S

GENESYYS

AN ALCATEL-LUCENT COMPANY

Genesys 7.6

Proactive Routing

Solution Guide



The information contained herein is proprietary and confidential and cannot be disclosed or duplicated
without the prior written consent of Genesys Telecommunications Laboratories, Inc.

Copyright © 2007-2008 Genesys Telecommunications Laboratories, Inc. All rights reserved.

About Genesys

Genesys Telecommunications Laboratories, Inc., a subsidiary of Alcatel-Lucent, is 100% focused on software for call
centers. Genesys recognizes that better interactions drive better business and build company reputations. Customer
service solutions from Genesys deliver on this promise for Global 2000 enterprises, government organizations, and
telecommunications service providers across 80 countries, directing more than 100 million customer interactions every
day. Sophisticated routing and reporting across voice, e-mail, and Web channels ensure that customers are quickly
connected to the best available resource—the first time. Genesys offers solutions for customer service, help desks,
order desks, collections, outbound telesales and service, and workforce management. Visit waw. genesys lab. com for
more information.

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

Notice

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

Your Responsibility for Your System’s Security

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

Trademarks

Genesys, the Genesys logo, and T-Server are registered trademarks of Genesys Telecommunications Laboratories,
Inc. All other trademarks and trade names referred to in this document are the property of other companies. The
Crystal monospace font is used by permission of Software Renovation Corporation, www . Sof twareRenovation.com.

Technical Support from VARs
If you have purchased support from a value-added reseller (VAR), please contact the VAR for technical support.

Technical Support from Genesys

If you have purchased support directly from Genesys, please contact Genesys Technical Support at the following
regional numbers:

Region Telephone E-Mail

North and Latin America +888-369-5555 or +506-674-6767 supportegenesyslab.com
Europe, Middle East, and Africa +44-(0)-1276-45-7002 supportegenesyslab.co.uk
Asia Pacific +61-7-3368-6868 supportegenesyslab.com.au
Japan +81-3-6361-8950 supportegenesyslab.co.jp

Prior to contacting technical support, please refer to the Genesys Technical Support Guide for complete
contact information and procedures.

Ordering and Licensing Information
Complete information on ordering and licensing Genesys products can be found in the Genesys 7 Licensing Guide.

Released by
Genesys Telecommunications Laboratories, Inc. www. genesyslab.com
Document Version: 76g_sg-pr_10-2008_v7.6.001.00



http://www.genesyslab.com
http://www.genesyslab.com
mailto:support@genesyslab.com
mailto:support@genesyslab.co.uk
mailto:support@genesyslab.com.au
http://genesyslab.com/support/dl/retrieve/default.asp?item=B3BFC6DABE22B62AAE32A6D31E6396E3&view=item
mailto:support@genesyslab.co.jp
http://genesyslab.com/support/dl/retrieve/default.asp?item=B6C52FB62DB42BB229B02755A1D12650&view=item

S

CLLERMS]  Table of Contents

AN ALCATEL-LUCENT COMPANY

LiSt Of PrOCEAUIES ..ueviieeeee et e 7
[ = = o = OSSR 9
Ta] (=T aTe [=To AU (o [T= o o] =T PP 10
Chapter SUMMATIES. ......covuiiiii i ee e e e e e e e e e e e e e e e e e eeaes 10
ReElAtEd RESOUITES ....uuviiiiiiiiiiiiiiiiiiiieieeeeeeeeeeee e eeeeeeeeeeeeeeeereeeeaeeeeeerereeaeeees 11
OUtboUNd CONLACT.......uviiiiieieiiiiiiee e 11
UNIVersal ROULING ....uvuiiii e e e 11
MURIMEAIA ... e e 12

LT LTS} TSP 12
Making Comments on This DOCUMENt ...........coovvviiiiiiiiiiiiiiiieee 13
Chapter 1 OV BIVIBW ...ttt ettt et e ettt e et e e bb e e e bt e e e bt e e anteeeanbeaenneeas 15
The CIM PIAtfOrm ... 16
What Is Proactive ROULING? .......covviiiiii i 17
What Is a Proactive Routing SOIUtiON? .........coooiiiiiiiiiiiiiieeeeee e 17
Proactive Routing Strategi€s .........cevvvveiiieriiiiiiiiiieiieeieeeeeee e 17
CoMPONENT PrOAUCTS ...t eeeeeeeeeeeeeeeeenees 18
OUtboUNd CONLACT.......ueiiiiieiiiiiiieeee e 18
UNiversal ROULING .......iiii et 19

Y T8 g T=To [T PP 20
AGENE DESKIOP ..o, 21
NEW iN ThiS REICASE........uuuiiiiiiiiiiiiiiiiiieeee ettt 21
Preview Interaction FIOW .........c..uviiiiiiiiiiiiiicee e 22
BUSINESS USE CASES ....uuiieiiiiiiiiiiiiiiieiiieeieeeieeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeees 23
Use Case #1: Multi-lingual Outbound Campaign...........ccccoeecvvveeennnn. 23
Use Case #2: Callback ROULING ......ccovieeiiiiiiiiiiiie e, 24
Use Case #3: Last minute Pre-Dial ChecK ... 25
Use Case #4: Training CampPaign.........cc.uvveerieeeiiiiiiiiiieee e sssiiveeeeeeens 25
Use Case #5: Automated follow-up list development.......................... 25
Use Case #6: Simple Outbound E-mail Campaigns..............ccceeee.... 25
Features and BenefitS .........ooouuiiiiiiiiiiii e 26
Proactive Routing Solution Task FIOW ..............ceeiiiiiiiiiiiiiiiiiiiiiiiieeceeee, 28

Proactive Routing—Solution Guide 3



Table of Contents

Chapter 2

Chapter 3

Chapter 4

Chapter 5

Chapter 6

Configuring Outbound Contact for Proactive Routing ..................... 31
Installing OutbouNd CONACT .........ccvviiiiiiiiiiiiee e 31
Creating Outbound Contact ObJECES.........ccovvveiiiiiiii e, 31
External Services ProtoCol.............coovvvviiiiiiiiiiii 34
Outbound Contact Server options specific to Proactive Routing............. 40
Communication Protocol Modifications ..............ccoo oo 42
Modifications for Proactive ROULING ...........evvvvieeiiiiiiiiiiieee e 42
Configuring Multimedia for Proactive Routing...............ccooeeeeeeeee. 45
Installing MUltIMedia .............uuuriiiiiiiiiiiiiiiiiii e 45
Obtaining the Technical LICENSE........ccoooi i 45
OCS and Multimedia ComMMUNICALION ..........ccvvviiiiieeeiiiiieeeee e 46
Configuring Universal Routing for Proactive Routing..................... 49
Installing Universal ROULING ............uuuuieeiiiiiiiiiieiiiiiiiieeeeeeeeeeeee e 49
Strategy Support for Proactive ROUtING ............ccoooeiiiiiiiiiieecceceecccccs 50
Using the Outbound ODJECES ..........uuuiiiiiiiiiiiiiiiiiiiiiiieeeeeieeeeeee e 51
ADOUL BUSINESS PrOCESSES ...coeevviieviieiiieeieee ettt 52
Universal Routing Server options specific to Proactive Routing.............. 65
USE GBS ittt 66
Configuring Universal Routing Server options specific to Proactive
01 1 1] o 67
Routing Based on Agent Capacity RUIES ............coccciiiiiiiiiiiiiiiiiieeeeeeee 70
Capacity Rule Definition............ccccco oo, 70
Agent Capacity OPtON ......coovvviiiiiiiiiiei e 71
Hints on Configuring Proactive Strategi€sS.............uuvuvvvvvvivvevrerieenrieeeeeene, 71
Delivering Proactive Interactions to Agent Desktop...........cccceeeeeeeen. 72
Configuring Agent Desktop and Login Dialog BOX.........cccceeevveeeennnn, 75
INStalling AQeNnt DESKIOP ... .uuuuuiiiiiiiiiiiiiiiiiiitieieieeeeee et e e e e e e e eeeas 75
Agent Capacity RUIES ........uuuviiieiiiiiiiiiieiiiesiieeeeevisserseeseseeesseeseeeseeeseeeseeeenes 75
Example Agent Capacity RUIE ...........coovrriiiiiii e, 76
Agent Desktop options specific to Proactive Routing ...............ccevvvveeeeeee. 78
Using Proactive ROUTING .....cooiiiiiiiiiiecee e 83
Running a Proactive CampPaign.........cccovvruuiiiiiiieeeeeereeiiiies s e e eeeeeaeennnns 83
Handling Preview INTEractionNsS ...........cooiieriiiiieeeeieiiie e 85
Campaign Status Notification for Agents ..........ccooeevieeiiiiiiieececccccne 85

Genesys 7.6 @



Table of Contents

Appendix Strategy SAMPIES ..oecieeeeeeiee ettt 93
OUtbOUNT OBJECTS. ....cciiiiiiiiiieee e 93

o [0 N =T o o] o PP 94

Strategy in Business Process Using Add Record ...........ccccccuvveivennnnee 94

DO NOE Call ..o 99

SAMPIE SLrAtEQY ..uiie e 100

e (0 ToTSTST =T o [P 104

SampPle StrategiesS.......coiviiiiiiii e 104

ReSChedule ODJECT .......uiiiiiiiii s 104

SaAMPIE SErategY ....coooiei i ———— 105

Update RECON ... .o 108

SAMPIE STFALEGY oeeeeeiiiiiiie et 108

1 T > OSSP 111

Proactive Routing—Solution Guide 5



Table of Contents

6 Genesys 7.6 @



S

GENESYS

AN ALCATEL-LUCENT COMPANY

List of Procedures

Opening Configuration Manager . .............. ... 32
Configuring Outbound Contact Server's ESP port. . ............... 35
Configuring the Campaign Group object . ....................... 37
Configuring Outbound Contact Server options for Proactive Routing . . 41
Configuring the Interaction Server application object. . ............. 46
Opening the Routing Design window . . . . ........ ... 53
Navigating to the Interaction Design location within IRD . ... ........ 54
Creating a new multimedia strategy . . . . . . .. oo oo 55
Editing an existing multimedia strategy .. ....................... 57
Loading multimedia strategies . . . .......... .. 61
Creating the Universal Routing Server environment option. . ........ 67
Configuring the Universal Routing Server use_agent_capacity option . 70
Assigning capacity rules. . . ... 76
Specifying login mediatypes . ... 79
Setting the preview-park-queue option. . . ....................... 81
Verifying Push Previewmode. . . ......... ... ... ... ... 83
Logging into Outbound Contact Manager. .. ..................... 84
Startingacampaign . . ... 85

Proactive Routing—Solution Guide 7



List of Procedures

8 Genesys 7.6 @



S

GENESYS

AN ALCATEL-LUCENT COMPANY

Preface

Welcome to the Genesys 7.6 Proactive Routing Solution Guide. The Genesys
Proactive Routing solution results from the integration of the Outbound
Contact product with the Customer Interaction Management (CIM) platform
(see page 16). Along with other features, this integration provides the ability
to:

» Proactively route interactions generated in Push Preview mode to Genesys
Agent Desktop.

* Completely process Calling List and Do Not Call List records solely from
the logic of a routing strategy without agent intervention.

Deploying proactive routing requires configuring various Genesys products.
To prevent the solution configurer from having to consult multiple product
guides, this guide consolidates proactive routing configuration information
into one guide. It starts with a proactive routing overview and continues with
how to configure the component products. It concludes with running a
Proactive Routing solution and sample strategies that demonstrate “agent-less
proactive routing for multimedia interactions.

This document is valid only for the 7.6 release(s) of this product.

”

Note: For versions of this document created for other releases of this product,
please visit the Genesys Technical Support website, or request the
Documentation Library DVD, which you can order by e-mail from
Genesys Order Management at ordermanegenesyslab.com.

This preface provides an overview of this document, identifies the primary
audience, and lists related reference information:

+ Intended Audience, page 10

«  Chapter Summaries, page 10

- Related Resources, page 11

« Making Comments on This Document, page 13

Proactive Routing—Solution Guide 9
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Preface

Intended Audience

Intended Audience

The Genesys 7.6 Proactive Routing Solution Guide is primarily intended for
those involved in deploying Proactive Routing. This guide assumes that you
have already installed and are familiar with the component products:

* Genesys Outbound Contact

* Genesys Universal Routing

» Genesys Multimedia (part of CIM platform)

This guide also assumes that you have a basic understanding of:

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

* Network design and operation.

» Genesys Framework architecture and functions including Configuration
Manager.

Chapter Summaries

10

In addition to this preface and an index on page 111, this guide contains the
following chapters:

» Chapter 1, “Overview,” on page 15, begins by defining proactive routing in
general, describes proactive routing from a solution standpoint,
summarizes the Genesys products that must be integrated for proactive
routing, shows processing flow, lists business use cases, and ends with
proactive routing features and benefits.

» Chapter 2, “Configuring Outbound Contact for Proactive Routing,” on
page 31, describes Outbound Contact objects, configuring the Outbound
Contact Server Application object, configuring the Campaign Group
object, and modifications made to the communication protocol between
Outbound Contact and Agent Desktop.

« Chapter 3, “Configuring Multimedia for Proactive Routing,” on page 45,
describes obtaining the required technical license, Outbound Contact
Server and Interaction Server communication, and configuring the
Interaction Server object.

» Chapter 4, “Configuring Universal Routing for Proactive Routing,” on
page 49, describes strategy support for proactive routing, configuring
proactive routing strategies, using the Outbound strategy-building objects,
opening the window where you create multimedia routing strategies,
creating business processes that contain multimedia routing strategies,
loading strategies on virtual routing points, setting an environment option,
and routing based on agent capacity.

Genesys 7.6 @



Preface Related Resources

» Chapter 5, “Configuring Agent Desktop and Login Dialog Box,” on
page 75, describes agent capacity rules, how to specify the media types that
appear in the login dialog box for Agent Desktop, as well as an option that
controls workflow postprocessing.

» Chapter 6, “Using Proactive Routing,” on page 83, summarizes the steps
for creating and launching a proactive routing Campaign.

* Anappendix, “Strategy Samples” on page 93, contains sample multimedia
strategies that demonstrate how to use the Add Record, Do Not Call,
Processed, Reschedule, and Update Record Outbound strategy-building
objects for “agent-less” processing of Campaign List records.

Related Resources

This guide assumes you have already installed and configured the component
products listed below.

Outbound Contact

Consult these documents:

* Outbound Contact 7.6 Deployment Guide, which provides instructions on
installing and configuring Outbound Contact 7.6 components using the
Configuration Wizards and Configuration Manager, as well as information
about configuration options.

» Outbound Contact 7.6 Reference Manual, describes application features
for Outbound Contact 7.6 and provides information about constants and
communication protocols.

* Outbound Contact Manager 7.6 Outbound Contact Manager Help file,
which describes how to use Outbound Contact Manager when running a
proactive routing Campaign.

Universal Routing

Consult these documents:

» Universal Routing 7.6 Deployment Guide. The first part of the guide
provides information you will need to get started: A high-level overview of
Universal Routing features and functions, including product architecture,
system availability, redundancy information and deployment-planning.
The second part of the guide provides instructions for deploying Universal
Routing components, and describes how to start and stop these components
once you have configured and installed them.

Proactive Routing—Solution Guide 11
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Multimedia

Genesys

12

Related Resources

Universal Routing 7.6 Reference Manual, which describes and defines
routing strategies, IRD objects, Universal Routing Server and other server
functions and options, number translation, pegs, and statistics used for
routing.

Universal Routing 7.6 Business Process User’s Guide. This guide contains
step-by-step instructions for creating interaction workflows (business
processes), which direct incoming customer interactions through various
processing objects. The goal is to generate an appropriate response for the
customer.

Universal Routing 7.6 Interaction Routing Designer Help, which describes
how to use Interaction Routing Designer to create routing strategies. It also
describes the Interaction Workflow view where you create business
processes that route incoming interactions through various processing
objects with the goal of generating an appropriate response for the
customer.

Universal Routing 7.6 Routing Application Configuration Guide, which
contains information on the various types of routing solutions that can be
implemented, including skills-based routing, business-priority routing,
share agent by service level agreement routing, and cost-based routing.

Consult these documents:

Multimedia 7.6 Deployment Guide, which includes a high-level overview
of features and functions of Genesys Multimedia together with architecture
information and deployment-planning materials. It also introduces you to
some of the basic concepts and terminology used in this product.

Multimedia 7.6 User’s Guide, which provides overall information and
recommendations on the use and operation of Genesys Multimedia.

Multimedia 7.5 Open Media Interaction Models Reference Manual, which
presents a set of basic interaction models, showing the components
involved and the messaging (requests, events) among them.

Consult these documents:

Genesys 7 Events and Models Reference Manual, which provides
information on most of the published Genesys events and their attributes,
and an extensive collection of models describing core interaction
processing in Genesys environments.

“Multimedia, Outbound Contact, and Universal Routing Log Events” in
Framework 7.6 Combined Log Events Help, which is a comprehensive list
and description of all events that may be recorded in Management Layer
logs.

Genesys 7.6 @



Preface Making Comments on This Document

» The Genesys Technical Publications Glossary, which ships on the Genesys
Documentation Library DVD and provides a comprehensive list of the
Genesys and CTI terminology and acronyms used in this document.

» The Genesys 7 Migration Guide, also on the Genesys Documentation
Library DVD, which provides a documented migration strategy from
Genesys product releases 5.1 and later to all Genesys 7.x releases. Contact
Genesys Technical Support for additional information.

» The Release Notes and Product Advisories for this product, which are
available on the Genesys Technical Support website at
http://genesyslab.com/support.

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

» Genesys Supported Operating Systems and Databases

» Genesys Supported Media Interfaces

Genesys product documentation is available on the:

* Genesys Technical Support website at http://genesyslab.com/support.

» Genesys Documentation Library DVD, which you can order by e-mail
from Genesys Order Management at ordermanegenesyslab.com.

Making Comments on This Document

If you especially like or dislike anything about this document, please feel free
to e-mail your comments to Techpubs.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 information in this document only and to the
way in which the information is presented. Speak to Genesys Technical
Support 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.

Proactive Routing—Solution Guide 13
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Chapter

Overview

This chapter begins with a general definition of proactive routing. It then
describes proactive routing from a Genesys solution standpoint, continues with
overviews of the Genesys products required for proactive routing, and presents
various business use cases that could be solved with proactive routing. The
chapter ends with a list of proactive routing features and benefits and a task
flow of steps to create a Proactive Routing solution.

The information in this chapter is divided among the following topics:

The CIM Platform, page 16

What Is Proactive Routing?, page 17

What Is a Proactive Routing Solution?, page 17
Component Products, page 18

New in This Release, page 21

Preview Interaction Flow, page 22

Business Use Cases, page 23

Features and Benefits, page 26

Proactive Routing Solution Task Flow, page 28
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Chapter 1: Overview The CIM Platform

The CIM Platform

To create the capability for proactive routing, Genesys integrated its Outbound
Contact product with the Genesys Customer Interaction Management (CIM)
platform. The CIM platform consists of the following:

* Management Framework
* Reporting (CC Analyzer, CCPulse+)
* Interaction Management, which in turn consists of:
+ Universal Routing
+ Interaction Workflow
+ Knowledge Management
+ Content Analysis
+ Universal Contact History
On top of the CIM Platform are various media channels, including Open

Media, which includes interactions generated in Push Preview mode used by a
Proactive Routing solution. Figure 1 shows a graphical representation:

CIM Platform e

AN ALCATEL COMPANY

Interactions /

Customer Interaction Management Platform

Integrations Insights

Al fights reserved @ 2005, Genesys Telecommunications Laboratories, Ine.

Figure 1: Customer Interaction Management Platform
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Chapter 1: Overview What Is Proactive Routing?

What Is Proactive Routing?

In general, proactive routing means using the Genesys software to send
potential customer interactions to agents prior to customer contact when
running a Campaign. Examples of Campaigns include a telephone collection
Campaign aimed at customers with outstanding balances on credit cards or an
e-mail Campaign marketing a new product. The goal is to prepare agents prior
to the actual customer contact during the running of a Campaign. Contrast
proactive routing with the routing of interactions that originate from
customers. Proactive routing can also be used for agent work items initiated in-
house.

What Is a Proactive Routing Solution?

Note: This guide sometimes refers to proactive interactions as interactions
generated in Push Preview mode. From a Genesys Configuration
Database standpoint, they are Open Media interactions with a media
type of outboundpreview (see Figure 13 on page 51).

A Proactive Routing solution provides the ability to:

1. Preview interactions in Push Preview mode on Agent Desktop prior to
sending voice or non-voice responses (depending on the type of contact
information supplied with the push preview interaction) to customers (see
“Handling Preview Interactions” on page 85). Push Preview mode was
new starting with 7.5.

2. Completely process Calling List and Do Not Call List records solely from
the logic of a routing strategy without agent intervention.

3. Use the same Outbound List and Campaign Management capabilities for
managing both voice and non-voice interactions.

4, Configure the solution to select agents based on business rules contained in
routing strategies while still considering agent capacity rules (see page 70).

For a complete list of features and benefits, see page 26.

Proactive Routing Strategies

You can create proactive routing strategies that use the following Outbound
strategy-building objects for “agent-less” processing of Campaign List records:
Add Record, Reschedule, Update, Do Not Call, and Processed (see “Strategy
Samples” on page 93). Example of agent-less processing (second strategy):

1. A customer calls, but abandons the call before an agent can answer.
2. The first routing strategy detects the abandoned call.

Proactive Routing—Solution Guide 17



Chapter 1: Overview

Component Products

3. The routing strategy uses the Create Interaction IRD strategy-building
object to create a customer interaction record in the Universal Contact
Server Database and then writes the interaction to a queue in a business
process (see Figure 54 on page 94).

4, A second strategy in the business process uses the Add Record object to
add the customer to a specified Calling List without agent intervention.

The Calling List can subsequently be used by an Outbound Campaign that
dials out these customers during off peak hours and has the agent apologize
and follow up (see Step 1 on page 22).

Component Products

The ability to proactively route interactions of the outbound preview media
type to the Agent Desktop is enabled through the integration of the following
Genesys products/servers:

*  Outbound Contact and Outbound Contact Server (the dialing engine)
» Universal Routing and Universal Routing Server (the routing engine)
* Multimedia and Interaction Server (the workflow engine)

Outbound Contact Server’s Push Preview mode pushes interactions to the
Genesys Agent Desktop using intercommunication between Interaction Server
and Universal Routing Server.

Each Genesys product is briefly summarized below. For more information,
start with the product’s deployment guide. The instructions in this guide
assume each component product is already installed.

Outbound Contact

18

Outbound Contact is an automated system that is used to create, modify, and
run outbound Campaigns (for example, a dialing Campaign or an e-mail
Campaign) in which agents interact with customers.

A Campaign is a flexible master plan that organizes Outbound Lists for the
purpose of contacting customers and handling contact results. Each Outbound
List record contains a Campaign name and Campaign 1D, as well as customer
contact information such as a phone number and e-mail address.

Running a Campaign (such as a marketing Campaign) involves launching the
Campaign, monitoring it, and making any necessary adjustments. To perform
these tasks, Outbound Contact users can:

» Create Outbound Lists (such as Calling Lists) from customer contact
information.

Note: Since Outbound Contact 7.6 supports multiple media types, this
guide sometimes substitutes “Outbound List” for “Calling List.”

Genesys 7.6 @
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Component Products

Outbound Lists are generated from customer information in database
tables. Records can store customer phone numbers, e-mail addresses, and
other customer/business-related data.

* Group Outbound Lists into Campaigns for outbound dialing and other
types of contact. See above note.

» Share Campaigns among multiple agent groups.

» Create Campaign sequences with the Campaign Sequence object, which
provides predefined thresholds and automatic agent assignments.

» Chain records for a customer (multiple call records).
» Choose different dialing modes.

+ Define treatments and scheduled calls for unsuccessful calls on each
Calling List.

* Monitor Campaigns using Reporting tools.

» Apply Do Not Call (or Do Not Contact) by type of customer contact
information or customer ID.

Outbound Contact has a client/server architecture consisting of the following
components: Outbound Contact Server, Outbound Contact Manager, Call
Progress Detection Server, CPD Proxy Server

Note: For more information on these components, start with the Outbound
Contact 7.6 Deployment Guide on the Genesys documentation library
DVD.

Universal Routing

Universal Routing (comprised of Enterprise Routing and Network Routing)
consists of the following components: Universal Routing Server, Interaction
Routing Designer, and Custom Server.

Universal Routing enables intelligent distribution of interactions throughout
the enterprise, whether you have a single-tenant or a multi-tenant environment.
Universal Routing can direct interactions from a wide variety of platforms,
such as toll-free carrier switches, premise PBXs or ACDs, IVRs, IP PBXs, e-
mail servers, web servers, and workflow servers. It can handle pure-voice,
multimedia, and blended environments, enabling routing of each media type
based on appropriate criteria.

Routing Strategies

An integral part of Universal Routing are the routing strategies created in a
graphical user interface called Interaction Routing Designer (IRD).

* IRD enables you to create, test, modify, and load routing strategies.

Proactive Routing—Solution Guide 19
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Multimedia
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Component Products

» Universal Routing Server (URS or “Router”) executes the routing strategy
instructions.

A routing strategy is a set of decisions and instructions that tell URS how to
handle and where to direct interactions under different circumstances. Think of
a strategy as a structured set of choice-points, each of which analyzes some
aspect of the current interaction. The data that a strategy uses to analyze an
interaction includes facts related to the interaction itself, the customer initiating
the interaction, the state of the contact center, the particular point in time, and
so on. At any given choice-point, only one of several possible outcomes can be
optimal. URS determines which outcome is optimal and sends the interaction
along a specified route accordingly. The appendix on page 93 contains sample
strategies.

Note: For more information on these components, start with the Universal
Routing 7.6 Deployment Guide on the Genesys documentation library
DVD.

Genesys Multimedia (formerly Multi-Channel Routing) is a cover term for
Genesys components that work together to manage interactions whose media
is something other than traditional telephonic voice (for example, e-mail or
chat).

Multimedia includes some parts of the CIM platform, plus certain of the media
channels that run on top of the Platform:
* From the CIM Platform, the following Interaction Management functions:

+ Interaction Workflow—centralized handling of interactions
irrespective of media type

+ Knowledge Management—creation and maintenance of standard
responses and screening rules (often used for e-mails)

+ Content Analysis—optional enhancement to Knowledge Management,
applying natural language processing technology to categorize
interactions (often used for e-mails)

+ Universal Contact History—storage of data on contacts and on
interactions (linked as threads)

» From the media channels, at least one of the following functions:

+ Genesys E-mail—e-mail

+ Genesys Web Media—chat

+ Genesys Open Media—ability to add customized support for other
media (fax, for example). Note: The outbound preview media type
used for a Proactive Routing solution is another example of Open
Media.

+ Optionally, Web Collaboration—the ability for agents and customers to
cobrowse (simultaneously navigate) shared web pages.

Genesys 7.6 @
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Genesys Multimedia components work together to handle interactions from
disparate media-based devices. It allows you to centralize your handling of the
various communication channels that customers use to reach your interaction
contact center. Genesys Multimedia components include (but are not limited
to):

* Interaction Server, which is the central interchange for interaction flow. It
works in concert with Universal Routing Server to route non-voice
interactions based on interaction workflows.

* Universal Contact Server, which interfaces with a Universal Contact
Server Database that stores customer information and other data used for
processing interactions

Note: For more information on these and other Multimedia components, start
with the Multimedia 7.6 Deployment Guide.

Agent Desktop

Agent Desktop is a Genesys application that enables online communication
between customers and companies. Many customers design their own agent
desktop applications, and so will build interfaces that best reflect the business
needs of their environments. If you plan on using the Genesys Desktop in Push
Preview mode for proactive routing, make note of the following series of steps
your agents will encounter between the time the outbound preview interaction
arrives at their desktops and the beginning of their work with customers.

To engage in proactive routing in Push Preview mode with the Genesys
Desktop, agents should:

1. Accept the outbound preview interaction when it arrives at the desktop.

2. Review details about the interaction they are about to have with the
customer.

3. Click the appropriate button to create a new interaction that instantiates
that contact with the customer.

For more information on Agent Desktop as it relates to Proactive Routing, start
with “Configuring Agent Desktop and Login Dialog Box” on page 75.

New In This Release

There is no new functionality in the initial 7.6 release of the Proactive Routing
solution.

Proactive Routing—Solution Guide 21



Chapter 1: Overview

Preview Interaction Flow

Preview Interaction Flow

Figure 2 shows a flow diagram for a preview interaction (shaded area).
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Proactive Routing Solution Components
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Figure 2: Preview Interaction Flow
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Note: The numbers below are keyed to the diagram in Figure 2.

1.
2.

Someone starts an outbound Campaign in Outbound Contact Manager.

Outbound Contact Server gets information about the Campaign from the
Configuration Database via Database Server.

Outbound Contact Server sends the interaction in Push Preview mode to
Interaction Server, which will work with Universal Routing Server to get
agent availability.

Universal Routing Server notifies Interaction Server that an agent is
available for the push-preview interaction.

Interaction Server delivers the push-preview interaction to the Agent
Desktop (see Figure 48 on page 87).

The agent handles the interaction. For example, the agent may preview the
record, contact the customer, update the record, reschedule, or mark as Do
Not Call. The final result of the interaction is sent to Outbound Contact
Server.

Outbound Contact Server finalizes the record and updates the calling list in
the database.
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Business Use Cases

Business use cases for a Proactive Routing solution fall into the following
categories:

High value/low volume activities such as:

Multi-lingual Outbound Campaign

Flexible callback routing

Last minute pre-dial check

Strategic interactions such as:

Training Campaigns

Automated follow-up list development

Non-voice communications (multimedia interactions)
Outbound multimedia Campaigns (including e-mail, chat, SMS).

The next section presents some specific use cases.

Use Case #1. Multi-lingual Outbound Campaign

A Proactive Routing solution could be used to implement the following use
case:

Single Campaign running in Push Preview mode (calls are dialed only
after the agent first previews a Calling List record and manually requests
the call to be dialed).

Customers on the Calling List speak different languages.

Agents possess multiple language skills, with those skiLls defined in the
Configuration Database and assigned to the Person (agent) object.

Routing interactions to agents is accomplished by URS executing a routing
strategy, matching the customer’s primary language with agent language
skills.

This is a multi-lingual fraud protection Campaign directed at credit card
customers because a recent transaction triggered the suspicion of fraud.

Calling List is generated dynamically (new records arrive, old records may
disappear as customers call in themselves).

Customer’s language is contained in the interaction as a record attribute.

Each agent’s language is identified as a Ski Ll object in Configuration
Manager and the SkiLL object is assigned to the Person (agent) object.
Outbound records routed to appropriate language agents in Preview mode.

If the attempt to contact the customer fails (exceeds five hours), solution
generates an e-mail with the text: We blocked your card for the fraud
suspicion. Tried to contact you. Please call this number.
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Use Case #2:
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Business Use Cases

« The Campaign attempts to contact high-value customers first (Customer
Segment specified as a record attribute).

» If the customer calls in, the call is matched with the case (record) and the
record is updated with the appropriate result.

» Agents are blended (can work with media channels other than voice).
Priority is defined by customer value, but inbound calls with the same
value have a higher priority than outbound.

Callback Routing

A Proactive Routing solution could be used to implement the following use
case:

» Contact center with specific business requirements associated with
outbound calls and callback distribution among agents.

* Outbound agents are divided into relatively small teams (5-7 people) with
specific revenue objectives.

* When an outbound call results in a callback request, this callback request
must be managed by the same agent team in order to keep track of the
revenue.

* Outbound call distribution is implemented according to the following
rules:

+ Predictive dialing mode is used to dial new calls (records); agent
availability is predicted.
+ Answered calls are delivered to any Campaign agent.

+ If Personal Callbacks are scheduled during this predictive outbound
campaign, they should be handled using Push Preview mode (records
are delivered to agents who scheduled a Callback and are dialed when
the agent manually requests a call to be dialed).

» Toachieve this, a new campaign with a new calling list pointed to the same
calling list DB table and a filter to select only records of type Personal
CallBack should be created.

» The same group of agents which runs predictive campaign mentioned
above should be assigned to this new Campaign, which is to be running in
Push Preview dialing mode.

Note: In order for OCS to be able to retrieve those Personal Callbacks for the
second campaign and deliver them to participating agents, the agent
who schedules a Personal Callback should update the calling list's
campaign_id field with the DBID of a second campaign which runs in
Push Preview mode.

Additionally, the OCS option direct-personal-callback should be set
to FALSE.
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Use Case #3:

Use Case #4:

Use Case #5:

Use Case #6:

Business Use Cases

» The Solution then delivers the Personal Callback record to the requesting
agent by means of a second campaign.

* Routing strategy logic ensures that if the requesting agent is not available,
the callback is delivered to the requesting agent’s team.

Last minute Pre-Dial Check

A Proactive Routing solution could be used to for the following use case:
* Collection Campaign running in preview mode.
» Preview records are routed to agents with routing strategy.

» Before sending the record to the Agent Desktop, the strategy checks if
customer still has an outstanding balance or whether the issue was resolved
after the Calling List was built for the collection Campaign. If the issue is
resolved, the record is completed without sending it to the agent.

Training Campaign

A Proactive Routing solution could be used for the following use case:

» There is a shortage of agents trained (skilled) for selling product XYZ in a
call center. It is identified that at least 20 more agents should be trained for
this skill.

» An online web session delivers agent training to individual agents so that
training time does not negatively affect Service Level (for example, you
may want to deliver 60% of interactions in less than 10 seconds).

To handle this use case, create a Proactive Campaign with 20 training work
items. Route these work items to idle agents during low traffic times who are
the best choice for this task (have adjacent skill but not the required skills).

Automated follow-up list development

A Proactive Routing solution could be used for the following use case:

* Automatically develop a Calling List to follow up on inbound calls,
abandoned during traffic peaks.

» Arrouting strategy detects the abandoned calls and adds a record to the
specified list with the parameters of the incoming interaction.

Use the Calling List for an outbound Campaign that dials these customers
during off peak hours to apologize and to follow up.

Simple Outbound E-mail Campaigns

A Proactive Routing solution could be used for the following use case:
» Create a template for the outbound e-mail.
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Features and Benefits

Create an Outbound List with e-mail address as one of the record
attributes.

Configure a Campaign for proactive interaction routing.

Routing strategy does not route interactions to the Agent Desktop, but
instead sends outbound e-mails using integrated Genesys E-mail
capabilities.

Features and Benefits

A Proactive Routing solution has the following features and benefits:

26

Supports the new outbound preview media type (see Figure 13 on

page 51).

As the result of a treatment, an interaction of one media type can trigger an
interaction of a different media type. For example, if an attempt to contact
a customer fails, the solution can be configured to generate an e-mail with
the text: Tried to contact you. Please call this number (see “Use Case
#1: Multi-lingual Outbound Campaign” on page 23).

Provides Outbound (customer contact) List management capabilities that
are media-independent; Outbound Lists can include media types other than
voice (Calling Lists).

Provides the ability to map the definition of an Outbound List record
attribute to a predefined Business Attribute in Configuration Manager
(see Figure 13 on page 51).

Provides the ability to push an Outbound List preview record to an agent
from a routing strategy.

Using new Outbound strategy-building objects (see “Strategy Samples” on
page 93), provides the ability to:

Create a record in a specified Outbound List from the logic of a routing
strategy.

Add a Do Not Call (DNC) item to a specified DNC list from a routing
strategy or from Agent Desktop.

Update a record in a specified Calling List from a routing strategy. This
can be any result/update while processing another interaction of any type
in a routing strategy.

Reschedule a customer call on a Calling List from the logic of a routing
strategy.

Solution design ensures that if an agent is available and there is an
outbound interaction that can be delivered to this agent, the interaction is
delivered to the agent.

Allows you to associate a routing strategy with an Outbound Campaign via
a new routing target Selection object called Campaign Group.
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Features and Benefits

Provides access to proactive interaction data (see Figure 48 on page 87).
Allows reporting on proactive record processing.

Considers agent capacity rules when delivering proactive interactions to
agents (see page 75).

Proactive Interactions (records) being routed (not yet distributed to and
accepted by an agent) are dynamically affected by changes that cancel the
dialing need for particular proactive interaction.

Addresses component failovers and temporary disconnects between
components.

Interactions delivered to Agent Desktop in Push Preview mode are Open
Media interactions.

When proactive interactions are delivered to agents in Push Preview mode,
agents can exercise all currently available functionality.

Agents can accept/reject interactions in Push Preview mode with a custom
Reason Code.

Interactions in Push Preview mode rejected by agents do not lose their
place at the top of the Universal Routing Server queue because of the
reject.

Interactions in Push Preview mode not accepted by agents within a
configured time-out are automatically rejected.

Agents can directly request previewing the rest of a chain of Calling List
records, bypassing the routing mechanism.

Universal Routing Server will not distribute an interaction to the agent,
who recently rejected the interaction (within a configured time interval in
the past).
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Proactive Routing Solution Task Flow

Proactive Routing Solution Task Flow

Table 1 summarizes the task flow for configuring and using a Proactive

28

Routing solution

Table 1. Task Flow for configuring and using a Proactive Routing

solution

Objective

Related Procedures and Actions

1. Configure Outbound

1.

Install and configure Outbound
Contact as described in the
Outbound Contact 7.6 Deployment
Guide.

Configure the applicable Outbound
objects for proactive routing as
described in Chapter 2,
“Configuring Outbound Contact for
Proactive Routing” on page 31.

, page 35

Configuring the Campaign Group
object, page 37

2. Configure Multimedia

Install and configure Multimedia as
described in the Multimedia 7.6
Deployment Guide.

Obtain the technical license as
described on page 45.

Configuring the Interaction Server
application object, page 46
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Proactive Routing Solution Task Flow

Table 1: Task Flow for configuring and using a Proactive Routing

solution (Continued)

Objective

Related Procedures and Actions

3. Configure Universal Routing and
create strategies

1.

Install and configure Universal
Routing as described in the
Universal Routing 7.6 Deployment
Guide.

Configure the proactive routing

strategies:

a. Opening the Routing Design
window, page 53

b. Navigating to the Interaction
Design location within IRD,
page 54

c. Creating a new multimedia
strategy, page 55

d. Editing an existing multimedia
strategy, page 57.

Configure strategies for agent-less
processing of Campaign and Do
Not Call List records using the
routing strategy samples shown in
the Appendix starting on page 93.

Creating the Universal Routing
Server environment option, page 67

Loading multimedia strategies,
page 61.

4. Configure Agent Desktop

Install and configure Agent
Desktop as described in the
Genesys Desktop 7.6 Deployment
Guide.

Assigning capacity rules, page 76

Specifying login media types,
page 79

5. Run a campaign

Verifying Push Preview mode,
page 83.

Logging into Outbound Contact
Manager, page 84

Starting a campaign, page 85
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Chapter

2 Configuring Outbound
Contact for Proactive
Routing

This chapter describes how to configure Outbound Contact for a Proactive
Routing solution. It summarizes the Outbound Contact configuration objects
that must be created, describes Configuration Manager entries specific to
proactive routing, the Outbound Contact Server options that affect proactive
routing, and changes in the communication protocol to support proactive
routing.
The information in this chapter is divided among the following topics:
Installing Outbound Contact, page 31
Creating Outbound Contact Objects, page 31
Outbound Contact Server options specific to Proactive Routing, page 40
Communication Protocol Modifications, page 42

Installing Outbound Contact

The instructions in this chapter assume that the Genesys Outbound Contact
product is already installed and running as described in the Outbound Contact
7.6 Deployment Guide. This includes Outbound Contact Manager.

Creating Outbound Contact Objects

The instructions in this chapter assume you have already created the following
Outbound Contact objects using either Configuration Manager or Outbound
Wizard as described in the Outbound Contact 7.6 Deployment Guide:
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* Calling List objects, which are representations of tables in any
database to which Outbound Contact components are given access.
They contain records that store, among other information, a collection
of phone numbers and other customer and business-related data.

* Campaign objects, which are flexible master plans that organize Calling
Lists and Agent Groups (or Place Groups) for dialing calls and handling
call results.

* ATable Access object, which defines the relationships among Calling
List(s), Formats, and a database table. This object points to a database table
of a specified format by providing a Database Access Point

* Field objects, which defines a field in a Calling List database table. Fields
are single pieces of data (for example, a phone number) within a record.

* Filter objects, which specify the criteria for data selection from a
database table. Outbound filters are applied to Calling Lists.

* Timezone objects, which Outbound Contact uses in call records to
determine the customer contact’s time zone.

* Treatment objects, which define what Outbound Contact Server should do
with a call that does not reach the intended party.

» Campaign Group objects, which are defined as a Campaign (a set of Calling
Lists) that is assigned to work resources such as an Agent Group Or aPlace
Group.

Note: The above objects can be created using the Outbound Wizard or in
Configuration Manager. For general information on creating these
objects, see the Outbound Contact 7.6 Deployment Guide and the
Outbound Contact 7.6 Outbound Contact Manager Help. This
chapter focuses on Configuration Manager entries specific to
deploying a Proactive Routing solution.

Procedure:
Opening Configuration Manager

Purpose: A number of procedures will require opening Configuration
Manager to make configuration changes. This procedure summarizes the steps
needed to login to the interface.
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Start of procedure

1. From the Start menu on your PC, open the Configuration Manager login
dialog window. The default path is Start > Genesys Solutions »
Framework > Configuration Manager > Start Configuration Manager. AS
an alternative, click the Configuration Manager desktop shortcut.

2. Complete the login dialog and click ok to open Configuration Manager.
Figure 3 shows an example Configuration Manager for aMulti-Tenant
environment.

Configuration Manager - default defaul (default), Server 172.21.10.31 v. 7. |

File Edit View Tools Helpl
JI_}CDnﬁguratiu:un . j| ‘ﬁ' :"% IE ED x D - Elv

|4l Folders Contents of YConfiguration

s

.:..:.Fl.‘i:.i.é.lj}gﬁlzlﬁ." T
Environment Enter text here ¥
‘:& esther {ﬁEnvirnnment
,.;'& Gerasim {aesﬂﬁer
& axana ﬁGerasim
,-;'& PeterT {&Dxana
A TenantELM A peterT
Vasu
& {&TenantBLM
{&Fasu

Figure 3: Configuration Manager, Example Multi-Tenant Environment

3. Expand the Environment folder (see Figure 4).
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Creating Outbound Contact Objects

Yiew Tools
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Figure 4: Configuration Manager, Example Environment Folder

End of procedure

External Services Protocol

34

Interaction Server uses External Services Protocol to communicate with
servers that perform a specific service when requested to do so. Such servers
are called ESP servers. Outbound Contact Server is an ESP server, as is E-mail
Server Java when it generates an acknowledgment or autoresponse (although
when E-mail Server Java processes incoming or outgoing e-mails, it functions
as a media server).

One of the main purposes of ESP protocol is to provide a uniform way to call
services provided by some servers from a routing strategy. Many multimedia-
related objects in IRD (such as Forward, Autoresponse, Classify, and Screen)
are implemented using ESP. When Universal Routing Server processes such an
object in a strategy, it sends request for particular service to Interaction Server,
which then redirects it to another server (such as E-mail Server, Chat Server,
Classification Server) which provide the required service.

In the case of Outbound Contact Server, when Universal Routing Server
processes the Outbound strategy-building objects in strategy (see “Outbound
Objects” on page 93), it calls OCS (via Interaction Server) using ESP protocol
to do particular tasks, such as updating a record or marking a record as
“processed.” This means that if a strategy contains an Outbound object (such
as Processed) and no ESP port is configured in OCS, then the call of this
Processed object will fail and record will be never marked as “processed.”
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Procedure:
Configuring Outbound Contact Server’s ESP port

Purpose: Configure the ESP Port inthe Server Info tab so ESP protocol can
be used

Start of procedure

1. Login to Configuration Manager as described in Opening Configuration
Manager, page 32.

2. Expand the Applications folder, then select the Tenant and Outbound
Contact Server Application object (see Figure 5).

Configuration Manager - default default {default), Server madridl ¥. 7.5 - |EI|
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) Access Groups Erter text here 5F)| Enter text here F|En..
) Action Codes —ﬂdefault Configuration Manager 75
() Agent Groups L Enterprise_URS_IRD Interaction Routing Desig... 7.5
[y Alarm Condtions ﬁGenericClient?S Genesys Generic Client 7.5.0
() Application Templates ﬁGenericServer?S GEnesys Generic Server 7.5.0

Applicati
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Figure 5: Configuration Manager, Example Outbound Server Application

3. Double-click the Outbound Server Application object and select the
Server Info tab.

4. Add a separate port of ESP (External Service Protocol) type to the Ports
list. Figure 6 shows an example entry in Configuration Manager:
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% oCServer75 [madrid1:7575] Properties El
Connections I O ptions I Anney | Security | Dependency
General I Tenantz Server Info Start |nfo

Host: I@ rnadrid] j
~ Portz
o - | Ligtening port I S.I Connection Prol
default 7529 default
ESP 7829
1| | W
addPor | EdtPot | DeletePart |

Backup Server: I_ﬁ [Mong] j ﬁ
[

Redurdancy Type: Mot Specified

Heconnect Timeot; |1 1] 3:
Reconnect Attempts: |1 3:

El ak. I Cancel Smply Help

Figure 6: Outbound Contact Server Application, Server Info Tab

Interaction Server uses the Esp port to connect to OCS. If the ESP port is not
present, or is set to @, or is not an integer value, Interaction Server does not
connect to OCS and so OCS/External Service Protocol functionality is
disabled.

End of procedure

Next Steps
» Configuring the Campaign Group object
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Procedure:
Configuring the Campaign Group object

Purpose: Configure a Campaign Group object that uses the Push Preview dialing
mode. Campaign Group objects are located within a subfolder under the
Campaign object in Configuration Manager. Figure 7 shows example Campaign
Group objects.

Configuration Manager - default default {default), Server madridl ¥. 7.5 - | ]

File Edit WYiew Tools Help

. - b . =
JI_} CampalgnGrDuplus J| ﬁ d‘% IE D | X D - E | A
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= {& PeterT ﬂ Mame aroup Group Tyvpe
) Access Groups Enter text here 5F)| Enter text h... |FF| Enker kexk hery
) Action Codes Mumu@E-maiI distribution for prac... E-mail distributki...  Agent Group
) Agent Groups S MUMU@E-mail QA review graup E-mail 04 revie..,  Agent Group
b Business Attribukes
b Calling Lists
= | Campaigns
= :'} Murnu

. ampaign Groups
1 DN Groups
[ Fields

I Filkers
1 Formats
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b Objective Tables
1 Persons

[ Place Groups

I Places
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Figure 7: Example Campaignh Group Object

Start of procedure

1. Open Configuration Manager as described in Opening Configuration
Manager, page 32.

2. To create the campaign object under the Campaigns folder, right-click the
Campaigns folder and select New > Campaign.

3. Click the + sign on the campaign object in order to show the Campaign
Group folder.

4, Right-click this folder and select New > Campaign Group.
5. Complete the General tab. Figure 8 shows example entries:
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*. Mumu@E-mail distribution for processing 5'

General I.ﬂ.dvancedl Eu:unneu:ticunl .-i‘-.nne:-cl Seu:urit_l,ll

) Mame: |Mumu@E-mail distribution for proces |
Terant [ g Peterl =l
Campaigr: IE} b Ly j

Group: [ @ E-mail distribution for procs = | [T

Group Type: I.-’-'-.gent Group

Dezcriptian: |Muzzles & Collars

[w State Enabled

El ok I Cancel Bpply Help

Figure 8: Campaign Group Object, Example General Tab

6. Click the Advanced tab of the Campaign Group object.

7. IntheDialing Mode field of the Campaign Group object, select Push
Preview.

Note: A Preview Only license limits the use of OCS to this one dialing mode.
When a user licensed for Preview Only selects a different dialing mode
and attempts to start a Campaign, OCM displays a message to alert the
user. A full license is required to run Campaigns in all dialing modes.

For information on when you need to stop and re-start a Campaign if
switching dialing modes, see the Outbound Contact 7.6 Outbound
Contact Manager Help.

8. Inthe Interaction Queue field, select the queue that OCS will deliver
interactions to in Push Preview mode. This is also the queue that agents
will login to in order to receive interactions generated in Push Preview
mode (see Figure 35 on page 72). When a session starts, Outbound Contact
Server pushes interactions generated in Push Preview mode to the named
interaction queue on Interaction Server.
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9. Configure the Max Queue Size field for the number of records to buffer to
Interaction Server.

Figure 9 shows example entries in the Advanced tab.

¥ Mumu@E-mail distribution for processing [m il

General Advanced |En:nnnec:tin:nn| .-’-‘-.nne:-:l SEn::urit_l,II

Drialirg b ode: IP‘ush Preview

=
Yaoice Tranzfer Destination; IQ [Mone] j él
I
=

Operation Mode: IManuaI

D ptimization kethod: I.-’-'-.gent Busy Factor

Target Y alue; |50 :

bdax Dueue Size; |90 -
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" Buffer Size Coefficient

bl imiruirn: |1E|III E: Optirmal |2IZIEI Eﬁ

MHumber of CPD Ports: (10 -
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Figure 9: Campaign Group Object, Advanced Tab

Check that the Connection tab of the Campaign Group object contains the
name of your Interaction Server (see Figure 10).
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Figure 10: Campaign Group Object, Connection Tab

End of procedure

Outbound Contact Server options specific
to Proactive Routing

In addition to the usual Outbound Contact Server configuration, there are two
options that are specific to Proactive Routing. This section describes the
direct-personal-callback and interaction-media-type options.

direct-personal-callback

Default Value: TRUE
Valid Values: TRUE/FALSE or YES/NO

This option controls how personal callback records are processed. When the
value is set to TRUE, OCS will submit the personal callback interaction directly
to the agent. When the value is set to FALSE, OCS will submit the personal
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callback interaction to an interaction queue assigned to the Campaign Group.
This allows the routing strategy to distribute the interaction.

Note: This option is only used with Interaction Server in Push Preview mode.

interaction-media-type

Default Value: outboundpreview
Valid Values: Any valid value for the Media Type Business Attribute

This option defines the media type of the interaction submitted to Interaction
Server. To support proactive routing when submitting interactions generated in
Push Preview mode to Interaction Server, Outbound Contact Server creates
interactions with the outboundpreview media type by default. Normally, you
will not change this default for a Proactive Routing solution. This option also
can be configured at the Calling List object level.

Note: The OCS template does not contain the interaction-media-type
option. Define the option only if you do not want to use the default of
outboundpreview. Any media type that has been configured as a Media
Type Business Attribute in Configuration Manager can be used as the
value for this option.

Procedure:
Configuring Outbound Contact Server options for
Proactive Routing

Purpose: This procedure describes how to edit the configuration of Outbound
Contact Server options that are specific to Proactive Routing.

Start of procedure

1. Open Configuration Manager as described in Opening Configuration
Manager, page 32.

Open the Outbound Contact Server Application object.

Click the Options tab.

Locate the direct-personal-callback option in the options list.
Double-click the option if you wish to change the value.

Click ok to apply your changes.

N o g s~ wDd

If the interaction-media-type option does not appear in the list, and you
do not want to use the default value of outboundpreview, you must create
the option. Click the New 0Option icon to open the dialog box.
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8. Enter the option name interaction-media-type and the desired value of
the option.

9. Click oK to save the option and its value.

End of procedure

Communication Protocol Modifications

Proactive routing interactions use the standard API of Interaction Server
(similar to User Events in voice T-Server). The content of specific protocol
messages is the same as the Outbound Desktop protocol, currently used for
processing of Outbound voice calls/previews. All chain/record processing
functionality, implemented for Outbound Voice, is supported for proactive
interaction routing.

Modifications for Proactive Routing

42

This section shows the modifications already made to the Outbound Contact
Server (OCS) and Agent Desktop communication protocol in order to enable
proactive routing.

» Agent Desktop uses this protocol to send requests to OCS.

* OCS uses it to send information and acknowledgments to the Agent
Desktop and the Outbound List (Calling List) database.

To support proactive routing, Genesys added certain fields and attributes the
User Event data structure.

User Event Modifications

User Events, which include attached User Data, are messages that provide a
documented protocol of the interactions between OCS and the Agent Desktop
application. There are two types of User Events:

1. Agent desktop request to OCS. All messages that travel from the desktop
to OCS have the key GSW_AGENT_REQ_TYPE.

2. OCS to desktop, either a response to a desktop request, or an unsolicited
notification from OCS. All messages that travel from OCS to the desktop
have the key GSW_USER_EVENT.

Genesys modified this second type of User Event protocol to support proactive
routing.

Table 2 shows the additional data keys added that enable proactive interaction
functionality in the desktop (shown for information only).
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Table 2: Proactive Interaction Attached Data

Data Key Type Description

GSW_AGENT_ID String AgentlID of the agent assigned to the proactive
interaction record.

GSW_SWITCH_DBID Integer DBID of the Switch.

Note: If a proactive interaction was created for a personal callback, the
GSW_AGENT_ID and GSW_SWITCH_DBID attributes identify the agent who
scheduled that callback so URS can make a decision on how to
distribute it.

Media Type Modifications
Table 3 provides information about identifying the media types that correspond

to the Media Type Business Attribute in Configuration Manager.
GSW_CONTACT_MEDIA_TYPE defines how to contact the customer.

Table 3: Media Type Business Attribute

Data Key Type contact_info_ | Description
type Field
GSW_CONTACT_MEDIA_TYPE | string 0 any (NoContactType)
1 voice (HomePhone)
2 voice (DirectBusinessPhone)
3 voice (BusinessWithExt)
4 voice (Mobile)
5 voice (VacationPhone)
8 voice (VoiceMail)
10 e-mail (E-mail)
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Note: For more information on Outbound Contact communication protocols,
including those used for Telephony and User events, consult the
Outbound Contact 7.6 Reference Manual, specifically the section on
proactive interaction protocols.
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Chapter

Configuring Multimedia for
Proactive Routing

This chapter describes the required technical license, the communication
between Outbound Contact Server and Interaction Server, and the instructions
for configuring the Interaction Server Application object.
The information in this chapter is divided among the following topics:
Installing Multimedia, page 45
Obtaining the Technical License, page 45
OCS and Multimedia Communication, page 46

Installing Multimedia

The instructions in this chapter assume that the Genesys Multimedia product is
already installed and running as described in the Multimedia 7.6 Deployment

Guide.

Obtaining the Technical License

Proactive Routing—Solution Guide

In the 7.6 release of Outbound Contact, dialing modes such as Push Preview
used for proactive routing, do not requires a technical license. Multimedia’s
Interaction Server does require a technical license for Open Media interactions
(ics_custom_media_channel feature). For more information, refer to the
Genesys 7 Licensing Guide, Appendix B, Genesys Feature Names.
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OCS and Multimedia Communication

OCS and Multimedia Communication

Proactive routing requires communication between Outbound Contact Server
(OCS) and Multimedia’s Interaction Server. OCS and Interaction Server
communicate with each other in several ways:

46

Submitting/stopping interactions (direction: from OCS to Interaction
Server).

Uses Interaction Server API for submitting a new interaction and stopping
an existing interaction. Following messages are used:

RequestRegisterClient for registration with Interaction Server.
RequestSubmit for submitting an interaction.
RequestStopProcessing for stopping the processing of an interaction.

Interactions created upon request from OCS may be finished by OCS, after
getting a command, such as DoNotCall. In addition, interactions may also
be finished by Agent Desktop and routing strategies.

Preview specific processing (direction: from Agent Desktop to OCS
through Interaction Server). Examples: request chain, do not call,
reschedule, cancel, add record, record processed.

Interaction transfer between agents (direction: from Agent Desktop to
Interaction Server).

Making “online” media calls (IM, voice) (direction: from Agent Desktop
to a Media Server).

Media call transfers between agents (direction: from Agent Desktop to a
Media Server and Interaction Server).

Logging in UCS (direction: from Agent Desktop and Interaction Server to
UCS).

Procedure:
Configuring the Interaction Server application object

Purpose: Configure the Interaction Server Application object to enable
communication with OCS.

Start of procedure

1.

Open Configuration Manager as described in Opening Configuration
Manager, page 32.

Open the Applications folder.
Open the Interaction Server Application object.

Add your Outbound Contact Server in the Connections tab. Figure 11
shows an example entry.
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3 InteractionServer 75 [madrid1:7575] Prope x|
General | Tenantz I Server Info I Start Info
Connections | Optiohs I Arey I Security I Dependency

Server | S.I Connection ... | Trace Mode |
DBAP_IS default Inknown Trace...
W EmailSererda default Unknown Trace...
W MezzageSery. .. Unknovn Trace...
ﬂ QCServerda Unknovn Trace...
ﬁ ICS7h default Unknovan Trace...
sgd | Edt | Delete |
|D | ] I Cancel | Spply | Help |

Figure 11: Interaction Server Application Object, Connections Tab

Other than adding Outbound Contact Server, there are no other special entries
for Proactive Routing.

End of procedure
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Chapter

4 Configuring Universal
Routing for Proactive
Routing

This chapter describes the new Outbound strategy-building objects for use
when creating “agent-less” proactive routing strategies, how to open the
window for creating proactive routing strategies, loading strategies on virtual
routing points, setting an option that lets Universal Routing Server and
Outbound Contact Server communicate, routing based on agent capacity, and
general information on configuring proactive routing strategies.
The information in this chapter is divided among the following topics:

Installing Universal Routing, page 49

Strategy Support for Proactive Routing, page 50

Using the Outbound Objects, page 51

Universal Routing Server options specific to Proactive Routing, page 65

Configuring Universal Routing Server options specific to Proactive

Routing, page 67

Routing Based on Agent Capacity Rules, page 70

Hints on Configuring Proactive Strategies, page 71

Installing Universal Routing

The instructions in this chapter assume that the Genesys Universal Routing

product is already installed and running as described in the Universal Routing

7.6 Deployment Guide.

Proactive Routing—Solution Guide
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Strategy Support for Proactive Routing

Note: An appendix on page 93 contains sample strategies.

Interaction Routing Designer (IRD) provides strategy-building objects that
support Genesys Outbound Contact and proactive routing. Figure 12 shows the
Routing Design window, used for creating and editing strategies, after clicking
the Outbound icon to drop down the Outbound objects toolbar.

;:s Routing Design - ProactiveRoutingStrategyl * ;|g|5|
|| Fle Edit iew Tools Help | |
IEEEERIEE I o
Basocgmb ||=||Ea ||[#waerm |monjE=s|nt
N - EHsess| S
3§§AﬁddfFéeﬁcor_d__ | “Reschedute - -
.......... DoNotCa”UpdateRecord
U UPrOCESSEA - ¢ - v

Find in strategy l Errors in skrakegy I

Faor Help, press F1 | [ [Loa | UM | A

Figure 12: Outbound Toolbar in IRD’s Routing Design Window

Use these objects for automatic (“agent-less”) building of customer Calling
Lists, to finish processing Calling List records, to reschedule customer calls,
and to update Calling List records. You can also add customer records to Do
Not Call lists from within a strategy.

Note: In addition to the appendix, you can also find technical background
information on these objects in the Universal Routing 7.6 Reference
Manual.
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Using the Outbound Objects

You use the Outbound objects in routing strategies that route interactions with
a Media Type of outbound preview (See Figure 13).

Configuration Manager - default default {defau -3
Eile Edit “ew Tools Help

JI_}ﬁttributer'aIues j| ‘ir ;% @ D | x D - EI Y| ’
Wl Faolders Conterts of YConfigurstionTechPubs Y 2Business AttributesMedia Typesittrin
=] .f_ﬁ TechPubs?S ;I Display Marme - Default Description
3 7SMM_Solution Enter text here | Enter ... 57| Enter text here T
) ACcess Groups @ alert Falze Media Alart
) Action Codes @ any True Media Any
) Agent Groups (@ appsharing False Media &pplication Sha...
B I Business Attributes @ aLnowark False Media ALxiork
&% Business Result (@ busevent False MWedia Business Event
& Case ID callback Falze Media Callback
@i Category Structure (@ chat False Media Chat
& Contact Atlributes @ cobrowsing Falze Media Cobrowsing
& Customer Segment @ email False Media EMail
&b Disposition Code | (@ fax False Media Fax
@ imchat False Media IMChat

& E-mail Accounts
& Interaction Attributes

(7 Jouthound preview Media Outhound Presi...

@ Interaction Subtype @ smail False Med?a Scanned Mail
@i Interaction Type smg L False MEE.IE.I SMS
L t’an‘nng item False Training Item
d IVR Application Name @ video False Media Yideo
@b VR Speech Recognition @ vmail Falze Media Yoice Mail
& IVR Technical Result @ voice Falze Media Yoice
@ IvR Technical Result Re @ voip False Media Yoice over IP
@& IvR Text To Speech Use i@ webform False Media Weh Form
&i Language whiteboard False Media Whiteboard
Bl @i Media Type @ workitem False Media Warkitem
o Atribute VYalues -
a— B
For Help, press F1. | | | oM line =

Figure 13: Business Attributes Folder, Outbound Preview Media Type

These types of strategies are contained in business processes created in IRD’s
Interaction Design window.
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About Business Processes

Figure 14 shows an example business process in IRD’s Interaction Design
window called BP_7.5.

i Interaction Design - BP_7.5 =10l x|
File Edit Yiew Business Process Tools Help

|le> R B =8| 2
= <]

75TechPubsTenant |-
ABC Simple BP

SEC Sirmple Chat BP - G '

BP_7.5 [——
. Skop
=3 Queues jnd_UpdateRecord

Ry

=€ Queuet

B4 Queued 0

..... (L3 Workbins i @ !
=3 Strategies @ ruwh - S " @ oret
@ AgentDeskiop

@ Outbound_AddRrer el Cutbound_Create IS Inkteraction Oueuea Dutbm
-] Outbound_Create_ -

@ Outbound_DoMakC
@ Outbound_Resche

-5 5

@ Cutbound_Update I
@ Send_Ermail_ouk - | - @l -
T SmilE | :
fll Configuration Loaded - 0O error(s), 1 warningi(s). ﬂ
2
JJ | 4 M\ Log £ Corfiguration Updates A Search Results f |ENER

Figure 14: Business Process in Interaction Design Window

Objects within business processes define the interaction processing steps that
enable you to accomplish specific business objectives. To do this, a business
process uses queue, view, strategy, and workbin objects. When multiple
business processes are connected via queues, this creates an interaction
workflow. For more information on business processes, start with Universal
Routing 7.6 Interaction Routing Designer Help. Also see Universal Routing
7.6 Business Process User’s Guide.
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Procedure:

Opening the Routing Design window

Start of procedure

Using the Outbound Objects

1. From the Start menu on your PC, open the Interaction Routing Designer

login dialog window. The default path is Start > Genesys Solutions >

Routing » Interaction Routing Designer > Start Interaction Routing

Designer.
2.

Complete the login dialog and click ok. The Interaction Routing Designer

main window opens. Figure 15 shows the window with example strategies.

":o Interaction Routing Designer 7.6.100.05 - Server 172.21.27.97 on port 5050

File Edit Yiew Tools Help

o= ||Flesources
=l

Inkeraction Design

Strategies

Routing Design - | Description Loa...
E ......
%
..... M
----- BP_Linel_T arget H
BF_Line1Daemon ® RHD
BF_readPriorityT able ® RHD
Chat inbound strategy ¥ ¥ RHD
Chat request tranzcript send strategy ® ® RHD
Chat zend tranzcript email strategy Ty to gend email with tranzcript of chat zession 1 1 RHD
Routing Clazsify customer inguiry Freliminary customer interaction analysiz. ® ® RHD
7 Classify customer inquiny att-ct W W RHD
E-mail dizgtribution for proceszing Diztributes interactions among agents, ® ® RHD
E-mail digtribution for processzing st Diztributes interactions among agents, ® ® RHD
----- Forward e-mail processing Fonwards interactions to the external resource. ¥ ¥ RHD
Faonward e-mail processing st Fonwards interactions to the external rezource, ® ® RHD b
|dentify Contact and create interac... 1 1 RHD
It no SIP % RHD
Inbound collaboration reply proces... | Strategy that process incoming email with subtype 'InboundCoalla... | W RHD
Inbound collaboration reply proces... | Strategy that process incoming email with subtype ‘InboundCaolla... | » RHD
----- Inbound e-mail preprocessing Strateqgy that check incoming email o route it according toits .. | * ® RHD
----- g Inbound e-mail preprocessing st Strategy that check incoming email bo route it according toits b, | ® RHD
----- o, Move overdue interactions Scheduled strategy. Checks agent workbing for overdue interact... | ® RHD
----- oy Outbound e-mail B5x GA Based on agent's skill level direct interactions for DA review. b ® RHD
----- ogy Outbound e-mail B5% QA st Bazed on agent's skill level direct interactions for DA review, ® ® RHD
----- Outbound e-mail zznding Sends ready outbound e-mails. H H RHD
Mobbms nnd o~ e =il s A b C e rmmdi st A~ e mils " " oun ﬂ
Uszed ir: ;I
Uszes
CFGAgentGroup: All_sgents
Maritoring EFG_Application: Stat_Server_7E0 J
Statiztic: StatCallslnQueue -
Event Log =
Export/Import &allsl

For Help, press F1

[ Teloes[ mm[ 4

Figure 15: Interaction Routing Designer Main Window

End of procedure
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Procedure:
Navigating to the Interaction Design location within
IRD

Purpose: When processing multimedia interactions (such as outbound
preview), you open the Routing Design window from a location within IRD
called Interaction Design.

Start of procedure

1. Run Interaction Routing Designer as described in Opening the Routing
Design window, page 53.

2. On the left side of the IRD main window, click the Interaction Design
shortcut bar (see Figure 16).

Using the Outbound Objects

File Edit Wiew Tools Help
= = ||Flesuur[:es j
O I =
Inkeraction Design |
Routing Cresign M ame | Description I Ready I Loaded I.-‘-‘-.u:u:... | Trace I:I
= Scripkz RHD
= uﬁ Inbound c... | Strategy that process... |« " RHD
----- I:FE Inbound c... | Shrategy that process... |« RHD
Strategies NS of Inbound e... | Strateqy that check i.. | RHD
----- Inbound e... | Strategy that check .. | » RHD

Figure 16: Interaction Design Shortcut Bar
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The window now lists existing business processes. A Business processes

icon appears on the left (see Figure 17).
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Eile Edit Wew Tools Help
P = ||Tf:c:hF'uhs?5 j
O I & &

=

M ame = | Diescription Access =
=) 75k _Solution
b 7EMB_Soluti... RHD
= Scrptz RHD
----- 7T echPubs. . RHD
----- ABC Simple ... RHD
----- ABC Simple ... RHD i
----- BF_75 RHD
----- BusinessPra... RHD

Figure 17: Business Process List View
End of procedure

Next Steps

» If you wish to create a new multimedia strategy, see Creating a new
multimedia strategy.

« If you wish to edit an existing multimedia strategy, see Editing an existing
multimedia strategy.

Procedure:
Creating a new multimedia strategy

Purpose: To create a new multimedia strategy from inside the Interaction
Design window. You must first create a new business process.

Start of procedure

1. Click the Business Processes icon on the left side of the window (see
Figure 17).

2. Select New from the File menu. The Interaction Design window opens.
IRD gives the business process a temporary hame, which you can edit.
Empty Strategies and Subroutines folders also appear (see Figure 18).
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ﬁil Interaction Design - BusinessProcessl

File Edit Wjew Business Process Tools  Help

Using the Outbound Objects

=10l x|

e BB o= 2|2

Ela Strategies

[+~ Defaul: BP
- How ko: apply escalation prncedure_lll
| 3

1

1]

:;IEI Y

[ 75TechPubsTenant -
[#1-{o| ABC Simple BP
1[5 ABC Simple Chak EP
#-{o3 BP_7.5
=

D QUELES

[ WWorkhins

i

x|

*

H| configuration Loaded — 0 erroris),

24 warningi(s) .

[[ {144 > |» % Log A Corfiguration Updates A Search Results f

=
(TN

Figure 18: New Business Process With Temporary Name
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Name, create, and save the Business Process object.

4. To create a new multimedia strategy, one method is to click the Business
Process menu and select New Strategy. The New dialog box opens (see

Figure 19).

New x|

Mame :

Dreszcription ;

[ x|

Cancel

Figure 19: New Dialog Box for Creating New Strategy

Name and describe the strategy and click oK. An empty Routing Design
window opens containing only an entry object (see Figure 20).
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& Routing Design - Outbound_Create_UCS_Ix * =10 >
|| File Edit Yiew Tools Help

ELEEEE LI ]

[EEREE: =N EN N e e == N R

For Help, press F1 [ Loc [  [num |

Figure 20: Routing Design Window
5. Create the strategy as described in the Universal Routing 7.6 Interaction
Routing Designer Help. Also refer to the Universal Routing 7.6 Business
Process User’s Guide. For sample strategies, see page 93.

End of procedure

Next Steps

» Loading multimedia strategies

Procedure:
Editing an existing multimedia strategy

Purpose: To edit an existing multimedia strategy contained in a business
process.
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Start of procedure

1. Double-click the Business Processes icon (See Figure 17 on page 55) to
bring existing business processes into view.

2. Double-click an existing business process row. The Interaction Design
window opens. Figure 21 shows the window when editing an existing
business process called BP_7.5.

B Interaction Design - BP_7.5 O] x|
File Edit Wiew BusinessProcess Tools Help

e~ B HEs=E 8|2
S <]

75TechPubsTenank - |
ABC Simple BP
AEC Simple Chat: BP = G '
BP_7.5 —
: Skop
-3 Queues jnd_UpdateRecord

@ Quelel
{ @ Queues

b2 Workbins _ l _
£ Strategies @ I Wigwl —— - @ I Vigws

- AgentDesktop
- [og] Outbound_addRec Cueuel

-[eg] Outbound_Create

o Outbound_DakiokC
o Outbound_Resche

-5

@ Outl:u:uund__Llpu:Iate I
b E’bll Send_Emall_Outllll ‘ I I - G I LI;I
:TII Configuration Loaded - 0 errori(s), 1 warningi(s). -
JJ WlTlTlWl'\Lu:nu_:;,J(l Configuration Updates )\ Search Results f ||l|_| il
Faor Help, press F1 [ oM [

Figure 21: Interaction Design Window

Assume you wish to edit the strategy Outbound_Create_UCS_Interaction
shown in Figure 21 on page 58.
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Using the Outbound Objects

3. To edit a strategy in the Interaction Design window, locate it in the
browser area of the Interaction Design window. Right-click the strategy
and select Edit/View strategy from the shortcut menu (see Figure 22)

524 Interaction Design - BP_7.5

File Edit Wiew Business Process Tools Help

e 02 oam &2 |

=58 BP_7.5
25 Queues

[ ABC Simple BP
[ ABC Simple Chat BP

[ Workbins
=45 Strategies
i [of] AgentDeskkop
Outbound_addRecord

outbound_Create UCS_Interagkis
Sutbound, DoNokcal (rEpEriES
{78 outhound_Reschedule Locate

Cutbound_Update
[o8] Send_Email_out

=-[58 BP_sample_2

Edit

Figure 22: Editing a Strategy in Intera

Activate Strategy
reactivate Strateqy:

egy

Cutbound_Creste_UCS_Interaction

ction Design

=)

Cusued

Note: If the strategy is loaded on a virtual routing point, a message
displays prompting you to unload the strategy.

Assuming you have access to where the graphical portion of the strategy is
stored (.rbn file), the strategy opens in the Routing Design window (see
Figure 23).
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s
=

* Routing Design - Outbound_Create_ UCS_Interact - O] »

Eile Edit “iew Tools Help

FEEREE I =]

|Basoamm ||BE |He ||| || |e s )6 @

For Help, press F1 [ os [ [Num |

Figure 23: Strategy in Routing Design Window
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4. Edit the strategy as described in the Universal Routing 7.6 Interaction
Routing Designer Help. You can also refer to the Universal Routing 7.6
Business Process User’s Guide. For sample strategies, see page 93.

End of procedure

Next Steps

» Loading multimedia strategies

Independent Objects Folder

IRD’s Interaction Design window has a folder named Independent Objects
(see Figure 24).
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&t Interaction Design - BP_7.5 - O] %
Eile Edit “jew BusinessProcess Tools Help

e 0 H SAE|S|?
=] x|
- Step 3.3, Forwarding -
m-[] Step 3.4. Redirecting

#-Bf Step 4. Outhound sending

|:| Useful Yiews

-] Media Servers
B} Ndenendent Objects
#-E8 Chat request transcript sen > EJ
#-EJ Chat send transcript email ¢ —
-2 desktop-collaboration-email Outbaund_LipdateRecord
-y desktop-draft-warkhbin
@b desktop-failed-email-workh

2y desktop-pending-external-a -

el
""" &9 Failed to create an interacti @ I i —— T @ I
----- E3 Failed 1o create interaction

----- £9 Screening failure
-8 400%_voice

-8 500x_Yoice v| ]
1 | | b «| | >|

A =
TUI 4l 4]» [ ]\Log A configuration Updates A, Search Results || 1 | |E
For Help, press F1 | UM

| v

Cueyel Outbound_Create UCS_Interaction

L

Figure 24: Independent Objects Folder

Any Interaction Design object that does not belong to a business process
(including both voice and non-voice strategies created outside of the
Interaction Design GUI) appears in this folder. You can select a strategy
object that appears in this folder and drop it into the Strategies folder of a
business process.

Procedure:
Loading multimedia strategies

Note: For step-by-step instructions on loading multimedia strategies using
the Strategy Activation Wizard, see the topic on activating strategies in
the Universal Routing 7.6 Interaction Routing Designer Help. The
information below summarizes the process.
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Using the Outbound Objects

Purpose: To activate routing strategies associated with the other Interaction
Design objects used in a business process like queues and workbins. In the
case of a multimedia interaction, there is no physical switch present as there is
for a voice interaction. Instead, the switch, as well as the routing point
configured on such a switch, is a virtual one. In this case, you activate (load)
the strategy using the Strategy Activation Wizard inthe Interaction Design

window.

Note: Make sure the Proactive Routing strategy you want to activate appears
inthe Interaction Design Workflow Viewer before you begin loading it
to the routing point. Unlike the strategies that use Multimedia objects,

strategies that use Outbound objects will not automatically appear in

Start of procedure

Interaction Design Workflow Viewer. You will need to drag them from
the browser area and drop them to the workflow viewer.

1. Open the the Strategy Activation Wizard using one of these methods:

Right-click the Strategy object in the browser or workflow viewer and
select Activate Strategy from the shortcut menu (see Figure 25).

Interaction Design - BP_7.5 -0 x|
File Edit Wiew Business Process Toals Help
¢~ HHQDHE S| ?

= 2

-oig| 7STechPubsTenant

o8l AR Simple BP
o8l AR Simple Chat BP
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: @ o
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@ Cutbound_DaoklakC
-] outbound_Resche

F

ﬁ
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EditfYiew Strateqy
Activate Strategy

[Deackivate Strakbeqy
RLemnarme
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Figure 25: Interaction Design, Activating a Strategy
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» For a currently open business process, highlight the name in the object
browser and select Activate Strategy (ies) from the Tools menu.
Using this method, you can activate multiple strategies at once.

With either method, the Strategy Activation Wizard opens.

» Ifaconnection does not exist between the Switch and the Interaction
Server in Configuration Manager, the Wizard displays a warning.

» If the connection does exist, the Wizard prompts you to select an
Interaction Server as shown below (see Figure 26).

Strategy Activation Wizard EI

Choosze Interaction Server

Choose an Interaction Server(z], which will submit interactions to the strategy. E'EE

Interaction Server I Switch |
|nteractionSerser Multirmediaz

[ Do not shove this dislog if there is only one server available [choose it automatically]

Back I MHest I LCancel |

Figure 26: Strategy Activation Wizard for Multimedia Interactions

2. Select an Interaction Server that will submit interactions to the routing
strategy and click Next.

» If a connection does not exist between the Interaction Server and the
Universal Routing Server in Configuration Manager, the Wizard
displays a warning.

+ If the connection does exist, the Wizard prompts you to select a
Universal Routing Server as shown below (see Figure 27).
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Strategy Activation Wizard 5'

Choose Universal Houting Server

Chooze Univerzal Bouting Serer(z), which will erecute the strategy. E'EE

Iniverzal Bouting. .. | Backup Univerzal... | |nteraction Server | Loaded Strateqies |
m InteractionServer

[ Do rot show this dislog if there iz only one server available [choose it automatically]

Back I Activate I Cancel |

Figure 27: Strategy Activation Wizard, Select Universal Routing Server

3. Select a Universal Routing Server and click Activate. The Wizard
indicates the strategy is marked for activation and the result of activation
(see Figure 28).

Strategy Activation Wizard il

The job iz done
Below are the activation details: E'Eg

Universal Bou... | Backup Unive... | Strateqy name | Result of activation |
IR_Serer_750 Qutbound_Cr...  Loaded on ‘asl_Outbound_Create_LICS_|Interaction’

Figure 28: Strategy Activation Wizard, Strategy Activation Details

4. Click close. Activated strategies are marked with a green arrow in the
upper right corner in the workflow viewer and in the object browser (see
Figure 25 on page 62). In IRD’s Loading View, the multimedia strategy
appears loaded to the virtual routing point automatically created during the
strategy activation process (see Figure 29).
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File Edit “iew Tools Help
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Routing Design Router Server | Shateqy/Scheduls Erter... | Bouted | Aban.. [ InPr.. | A T«
onitaring -2 TG
-2 75_G3_..
e -2 75_G3_..
e

-2 kultime. ..
azl_... | PoTechpubsbckno...
4 asl_... | ¥OTechpubsSort
azl_... | PATPOMProcessing
azl_... | 7ATPOutbound 417 | 1222, | 3095, |1

Loading

Group Loading

Chat inbound strategy
Cha... | Chat request ranscii...
Cha... | Chat send tranzcript ...
4 Cha... | Chat strategy - creat...

Cha... | Chat strategy - send ... -
Server Type -
TServer_avayalh_730 TServer
Stat_Server 730 StatServer
LIRS _DapP7s0 DBRServer
TServer_AvayaCh_730_2 TServer
MTRR.:JHF! Servar FA0 | Mnnn.::nn!:.nrmr_lﬂ
1 3

e Eunnectiunsl & Configuration ] £ Monitoring I

Event Log

For Help, press F1 | & [Loc | Num | |

Figure 29: IRD Monitoring View, Strategy Loaded

End of procedure

Universal Routing Server options specific
to Proactive Routing

In addition to the usual Universal Routing Server configuration, there are two
options specific to Proactive Routing. This section describes the environment
and use_agent_capacity options and how they are configured.
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Use Case

66

environment

Default value: none
Valid values: Comma-separated list of environment parameters of which URS
needs to be aware. In 7.6, the only valid value is outbound.

The purpose of this option is to inform URS about various environment
parameters in case there are some actions URS should undertake to guarantee
successful functioning in that particular environment.

Set this option to outbound if you wish to notify URS that all Persons
(agents)/places in its configuration environment can potentially participate in
some Outbound Campaign (not just members of some Campaign Group used
in a strategy).

Starting with 7.5, URS and Outbound Contact Server can cooperate for the
purpose of sharing multi-skilled agent Persons and/or Places. A special
statistic CurrentAgentAssignment, provides information about the activity that
the Agent/Place is currently busy with (assigned to). Activities can be related
to inbound interactions or Campaign Group activities, such as proactive
routing. Use the environment option to ensure that a Person/Place busy with
one of these activities does not get any calls associated with any other
activities.

By default, URS opens the CurrentAgentAssignment statistic for agent
Persons/Places from a Campaign Group specified as target in a strategy
(Routing Selection object or Route Interaction object). Since URS does not
know the current activity for all other agent Persons/P laces, it is possible (if
those multi-skilled agents participate in multiple activities) for URS to send
calls associated with other activities.

When the environment option is set to outbound, URS opens the
CurrentAgentAssignment for all agent Persons or Places. As a result, all agent
Person/Places become protected from calls related to different activities, no
matter how they are addressed in strategies.

use_agent_capacity
Default value: TRUE
Valid values: TRUE, FALSE

Starting with Universal Routing 7.0.1, URS is required to use agent capacity
information supplied by Stat Server when routing non-voice interactions. For
example, URS must use agent capacity information in a blended environment
(such as when routing e-mail plus voice or e-mail plus chat) or when routing
other media types (such as when routing only e-mail or only chat). URS can
use agent capacity information provided by Stat Server to determine an agent’s
ability to accept a particular interaction at a particular time. When factoring in
agent capacity information, URS selects from the pool of agents with the
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required business skills and chooses the available agent(s) based on agent

capacity information (instead of current agent state).
In order to use proactive routing, the use_agent_capacity

option must remain

set to TRUE. If you want more information on this option, see the chapter on

options in the Universal Routing 7.6 Reference Manual.

Configuring Universal Routing Ser

ver

options specific to Proactive Routing

Procedure:

Creating the Universal Routing Server environment

option

Purpose: To create the environment option, which is not part of the Universal

Routing Server Application Template.

Start of procedure

1. Open Configuration Manager as described in Opening Configuration

Manager, page 32.

2. Open the Universal Routing Server Application object. Figure 30 shows

an example.

= URS75 [172.21.10.31:7575] Properties

Connections | Cptions I Annex I Security I Dependency

General | Tenarnts I Server Info I Start Info
e
MName: |URS75 j

Figure 30: Universal Routing Server Application Object

3. Click the options tab (see Figure 31).
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= URS75 [172.21.10.31:7575] Properties x|

General I Tenants I Server Info I Start Info
Connections Options I Annex I Security I Dependency

20X B »s

MName Walue

Entertest here |5F| Erter text here i
L 11 web

S default

E%Il:ug

Figure 31: Options Tab in Universal Routing Server Application Object

4. Double-click the default section.
5. Click the button to create a new section/option (see Figure 32).

= URS75 [172.21.10.31:7575] Properties x|

General I Tenants I Server Info I Start Info
Connections Options I Annex I Security I Dependency

%= defaut A2 X(Ee e

MName Walue -
Entertest here |5F| Erter text here \ i
E_b-;#cu:uns-:ule_u:u:u... "emit" \
EEagent_resenr... "falze”

'ﬁg;al.rtl:umatic_att... "true"

b call_kpl_tme "3

Figure 32: Button to Create a New Section/Option

6. In the resulting dialog box, view the option name and value (see
Figure 33).

x
COption Mame:

L *]
m Ienvin:unment

Option Value:
Iu:uutl:u:uunu:l

QK I Cancel

Figure 33: Edit Option Dialog Box
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7. Click ok. The option appears in alphabetical order in the options list (see

Figure 34).

o

General I Tenants
Connections Options

% URS75 [172.21.10.31:7575] Properties

|  Severifo | StartInfo
| Aninex I Security I Dependency

% default jle)‘JE“ﬂ%@
MName Walug -
Entertesd here [SF] Enter text here o
E_hr,#cnnsnle_u:u:u... "eait”
E_h-;agent_resew... "falze"
E_h-;autu:umatiu:_aﬁ... "true”
wbecal_kpl time  "13"
'ﬁg;call_tlacking "true" b
'ﬁg;u:hanqe tenart  trueg”
E_h-;u:u:umpat_treat... "true”
‘@;defauﬂ_destin...

"agent”

E_hr,defauﬂ_u:ubjeu:t
P - vironment
E_h-;eadrc-uter_time...
E_h-;funu:tiu:un_u:u:um...
'ﬁg;give_treatment
Eg;nn_mme_ermr

Eg;nn_mmer_act...

"I:ILI'H:II:IUFII:I "
Ilnll

"&.5"
"false"
"delete”

"defautt” hd

X

o o]

Cancel Spply | Help

Figure 34: Outbound Contact Server Application Object, OCServer Section

8. Click ok. The option appears in alphabetical order in the options list.

End of procedure

Next Steps

» Configuring the Universal Routing Server use_agent_capacity option
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Procedure:
Configuring the Universal Routing Server
use_agent_capacity option

Purpose: To verify the use_agent_capacity option is set to TRUE as is required
for Proactive Routing.

Start of procedure

1. Open Configuration Manager as described in Opening Configuration
Manager, page 32.

Open the Universal Routing Server Application object.
Click the options tab.
Locate the use_agent_capacity option in the list.

a kM

If necessary, double-click the option and change the value to TRUE. Click
OK to apply your changes.

End of procedure

Next Steps

* Review the next section for more information on Agent Capacity Rules.

Routing Based on Agent Capacity Rules

Resource Capacity Planning (RCP) represents Genesys’s latest methodology
for distributing contact center interactions.

Capacity Rule Definition

70

A major element of RCP is a capacity rule, which defines a resource’s ability
to handle multiple interactions. For RCP methodology, the term resource is
synonymous with a Person object that is configured as an Agent and defined in
Configuration Manager.

A capacity rule is a set of logical expressions that specify the boundaries of a
resource’s ability to handle one interaction or more than one simultaneous
interaction of differing media types.

URS can use agent capacity information provided by Stat Server to determine
an agent’s ability to accept a particular interaction at a particular time. URS is
required to use agent capacity information when routing non-voice
interactions. For example, URS must use agent capacity information in a
blended environment (such as when routing e-mail plus voice or e-mail plus
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chat) or when routing other media types (such as when routing only outbound
preview Or only e-mai L media types).

Agent Capacity Option

The URS Application template sets the use_agent_capacity option to TRUE.
This is because Genesys assumes that many new customers installing
Universal Routing 7.6 are or will be routing both voice and non-voice
interactions and will want to use agent capacity rules. In order to use proactive
routing, the use_agent_capacity option must remain set to TRUE. If you want
more information on this option, see the section “Universal Routing Server
options specific to Proactive Routing” earlier in this chapter, or the chapter on
options in the Universal Routing 7.6 Reference Manual.

Hints on Configuring Proactive Strategies

Note: For information on enabling proactive interaction functionality on the

Agent Desktop (also known as Push Preview mode), see the chapter on
Communication Protocols, Proactive Interaction Support section, in the
Outbound Contact 7.6 Reference Manual.

Keep the following in mind when configuring proactive routing strategies:

You can configure routing strategies to distinguish proactive interactions
(outbound records) from inbound interactions.

Records generated in Push Preview dialing mode are submitted with a
Media Type Of outbound preview. Outbound Contact Server (OCS) delivers
them according to Agent Capacity rules and current agent activity. Agents
may process them in parallel with any other kind of interactions.

To be able to receive records generated in Push Preview mode, the agent
must be logged into an Interaction Server Place and into Media Channel
outbound preview. TO access an interaction’s Media Type, use the
GetMediaTypeName[mediald] and GetMediaType[] functions.

Example:
If (GetMediaTypeName[GetMediaType[]]="outbound preview') then - else
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*  When submitting interactions generated in Push Preview mode to
Interaction Server, OCS specifies the Media Type of the interaction that
should be created for contacting the customer (see Table 4).

Table 4: OCS Media Type Specification

Type Value

Media type corresponding to Media Type Business
Attribute value. Use standard user data access
functions such as UData[key] to access user data
including GSW_CONTACT_MEDIA_TYPE.

Key
GSW_CONTACT_MEDIA_TYPE String

» Universal Routing 7.6 is not hard-coded to handle rejected interactions.
Similar to Ring-No-Answer situations, you must configure routing
strategies to handle rejected interactions such as:

+ Restoring rejected interaction positions in waiting queues by using age

of interaction.
+ Marking rejected interactions with attached data then analyzing the

attached data.

Delivering Proactive Interactions to Agent Desktop

In order to deliver proactive routing interactions to Agent Desktop in Push
Preview mode, you must use the Route Interaction strategy-building object (the
same object you use to deliver e-mail interactions to the Desktop). Figure 35

shows an example business process fragment.

-2
R ] el —gJ o

. Outbourd @ W
Agenteskiop Campaigns

4
Q SE;I"Id_E rmail_Cut

Figure 35: Delivering Proactive Interactions to Agent Desktop

The Agent Desktop strategy in Figure 35 contains a Route Interaction object
(see Figure 36).
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Figure 36: Strategy Containing Route Interaction Object

As shown in Figure 35, the Route Interaction object routes to an Agent Group
named Outbound Campaigns. As also shown in Figure 35, this Agent Group
writes to a queue (04) for outbound sending of e-mails interactions (handled by

the Send_Emai L_Out strategy). Figure 37 shows both tabs in the Route
Interaction Properties dialog box.

Route Interaction properties x|
Interaction Hueue | Target Selectinnl Route InteractiCilEuSEN.
0 for Esisting Interact Interaction Queue  Target Selection |
— Clueue for Existing Interaction————
i Y — Statiztics
Queues Description . Mame I -
BP 7.5.0400T2Y  Send
Stop Processingl__ Skop Interaction
— Targets
i ¥ Clear Target Tirnsout I'I2EI vI Sec
Type Mame StatServer
1 [Aagent Group Cuthound Campai (StatServer7s
— Clueue for Mew |nteraction
i P
Queues Description

—irbual Queue
[ Use Vitual Queve
Alias |

Figure 37: Route Interaction Object
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Configuring Agent Desktop
and Login Dialog Box

This chapter describes how agent capacity rules affect the login dialog box
used by Genesys Agent Desktop.
The information in this chapter is divided among the following topics:
Installing Agent Desktop, page 75
Agent Capacity Rules, page 75
Agent Desktop options specific to Proactive Routing, page 78

Installing Agent Desktop

The instructions in this chapter assume that the Genesys Multimedia product is
already installed and running as described in the Genesys Desktop 7.6
Deployment Guide.

Agent Capacity Rules

The Agent Desktop login dialog box uses agent capacity rules to define the
media types that the agent can receive so you must specify that the agent can
receive the outbound preview media type associated with proactive routing.

Note: If you need a review of agent capacity rules, see “Routing Based on
Agent Capacity Rules” on page 70.

The instructions in this chapter assume that the agent capacity rules are already
configured as described in the Genesys 7.1 Resource Capacity Planning Guide.
It also assumes you have already included outbound preview asa media type
in one or more capacity rules.
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Example Agent Capacity Rule

Figure 38 shows an example agent capacity rule (Script object) that includes
outboundpreview.

% Default_One_media_allows_more_than El

General Annex | Seu:urit_l,ll Dependenc_l,ll

[% _CRwiarddedal ] (B |0 X | B | @ &

Mame Yalue

Enter text here S| Enter test here K
Tm chat

TM email

Tm imzhat

Tm authaLndpresvisw
S sms

T:lﬂ wideo

MJ wmail

TM YOICE

Tm woip
TM warkibem

—_

Ly — — . 1 1 M

El k. I Cancel Apply Help

Figure 38: Example Agent Capacity Rule

Procedure:
Assigning capacity rules

Purpose: You can assign agent capacity rules at the Tenant (default), Person
(agent), and Place levels. This procedure outlines how to assign capacity rules
at the agent level.

Start of procedure
1. Open Configuration Manager as described in Opening Configuration
Manager, page 32.

2. Open the Persons folder and any other folder in order to select the agent to
have the capacity rule assigned.
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5.

Click the Agent Info tab.

Agent Capacity Rules

Opposite Capacity Rule, click the browse button. Configuration Manager

looks in the Scripts folder.
Find/select the capacity rule.

Figure 39 shows the above capacity rule in Figure 38 on page 76 assigned to
an agent in the Person Properties dialog box.

2 6002 6002 {6002) [techpubs4:3010] Prope

General Agent Info I Hanksl .-'f-.nnez-:l Se-:urit_l,ll Dependenc_l,ll

Default Place: | [0 £00 =] =
Capacity Rule: Jefault One media_allows
Cost contract: IE [Mane] | %
Site: Il:l [Maone] j 4
—Skillz
skil ~ | Level |

There are no items to show

Add Skl | Edit Skill | Delete Skil |
~ Login D=
Agent Login | Switch | YWrap-up Time |
&b Enn2 75 G232 0
sgdiD | EdtiD | Deleteid |

]

El k. I Cancel | Apply | Help

Figure 39: Person Properties Dialog Box, Capacity Rule in Agent Info Tab

If the capacity rule shown in Figure 38 was associated with the agent logging
in, then outbound preview is listed in the Agent Desktop login dialog box (see
Figure 40).
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Connection

Uzer Name : 6002

Flace : 6002
¥| Supervisor

+| yoice
Agent Login : 6002

Agent Password :

Queue : 6601

AS

email
| chat

| workitem
controlled by media
_| voip option in multimedia
o section
| video

*’1 outbound preview

<< Previous Submit

Figure 40: Dialog Box for Logging In

In order to receive outbound preview interactions, the agent must check
outbound preview along with any other desired other media types.

End of procedure

Agent Desktop options specific to
Proactive Routing

78

In addition to the usual Agent Desktop configuration, there are two options
specific to Proactive Routing. This section describes the media and preview-
park-queue options and how they are configured.

media
Default Value: email, chat
Valid Values: <Any valid media name>

This option is a comma-separated list of media names. This option defines the
list of media that is proposed to the agent in the login window.
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preview-park-queue
Default Value: __STOP__
Valid Values: Any valid Interaction Queue name.

This option enables an agent to transfer ownership of a proactive interaction to
the transfer target when a proactive interaction voice call is transferred. This
enables the appropriate postprocessing to be applied after target of the transfer
releases.

Procedure:
Specifying login media types

Purpose: Figure 40 does not list all the media types shown in the capacity rule
in Figure 39 on page 77. This is because you can specify the media types
shown in the Connect dialog box via the media option in the Agent Desktop
Application object. This procedure outlines how to do so.

Start of procedure

1. Open Configuration Manager as described in Opening Configuration
Manager, page 32.

2. Openthe Applications folder.
3. Open the Agent Desktop Application object (see Figure 41).

” Genesys_Desktop_750 [techpubs4:30 ﬂ

Connections | Cptions I Annes I Security I Dependency
General | Tenants I Server Info I Start |nfo

i

Mame: |Genesys Desktop 750 j

Figure 41: Agent Desktop Application Object

4. Click the options tab (see Figure 42).
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¥ Genesys_Desktop_750 [techpubs4:3010] P x|
General I Tenants I Server Info I Start Info
Cornections Optionz I Ariney I 5 ecurity I Dependency
I% Sectiong j I'_f | |:| X | E | F DP ¥
Marme Yalue -
Enter text here S| Enter text here r
%z callback
L3
= chat
L
=% oo-browse
% contact

Figure 42: Agent Desktop Application Object, Options Tab

5. Selectthe multimedia section and click the icon to edit the section/option
(see Figure 43).

¥ Genesys_Desktop_750 [techpubs4:3010] P |

General I Tenants I Server Info I Start Info I |
Connections Dptians I Aniney I SecLrty I Depende

% multimedia j 5 ] | (1 X% | @
Mame alle -
Enter text here S| Enter text here o
'ﬁg chat-default-queus 78T echpubs nbovund'

Eﬂ chat-routing-bazed-traf "agent, queue"’
‘-:‘E chat-traf-quels

Figure 43: Icon to Edit Section/Option

6. Inthe resulting dialog box where you specify the media types to be shown
in the login dialog box, add the outboundpreview media type. Figure 44
shows an example completed dialog box.

Edit Option x|

Option M arme:

abC [

Option Y alue:
Iemail,n:hat,wu:urkitem,v-:uip,videu:u,n:uutbnundpreview

k. I Cancel |

Figure 44: Edit Option Dialog Box

7. Click oK. The media option includes outboundpreview (See Figure 45).
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% Genesys_Desktop_750 [techpubs4:3010 EI
General I Tenants I Server Info I Start Infa
Connections Opticns I Annes I SecLrty I D ependency

% multimedia

|2 O%X|B| @

L

b email-never...

Mame W alue |
Enter text .. |5F] Enter text here

h;email-f-:ulll:uw... "Fuar!

-'E email-follow... "On <dater. <persanals <from: wate:"

-'E email-forwa... Pt

"v'ou do not need to reply to the meszage vo.

Agent Desktop options specific to Proactive Routing

L)

abe email-never... "Please disregard meszage:"
Eﬂ email-outha... 75T echpubs0utbaund
abe emailpendi.. "48:00"

-‘:E email-guaote... """
f:g; email-guote... "On <dater, <contacts wrote:"

L H L] "
abe emailreply-.. “Re

-‘:ﬂemail-rnutin... "agent,queLe"
L mi

b email-tref-e.

[ | oK I Cancel Lpply Help

Figure 45: Media Option After Adding Outboundpreview

End of procedure

Procedure:
Setting the preview-park-queue option

Purpose: To ensure proper handling of workflow post-processing features, you
may also wish to set the preview-park-queue option in the outbound section of
the Agent Desktop Application object.

Start of procedure

1. Open Configuration Manager as described in Opening Configuration
Manager, page 32.

2. Openthe Applications folder.
3. Open the Agent Desktop Application object (see Figure 41).
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4. Click the options tab (see Figure 42).

Select the outbound section and click the icon to edit the section/option
(see Figure 43).

6. Set the preview-park-queue option to __STOP__ (the default value), or any
valid Interaction Queue name.

Note: For more information on the preview-park-queue option, see the
section on handling Outbound and Callback interactions in the Agent
Desktop 7.6 Deployment Guide.

7. Click oK.

End of procedure
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Using Proactive Routing

The information in this chapter is divided among the following topics:
Running a Proactive Campaign, page 83
Handling Preview Interactions, page 85

Running a Proactive Campaign

After reviewing the other steps in the Task Flow for configuring and using a
Proactive Routing solution, page 28, continue with the steps in this chapter for
running a proactive routing Campaign.

Procedure:
Verifying Push Preview mode

Purpose: Before running the Campaign, certain settings must be verified in
Configuration Manager.

Start of procedure

1. Open Configuration Manager as described in Opening Configuration
Manager, page 32.

2. Inthe Environment folder for the applicable Tenant, open the Outbound
Server Application object.

3. Inthe Resources folder, open the Campaigns folder and select the
applicable campaign Group object and click the Advanced tab.

4, IntheDialing Mode field of the Campaign Group object, check that Push
Preview is selected.

End of procedure
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Procedure:
Logging into Outbound Contact Manager

Purpose: Proactive routing Campaigns are run from Outbound Contact
Manager (OCM). This procedure outlines how to login to OCM.

Start of procedure

1. From the Start menu on your PC, the default path is Start > Genesys
Solutions > Outbound Contact > Outbound Contact Manager > Start
Outbound Contact Manager.

2. Complete the login dialog and click ok to open OCM. Figure 46 shows an

example OCM when the Dialing Mode is setto Push Preview (See Figure 9
on page 39).

Outbound Contact Manager, Server madridl on pork 7529

File Wiew Tools Help

‘ I I ﬂ Lpdate | ] a0 100

G %4
E& PeterT E-mail distribution For processing
=-Cie Campaigns
[&b I"-I?1ung':u Campaigns view -
E% E 4 Marne | Status | Dialing mode | Woice Transfer Des... | Optimized
P b -mail distip=
oL % E-iI on |@r'-“ll_lmu@.‘lE-maiI distribution .., A&ctive Push Preview agent Bus
EE}] Calling Lists E}D’CP.MF‘P.IGN SEQUEMCE Mot loaded
] Mumy
L] Mumul

1] |

Opkimization I

Stakus: I.ﬁ.ctiw
Unload |

Dialing mode: IF'ush Previgim

=l
[

Cptimized parameter: I.ﬁ.gent Busy Fackar

Targetk value: e J_ IF o,

|Cn:nnFi-;|urati|:-n Server Cf |Outb|:|und Conkack Server O

Figure 46: Outbound Contact Manager, Push Preview Mode
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End of procedure
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Procedure:
Starting a campaign

Purpose: This procedure outlines how a Supervisor would start a Campaign in
OCM.

Start of procedure

1.

Open the Campaigns directory and select a Campaign from the list. Verify
that the Groups view displays.

* The status field displays Not Loaded.
* The Load button is available.
* The start button is unavailable.

Click Load or select Load from the Tools menu.
* The Status field changes to Active.

» The Load button changes to Unload.

* The Start button becomes available.

Click start.
* The Status field changes to Running.
* The Unload button becomes unavailable.

» The Start button changes to Stop. After starting, stopping is the only
option available for this Campaign.

Note: For more detailed information, consult the Outbound Contact 7.6

Outbound Contact Manager Help.

End of procedure

Handling

Preview Interactions

Before actually contacting the customer, an agent working on an outbound
Campaign (for example: collections, telemarketing, or fund raising) is able to
both receive interactions in Push Preview mode and request preview records.
To work on the Campaign, the agent must first log in using the dialog box
shown in Figure 40 on page 78.

Campaign Status Notification for Agents

Outbound Contact Server sends Campaign Status Notifications to Agent
Desktops through T-Server. Since the notifications are sent through T-Server,
only agents that are logged into voice media will receive them. When an
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outbound Campaign is loaded and started in Push Preview mode, voice media
agents that has associated with the corresponding Campaign Group will
receive campaign status change notifications from Outbound Contact Server
provided that all of the following are true:

» the agent is logged into voice media
» the agent is logged into outbound preview media

* both voice and outbound preview media types are listed in the capacity
rules on the Agent Info tab of the properties of the agent’s Person object in
Configuration Manager.

There are no campaign status notifications sent to agents through Interaction
Server. Agents who are only logged into outbound preview media and run pure
multimedia campaigns do not receive notifications when an outbound
Campaign is loaded and started in Push Preview mode.

Note: Outbound Contact Server only assigns agents to specific outbound
campaigns when the campaigns are running in one of the auto-dial
modes (Predictive Or Progressive). Agents who are logged into Voice
media and participating in Push Preview campaigns will instead be
considered by OCS to be assigned to inbound activity. These agents
will receive corresponding Agent Assignment notifications when
campaigns are loaded, or when logging into an already active
campaign.

Working on Push Preview Mode Calls

If the Campaign to which the agent is assigned is running in Push Preview
mode, then the first available interaction is routed to the agent’s desktop. A
yellow Outbound Campaign icon (shown below) flashes in the upper left
corner of the screen (see Figure 47).

0

Figure 47: Icon for Outbound Preview Interaction

The Desktop displays an Outbound preview interaction form while the
interaction continues to ring and its icon continues to flash. The agent then
does one of the following:

» Clicks Accept to take ownership of the interaction. (If the agent does not
click Accept within a configurable time period, the interaction is
automatically rejected and returned to the top of the interaction queue.)

* Clicks Reject to send the interaction back to the top of the queue.
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Handling Preview Interactions

If the agent clicks the Accept button, the agent has then taken ownership of the
interaction. The icon for the Outbound preview interaction stops flashing.

Desktop Interface for Voice Preview Interaction

Figure 48 shows Agent Desktop for a voice preview interaction after clicking

Accept.

3 Genesys Desktop - 6000 - Microsoft Internet Explorer

=0l x|

Ready =~ | File actions Preferences Help
& & D fe ) | 2R @
® 38 Customer Records
Contact Information |
Fhone number: I
. - i
contact_info: =1 | Edit...
contact_info_type: ] Reset
ermail_subject:
GEW_COMTACT_MEDIA_TYPE:
GEW_CAMPAIGN_GROUP_DBID:
GEW_CALLING_LIST_DBID:
GEW_SWITCH_DBID:
GEW_CAMPATGN_GROUP_MAME:
GEW_CAMPAIGN_GROUP_DESCRIPTION:
Connect [ Accept || [ Reject || [ Cancel || SRS Rk

=l

Mark Done

Call result: [Unknown

| Mark "Do Mot Call"

Campaign |
Marme: Carmpaign_GT5
Description:
Status: Running
| = Mode: Preview
— Calling List:  Genesys-listg3

i

B

Figure 48: Agent Desktop, Preview Interaction, Voice

what campaign?:
attr_queue:
GEW_TEMNANT_DBID:
RVQID:
RTargetTypeSelected:
RTargetRuleselected:
RTargetObjectSelected:
RTargetigentSelected:
RTargetPlaceselected:
RTenant:
RStrategyMarme:
CBR-actual_volume:
CBR-Interaction_cost:
CBR-contract_DBIDs:

P

Add chain...
;l_l

Reschedule...
Update record

Note: Genesys Agent Desktop is a customizable product. Your company’s
Agent Desktop may appear different than the examples shown.

The contact Information tab contains editable fields from the interaction User

Data.

After clicking Accept, the agent then does one or more of the following:

1. Clicks the connect button to dial the call (see Figure 49).
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Phone number:

Connect Cancel

Figure 49: Connect Button

2.

Selects or enters the contact phone number to make the call, and then
clicks connect. Before clicking the Connect button, the agent may need to
edit the number by adding a prefix. To select another number, the agent
clicks Get Chain (if available).

Clicks cancel to send the interaction back to the queue and remove
ownership of the interaction.

Clicks Edit to make changes to the Campaign information for this contact.

Clicks Add chain to add additional phone numbers that are associated with
the contact.

Clicks Reschedule to set a different time for this contact to be called.
Clicks Update record to save changes to the information for this contact.

Note: When processing Campaign List records, items 5 through 8 can be

handled without agent intervention using the Outbound strategy-
building objects discussed in “Strategy Samples” on page 93.

Once the agent clicks the Accept button shown in Figure 48, he can then click
Connect to create the voice interaction. Figure 50 shows the Genesys Agent
Desktop for a voice interaction while talking to a customer.
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a Genesys Desktop - 6000 - Microsoft Internet Explorer

Ready

= | File actions Preferences Help

—loj x|

& @ i | = |23

i | >d

Custamer Recards
800-000-0... 0m:01:07 Contact Information
contact_info: = L Edit... I
Phone nurnber:  [s00-000-0000 & cantact_info_type: : IE
ernail_subject:
Talking to 800-000-0000 GEW_CONTACT_MEDIA_TYPE:
GEW_CAMPAIGN_GROUP_DBID:
4] 5] [ - - =
GEW_CALLING_LIST_DBID:
GEW_SWITCH_DBID:
GSW_CAMPAIGH_GROUP_MAME:
GEW_CAMPAIGN_GROUP_DESCRIPTION:
Disconnect | E{":jﬂ E&mcﬂ GEW_AGENT_ID:
|| what campaign?:
attr_gueue:
Call result: [Unknown = | GSW_TEMNANT_DBID:
Ry QIO
] Mark "Da Mot Call" Mark Done | RTargetTypeSelected:
J— RTargetRuleSelected:
Campaign | RTargetObjectSelected:
RTargetagentselected:
Mame: Mumu RTargetPlaceSelected:
Description: RTenant: -
Status: Unknown RStrategyMame: L Get chain...
|f Mode: Unknown CBR-actusl_volume: Add chain...
= Calling List: Mumu CBR-Interaction_cost: —
| Fo CBR-cantract_DBIDs: = eschedule... |
| F :I STt T | » Update record
2 : |
i

Figure 50: Agent Desktop, Voice Interaction After Outbound Preview

Desktop Interface for E-mail Preview Interaction

In addition to accepting preview interactions for voice contact with customers,
a Proactive Routing solution allows agents to accept non-voice preview
interactions, such as preview interactions prior to contacting customers via e-

mail.

Figure 51 shows the Genesys Agent Desktop after clicking Accept for an
Outbound preview interaction with an e-mail address as the customer contact

information.
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7} Genesys Desktop - 6000 - Microsoft Internet Explorer - 10l x|

Ready =~ | File Actions Preferences Help

mE @bl |2 | @
. 5 e oo |
Contact Information |
E-mail Address : Igerasim@mumu.com

contact_info: = | Edit....
contact_info_type: @
email_subject:
GEW_CONTACT_MEDLA_TYPE: |
GEW_CAMPAIGHN_GROUP_DBID:
GSW_CALLING_LIST _DBID:
GEW_SWITCH_DBID: 1
GEW_CAMPAIGHN_GROUP_NAME: |
GEW_CAMPAIGH_GROUP_DESCRIPTION: |

[ Accept || [ Reject || || Cancel || GEW_AGENT_ID:

what carmpaign?: 1
attr_gqueue: 1
Call result: [Unknown =1 GSW_TEMANT_DBID:

RYQID:

D Mark "Do Mot Call" RTargetTypeSelected: 1
RTargetRuleSelected:

| RTargetObjectselected: 1
RTargetdgentSelected: i
RTargetPlaceSelected:

RTenant: |

Description: = -
Status: Running RStrategyMame: | Get chain... |
|7_ Mode: Preview CBR-actuaI_\uiolume:
Calling List:  Calling_list-a3 CBR-Interaction_cost:
CBR-contract_DBIDs: Reschedule...

.
P | o

Campaign

Marne: Campaign-g7a

L:

|

1

Figure 51: Agent Desktop, Preview Interaction, E-mail
Once the agent clicks the Accept button shown in Figure 51, he can then click

New E-mail (See Figure 51) to create an interaction. Figure 52 shows the
interface for creating a new interaction of the e-mail media type.
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} Genesys Desktop - 6000 - Microsoft Internet Explorer -0l x|
Ready = | File Actions Preferences Help
= B4 (2 i & 2R =
| Customer Records || Resources |
Contact Information |
| To... Ilgerasim@mumu.com ;I contact_info: = | Edit...
From : IQAISuite53@genesys|ab.com ;I contact_info_type:
email_subject:
Cot I GSW_CONTACT_MEDIA_TYPE: !
Boo I GEW_CAMPAIGHN_GROUP_DBID:
GSW_CALLING_LIST_DBID:
Subject : |

| Attach.. ||

ITimesNewRoman;IllD;I

|

' |
=

Del

IR Notepad | Attached Data | Cark

| save& cClose || | Save | | Delete ||

GEW_SWITCH_DBID: 1
GEW_CAMPAIGH_GROUP_MAME: |
GEW_CAMPAIGN_GROUP_DESCRIPTION: |
GEW_AGENT_ID:

what campaign?: 1
attr_queue: 1
GEW_TEMANT_DBID:

RYGID:

RTargetTypeselected: 1
RTargetRuleselected:
RTargetCbjectSelected: i

RTargetagentSelected: |
;I RTargetPlaceselected:
RTenant: |
RStrategyMame: |
Mo standard response found! CBR-actual_volume: b
CBR-Interaction_cost:
CBR-contract_DBIDs: =

Figure 52: Generating E-mail

Interaction After Outbound Preview

Note: For detailed information on the Genesys Agent Desktop user interface,
including how to use it to accept calls and Push Preview mode, consult
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Appendix

Strategy Samples

This appendix demonstrates how to use IRD’s Outbound strategy-building
objects (see Figure 12 on page 50) for processing of Campaign List and Do
Not Call List records solely from the logic of a routing strategy without agent
intervention.

Be aware that Interaction Server must be installed in order to work with a
Proactive Routing Solution.
This appendix is divided into the following topics:

Outbound Obijects, page 93

Add Record, page 94

Do Not Call, page 99

Processed, page 104

Reschedule Object, page 104

Update Record, page 108

Note: For information on routing interactions to the desktop, see “Delivering
Proactive Interactions to Agent Desktop” on page 72.

Outbound Objects

The Outbound toolbar in the Routing Design window (see Figure 12 on
page 50) provides strategy-building objects that support Genesys Outbound
Contact. Figure 53 shows the toolbar for the Outbound objects.

Add RecDrFl [ Il:'rncesaed
I I
#|8]2|5)3)

D Nélt Updélte heschedule
Call Fecord

Figure 53: Outbound Objects Toolbar
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Note: The Outbound objects are designed to be used in strategies configured
for proactive routing functionality, which are Open Media interactions
processed with the outboundpreview media type.

This appendix contains sample strategies that demonstrate how to use the
Outbound objects.

For additional information on using these objects, including field descriptions,
returned results and fault codes, consult the Universal Routing 7.6 Interaction
Routing Designer Help. Also see Universal Routing 7.6 Reference Manual and
the Outbound Contact 7.6 Reference Manual.

Add Record

Use the Add Record object to automate building of Calling Lists by adding a
new record to a specified Outbound List, such as a Calling List. For example,
use to develop a Calling List, such as one to follow up on inbound calls that
were abandoned during traffic peaks. You can then configure a routing strategy
to detect abandoned calls and add records to the Calling List with the
parameters of the incoming interactions. The Calling List can subsequently be
used by an Outbound Campaign that dials out these customers during off peak
hours and has the agent apologize and follow up.

Strategy in Business Process Using Add Record

Figure 54 shows a business process (see note on page 52) containing a strategy
(outbound_AddRecord) that uses the Add Record object.

@J"EL' _______________________ ’%ﬁﬁ—hr/ ___________ -8

Cueusl

Cutbound_Create_ILICS_Interaction Stap
Lueued Cutbound_AddRecord

Figure 54: Business Process Containing Outbound_AddRecord Strategy

94

This business process uses a view (View 1) to extract a customer interaction
from a queue (Queuve1) and submits the interaction to a strategy
(outbound_Create_UCS_Interaction). This strategy creates a customer
interaction record in the Universal Contact Server (UCS) Database associated
with a new or existing customer and then writes the interaction to a queue
(aueue 3). Another view exacts the customer interaction from the queue and
submits it to a second strategy, Outbound_AddRecord (See Figure 55).
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Figure 55: Outbound_AddRecord Strategy

The numbers below are keyed to the strategy shown in Figure 55.

1. After the Entry object in the upper left corner, the first object in the
strategy is a Function object. Figure 56 shows its properties dialog box.

Function properties =
General |
— Expressian
record_handle UData['G5wW_RECORD_HAMDLE" :l
pData Type M ame
Time - Add
Callnfo TimeDifference _I — |
Configuration Optians Timelndone et |
Drata b anipulation Timeout B
Date/Time TimeStamp
Force Tranglate
Lizt M anipulation TRoute —
Miscellaneous ~| [EEC . | Wariables |
Parameter Yalue
Key 5% _RECORD HAMDLE

Figure 56: Function Object #1, UData Function

The function object uses the UData function to extract a value from the
GSW_RECORD_HANDLE field and write it to the record_handLle variable.
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Add Record

Note: When OCS retrieves a record, it creates a unique record identifier.
(GSW_RECORD_HANDLE) that identifies the record. This attribute identifies

the record to which attached data pertains in a user event. Any

communication between Interaction Server and OCS concerning this
record requires a key value with the 6SW_RECORD_HANDLE. The key-value

GSW_RECORD_HANDLE is internally generated and is not related to the
RECORD_ID field of the call record.

2. The interaction then goes out the exit port to a second Function object (see

96

Figure 57).
x
General |
— Expresszion
[contactine Al NI |
rData Type Mame
Time . Add
Calllrfo TimeDifference _I — |
Configuration Qptions Timelngone erit |
[rata b anipulation Tirmeot B
Date/Time TimeStamp
Force Tranzlate
Lizt M anipulation THoute =
Mizcellaneous | m M Wariables |
Parameter ¥alue
Key Fromaddress
Return value twpe: STRIMG. This function retlieves the zer D ata information collected
from the incoming call, when the caller responds to either the IYF or to an agent. Thiz
uzer data infarmatian iz ztored on Genesys T-Server throughaout the lifetime of the LI
k. I Cancel | Help |
Figure 57: Function Object #2, UData Function
The function object uses the UData function to extract a value from the
FromAddress field in the User Data (an e-mail address) and writes it to the
contact_info variable.
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Add Record

3. The interaction then goes out the exit port to an Add Record object.

Figure 58 shows its properties dialog box.

x
General |
OC zerver IEIES erversa j
Campaigh IMumu j
Calling list [Mumu =l
Timezone name IF'ST |
Cantact infa gerazimi@yahon. com j
Contactinfo type I E -t ail j
Fecord lype IGeneraI j
Fecord status ILIpu:Iated j
Call rezult IStale j
Altempts ||:| j
DateTime [10/11/2008 16:30 =l
CalTirne |1 041042008 j
Tirne From IEIEI j
Tirne el |a|334|:| j
— UszerDiata attibutes
i
Key ¥Yalue
(] 4 I Cancel Help

Figure 58: Add Record Object

The Add Record object adds the customer record to a Campaign named Mumu
and acalling List also named Mumu. The Contact info field takes its value

from the contact_info variable (see Figure 59).
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Add record properties x|

General |
OC zerver IEIES BIVEITD j
Campaian IMumu j
Calling list [Murmu =]
Timezone narme IF'ST j
Contact info |E|
contact_info
Contactinfo type record_handle
cantack

Figure 59: Contact Info value Taken From contact_info Variable

4. The interaction then goes out the exit port to another Outbound object, the
Processed object.

Processed properties El

General |
OC zerver j
Record handle record_handle j

— UserData attributes

s i o

Key ¥alue

k. I Cancel Help

Figure 60: Processed Object

The Processed object marks a record as requiring no further handling. The
value for the Record Handle field is taken from the record_handle variable.

5. The interaction then goes out the exit port to a Stop object (see Figure 61).
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Stop Interaction properties

General |

Feazon M armal -

— Mty
[T Delete
= [IC5
£ 3rd Party Senver

Application type: I ContactServer j
Application I j
Service: II:-:n

Marmne: IStn:on"rn:n::essing

(] I Cancel Help

Figure 61: Stop Object, Reason: Normal

Do Not Call

The Stop object notifies Universal Contact Server that interaction processing
has stopped for a particular strategy in a business process (see Stop node in
Figure 54 on page 94).

Do Not Call

Use the Do Not Call object to add a phone number or e-mail address to a
specified Do Not Call List and mark the corresponding record as Do Not Call.

Note: Use the Do Not Call and Processed (page 104) objects to finalize
Outbound record processing. You cannot use other Outbound objects to
process records with the same Record Handle after using Processed or

DoNotCall in a strategy flow.

The Do Not Call object prevents a record from being dialed by any Campaign.
If a record is marked as Do Not Call, Outbound Contact Manager rejects all
subsequent requests for the record.

When URS executes this object in a strategy, it sends (via Interaction Server) a
DoNotCall request to OCS. Using the 6SW_RECORD_HANDLE provided, OCS:
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 Identifies the record and updates the record type as NoCal L.

* Enters the phone number and e-mail address or customer 1D of this record
in the gsw_donotcall_List (table).

If you require more information on Do Not Call Lists in general, see the
section on submitting Do Not Call requests in the Outbound Contact 7.5
Reference Manual.

Sample Strategy

Figure 62 shows a sample strategy containing a Do Not Call object.

Figure 62: Strategy Containing Do Not Call Object

Note: Assume that this strategy is contained in a business process similar to
the one shown in Figure 54 on page 94 and that the interaction comes
into the strategy from a queue in the business process.

The numbers below are keyed to the strategy in Figure 62.

1. After the Entry object in the upper left corner, the first object in the
strategy is a Function object. Figure 72 shows its properties dialog box.
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E
General |
— Exprezsion
record_handle I: UData['GSwW_RECORD_HAMDLE" ;l
[ Type M ame
Time - Add
Callnfo TimeDifference _I = |
Configuration Ophions TimelnZone et |
Drata b anipulation Tirmeaut BT
Date/Time TimeStamp
Force Tranzlate
Lizt M anipulation TRoute =
Miscellaneous | _ v Wariables |
Parameter ¥alue
Key 5% RECORD HAMDLE

Return value type: STRIMNG. This function retlieves the Lzer Data infarmation collected -
fram the incaming call, when the caller rezponds to either the WE or to an agent. Thiz
uzer data information iz stored on Genesps T-Server throughout the lifetime of the ll

0k, I Cancel | Help |

Figure 63: Function Object #1, UData Function

The function object uses the UData function to extract a value from the
GSW_RECORD_HANDLE field (see note on page 96) on and write it to the
record_handle variable.

2. The interaction then goes out the exit port to a second Function object (see
Figure 57).
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Do Not Call
Function properties =
General I
— Exprezsion
[ ~ | | - [L0atlFomddress] =]
=
— [ at
a4 Type M ame
Time - Add |
Calllnfo TimeDifference
Configuration Options Timelngone et |
Data Manipulation Timeout B
DratedTime TimeStamp
Force Tranzlate
Li_st M anipulation THoute —
Miscellaneous | w - Wariables |
Parameter ¥alue
ke FromAddress

Figure 64: Function Object #2, UData Function

The function object uses the UData function to extract a value from the
FromAddress field in the User Data (an e-mail address) and writes it to the

contact_info variable.

3. The interaction then goes out the exit port to a Do Not Call object.
Figure 58 shows its properties dialog box.

x|

Gerneral |
OC zerver j
Fecord handle Ireu:u:urd_hanu:lle j
Contact info Iu:u:untau:t_infu:u j
Custorner |D I j
[ &l chain

k. I Cancel

Help

Figure 65: Do Not Call Object
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This object updates the Calling List record that you specify via the Record
handle field (see note on GSW_RECORD_HANDLE on page 96).

Note: You can specify the customer not to be contacted via the Contact info
field or the Customer 1D field.

The sample strategy uses the Contact info field, which gets its value from a
variable called contact_info.

4. The interaction then goes out the exit port to a Stop object. (see Figure 66).

Stop Interaction properties ﬂ

eneral |

= Zrd Farty Senver

Application pe: I Contactserser j
Application I j
Service: II:-:n

Hame: IStDpP‘rDcessing

k. I Cancel Help

Figure 66: Stop Object, Reason: Terminated

The Stop object notifies Universal Contact Server that interaction processing
has stopped for a particular strategy in a business process.
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Processed

Note: Use the Processed and Do Not Call (page 99) objects to finalize
Outbound record processing. You cannot use other Outbound objects to
process records with the same Record Handle after using Processed or
DoNotCall in a strategy flow.

In the Outbound Contact 7.6 product, when an agent finishes processing a
Calling List record, Genesys Desktop sends a RecordProcessed event to
indicate that the record is processed and OCS updates the record accordingly.
Use the Processed object in a strategy to have URS request that Outbound
Contact Server finish processing a record created as a result of a customer call
that was previously:

* Initiated from a Calling List
* Automatically dialed by the Genesys Outbound Contact product
* Routed to an agent when the potential customer answered

When URS executes this object in a strategy, it results in an External Service
Request to Outbound Contact Server. Since the request goes through
Interaction Server, you must have that component installed.

Sample Strategies

The following sample strategies demonstrate usage of the Processed object:
* Add Record, see Figure 60 on page 98.
» Update Record, see Figure on page 108

Reschedule Object

104

Use the Reschedule object to reschedule a customer call on a Calling List. A
record is typically rescheduled during a call when a customer requests a
callback at a certain time.

As described in the section on scheduling and rescheduling records in the
Outbound Contact 7.6 Reference Manual, Outbound Contact supports two
methods for rescheduling records:

1. Using RecordReschedule to reschedule a call.

2. Using ScheduledRecordReschedule when a rescheduled call cannot be
completed and must be set for another time.

The Reschedule object emulates the first method. URS sends OCS (through
Interaction Server) a RecordReschedule message and receives a
RecordReschedu leAcknowledge in return.
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When URS executes this object in a strategy contained in a business process, it
results in an External Service Request to Outbound Contact Server.

Sample Strategy

Figure 67 shows a sample strategy containing a Reschedule object.

Figure 67: Strategy Containing Reschedule Object

Note: Assume that this strategy is contained in a business process similar to
the one shown in Figure 54 on page 94 and that the interaction comes
into the strategy from a queue in the business process.

The numbers below are keyed to the strategy in Figure 67.

1. After the Entry object in the upper left corner, the first object in the
strategy is a Function object. Figure 68 shows its properties dialog box.
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E
General |
— Exprezsion
record_handle I: UData['GSwW_RECORD_HAMDLE" ;l
[ Type M ame
Time - Add
Callnfo TimeDifference _I = |
Configuration Ophions TimelnZone et |
Drata b anipulation Tirmeaut BT
Date/Time TimeStamp
Force Tranzlate
Lizt M anipulation TRoute =
Miscellaneous | _ v Wariables |
Parameter ¥alue
Key 5% RECORD HAMDLE

Return value type: STRIMNG. This function retlieves the Lzer Data infarmation collected -
fram the incaming call, when the caller rezponds to either the WE or to an agent. Thiz
uzer data information iz stored on Genesps T-Server throughout the lifetime of the ll

0k, I Cancel | Help |

Figure 68: Function Object #1, UData Function

The Function object uses the UData function to extract a value from the
GSW_RECORD_HANDLE field (see note on page 96) and write it to the
record_handle variable.

2. The interaction goes out the exit port to an Outbound Reschedule object
(see Figure 69).
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Reschedule Object

x
General |
OC zerver OCSE j
Fecord handle Irecurd_handle j
| nterval I'I 20 j
0k, I Cancel | Help |

Figure 69: Reschedule Object

This object updates the Calling List record that you specify via the Record
handle field (see note on GSW_RECORD_HANDLE on page 96). The Interval field
can contain either the customer’s requested callback time or you can select a
variable for the interval in minutes from the requested callback time.

3. The interaction then goes out the exit port to a Processed object (see

Figure 70).
x
General |

OC zerver j

Fecord handle record_handle j
— UserData attributes

= K
Key ¥alue
k. I Cancel Help

Figure 70: Processed Object

The Processed object marks a record as requiring no further handling. The
value for the Record Handle field is taken from the record_handle variable.
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4. The interaction then goes out the exit port to a Stop object (same as
Figure 66 on page 103).

The Stop object notifies Universal Contact Server that interaction processing
has stopped for a particular strategy in a business process.

Update Record

Use this object to update a Calling List record that you specify via a
RecordHandle parameter (see page 96).

The resulting UpdateCallCompletionStats request updates Genesys modifiable
mandatory fields and custom fields in a record to OCS. In Predictive Dialing
mode, this request can be used to overwrite the call result detected by call
progress detection when needed. Or you can overwrite a call result answer
with the call result wrong party.

When URS executes this object in a strategy, it results in an External Service
Request to Outbound Contact Server.

Sample Strategy

Figure 71 shows a sample strategy containing an Update Record object.

: ] record handle | :

Figure 71: Outbound_UpdateRecord

108

Note: Assume that this strategy is contained in a business process similar to
the one shown in Figure 54 on page 94 and that the interaction comes
into the strategy from a queue in the business process.

The numbers below are keyed to the strategy in Figure 71.
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Update Record

1. After the Entry object in the upper left corner, the first object in the
strategy is a Function object. Figure 72 shows its properties dialog box.

x
General |
— Expreszion
record_handle F UData['G5wW_RECORD_HAMDLE" ﬂ
e Type M arne
Time - Add
Callnfa Timeliffererce _I — |
Configuration Optians Timelngone et |
D ata Manipulation Timeout s
Date/Time TimesStamp
Force Tranzlate
Lizt Manipulation TRoute =
Miscellaneous | _ - Variables |

Parameter

Yalue

ke

a3 _RECORD_HAMDLE

Feturn value type: STRIMG. This function retieves the zer Data information collected -
fram the incoming call, when the caller rezponds to either the [YF or to an agent. Thiz

Lzer data information iz stored on Genesws T-Server throughout the lfetime of the ﬂ
ak. I Cancel | Help |

Figure 72: Function Object #1, UData Function

The Function object uses the UData function to extract a value from the

GSW_RECORD_HANDLE field and write it to the record_handle (See note on

page 96) variable.

2. The interaction then goes out the exit port to an Update Record object (see

Figure 73).
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Update record properties El

General |
OC zerver OCServerss j
Record handle record_handle j

— UzerData attnbutes

g o

Key ¥alue
S _PHOMNE a0a0

2k, I Cancel | Help

Figure 73: Update Record Object

This object updates the Calling List record that you specify via the Record
Handle field (see note on 6SW_RECORD_HANDLE on page 96). Under UserData
attributes, the User Data Key (GSW_Phone) and Value (800) to be
added/updated are specified.

3. The interaction then goes out the exit port to another Outbound object,
Processed (same as Figure 70 on page 107).

The Processed object marks a record as requiring no further handling. The

value for the Record Handle field is taken from the record_handle variable.

4. The interaction then goes out the exit port to a Stop object (same as
Figure 66 on page 103).

The Stop object notifies Universal Contact Server that interaction processing
has stopped for a particular strategy in a business process.
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