance levels

o Modular scalability

Hosted Provider Edition also provides wrappers around standard Genesys components to simplify
deployment, provisioning, and administration in areas such as:

¢ Infrastructure deployment
« Tenant deployment

« Hardware growth

« Disaster Recovery

New Features in 8.1.x
Release 8.1.2

Release 8.1.2 adds these new features:
Infrastructure

o Genesys Suite 8.1 Software Refresh brings the latest versions of HPE core components to the
solution. Service providers can offer their embedded HPE services with the latest Genesys
capabilities, as well as customize their offer to include functionality that is available in Genesys 8.1
but not yet incorporated into the HPE standard service offer.

« HPE Automated Service Package Version Tracking simplifies service management by enabling
audits of defined and deployed service packages.

« Enhanced Utilization Tracking enables reporting on the contracted and actual number of port or
seat licenses for each tenant.

o« The HPE Sizing Tool includes Genesys Voice Platform and other new features in its sizing
calculations.

« Enhanced log file and versioning management: In conjunction with the Dell KACE Management
Appliance, HPE simplifies management of log files associated with specific tenants and services.

o Hosted Provider Edition Upgrade and Migration Procedures: Documented procedures and tools
necessary to upgrade an existing Hosted Provider Edition 8.1 system to the 8.1.2 release.


http://www.genesyslab.com/

Components

o Genesys Voice Platform Integration enables providers to offer the full suite of GVP services to new
and existing tenant customers. GVP integration is supported for component deployment and solution
administration. The GVP Media Server is shared across both Self-Service and Assisted Service
operations. Providers no longer have to deploy separate dedicated media servers for each solution.

« Composer Integration grants access to the latest Genesys development tool for creating VoiceXML
applications for their integrated GVP service offering.

Services

« Hosted eServices Web API Server simplifies the deployment of eServices by enabling providers to
host the prerequisite tenant Web API server on the network.

¢ OPM - Voice Application Parameters: Operational Parameter Management for VoiceXML
applications facilitates deployment of a single service-specific application to multiple tenants. Tenants
can customize application menus, announcements, and call flow through a simple web-based
parameter dashboard.

o Web-based real-time reporting uses the new Genesys EZPulse solution to give tenants access to
real-time operational data and reports.

Release 8.1.1
Some of the primary new features added in release 8.1.1 are:

o Support for Enhanced VMware Capabilities: Hosted Provider Edition documentation and procedures
include details for utilizing additional vSphere and vCenter functionality including VMware Clustering,
vMotion and vCenter Update Manager.

o Cardinal Number Support: Tenants are able to include playback of number sets as words when
relating to amounts. For example a number set like ‘1234’ can be played back as one thousand, two
hundred and thirty-four rather than as one, two, three and four.

« Shared Virtual Machines: Multiple tenants are able to be deployed in a single virtual machine.

¢ Automated VM Generation: The virtual host required to support a new tenant of the system can be
automatically generated through the use of a predefined script.

o Support for Nailed Up connections with Outbound: Details and automated configuration scripts are
included to support the SIP Nailed Up Connection feature.

« Hosted Provider Edition Sizing Tool Update: The Hosted Provider Edition Sizing Tool is updated to
take into account utilization measurements obtained in the VMware vCenter. Based on the difference
between predicted and measured demand values, the sizing tool adjusts its predictions when new
tenants are added to the system.

o Hosted Provider Edition Upgrade and Migration Procedures: Documented procedures and tools
necessary to upgrade an existing Hosted Provider Edition 8.1 system to the 8.1.1 release.

Release 8.1.0
Some of the primary new features added in release 8.1.0 are:

« Operational Parameter Management for CTI routing strategies. This includes support for service
provider creation, management and assignment of parameters as well as an intuitive web based user
interface to provide tenants easy access to their parameter values.

o TrueConnect feature to support inbound routing to agents without a PC.

« Pre-defined announcements, music resources and routing strategies to support rapid system and
tenant deployment.

« Automated Tenant deployment to minimize the manual steps necessary to configure new tenants of
the system.

« Automated Service deployment to simplify the process of starting the applications necessary to
provide new services to tenants.

o Support for Service Provider License Reporting Manager (LRM) reports providing details on tenant
utilization.

« Web-based audio resource management for Media Server resources.
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documentation
Contains the ReadMe file, the graphics for the ReadMe, and the versions.html file. It also contains the
following documents:

« Hosted Provider Edition 8.1 Solution Guide

« Hosted Provider Edition 8.1 Tenant Administration Guide

o Hosted Provider Edition 8.1 Sizing Tool

« Hosted Provider Edition 8.1 Additional Documentation Resources

templates
Contains the configuration application templates for Agent Desktop Proxy.

solution_specific
Contains the installation files for Agent Desktop Proxy, solution-specific sample scripts, strategies and audio
files.

Documentation
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Release Notes and the Release Advisory available on the Genesys Technical Support website.

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

Technical Support
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Contacting

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

For complete information on how and when to contact Technical Support, read the Genesys Technical
Support Guide. Please tell the Technical Support representative that you are a Hosted Provider Edition 8.1
customer.

Licensing

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

Supported Operating Environment Information

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

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

Legal Notices

Copyright

This DVD and all its contents © Copyright 2012, Genesys Telecommunications Laboratories, Inc. All rights
reserved.
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Trademarks

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

All other trademarks are the property of their respective owners.

Third-Party Software

Genesys follows applicable third-party redistribution policies to the extent that Genesys solutions utilize third-
party functionality. Please contact your technical support representative if you have any questions.

This product includes the following third-party software:

o Software developed by The Apache Software Foundation (http://www.apache.org).

e Apache XML Commons Resolver Copyright 2006 The Apache Software
Foundation.(http://www.apache.org). Portions of this code are derived from classes placed in the
public domain by Arbortext on 10 Apr 2000. See
http://www.arbortext.com/customer_support/updates_and_technical_notes/catalogs/docs/README.htm.

o This product currently only contains code developed by authors of specific components, as identified
by the source code files. Since product implements StAX API, it has dependencies to StAX API
classes. For additional credits (generally to people who reported problems) see CREDITS file.

o This product includes software developed by the Apache Software Foundation
(http://www.apache.org/). The end-user documentation included with a redistribution, if any, must
include the following acknowledgement:

"This product includes software developed by the Spring Framework Project

(http://www.springframework.org."

Alternately, this acknowledgement may appear in the software itself, if and wherever such
third-party acknowledgements normally appear.

The names "Spring", "Spring Framework", and "Spring Web Flow" must not be used to
endorse or promote products derived from this software without prior written permission. For

written permission, please contact enquiries@springsource.com.

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

Your Responsibility for Your System

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