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About This Guide

This guide provides information about the Aspect eFlow System and describes
how to use Aspect eBusiness Architect to create and modify eFlows.

Who Should Use This Guide

This guide is written for eFlow developers, system administrators, and other
personnel who need to create, reconfigure, or maintain eFlows for use with
Aspect Uniphi Suite.

Users of this guide should also:

m Be familiar with the general concepts of contact routing and workflow
technology.

m Understand the basics of Aspect Uniphi Suite, as described in the Aspect
Uniphi Suite Product Reference Guide.

m Be familiar with the Uniphi Suite System Administrator software, as
described in the Aspect Uniphi Suite System Administrator Guide.

How This Guide Is Organized

This guide is organized as follows:

m Chapter 1, Overview, introduces eFlows, Architect, and eFlow System and
describes how all three fit in to the Uniphi Suite product.

m Chapter 2, Creating eFlows, gives an overview of the process for creating
eFlows to handle customer contacts.

m Chapter 3, eFlow Steps Reference, describes each of the eFlow steps
available in eBusiness Architect.
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m Chapter 4, Task-Oriented eFlow Samples, presents examples of eFlows

used to perform specific tasks, such as logging on to Uniphi or recording
an announcement.

Chapter 5, Sample Routing eFlows, presents example eFlows used to route
outside contacts to an agent or resource.

Chapter 0, Interswitch Routing, describes how to set up call routing
between two or more call centers, using Aspect Uniphi as an interswitch
router.

Where to Find Additional Information

For a list of all the documents provided with Uniphi Suite, see the Documentation
Roadmap file located on the Aspect Uniphi Suite v6.0 Documentation CD.

For the latest versions of the documentation, access the following Web site:
http://www.aspect.com/services/login.cfm. You must have a valid Aspect
support contract to log on to this site.

Technical Support

viii

Aspect provides technical support under the Aspect Support Agreement. If you
have a question or problem that you are unable to resolve by reading the manual
or online Help, call your Aspect representative.

When you call, have your documentation handy, and be prepared to provide the
following information:

Your name and address
Your Aspect site number
The version of the Aspect software you are running

A concise, clear description of the problem, including any error messages
that appeared, and of the actions you were taking when you encountered
the problem

Aspect Confidential Information



CHAPTER

Overview

Aspect eFlow System is the component of Aspect Uniphi Suite that stores and
executes eFlows. Aspect eBusiness Architect is the application used to create and
modify eFlows. This chapter introduces eFlows, Architect, and eFlow System and
describes how all three fit in to the Uniphi Suite product. It contains the following
sections:

m What Is the Aspect eFlow System?
m What Is an eFlow?
m Introducing Aspect eBusiness Architect

m cFlow Configuration and Administration

What Is the Aspect eFlow System?

If Uniphi Administrator is the brains of the Uniphi Suite product, Aspect eFlow
System is the central nervous system: accepting input from various adapters,
consulting with repositories and database servers, interacting with subsystems
and incoming contacts, and routing tasks and data through adapters back to
outside switches. Aspect eFlow System reaches out to every branch of the Uniphi
Suite system. It is the web that weaves it all together.

There are three major components of the eFlow System:

m eBusiness Architect is the Windows application used to create and
modify eFlows using a drag-and-drop graphic interface.

m The LDAP (Lightweight Directory Access Protocol) server stores
eFlows and eFlow configuration information in an LDAP data store.

m The eFlow Engine is the system that executes eFlows stored in the LDAP
data store, based on business rules set in the Uniphi Administrator.

Aspect Confidential Information 7
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Each of these components is configured in the Uniphi Administrator, where
eFlow resources and connections are defined and rules for eFlow execution are
set up (see eFlow Configuration and Administration on page 14).

The Aspect eFlow System can:

m Execute eFlows in response to events (such as a route request generated by
an incoming call), based on rules set up in the Uniphi Administrator.

B Accept route requests from multiple ACDs and direct a call to any location
within the enterprise.

B Access data stored in a customer database or data repository to determine
how to best route an incoming contact.

m  Apply the same business rules to all contact channels, blending voice, Web,
and e-mail contacts.

m Deliver customer data along with the call to the agent’s desktop.

m Collect, track, and distribute customer data among multiple switch systems,
allowing different vendors to share information.

m Execute an eFlow based on a user-defined event, such as an agent clicking
a button on a web page.

m Use the Resource Matching Service (RMS) option to route contacts to agents
with specific skills, such as fluency in Spanish.

eFlow System and Uniphi Suite

Aspect eFlow System is a part of the Uniphi Contact Center (UCC), which
together with Uniphi Voice Portal (UVP) comprises the Aspect Uniphi Suite. UCC
connects to one or more switch adapters, which allow eFlow System to
communicate with outside switches. Some switches, such as the Aspect Call
Center, connect to the Uniphi switch adapter through an Aspect CMI server.
Other switches, such as TAPI, connect directly to the switch adapter.

eFlow System may also be connected (via UCC) to various media handlers, VXML
servers, Web servers, reporting databases, customer databases, and repositories.
Using eFlows created with eBusiness Architect, eFlow System can access and
utilize all outside components available to Uniphi, merging them together
seamlessly.

In a typical scenario, here’s how Uniphi might use eFlow System to help route an
incoming contact:

1. A contact arrives at a contact center. This could be a voice call through
PSTN or IP PBX, an e-mail, or a Web contact.

8 Aspect Confidential Information



Chapter 1: Overview

2. The switch for the contact center forwards the contact information to a
switch adapter (or CMI server/adapter pair), which generates a task ID for
the contact and translates the contact data into a format that Uniphi can
recognize.

3. While the contact waits on the switch, the switch adapter passes the task ID
for the contact to the Uniphi Contact Center (UCC), along with any
associated data.

4. The UCC generates an event requesting eFlow execution and presents the
task to the Aspect eFlow System.

5. The eFlow System consults the rule set associated with that event (defined
in the Uniphi Administrator) to determine which eFlow to execute for
handling the task.

6. The eFlow Engine executes the appropriate eFlow.

7. The eFlow performs any number of functions. It could, for example:

— Access data stored in a repository, an outside customer database, or
from a private switch data field.

— Enter data in a repository, database, or data field.

— Utilize a switch adapter to play messages to callers and collect responses
to prompts.

— Send call data to a database used for reporting.

— Connect Uniphi Suite with an Aspect Telephony Server and run a
custom VXML script that performs speech recognition tasks.

— Retrieve or change the current state of an agent.
— Send requests to and retrieve messages from a Web server.

— Construct and send an e-mail.

8. When the eFlow finishes, it usually returns routing information back
through the adapter (or adapter/CMI server) to the switch.

9. The receiving switch routes the contact to an agent, based on routing
information passed along from the eFlow System.

What Is an eFlow?

An eFlow is a set of commands, called steps, that give the system instructions for
carrying out a task. That task can be as simple as confirming an account number
in a customer database or as complex as using skill-based routing parameters to
direct a contact to the most appropriate agent.

Aspect Confidential Information 9
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This very basic eFlow example (Figure 1) finds an available agent for an
incoming contact. It uses a database query to find the agent who has been
available the longest, then reserves that agent and stores the agent ID in an eFlow
variable that can be passed back to the switch adapter. The switch itself will
make the actual connection between the contact and the agent.

{=et -y kormal -—t:- Success
T Gato =4

Success -—t:- -—-—D@J
Error &

— Mo Rowy
. Ciata source = et 1D MB_AGENT_ID =
Databaze:
Reqau:ée':a“e " RS RESULT ME_AGE RESULT MB_AGE
Databaze: SELECT MT_ID MT_ID
i ' MB_AGENT_ID StoreAgentin
Timeaut o ResereAgent a
MB.T_ME_AGENT
DefineExceptions [WHERE STATLUS
= AN AILABLE
orcler by

status_change
Wariable =
RESULT

ResetdgentiD

FindAwailahleAgent

Figure 1. Sample eFlow

Every eFlow is associated with an event, such as a routing request from the
Uniphi Contact Center (UCC). When that event occurs, rules bound to the event
determine which eFlow is executed. For example, when the UCC receives an
incoming call from a PSTN switch, such as the Aspect Call Center, it presents a
Route Request to the eFlow System. The Route Request event might have
numerous sets of rules, or conditions, bound to it, each one pointing to a
different eFlow. The first condition found to be true triggers the eFlow that is
associated with it.

Each eFlow is also associated with a business application, such as Catalog Sales
or Customer Support, for reporting purposes. All statistics collected for the eFlow,
such as how many tasks the eFlow processed, are grouped according to business
application.

Use the Uniphi Administrator to set up both event rules and business applications
(refer to the Aspect Uniphi Suite System Administrator Guide). Use eBusiness
Architect to create and modify eFlows.

Introducing Aspect eBusiness Architect

10

Aspect eBusiness Architect is a visual design application used to create, modify,
and debug eFlows. In Architect, the eFlow is presented graphically, in the form of
a flowchart. Steps in the eFlow are executed sequentially, beginning with the
Start step and ending with a Finish step.
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Opening eBusiness Architect

To open the eBusiness Architect application, select Start—Programs—Aspect
Uniphi Suite 6.0—~eBusiness Architect.

The Architect application window appears (Figure 2).

¢ Aspect eBusiness Architect - [ACB ASPT Callback Dffered Times (0, Subflow, ACB Callback Offered =10( x|
[83 File Edit View Debug Tooks Window Help 18| x|

D& E & [rwcwarionsren R[5 BB X 0 o2 [BacB DEE|¥» =27 @
=iz

@ = -

C cmr
C Databass (Btanf—{4 B Nomal -—D@m L
! 0 —
Step Palette ———{C-aoung Gelo NoD
( . ) C Media Control hd [eFlowy Engine: Repository: [Repostory = ACB
ries < > [Expression Falled Timeout (Calloack
Catego = _I_I Fepastory: (DatalE01 3
Reguest Faied ey = Calld
GrEfowEscepton OnRepesitoryException e e hromraney
Call Subflow [Field["CB_BAPP_| Sethuttiples

P

Step Palette = GetBusinessApp
(StepS) Comment: Finish
83 <> HandleEflowException
Workspace — e HandleRepositoryException
1l |_>lJ Kl I Ll_l
B N ame Value Type Usage =
bBustppldiotFound | Faiee Boolean User Defined |
Watch e = e
- Calld Sting Parameter. In
X e P =l

For Help, press F1 ERE | 4

Figure 2. eBusiness Architect Window
The Architect window is divided into the following sections:

m The top area contains the title bar, menu bar, and up to four toolbars. Select
View—Toolbars to toggle the display of each toolbar.

m The step palette contains icons that represent steps for use in eFlows. Use
these icons to add steps to the workspace to build an eFlow.

m The workspace, located in the center, displays the eFlow. This is where you
arrange and connect steps and set step properties to orchestrate eFlow
functions.

m The watch, located in the bottom portion of the window, is where
information about the executed eFlow appears. It includes five tabs, which
you can select to view associated variables and their contents, validation
errors, and errors during debugging.
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In the Architect window, you insert icons that represent eFlow steps into the
workspace, set properties for the steps, and connect the steps to create an eFlow.

Note: For instructions about customizing the Architect window—including

moving the palette, scaling the eFlow view, and splitting the workspace

into panes —refer to the Architect online Help.

Using the Step Palette

12

3
C v

C Database

C Routing

C Media Contral

[« |

221

-

o

E0To

4

bga  of =

Call Subflow Case

RO

Comment Finish

e

I

Wl

Figure 3. The Step Palette

The step palette (Figure 3) is divided into two areas. The top area lists categories
that group steps by type: General, CMI, Database, and so on. The bottom area
displays icons representing each step within the selected category. To insert a
step in the active eFlow, drag its icon from the step palette to the workspace (see
Adding Steps to the eFlow on page 22 for details).

To change the appearance or behavior of the step palette, select Tools—>Options
and adjust settings on the Palette tab. For example, you can change the category
option buttons to check boxes, allowing you to view steps from any combination

of categories you select.
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Using the Watch

The watch (Figure 4) stores information about the eFlow as it is debugged and

executed.

:):ll Name Value Tupe Uszage ;I
""" bEustppldiotF ound Falze Boolean User Defined J
----- b allback|dMatFound False Boolean Uszer Defined
""" bl allbackMumberfaotF... | False Boolean Uszer Defined
----- Calld String Parameter, In
""" CB_Day String Parameter, Out
..... [ [ [T Jid

Mil_blﬂ\variables )( Output )\ Debug )\ Exceptions )\ Call Stack /

Figure 4. The Watch
The watch is divided into five tabbed pages:

m Variables lists all variables (both standard and user-defined) that can be
used by the eFlow to temporarily store data. You can use this page to
create, modify, and delete user-defined variables and to assign values to
variables. (Right-click a variable to display a pop-up menu of available
actions.)

m Output displays errors that occur when the eFlow is validated, messages
encountered when the eFlow is debugged, and statistics that are collected
during execution.

m Debug displays the contents of variables when the eFlow is run in Debug
mode.

m Exceptions displays any error conditions logged during debugging.

m Call Stack tracks an eFlow’s execution across multiple subflows during a
debugging session.

To toggle display of the watch, select View—Watch or click @ on the toolbar.
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Navigating Online Help

eBusiness Architect includes an extensive online Help system that offers all levels
of application information. There are numerous ways to get Help when you
need it:

Table 1. Ways to Get Help

Access Point | Displays...

To display pop-up Help on a particular area of the Architect window, click
If? the Help button in the toolbar, then click anywhere in the window.

To display pop-up Help on a particular option in a dialog box, click the Help

_?| button in the top-right corner of the dialog box, then click an option in the
dialog box.
F1 Press F1 from within the Architect window to display the online Help

window. If a step is selected in the workspace, the Help window displays
information about that step.

Help button Click the Help button in any dialog box to open the online Help window with
information about that dialog box.

Help—Help Select Help Topics from the Help menu to open the online Help window

Topics with a Table of Contents for easy navigation.

From within the online Help window, click the Help Topics button to access a
table of contents and index for the Help, or to use the search utility. Click
Related Topics to display links to other pertinent Help topics. When overview
Help for particular eFlow step is displayed, click Properties to access detailed
Help about each of the properties available for the step.

For more information about using Windows online Help, select Help from the
Windows Start menu. In the Contents tab, double-click How to, and then
double-click Use Help. Click any of the topics listed.

eFlow Configuration and Administration

Before you use Architect to create eFlows, use the Uniphi Administrator to do the
following:

m Establish connectivity between eBusiness Architect and one or more LDAP
servers.

m Define business applications for collecting eFlow statistics.

m Define outside resources, such as data sources and repository connections,
so they can be accessed by eFlows.

14 Aspect Confidential Information



Chapter 1: Overview

m Define subflows to be created and used in eFlows.

m Configure components for the optional Advanced Routing feature (agent
pools, queues, and routing rules).

After you create eFlows in Architect, return to the Uniphi Administrator to do the
following:

m Create event rules to specify the circumstances that will trigger a given
eFlow.

m Manage eFlows and subflows and view runtime statistics.

In addition, you can use Uniphi Administrator to create new user access profiles
for Architect.

For detailed information on all these administration tasks, refer to the Aspect
Uniphi Suite Administrator Guide and online help in the Uniphi Administrator.

Aspect Confidential Information 15
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CHAPTER

Creating eFlows

This chapter gives an overview of the process for creating eFlows to handle
customer contacts. It includes the following sections:

® Administrative Prerequisites

m Building an eFlow

m Using Subflows

m Debugging an eFlow

m Creating Event Rules for eFlow Execution

m Managing eFlows

For detailed information about all Architect functions, see the Architect online
Help.

Administrative Prerequisites

Before you create a new eFlow, make sure the following administration tasks
have been completed in Uniphi Administrator:

m Required resources are defined. Add or modify any required resource
definitions, such as data sources, event rule sets, and repositories.

m Business applications are created.
m Subflow definitions are in place.

m For the Advanced Routing option, components for the Resource Matching
Service (RMS) must be configured.

For details, refer to the Aspect Uniphi Suite System Administrator Guide or the
online Help available from within the Uniphi Administrator.
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After you create one or more eFlows, return to the Uniphi Administrator to
establish rules for eFlow execution (see Creating Event Rules for eFlow Execution
on page 38).

Building an eFlow

When Uniphi Suite is installed, an Aspect professional works with you to create a
standard set of eFlows for your particular business. As your system grows and
changes, you might need to create new eFlows or edit old ones.

This section describes how to build an eFlow in Architect, including:

m Starting a New eFlow

m Opening an Existing eFlow

m Adding Steps to the eFlow

m Connecting Steps

m Setting Step Properties

m Creating eFlow Variables

m Adding Comments to the eFlow
m Using Labels in eFlows

m Selecting Steps

m Rearranging Steps

m Saving an eFlow

For detailed information about all Architect functions, see the Architect online
Help.

Starting a New eFlow

When you first open the Aspect Architect program, the workspace, step palette,
and watch area are all empty.

To start a new eFlow:

1. Select File—New.
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The Events dialog box appears.

Events HE l
Server. ILoc:aI eFlow Location j
Application: S arnpl

— Ewvent
Source: IAspect CTI j
Mame: I FouteR equest j
Wariables: MName | Type [ walue
CurrentRoute ExtendedCalll ata
CallingD evice ExtendedCallD ata
FoutingD evice ExtendedCallD ata
RoutedCall CallConnection
FlouteS eldlgorithm Laong 1]
AszzociatedCalingDevice ExtendedCallD ata
AzsocistedCalledDevice ExtendedCalll ata
Friority Laong 1]
CorrelatorD ata Blob
UszerData Blob
4] | i

Note: 1f you are not connected to an eFlow server, an error message
appears. You cannot create a new eFlow without a server
connection.

2. From the Server drop-down list, select the name of the eFlow server you
want the eFlow or subflow to run against. (Select Local eFlow Location if
Architect is installed on the server.)

3. From the Application drop-down list, select the business application you
want to use the eFlow for.

Business applications are categories of business (such as Catalog Sales or
Service) defined in the Uniphi Suite Administrator for the purpose of
reporting. Statistics on executed eFlows are grouped according to
application, so you can see how many contacts were presented to Sales, for
example. When you create an eFlow, you must select the application you
expect it to be used with. You can always associate it with a different
application later (see “eFlow Properties” on page 33).

4. From the Source drop-down list, select the source of the event you expect
to trigger this eFlow:

— Agent Manager Subsystem is used to support Agent Override Services,
such as the Front Office API, offered with the Uniphi UCC Core.

— Aspect CTI is for events received from outside switches (such as an
Aspect Call Center) through the Aspect CMI Server.

— Aspect Portal Multimedia is for events received from a media switch
adapter, such as TAPI.

— Subflow is used to create a subflow to be called within another eFlow
(see “Using Subflows” on page 35).

— User Event is for user-defined events generated by the Event Scheduler
or UDEII (see “User Events and eFlows” on page 44).
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Opening an Existing eFlow

20

5. From the Name drop-down list, select either the event you want to trigger
execution of this eFlow or the subflow you want to create.

The Variables area lists any variables defined for the specified event or
subflow.

6. Click OK.

The palette is filled in with steps, and the watch area lists parameters for the
selected event. The workspace contains an untitled eFlow with a Start step. You
can add eFlow steps to the workspace to start a new eFlow. You can also add
variables to the watch for use within your eFlow.
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Figure 5. The Architect Window Ready for a New eFlow

You can open an eFlow that is stored in the LDAP data store or on your

computer’s hard drive.
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an eFlow:

1. Select File—~Open.

Open ﬂ E
Server: I Local eFlow Location j
Ewvent Source: ISubeow j
Event: I TSub j

Froperties... |
wiorkflow M ame: ITEStSUb'I Wergion Mumber: ID VI
Description:

Open
Cancel
Fiefrezh
[ Bead Only

i

L

Local File...

Note: If you are not connected to an eFlow Server, an error message

appears. You can still open an eFlow that is stored locally. Click OK
to close the error message, then click Local File in the Open dialog
box.

2. From the Server drop-down list, select the server on which the eFlow is

sto

red. (Select Local eFlow Location if Architect is installed on the server.)

3. From the Source drop-down list, select the source of the event you expect
to trigger this eFlow:

Agent Manager Subsystem is used to support Agent Override Services,
such as the Front Office API, offered with the Uniphi UCC Core.

Aspect CTI is for events received from outside switches (such as an
Aspect Call Center) through the Aspect CMI Server.

Aspect Portal Multimedia is for events received from a media adapter,
such as TAPI, or created internally, such as when an agent becomes
available.

Subflow is used to create a subflow to be called within another eFlow
(see “Using Subflows” on page 35).

User Event is for user-defined events generated by the Event Scheduler
or UDEII (see “User Events and eFlows” on page 44).

4. From the Event drop-down list, select the actual event that triggers the

eFl
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specify events routed through the CMI Server.) eFlows for the event you
specify appear in the list.

5. Select the eFlow that you want to open.

. . Open [71x]
Specify the server on which
the eFlow is stored, the Server: ILoc:aI eFlow Location j
source of events that trigger Event Source:

it, and the type of event.

Event:

I FouteR equest

Select this check box to open.

Open

FiepositT est

CMITest Caee]

il

Fiefrezh

the eFlow in read-only mode.
In read-only mode, an eFlow
cannot be changed or
accidentally deleted.

Click here to navigate _—""|

to an eFlow stored
locally and open it.

Description:

wiorkflow Mame: IHEDUSitT est

f~ Bead Only

Local File...

L

L

Froperties...

)

Wergion Mumber: |2

6. Click Open.

Note: To quickly open an eFlow that has been opened recently, double-click the
eFlow in the file list on the File menu.

Adding Steps to the eFlow

To build or add onto an eFlow, you insert steps from the step palette, linking
them in the order in which you want them to be executed. Use the property
sheet associated with each step to specify details about the execution of the step.
Be sure to end the eFlow with a Finish, GoTo, or Route Call step.

Note: To view steps from two or more categories at the same time, right-click the
top balf of the step palette and select Select Multiple. The option buttons
become check boxes, and you can select any number of categories to add

steps to the lower half.

You can add steps to the workspace in two ways:

m Dragging. Drag the step icon from the palette into the workspace. If you
release on an existing step, step connectors are linked automatically. (This
works only if the existing step has a single output connection point.)

22
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m Double-clicking. Select an existing step in the workspace, then
double-click a step icon in the palette. The new step is inserted to the right
of the selected step, and step connectors are linked automatically.

Note: This works only if the selected step has at least one unconnected
output connection point. If the selected step includes multiple
output connection points, the top output connection is linked to the
new step.

For a list of available steps and brief descriptions of their purpose, refer to
Chapter 3, eFlow Steps Reference. For details about each of the steps and their
individual properties, refer to the Architect online Help.

Changing the Step Caption

By default, all steps are given the name of the selected step and numbered
starting with 1. For example, the first comment you add is named Comment1, and
this name appears underneath the step.

To change the name of a step to something more meaningful:

1. Double-click the step in the workspace.

A property dialog box for the step appears. (See “Setting Step Properties”
on page 24 for more on property dialog boxes.)

2. Select the Caption tab at the top of the dialog box.

3. Enter different text in the Caption field. You can use up to 40 characters.
Do not include spaces or special characters.

4. Click OK.

Adjusting Step Width

When inserted, a step is displayed at its minimum width. When the step is
selected, a blue arrow appears at the bottom-right of the step. To adjust the width
of the step, drag the arrow horizontally.

Connecting Steps

When Uniphi processes an eFlow, it begins at the Start step, then moves from
step to step, following the flow of step connections. Each step has an input
connection point (on the left side), which accepts connection from a previous
step, and at least one output connection point directing control to one or more
steps, depending on the outcome of the step.

Aspect Confidential Information 23



Aspect {Product Name and Title}

Input connection _W._ Output connection
points appear at the Mo Dats =——  POINts appear at the
left side of the step. Repostary = ACH right side of the step.

Callback
Data(6013)

ey = Callld
reqguestedRange
Start =
Figld"CB_CALLE
R_FIRST_DT"]

GetRepositaryData’l

Figure 6. Input and Output Connections

When you add steps to an eFlow, you connect both input and output connection
points to other steps. Depending on how you inserted the steps (see Adding
Steps to the eFlow on page 22), some of these connections are made for you.

You can connect steps manually in two ways:

m Drag and Drop. Drag the mouse pointer from one connection point to
another to connect them.

m Click and click. Click one connection point then another to connect
the two. (This option allows you to scroll without canceling a connection.)

To remove a connection, select the connection and press Delete.

You cannot connect an input label or output label to the Start step or to a Finish
step, and you cannot connect input labels and output labels to each other.

Note: A & appears on the step in the workspace if any required branches are
not connected.

Setting Step Properties

Each eFlow step has a set of options, called properties, that you set to determine
exactly what that step does. To display the Properties dialog box for the step,
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double-click a step in an eFlow. Properties are arranged in tabbed pages. To
display properties on a different page, select its tab name.

Set Yariable Properties 2=l

General | Caplion |

- Set Yariabl

Name:

— With Walue OF

Expression: |

aK I Cancel Lpply | Help |

Figure 7. A Step Properties Dialog Box

Each Properties dialog box has a Caption tab that you can use to change the
name that appears underneath the step in the eFlow.

For context-sensitive help about a particular property, click %] in the top-right
corner and click the property control. For help about the displayed property
page, click the Help button in the dialog box. To display general help for a step,
select the step in the workspace and press F1.

When you return to the workspace, crucial property setting information appears
within the step. If any required properties are not set properly, A\ appears in
the step.

A,
Gioto: ==not
assigned==

GoTol

Figure 8. Step with a Warning Icon

Creating eFlow Variables

Each Uniphi Suite event comes with a set of predefined parameters, which allow
the eFlow to receive data from the source of the event, and in some cases to
return data. You can use these variables store data collected by the eFlow. You
can also create your own variables for use in the current eFlow only.

To create a user-defined variable for an eFlow:

1. Select Edit—Edit Variables.
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The eFlow Variables dialog box appears, listing currently defined variables,
including event parameters.

YWorkflow ¥ariables EHE
Generall
Mame Tupe
. InOutStringl IString j
e IO utS bing2
Walue
I"Test"
Delete | Hew |
QK I Cancel | Apply |

2. Click New. A new variable (named New_Variable#) appears in the list.
3. Double-click the new variable name.
4. Type a new name for the variable.

5. In the Type drop-down list, select the data type you want to assign to the
variable:

— Boolean for "true" or "false" values
— DateTime for date and time values
— Double for floating point data

— Long for integers

— String for character strings

6. In the Value text box, select or enter a default value for the variable. This
is the value that will be used if no other value has been stored in the
variable.

7. Click OK.

Your new variable is listed in the Variables tab in the watch, located at the bottom
of the Architect window, and will appear in variables lists available in step
properties dialog boxes. You can use the variable to store data collected during
the processing of an eFlow.

You can also use the Variables tab of the watch to create, edit, rename, clear, or

delete user-defined variables. To access a shortcut menu of commands, right-click
in the tab.
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Adding Comments to the eFlow

You can add any number of free-floating comments to an eFlow to help explain
sections of the eFlow.

To add a comment to an eFlow:

1. Drag the Comment icon from the step palette (General category) to
anywhere in the workspace. The step appears as the word Comments
enclosed in a blue dashed selection box.

2. Double-click the Comment step to display the Comment Properties dialog
box.

Comment Properties 2

General | Caption I

ar I Cancel | Appl | Help |

3. Type any information to insert as free-floating text in the eFlow.

4. Click OK.

The text you typed replaces the “Comments” text in the workspace.

5. Drag the blue arrow in the bottom-right corner of the selection box
horizontally to adjust the width of the comment.

Comments are not connected to any particular step in the eFlow. If you rearrange
steps in an eFlow, remember to manually move any comments relating to the
steps as well.

Using Labels in eFlows

The Input Label and Output Label steps create labels that you can use to connect
steps by name, instead of with lines. You connect an output label to a step's
output connection point, and then connect an input label with the same name to
the input connection of the next step in your logic flow.
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Making connections by name can simplify the layout of a complex eFlow. For
example, multiple steps in an eFlow could branch to the same step or series of
steps that handle errors. Using lines to make these connections would make the
eFlow hard to follow. Instead, put an output label named "Error" at the output of
each step that branches to error handling. Then, put an input label named “Error”
at the beginning of the error handling steps.

To use labels to connect steps:

1.

Drag the Output Label icon from the step palette (General category) to the
workspace.

. Double-click the Output Label step and enter a unique label name.
. Click OK.

. Link the output connection of a step to the Output Label step.

. Drag the Input Label icon from the palette to the workspace.

. Double-click the Input Label step and select the name of the output label

you just created from the drop-down list.

. Click OK.

. Link the Input Label step to the input connection point of another step in

the eFlow.

When the eFlow executes, it will jump from the output label to the input label
with the same name.

Selecting Steps

Before a step can be edited, copied, or moved, you must select it.

28
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To select a single step, click the step. A selection box appears around the step
with a blue arrow in the bottom-right corner. To change the width of the step,
drag the arrow horizontally.

Figure 9. A Selected Step

To select more than one step in the workspace, use any of the following
methods:

m Shift-click. While holding down the Shift key, click a series of steps. If
the step is already selected, pressing Shift and then clicking the step
deselects it.

m Draw a selection box. Point to an empty area of the workspace and drag
the mouse pointer around the steps. To be selected, a step must be
entirely contained within the selection box.

m Shift-drag. Press Shift and then drag the selected area. This action
toggles between the steps being selected and deselected.

m Extend select. Click a step, and then select Edit—Select Extend. This
selects that step and all others branching from it to the right.

m Select All Click a step, then select Edit—Select All. This selects all steps
in the eFlow.

Dashed boxes appear around all selected steps and their connectors.

To deselect a step or group of steps, click outside of the selection box.

Rearranging Steps

To move a step or group of steps within an eFlow, select the steps, then drag
them to a different location. The lines that link the steps move along with the
steps.

You can use standard Windows commands on the Edit menu (Delete, Cut, Copy,

and Paste) to remove selected steps or copy them elsewhere in the eFlow or to a
different eFlow.
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To align steps automatically while preserving the existing layout of the steps,
select the steps, and select Tools—Auto Arrange.

To rearrange steps without preserving the existing layout, select
Tools—>Regenerate Diagram.

The location of Comment objects might change when you use the Auto Arrange
or Regenerate Diagram commands. Be sure to move Comment objects to their
proper locations after the steps are aligned.

Caution: 1f you have a large eFlow or an eFlow whose layout is acceptable, you
might not want to use Tools—Regenerate Diagram, because it could drastically
change your step layout.

Finding a Step

30

Once an eFlow expands beyond the screensize, it is sometimes hard to locate a
particular step in the eFlow. Architect’s new Find feature makes it easy.

To find a step in an eFlow:

1. Click a blank area of the workspace to make sure no eFlow steps are
selected.

2. Press CTRL+F. The Find a Step dialog box appears.

Enter the name of the step to find in this eFlow:

| | Find |

¥ Step name cortaining kext [~ Match Caze

€ Exact test of step name LCancel |

3. In the text box, type all or part of the caption appearing underneath the
step you want to find.

You can use the drop-down box to select fext from previous searches.

4. Select the precision of the search:

— Step name containing text will find the text embedded in any step
caption.

— Exact text of step name will find the text only if it is the entire step
caption.

5. Select Match Case if you want the search to be case-sensitive. Otherwise it
will disregard capitalization in the search.

6. Click OK.
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Note that the Find feature searches for text in the caption that appears
underneath the step. This is not necessarily the name of the step as it appears in
the palette.

Saving an eFlow

While you are building and debugging an eFlow, you can save it locally on your
hard drive. Once the eFlow is debugged and ready to be loaded, you can save it
on the eFlow execution server.

Each time you save an eFlow, either locally or on the server, Architect performs a
validation, and any errors or warnings encountered are noted in the Output tab

of the watch area. Double-click an error or warning to select the step where the
problem exists.

Saving an eFlow on the Server

To save an eFlow on the eFlow execution server:

1. Select File—Save As.

A progress bar appears below the watch area while the eFlow is validated,
checking for errors. If the eFlow is successfully validated, the Save As
dialog box appears, listing all eFlows on the current server. If the eFlow
contains one or more errors or warnings, the local Save As dialog box
appears, and you can only save the file locally (see “Saving an eFlow
Locally” on page 32).

Save As 7] x]
Server: ILoc:aI eFlow Location j
Ewvent Source: I Subflow j
Event: ITSub j

Fiefrezh |

Local File... |

Froperties... |
wiorkflow M ame: ITEStSUb'I Wergion Mumber: ID VI
Description:
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2. If you like, select a different server to store the eFlow on.
3. Enter a name for the eFlow in the Workflow Name field.

4. Enter a version number for the eFlow in the Version Number field. (This
allows you to create updated versions of an eFlow under the same name.)

5. Enter a description of the eFlow (optional).

6. Click Save.

The Workflow Properties dialog box appears, showing your eFlow by
name, the date and time it was last modified, and the name of the business
application it was associated with when created.

VWorkflow Properties EHE
General |
Mame:
Last Modified:
Application: Aspect Scheduled Callback. j
— Priarity
= High & Nomal  Low
— Reparting Optior
Tirning: IND timing reports. j
LCounts: IND step counts. j
Sample Interval: |1 ::II

0K I Cancel | Lpply |

7. If you like, you can change the business application associated with the
eFlow, the priority set for the eFlow, or any of the reporting options. See
“eFlow Properties” on page 33 for details.

8. Click OK.

The eFlow is saved and its new name appears in the Architect title bar.

Saving an eFlow Locally

Whenever you save an eFlow, Architect performs a validation test to locate any
possible errors. For example, it checks for resources used in the eFlow that are
undefined, properties for a step that are not set, and mandatory connections that
have not been made. This command also performs a database cross-reference,
ensuring that no resources referenced in the Properties dialog box for the step
have been deleted.
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If the eFlow contains any errors, it cannot be saved on the server. You can,
however, save it locally, and after validation, the local Save As dialog box
appears. Use this dialog box to save the eFlow on your local drive.

Save As HE [
Save ir: Ia\:\forkflow j = 5 Ef-

. EchoServer wiz
@ LoanCalculakor w2

File name: I spect CTI, RouteR equest] j Save I
Saveastpe:  [Auchitect Files [*wi2) | Cancel |

olve Sublypes,

iy Metwork P...

Figure 10. Local Save As Dialog Box
When an eFlow is saved on your hard drive, it cannot be executed, but you can
open it up later for modifications. To open a file that is saved locally, click the

Local File button on the Open dialog box.

To purposefully save an eFlow locally, select Local File in the Save As dialog box
and specify the name and location for the eFlow.

Note: To validate an eFlow manually (without saving), select Tools—Validate.

eFlow Properties

When you save an eFlow, either locally or on the server, the Workflow Properties
dialog box appears, showing the name of the eFlow, when it was last modified,
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and current property settings for the eFlow. You can adjust any of these property
settings here, and the new settings will be saved with the eFlow.

Workflow Properties EHE
General |
Mame:
Last Modified:
Application: Aspect Scheduled Callback j
r— Pricrity
 High & Nomal  Low
— Reporting O ption
Timing: IND timing reports. j
LCounts: IND step counts. j
Sample Interval: I‘I ::II

QK I Cancel Lpply

Figure 11. Workflow Properties Dialog Box

You can adjust any of the following eFlow properties:

Application. This is the business application that is associated with the
eFlow. Business applications are defined in the Uniphi Administrator for
the purpose of summarizing statistics.

Priority determines the urgency with which this eFlow will be executed. If
two or more eFlows are queued for execution on the same engine, those
with higher priority move to the top of the queue.

Timing determines what kind of timing statistics the eFlow server collects:
— No Timing Reports disables timing statistics.

— eFlow Execution Time tracks time spent executing an eFlow (not
including queue time).

— Step Execution Time tracks time spent on each step in an eFlow.

— Task Execution Time tracks time spent on an overall task (eFlow time +
queue time).

Counts determines what kind of count statistics the eFlow server collects:
— No Step Counts disables counts.

— Workflow Execution Count counts the number of times an eFlow is
executed.

— Steps Executions - Errors Only counts the number of times steps within
an eFlow triggered an error.

— Step Executions - All counts the number of times steps within an eFlow
are executed (with or without errors).
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— Branch Executions - Errors Only counts the number of times different
error branches are executed.

— Branch Executions - All counts the number of times each step branch
within an eFlow is executed.

m Sample Interval is the number of eFlow executions (1-100) that the
statistics information is gathered on. For example, when set to 1, statistics
are tracked for every eFlow execution. If set to 5, the server tracks statistics
for every fifth eFlow execution.

The Reporting statistics are displayed in the watch area when you execute the
eFlow from within the Administrator with the View Statistics button (see “Viewing
Statistics” in the Uniphi Administrator online Help).

You can also change properties for an eFlow within the Architect program. With
no steps in the eFlow selected (click outside of a step in the workspace), select
Edit—>Properties.

You can set eFlow properties from within the eFlows view of the Uniphi
Administrator, as well.

Using Subflows

If you have a series of steps that you use in multiple eFlows (to verify an account
number, for example), you can save time and effort by storing those steps as a
subflow. You can then execute, or call, that subflow from within any eFlow or
other subflow using a single step. Any changes you later make to the subflow are
automatically reflected in the eFlows that call it.

To create and use a subflow:

1. Before you actually create the subflow, you must define it in Uniphi
Administrator. Here you give the subflow a name and number, enter a brief
description of it, and set up parameters to use for passing data between the
subflow and the eFlow that calls it. For details, refer to the Aspect Uniphi
Suite System Administrator Guide.

2. Next, create the subflow in Architect:

a. Select File—New.
The Events dialog box appears.

b. Select the server you want to run the subflow against and set the Event
Source option to Subflow. The Event box lists all subflows that have

been defined in Uniphi Administrator, including the one you just
defined.
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c. Select the name of the subflow you want to create, and click OK. A
blank workspace appears in Architect.

d. Build the subflow in the same way that you build an eFlow.
e. When you are done, select File—>Save and save the subflow.

3. To execute the subflow from within an eFlow or another subflow, use the
Call Subflow step in eBusiness Architect. Here you specify the name of the

subflow to execute and map parameters in the subflow with variables in
the eFlow.

Use the Uniphi Administrator to manage subflows: create new subflows, edit
existing subflows, and delete unused subflows. You can also change reporting
options for a subflow, associate a subflow with a different application, and
generate a list of eFlows or other subflows that call the subflow.

Note: You can maintain different versions of the same subflow, each with a
different version number. To create a new version of a subflow, open it in
Architect, make the modifications, then select File—Save As. Save the
subflow under the same name, but select a different version number.
When you call the subflow within an eFlow, you specify not only the
name of the subflow, but the version number as well.

Debugging an eFlow

36

After you build an eFlow, you can test the eFlow by debugging it. Debugging an
eFlow simulates eFlow execution, but you have control over how quickly the
steps are executed. You can execute steps one at a time, or start execution at a
given step. You can set breakpoints at which the execution with pause. As the
eFlow executes, the Debug tab in the watch area shows the current variable
contents, so you can easily see if the eFlow is performing as expected.

Note: You cannot debug an eFlow that is stored locally on your hard drive. You
must first save the eFlow on a server.

To debug an eFlow:
1. With the eFlow you want to debug in the workspace, select
Debug—Settings and select the name of the execution server to test the

eFlow on.

2. Select Debug—Start (or press F5). The status of variables used in the
eFlow appears in the Debug tab of the watch.

3. Choose a command from the Debug menu:
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— To debug the entire eFlow, choose Go (Ctrl+F5)
— To debug the selected step only, choose Step Over (F10)

— To debug the eFlow starting with the selected step and stopping at the
next breakpoint, choose Break (Shift+F11).

When an eFlow executes in Debug mode, the step currently being executed is

highlighted by a heavy outline. If a breakpoint is set, the step that contains the
breakpoint is indicated with a blue, dashed box.

fBranenserees)
== BranchHelpDesk L=

—— = = SuCCess
i (= Error

E Announcement:

v 102 (all agents

o are busy)

' ait far

v |Termination: True

. [Repeat: Falze

i |Connection Id:

PramptDept ' |conm_D :

> |3

‘PlayThankY ouMsg !

Figure 12. An eFlow in Debug Mode
Tips:

m To set a point in the eFlow at which the debugger stops (until you click
Break again), click a step, then select Debug—Toggle Breakpoint.

m To remove a breakpoint, select the breakpoint step and select
Debug—Toggle Breakpoint. To clear all breakpoints, select
Debug—Clear All Breakpoints.

m To display statistics while debugging an eFlow, select Debug—Show
Debug Statistics. Set options on the Overlay menu for displaying statistics
(see “The Overlay Menu” on page 42).

m To change the colors used to display overlay statistics, select
Tools—Options and set options in the Overlay Highlights tab (see
“Changing Statistics Display Colors” on page 44).

m To change colors used to indicate the next step to be executed, exceptions,
and breakpoints, select Tools—>Options and set options in the Debug
Highlights tab.

m To connect to a different eFlow server or to toggle display of the Select
Execution Server dialog box, select Debug—Settings.
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m Alternatively, you can click buttons on the Debug toolbar instead of using
commands on the Debug menu:

S e Al L

Creating Event Rules for eFlow Execution

38

Once an eFlow has been saved and debugged, it is ready to be used. To place an
eFlow in service, you must create an event rule to trigger it, then activate the rule
set containing the new rule. This binds the eFlow both to a condition (the rule)
and an event (such as a route request generated by an incoming contact),
determining when the eFlow is executed. For the rule, you can enter a Boolean
expression that must be met in order to run the eFlow (for example, Application
= Sales) or specify the eFlow to execute under all conditions.

To create an event rule:
1. Log on to the Uniphi Administrator.

2. Use the navigation tree to navigate to My Enterprise—Business
Administration—eFlows/Rule Sets—Rule Sets.

3. If you want to create a new rule set for the event rule, click the New Rule
Set button (4 ) and define a new rule set. Otherwise, you can add your
new rule to an existing rule set.

4. Click the Bindings (;:-?x) button in the Options column. A dialog box
appears, showing any existing bindings for the rule set.

Note: The Bindings button does not appear for rule sets that are loaded.
To modify rules in a loaded rule set, you must unload the rule set
first.

5. Click Add/Update.

6. In the displayed dialog box, specify the event you want to associate with
your eFlow (select its subsystem first), then click New Rule.

7. In the displayed dialog box, select your eFlow and version number and
set up the condition you want to trigger the eFlow (or select Execute
eFlow When This Expression Is True).

8. Set up any other conditions to add to the binding. You can use the
Expression Builder to create expressions that need any of the available
functions, such as Date/Time functions or text string handling. Also, any
parameter that has data in it when the event arrives at the eFlow system
can be evaluated to decide which eFlow to run.
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9. Use the % and * buttons to reorder the rules if necessary. Rules are
processed in the order in which they appear in this list, and the first rule
that returns a true value or is set to “always run” triggers the associated
eFlow.

10. Click OK to return to the previous dialog box with your new binding
displayed in the list.

11. To load the rule set so the eFlow is executed as directed, first select the
engine you want to use to execute the eFlow, then click the "3 button in
the Options column for that row. Click Yes when prompted for
confirmation.

Any eFlow that is bound to a loaded rule set cannot be modified in Architect. Nor
can you modify bindings for a loaded rule set. To unload a rule set, return to the
Rule Sets view of the Administrator, select the engine on which the rule set is
loaded, click the ‘:, button for the rule set, and click Yes when prompted for
confirmation. This releases all eFlows bound to the rule set so they can be
modified.

For details about all these steps, refer to the Aspect Uniphi Suite System
Administrator Guide or the online Help for Uniphi Administrator.

Managing eFlows

The Uniphi Administrator makes it easy to keep track of eFlows that are saved on
the execution server. With it, you can:

m View a list of active eFlows.

m Generate a cross-reference list of event rule sets that reference a specific
eFlow.

m View or modify properties of an eFlow.
m Delete an eFlow.

m View runtime statistics for an eFlow.
For information about these procedures, refer to the Aspect Uniphi Suite System

Administrator Guide or the online Help for the Administrator. For details on
viewing runtime statistics, see the following section.
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Displaying eFlow Statistics

After an eFlow is loaded on the execution server and has been executing for
some period of time, it may be useful to display overlay statistics. You can review
overlay statistics to determine whether or not an eFlow is working as you
intended it to.

For example, by reviewing statistics on which paths are being taken, you can
more easily see if one path is never taken, which could indicate a problem in the
eFlow logic. By examining the statistics, you will find that problems are more
obvious.

To display eFlow statistics:
1. Log on to the Uniphi Administrator.

2. In the left navigation tree of the Administrator, select My
Enterprise—Business Administration—eFlows/Rule Sets—Rule Sets.
The Rule Sets view appears in the right frame, listing all rule sets by name.

3. Click the %) Options button next to a loaded rule set that contains a rule

bound to the eFlow.

The Add/Update Event Rules dialog box appears, showing bindings in the
rule set, listed by Subsystem: Event.

/J Add/Update event rules for Aspect Scheduled Callback {Aspect) -- Web Page Dialog

Eindings for Aspect Scheduled Calback (Aspect)

Subsystem : Event

| eFlow | Yersion | Start Condition | Active | Status | Options

[+

UserEvent : ACB Place Callback

[+

UserEvent : ACB Generic Query Callback

[+

UserEvent : ACB Generic Schedule Callback

[+

UserEvent : ACB Generic Cancel Callback

[+

UserEvent : ACB Generic Change Phone Number

llserFvent : ACR Generir Callhark Derlined LI

Add/Update

[+

[ oK ] [ Cancel ]
|http:,l’,l’ebipperFZ.ecsperFI .comyEflowadministration/EMUCommonHTML fiframedlg |O Internet

4. Click the + next to a binding to expand the listing, showing all rules within
the binding. For each rule, you can see:

— The associated eFlow and version number
— The condition to be met in order for the eFlow to be executed

— Whether the rule is active
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— Whether the rule is currently loaded onto an engine

/J Add/Update event rules for Aspect Scheduled Callback {Aspect) -- Web Page Dialog

Eindings for Aspect Scheduled Calback (Aspect)

Subsystem : Event

eFlow | Yersion | Start Condition | Active | Status | Options

= UserEvent : ACB Place Callback

;-jx ACE Place Calback 0 Always Yes

[+

UserEvent : ACB Generic Query Callback

[+

UserEvent : ACB Generic Schedule Callback

[+

UserEvent : ACB Generic Cancel Callback

H

HenrCinnt « APD Gonavic Chanae Nhone Mombae LI

Add/Update

[ oK ] [ Cancel ]

|http:,l’,l’ebipperFZ.ecsperFI .comyEflowadministration/EMUCommonHTML fiframedlg |° Internet

5. If Architect is installed locally and the displayed rule set is loaded onto the
engine, the Options column includes a button for viewing statistics: &) .
Click &) nextto the eFlow to launch Architect and view statistics for the
eFlow.

% Aspect eBusiness Architect - AsptRMS Push (1, Aspect Portal Multimedia, Aspect Yoice){(Read-Only)

Ele Edit Yew Debug Overky Iools Window Help

JJD & H & |[pepectwoilon sysem ¥ | K2 H;{, B R X oo HJ@ B 0RE ”Ju;: » 70 e A
=W iams Push (1, Aspect Portal Multimedia, Aspect Yoice{Read-Only) = B
C General N
Com Stap Execution Count (Absolute Values)  Interval = Daily  Rallover = Cunent
C Database
-
o .——- =
C Media Control - = EERemm:i\?;i
N b Error
Gueued
8= B = Cancelsd
dllocate  Deallocate %ﬁ:‘@i‘d 101
Correlati... Correlati.
fark ttem:
ICONIN_D
@NEI( Ea IPricrity: 0
Disconnect  iGet Task [Timeowt: 0 hours 0
Data [minutes 0 seconds

SelectAgent]
[
243 %
Make on
Predicti...  Connecti..
_':H L3

Select Agent  Set Task
Data

2| lworkflow run count (0) times:

L Total weorkflove runtime (0.00) msecs.

iz ximam weorfklowe rurtime (0.00) msecs,
Average workflow runtime (0 ) mesns

[ p IR, Warisbles A Output A Debug A Exceptions j Call Stack

Far Help, press F1 K37, 14 MUM (SCRL

Figure 13. Architect in Statistics View Mode

In Statistics View mode, general statistics settings are shown above the eFlow.
Statistics for each step appear above the individual steps. To adjust the color of
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statistics display, use the Options pop-up menu (see “Changing Statistics Display
Colors” on page 44).

The Overlay Menu

In Statistics or Debug mode, an Overlay menu is added to the main menu. Use
commands on this menu to control statistics display.

Show toggles display of statistics in the workspace.

Refresh updates the display using fresh data and any newly selected
options.

Calculation Type determines how statistics are calculated. You have three
options:

— Absolute Values displays step statistics in actual or absolute numbers.
— Step Percentage displays step statistics in percentages.
— Branch Percentage displays branch statistics in percentages.

Execution Count displays how many times the server executed the steps
in the eFlow.

Error Count displays the number of errors found in the eFlow.
Exception Count displays the number of exceptions found in the eFlow.
Average Runtime displays the average time taken to execute a step.

Total Runtime displays the total time taken to execute a step over a
period of multiple executions.

Maximum Runtime displays the longest time taken to execute one step.

Settings lets you set options for collecting statistics (see “Adjusting the
Statistics Collection Period” on page 42).

The Error Count and Exception Count options are selectable only if errors or
exceptions are found in the eFlow. Availability of other options depends on the
reporting options selected in the eFlow properties page (see “eFlow Properties”
on page 33).

Adjusting the Statistics Collection Period

42

To change the period of time over which eFlow statistics are summarized, select
Overlay—Settings. The Statistics Display Settings dialog box appears.
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Statistics Display Settings EHE

Lonzolidate Interval
|Daily |

Bollower

I Follover_1 j

Cancel |

Figure 14. Statistics Display Settings Dialog Box
This dialog box lets you adjust the following options:

m Consolidate Interval determines the intervals of data that are summarized
for statistical display: Every 5 Minutes, Hourly, Daily, or Weekly.

m Rollover specifies the period of data to collect: Current, Rolloverl,
Rollover2, or Rollover 3. For example, if Consolidate Interval is set to
Hourly and Rollover is set to Current, statistics for the current hour will be
shown. If Rollover is set to Rolloverl, statistics for the previous hour will be
shown. Rollover2 would show statistics for the hour before that.

The Settings command is not available when viewing Debug statistics and is
available only for execution statistics.

General eFlow Statistics

In Statistics mode, the following general statistics for the eFlow are shown in the
Output tab of the watch area:

m eFlow Run Count shows the number of times the server executed the
eFlow.

m Total eFlow Runtime shows the total time taken to perform all eFlow
executions.

® Maximum eFlow Runtime shows the longest time taken to perform one
eFlow execution.

m Average eFlow Runtime shows the average time taken to perform one
eFlow execution.

Statistics are shown for the interval and rollover period selected in the Settings
dialog box. Click Overlay—Refresh to update this display.
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Changing Statistics Display Colors

To change the colors used to display statistics in the workspace:

1. Make sure no steps are selected, then right-click an empty area of the
workspace.

2. Choose Options from the pop-up menu.

3. Click the Overlay Highlights tab in the Options menu.

4. Make desired changes to the default colors. To use different colors for
numbers that fall within a given range, type a name for the range in the

Highlight Name text box and set options in the Properties area, including
the start and end values for the range (lower bound and upper bound).

5. Click OK.
Options ﬂﬂ
Workspacel Palette  Owerlay Highlights | Debug Highlightsl
Highlight Mame
Ialert j Hew | Delete |
—Propeties————————— Drefault

Background... | Background... | -
Foreground... | - Fareground... |

Border... | - -
Lower Bound ISD_DDDDI

Upper Bound |1 00000

Percent i

QK | Cancel | Apply |

Figure 15. The Overlay Highlights Tab of the Options Menu

User Events and eFlows

The Aspect CMI System includes a user event application programming interface
(APD that you can use to create a client application for generating events. These
events can then be sent to the eFlow engine for consideration in triggering
eFlows. For events to be used with eFlows, several tasks must be completed:

m The client application must be configured to use the CMI Server as a hub
for dispatching events.

m The CMI Server must be configured to direct events to the eFlow engine.
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m The CMI Server must be defined in the Aspect Event Connections view of
the Uniphi Administrator.

m User events must be constructed in the client application.

m User events to be used with eFlows must be defined in the Event
Definitions view, using the same ID number and parameter settings as
those set up in the client application.

m eFlows must be bound to the user event in the Rule Sets view, based on
variable values generated by the event.

Once all these conditions are met, the following occurs:

1. When the client application sends an event to the CMI Server, it is
redirected to the eFlow engine via event connections specified in the
Aspect Event Connections view. Any parameter values supplied by the
client application are sent as well.

2. The eFlow engine looks up the event in the Event Definitions view. If the
client application did not supply all the parameter values specified in the
definition, it uses the definition's default values for those parameters.

3. The eFlow engine populates eFlow variables with input parameter values
associated with the event: both those supplied by the client application and
any defaults carried over from the Uniphi Administrator event definition.

4. The eFlow bound to that user event (in the Rule Sets view) is automatically
executed.

5. If the event includes an “Out” parameter, when an eFlow bound to it

terminates, the eFlow engine sends the current contents of the eFlow
variable back to the client application.
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This chapter presents a table describing each of the eFlow steps available in
eBusiness Architect. For details about how to use each of these steps, refer to the
eBusiness Architect online help.

Table 2. Architect eFlow Steps for Uniphi Suite

Icon

Step Name

Description

&,

Advanced HTTP

Communicates with the Web server in any
unstructured data format, such as XML.

e

Allocate Correlation Key

Allocates keys to correlate user data for later
retrieval from the Data Store or TimesTen database.

=7

Begin Transaction

Establishes a transaction to which subsequent
database steps in the eFlow can be assigned.
Results of database steps assigned to the
transaction can then be discarded all at once (with a
Rollback Transaction step) or committed to the
database (with a Commit Transaction step).

Build XML Builds an XML document and stores it in an eFlow
variable.

Call DLL Executes a specified function in a user-supplied DLL
file.

Call Subflow Executes a specified subflow using given values for

defined parameters.

Cancel Agent Selection

Cancels any pending agent selection request
performed with the Select Agent step.

Cancel Scheduled Event

Cancels a scheduled event, removing it from the list
of scheduled events in the Event Scheduler system.

Case Evaluates multiple conditions, then takes the path
corresponding to the first condition found to be true.
Collect Plays announcements and collects DTMF data from

the contact.
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Table 2. Architect eFlow Steps for Uniphi Suite (continued)

Icon

Step Name

Description

&

Comment

Lets you insert text in the eFlow workspace to help
annotate the eFlow with notes.

el

Commit Transaction

Carries out the database changes initiated by all
steps assigned to the named transaction (that have
been executed up to this point in the eFlow).

Connect Task

Connects a call to an agent's task.

Connect Telephony
Server

Connects Uniphi Suite with an available telephony
server.

Count Scheduled Event

Counts all events with a given ID and tag that fire
within a specified time range.

¥

Deallocate Correlation
Key

Deallocates a non-rolling key allocated with the
Allocate Correlation Key step.

Delete Repository Data

Deletes data in a repository database.

Delete Row

Executes an SQL query that removes all rows from a
database table that meet a given condition.

Yo &

Disconnect

Ends a connection and, if the call is still in the eFlow,
terminates the call. Used to end a contact in case of
errors.

i |
)

End Route

Returns a call through the Aspect CMI Server back
to the originating contact center switch without
including any routing suggestions.

Finish

Marks the end of an eFlow. All eFlow paths must
end a Finish, GoTo, or Route Call step.

Get Agent State

Retrieves the current state of the specified agent.

= B

Get Business Data

Retrieves data that the eFlow has stored in one or
more business data integration (BDI) fields with a
previous Set Business Data step.

Get CCD

Get eFlow System Data

Copies runtime eFlow system data, such as eFlow
Task ID, into eFlow variables.

o%

Get First Row

Executes an SQL query that selects all rows in a
database that meet specified conditions, then
retrieves the contents of the first row, storing itin a
structured variable.

O%

Get Next Row

Executes an SQL command that retrieves the next
row in a set of database rows selected by a
preceding Get First Row step. It stores the data in a
structured variable defined by the Get First Row
step.
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Table 2. Architect eFlow Steps for Uniphi Suite (continued)

lcon Step Name Description
x Get Private Data Retrieves private data from a switch-specific field
EI t attached to the routing request.

Get Repository Data

a2

Lets you extract data stored in a repository by an
outside application.

Get Task Data

< W

s

Retrieves data associated with a given task from the
MMB database. (The data must have been
previously stored with the task record with a Set
Task Data step.)

GoTo

Passes control from the current eFlow to another.

HTTP

Enables communication with an HTTP server, so the
eFlow can access data available through a Web site
or interact with a Web application.

Evaluates a condition, then takes one path if the
condition is true, another path if the condition is
false.

Initiate Task

Initiates a task and stores the task ID in an eFlow
variable.

Input Label

Inserts an input label that corresponds to an existing
output label name. You can use input and output
labels to link steps by name instead of connecting
the steps with lines.

Insert Row

Executes an SQL command that inserts a row in a
specified database table and fills it with data stored
in a given variable.

Invoke VXML

Lets you use a custom VXML (VXML 2.0) script to
perform speech recognition tasks.

Knowledge Base Lookup

Searches a specified knowledge base for specified
information.

Log Off Agent

Logs an agent off of all possible devices listed in
their static configuration file.

Log On Agent

@ & B DN &ECRIE

Automatically logs an agent on to all media devices
listed in the agent's configuration file, including
TeleSets, telephones, and e-mail and web devices.

Log Message

Stores a message in a log file.

Make Predictive Call

2-."_
b 1o |

Makes an outbound call and optionally sends data to
the switch.

New Business Data

-

Creates a new, blank Business Data Integration
(BDI) record, which can be used to store data for
reporting.
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Table 2. Architect eFlow Steps for Uniphi Suite (continued)

lcon Step Name Description

On Connection Cleared | Specifies the path to take when the specified
gl.h Connection ID has been cleared.

On Exception Specifies paths to take when various types of
<!>w exceptions arise during execution.

Qutput Label Inserts an output label that references a different
area of the eFlow to jump to. corresponds to an
existing output label name. You can use input and
output labels to link steps by name instead of
connecting the steps with lines.

Parse XML Parses the XML document content and stores the
% result in an eFlow variable.

é;} Play Announcement Plays one or more announcements to the contact.

Play Form Plays a series of announcements prompting a caller
— for information and collects up to 25 responses in
eFlow variables defined as "fields." (Requires a
VXML server.)

" Play Menu Plays a menu of up to 12 choices to the caller, then
il takes the branch associated with the caller's
= response. (Requires a VXML server.)

______ Playback Plays a media file that was previously recorded with
|£| a Record step.

Prompt Plays announcements, collects a single DTMF digit
ﬁE from the contact, and takes a branch based on the
digit.

Record Records a media file.

Release Row Set Frees up any resources (such as indexes, temporary
tables, and file or row locks) that were acquired by a
preceding Get First Row or Get New Row step, so
they can be utilized by other steps in the eFlow.

Reschedule Periodic Lets you change the existing schedule for a periodic
Event event (set up with a Schedule Periodic Event step).

Reschedule Single Event | Lets you change the existing schedule for a one-time
event (set up with a Schedule Single Event step).

Reserve Agent Reserves or releases a Media Blending Agent in the
available set of agents in the TimesTen database by
changing the state field of a record in TimesTen to
"RESERVED".

Reserve Task Reserves a task from the available set of tasks in the
TimesTen database by changing the state field of a
record in TimesTen to "RESERVED".

4 & @ 1B e
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Table 2. Architect eFlow Steps for Uniphi Suite (continued)

lcon Step Name Description
-y Rollback Transaction Discards any database changes initiated by steps in
é a given transaction (that have been executed up to
this point in the eFlow).
P Route Call Directs a call back through the Aspect CMI Server to
o a contact center switch.
______ Save As Saves the previously-recorded media file in a given
format.
Schedule Periodic Event | Schedules an event to fire repeatedly, every given
EE number of seconds, either indefinitely or until a given

stop time is reached.

Schedule Single Event Schedules a one-time event.

T
H- L
__.: e

3 Select Agent Looks in a specified queue for an agent to handle an
—[:n incoming contact. The agent selected depends on
routing rules set up in the queue and parameter
values passed along with the Select Agent request.

B Send E-mail Sends an e-mail to the specified e-mail address.
= Send Milestone Data Sends Milestone events and related data for use in
reporting.

Send SNMP v1 Trap Injects alerting information, in the form of an SNMP
trap, into the SNMP network.
Set Agent State Changes the state of an agent to either Unavailable
ﬁﬁﬁ or Available.
e Set Business Data Copies data from eFlow variables into one or more
_t DataMart fields for use in reporting.
Set CCD
Set Language Changes the language in which the eFlow plays
E media files (for example, announcements and

prompts) and evaluates data-driven language (DDL)
expressions.

X Set Multiple Variable Stores values in multiple variables.
Set Music Specifies the announcements that contain music on
&:JJFJ a per-call basis for calls on hold or in queue.
a Set Private Data Stores private data in a switch-specific field attached
EI*_J to a routing request.
X Set Repository Data Stores data in a repository, where it can be
Q accessed by call center software and other outside
applications.
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Table 2. Architect eFlow Steps for Uniphi Suite (continued)

Step Name Description

Set Task Data Sends data for a task to the T_MB_TASK_PROP
table in the MMB database. You can later retrieve
the data with a Get Task Data step.

Set Variable Stores a value in a given eFlow variable.

Set Whisper Specifies the announcements to be played to the
receiving agent before connecting a voice call.

D e =N R 8
Aol RSk

i
L

Sleep Pauses the eFlow for a specified period of time.

Speak Phrase Plays an announcement and collects any DTMF digit
entered by the contact.

Speak Variable Invokes the Data Driven Languages (DDL)
processor to evaluate data and determine the set of
media files to play to a contact.

2@ B

Start Marks the beginning of an eFlow.
Transfer Call to Transfers an incoming call to an application (such as
Application an eFlow application, CCT, or other
L3 . 7
switch-dependent application).
Transfer Task to Transfers a task to an eFlow associated with a
ly 23 Application specific application.

Update Event Payload Changes the value of input parameters for a single
scheduled event or multiple events.

X Update Row Executes an SQL UPDATE statement that modifies
@ the values in one or more rows of a connected
database table.
Wait Pauses the eFlow for a given number of seconds,
g optionally playing music or announcements to the

contact (for IP calls).

Web Service Invokes basic Web services using
SOAP-encapsulated XML.

General Steps

The General step category contains eFlow steps that can be used in all types of
eFlows. They include:

m Call Subflow

m Case
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m Comment

m Finish

m GoTo

m If

m Input

m Output

m Send Milestone Data
m Set Multiple Variable
m Set Variable

m Sleep

You can use these steps to perform basic eFlow functions, such as inserting
comments, jumping to a different part of the eFlow, setting variables, and so
forth.

Aspect CMI Steps

Aspect CMI steps are used to communicate through the CMI Server to a
connected switch adapter. They include:

m Delete Repository Data
m End Route
m Get Private Data
m Get Repository Data
m Route Call
m Set Private Data
m Set Repository Data
You can use these steps to store data in a repository or switch-specific field,

retrieve data from a repository or switch-specific field, and route a call back
through the Aspect CMI Server.
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Database Steps

Database steps are used to access data in a connected ODBC database. (The
database must first be defined as a data source in the Uniphi Administrator.)
These steps include:

Begin Transaction
Commit Transaction
Delete Row

Get First Row

Get Next Row

Insert Row

Release Row Set
Rollback Transaction

Update Row

You can use these steps to query a database and retrieve information and to

update a database with new information.

Routing Steps

54

Routing steps pertain to routing contacts to and from outside switches. They
include:

Allocate Correlation Key
Cancel Agent Selection
Deallocate Correlation Key
Get CCD

Get Task Data

Make Predictive Call

On Connection Cleared
Select Agent

Set CCD

Set Task Data
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m Transfer Call to Application
m Transfer Task to Application
You can use these steps to select an appropriate agent to handle a contact,

transfer a call or task to a specific application, make an outbound call, and store
contact data under a correlation key.

Media Control Steps

Media Control steps are used with the TAPI adapter to communicate with voice
calls from an TP PBX switch. They include:

m Collect

m Play Announcement
m Playback

m Prompt

m Record

m Save As

m Set Language
B Set Music

m Set Whisper

m Speak Phrase
m Speak Variable

m Wait

You can use these steps to prompt a caller for information or for a menu
selection, play music while a caller is on hold, specify an announcement to play
to the agent before connecting the caller, and record the caller’s voice as a media
file.

Advanced IVR Steps

Advanced IVR steps incorporate the use of an outside VXML server to integrate
speech recognition into an eFlow. They include:

m Connect Telelphony Server
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m Play Form
m Play Menu

m Invoke VXML

Use these steps to connect to an outside telephony server that offers IVR
functionality, to prompt callers for information or menu choices and accept
verbal responses, and to use a custom VXML script to perform speech recognition
and Text-to-Speech (TTS) tasks.

Reporting Steps

The Reporting steps interact with the DataMart database, which is used to store
information used in reports. They include:

m Get Business Data
m New Business Data

m Set Business Data

Use these steps to copy data from eFlow variables into DataMart fields and to
retrieve data stored in DataMart fields.

Scheduler Steps

56

The Scheduler steps let you schedule an eFlow to be run at a later time. They
interact with the Event Scheduler Service, updating a queue of scheduled
user-defined events. Each time an event is fired, the eFlow associated with the
event (in the Uniphi Administrator) is executed. These steps include:

m Cancel Scheduled Event

m Count Scheduled Event

m Reschedule Periodic Event
B Reschedule Single Event

m Schedule Periodic Event

m Schedule Single Event

m Update Event Payload
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Use these steps to schedule a user-defined event to be fired off either once or
periodically, count occurrences of a given event, and reschedule events. Events
you schedule must first be defined in the Uniphi Administrator. You can also use
the Uniphi Administrator to schedule, monitor, edit, and delete scheduled events.

Agent Interaction Steps

The Agent Interaction steps manage agent states. They include:

m Connect Task
m Get Agent State
m Initiate Task
m Log Off Agent
m Log On Agent
m Set Agent State
Use these steps to connect a call to an agent’s task, check or change an agent’s

current state, log an agent on or off all media devices, and establish a new task
ID.

System Interaction Steps

The System Interaction steps interact with an external system. They include:

m Advanced HTTP

m Build XML

m Call DLL

m HTTP

m Knowledge Base Lookup
m Parse XML

m Web Service
Use these steps to send messages back and forth to an external system, such as a

Web server or HTTP server, and to initiate a Web service. You can also use the
Call DLL step to execute a function in a user-supplied DLL file.
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System Management Steps

The System Management steps include the following:

m Get eFlow System Data
m Log Message

m On Exception

m Send E-mail

m Send SNMP v1 Trap

Use these steps to communicate with the Uniphi system, for example, to specify
paths to take when various types of exceptions occur in the eFlow and to send
an e-mail.

Legacy Routing Steps

The Legacy Routing steps are used with standard push/pull routing eFlows. They
include:

m Reserve Agent

m Reserve Task

Use these steps to reserve a specific task for an available agent or to reserve an
available agent for an incoming task.
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Task-Oriented eFlow Samples

This chapter presents several basic eFlows that perform specific functions. It
contains the following sections:

m Data Access eFlows includes examples of eFlows that store and retrieve
data from outside databases, including private data (used in reporting) and
repositories.

m Agent Task eFlows includes examples of eFlows that can be used to log an
agent on or off media devices and to reserve an agent or task.

m Media Task eFlows includes examples of using Media Control and
Advanced IVR steps to interact with contacts.

The next chapter, Sample Routing eFlows, presents eFlows used to direct contacts
to a connected call center or media switch.

Data Access eFlows

There are three types of databases you can access with an eFlow:

® An Oracle database.
m A data repository.

m Private data.

This section includes an example of each.

Database Access

Steps in the Database step category let you retrieve information from an outside
Oracle database, using an SQL query. You can also add new data to a database,
overwrite existing data, and delete data. These steps are most often used to verify
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customer information (such as an account number) or to retrieve additional
information about a customer.

This example eFlow searches through a database table for a record with “Sales”
in the Name field. When it finds it, the eFlow releases the selected row set before
continuing on to the next step.

7 ST

Deta source = cti
SELECT* FROM T_GROLP

. E Suce e 2 Tre Varizhle = Graup
) o Ry |

— Falsg
Cata source = cli If Group. NAME = "SALES" ReleaseRowSet
SELECT * FROM T_GROLP
ariable = Group

If ¥ Success
=1 Mo Fow
Data source = cii
SH ECT*FROM T_GROLP
" ariable = Group

GetFirstRow

GetNextRow

h—EFinish
Figure 16. A Database Access Sample
The steps in this eFlow perform the following functions:

1. GetFirstRow. This step queries a database for all records in a table named
Group, storing the values of the first row in a structured variable named
Group.

2. If. This step checks the row to see if the Name field contains “Sales.”

3. ReleaseRowSet. This step releases the row set (defined by the Get First
Row step) so that any resources locked by the query can be used to other

steps in the eFlow.

4. GetNextRow. This step retrieves the next row in the set (queried with the
Get First Row step).

Data Repository Access

60

Two eFlow steps in the Aspect CMI category (Set Data Repository and Get Data
Repository) let you store data in and retrieve data from a repository, which can
be accessed by call center software and other outside applications. This is
especially useful when transferring calls between switches, or when coordinating
screen-pop functions.

The example here presents two sections of an eFlow used to store and retrieve
information associated with an interswitch call. (See Chapter 6, Interswitch
Routing for a description of the full eFlow, as well as detailed information on the
interswitch routing feature.)
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The first section of eFlow logic (Transfer Call) executes when an agent is selected
on a different switch than the one that received the initial call. It requests a
correlation key for the call, then uses the Set Data Repository step to store the
selected agent ID (paired with the correlation key) in the repository database.

The second portion (Incoming Transferred Call) executes when a call comes in
from another switch. It looks in the data repository for a route number and DNIS
digits associated with the call, then stores that data in two variables for later

access.
Transfer Call Success i 3“,'.’ Finish
Ertar m
et I = Fepositary = ROUTE_TYPE =1
— Inter SwitchRouting(2) ROUTE_POINT =
Wey = key = ALLOC_DNIS aLLOC_DNIS
ALLOC_DMIS SetRouteParameters
Allocatekey

MNokeyAvailable

Incoming Transferred Call)——W-—p— :;;’ Finish
Mo Data =
E—— ROUTE_TYPE = 2
InterSwitchRouting(2) MB_AGENT 1D = CLng(
Wey = ALLOC_DMIS )
ROUTE_MWUMBER SetOutputParameters
ALLOC _DRIS =
Field['t=st"]
GetRepositoryData

Set MB_AGENT_D = 0

MoAgent

Figure 17. A Data Repository eFlow Sample
The steps in the Transfer Call section perform the following functions:

1. AllocateKey. This Allocate Correlation Key requests that the system assign
a correlation key to the call, which performs two functions. It allocates a
DNIS number to use to transfer the call to an Aspect ACD, and it is used to
store data associated with the call in the repository database.

2. StoreRepositoryData. This Set Repository Data step stores the ID of the
agent selected by an earlier Select Agent step in the repository database
under the key allocated to the call (stored in ALLOC_DNIS).

3. SetRouteParameters. This Set Multiple Variables step sets output

parameters to indicate that the selected agent is remote and to specify the
DNIS number to use to transfer the call.

Aspect Confidential Information 61



Aspect {Product Name and Title}

The steps in the Incoming Transferred Call section perform the following
functions:

1. GetRepositoryData. This step looks in the repository database for the
agent ID stored with the call’s correlation key and stores that value as a
string in the StoredAgt eFlow variable. If no agent ID is found, the step
branches to the No Agent step.

2. SetOutputParameters. This Set Multiple Variables step sets output
parameters to indicate that an agent has been found for the call and to
specify the agent ID.

3. NoAgent. This Set Variable step sets the MB_AGENT_ID output parameter
to 0, indicating that no agent ID was found.

Private Data Access

62

Two other steps in the Aspect CMI category (Get Private Data and Set Private
Data) let you save and retrieve information in a switch-specific field attached to a
routing request. That information is then passed back to the call center switch
along with the routing response, where it can be used in routing decisions or
given to the agent handling the call. These steps are used in conjunction with a
Route Call or End Route step to pass the call back to the originating call center
switch, along with the private data.

This example eFlow retrieves the caller's account number stored as private data
with the call routing request, looks up the information about the account in the
customer database, and passes that data back to the call center switch with the
call...

-—--Start =0 = _J Success ] [ Success m—w=a o ‘_J U == Finish
g Mo Datam—, No Ron fm— 8 M
Aspect: A cctHum Datasourca = Accourts Aspect Data B = Route to:
= DataC SELECT Res ult. Company M "o[oc o
e courts .Comp anyMame Elni2 RaouteCall
. FROM Aecounts WHERE
GetPrivateData Auccourts Costomer|D = SetPrivateData

sAccthum
Variable = Resul

GetFirstRow

Figure 18. A Private Data Access eFlow
The steps in this eFlow perform the following functions:

1. GetPrivateData. This step retrieves the account number entered by the
caller from the call center call record.
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2. GetFirstRow. This step looks up the name of the company associated with
the account in an Accounts database and stores the name in a variable
called "Result."

3. SetPrivateData. This step stores the caller's company name in a variable in
the Aspect Call Center, where it can be accessed by the CCT routing the
call.

4. RouteCall. This step routes the call back to the same CCT that issued the
routing request.

Agent Task eFlows

The example eFlows in this section can be used to log on or off the Uniphi
System.

Remote Log On

The Log On Agent step automatically logs a specified agent on to one or more
media devices, including TeleSets, telephones, and e-mail and web devices. For
log-on information you can rely on data configured for the agent in the Uniphi
Administrator, or you can override that data -- either with event data already
associated with the eFlow or with properties you set for the step.

With the following example eFlow, an agent can call up from any remote
location and log on to a TeleSet or telephone. It prompts the caller for an agent
ID, then looks up the ID in the MMB database. If it is a valid ID, the eFlow logs
the agent on to whatever media devices the agent is configured for (in the Uniphi
Administrator), then plays an announcement relaying the success of the log on.

SUCCess P " Successp— -l 3

i

SUCCESS m—--- ﬁ

Success-—r—tﬂ[FiniSh
]

Error p— Mo Ravr p—, Errar m—, 1] Errar
Timeout =—
Invalid mput Data source = Agent ID=CLngl Announcement:
[ z] AgentiD ) 12
Plary SELECT * FROM (LogOnsSuccesst

Announcement:
7 (Enter AgentlC)
Diggit (=) Expected;

BT _WEB_~AGENT
ehere

LogOnAgent

ul)
it for

’ b B _AGEMT_ID=: Termination: True
1 2345§?890 AgertiD Fepeat. Falze
gg?\]n;clttljon Ik \ariahle = Fes Connection |d:
- ValidateAgentlD FEOLE
CollectAgent|D LogOnSuccessful

Figure 19. Remote Log On eFlow
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The steps in this eFlow perform the following functions:

1. CollectAgentID. This Collect step prompts the caller for an Agent ID
number and stores the collected digits in a variable named AgentID.

2. ValidateAgentID. This Get First Row step looks up the agent ID collected
from the caller in the Uniphi Administrator database to make sure it is a
valid ID.

3. LogOnAgent. This step logs the agent on to all media devices defined for
the agent in the Uniphi Administrator.

4. LogOnSuccessful. This Play Announcement step plays an announcement
saying that the caller has been successfully logged onto configured media
devices.

Remote Log Off

The Log Off Agent Step logs an agent off of all devices defined for the agent in
the Uniphi Administrator, including TeleSets, telephones, and e-mail and web
devices.

With the following example eFlow (Figure 20), an agent can call in from a remote
location to log off of all media devices. It prompts the caller for an agent ID, then
looks up the ID in the MMB database. If it is a valid ID, the eFlow changes the
agent state to unavailable, then logs the agent off all media devices and plays an
announcement relaying the success of the log-off task.

== E Success Success -l (] Success :j—b- Success == 3 Success p—=a Finich
ﬁj _Error p—y I Rioony —. == Error ﬁ Error —, & Error =—
\nva;li-mﬁgﬁ : Diata source = Set Agent State Agent ID=CLngl A nnouncement:
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(LTS E: MB.T_MBE_AGENT gentiD) LoaOfAgent] ul)
7 (Erter.AgertiD) where Bgent State: 2 0g gen ait far
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et Repest: False
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Figure 20. Remote Log Off eFlow
The steps in this eFlow perform the following functions:

1. CollectAgentID. This Collect step prompts the caller for an Agent ID
number and stores the collected digits in a variable named AgentID.

2. ValidateAgentID. This Get First Row step looks up the agent ID collected
from the caller in the MMB database to make sure it is a valid ID.
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3. SetAgentStatel. This step forces the agent into the Unavailable state and
registers a reason code of 5 (Task Completed).

4. LogOffAgentl. This step logs the agent off any media devices defined for
the agent in the Uniphi Administrator and registers a reason code of 6
(System).

5. LogOffSuccessful. This Play Announcement step plays an announcement

saying that the caller has been successfully logged off of all configured
media devices.

Media Task eFlows

There are two categories of steps that rely on outside media servers for
completion: Media Control and Advanced IVR.

m Media Control steps use a TAPI media adapter to communicate with voice
calls from a Cisco IP PBX switch. You can use these steps to play prompts,
music, and announcements, to record the caller’s voice, and to collect
caller responses.

m Advanced IVR steps support Uniphi Voice Portal. They connect with a
telephony server to incorporate IVR (Interactive Voice Response)
functionality. You can use these steps to play announcements, collect
information from callers (both digital and audio), and utilize voice
recognition software.

Note: Media Control steps are not supported by the VXML telephony server, so
you cannot use a mix of steps from these categories. Once you have
connected to a telephony server, using Advanced IVR steps, you cannot
utilize any Media Control steps (other than Set Language).

The first two examples in this section use Media Control steps to communicate
with callers over a TAPI server. The third uses Advanced IVR steps to collect
information from callers using voice recognition.

Collecting Caller Responses

This example eFlow uses Media Control steps to welcome the caller and prompt
for an account number before selecting an agent to handle the call.
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Figure 21. An eFlow That Uses TAPI to Collect Customer Information
The steps in this eFlow perform the following functions:

1. PlayWelcome. This Play Announcement step plays an announcement
welcoming the caller.

2. CollectAccountNumber. This Collect step plays an announcement asking
the caller to enter an account number. It stores collected digits in a variable
named Collected_AccountNumber.

3. SelectAgent. This Select Agent step looks for an available agent in routing
queue 101. If no agents are currently available, the eFlow takes the Queue
branch and continues processing while the caller waits. As soon as an
available agent is found, the eFlow returns to this step, and the ID of the
selected agent is stored in the MB_AGENT_ID output parameter.

4. PlayAnnouncement. This Play Announcement step plays an
announcement asking the caller to hold for the next available agent. While
the caller waits, the step plays music, repeating the same announcement
every 60 seconds. As soon as an agent becomes available, the eFlow
returns to the Select Agent step.

Recording an Announcement

66

This eFlow example (Figure 22) can be used to record a Uniphi announcement in
the case of an emergency. It plays an announcement with instructions, records
the caller's voice, plays back the recording, saves the recording in an existing file
that is then uploaded to the Media File Server. Finally, it plays an announcement
saying that the recording has been saved. The media file that the recording is
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stored in can either be one that is reserved for emergency use, or it can be a
regularly used recorded that is replaced with the emergency recording.
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Figure 22. A Record Announcement eFlow
The steps in this eFlow perform the following functions:

1. LookUpResponse. This Play Announcement step plays an announcement
that instructs the caller to begin speaking after the tone.

2. Record. This Record step begins recording the caller's voice for up to 30
seconds or until the caller presses a termination digit. It stores the
recording in an output parameter named Recorded_Media_File.

3. Playback. This Playback step plays the recorded message back to the
caller.

4. Save Recording. This Save As step saves the recorded message in a file
that is updated to the Media File Server, where it can be played by other

eFlows.

5. PlaySuccess. The Play Announcement step plays an announcement to the
caller that indicates the recording was made successfully.

Advanced IVR eFlow

This sample eFlow (Figure 23) combines Advanced IVR and database steps to
collect a customer’s ID number and use that number to access information about
the customer in a database. It then offers the caller a menu of choices.
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Figure 23. Advanced IVR eFlow
The steps in this eFlow perform the following functions:

. Connect_VXML. This Connect Telephony Server step connects Uniphi

with a VXML adapter that offers the IVR functionality required by this
eFlow. [PRECEDE WITH SET LANGUAGE STEP??]

. GetCustomerlID. This Play Form step plays a recording that asks the caller

to enter a customer ID number. It stores the entered digits in an eFlow
variable named customer_id.

. GetCustInfo. This Get First Row step uses the collected customer ID to

look up information about the customer in an external customer database
and stores that data in a structured variable named NewCustInfo. This info
could be passed on to the receiving agent later in the eFlow.

. PlayMainMenu. This Play Menu step asks the customer what they would

like to do: Update their phone number, check their account balance, or
speak with an agent. The direction that the eFlow takes depends on the
digit the caller enters.

. UpdatePhoneNumber. This output label jumps to a different (unshown)

portion of the eFlow that prompts the caller for a new phone number.

. CheckBalance. This output label jumps to an unshown portion of the

eFlow that presents the caller with their current account balance.

. TransferToAgent. This Transfer Task to Application step transfers the

caller to another eFlow that will look for an available agent.
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Sample Routing eFlows

This chapter presents several sample eFlows that can be used to assist outside
switches in the routing of contacts. It contains the following sections:

m Basic Routing eFlows presents examples of “push” and “pull” eFlows that
can be used to connect incoming contacts with available agents.

m Advanced Routing eFlows includes examples of eFlows that incorporate
the use of the Resource Matching Service (RMS) option. RMS greatly
simplifies agent connection, allowing you to include both push and pull
functions together in one eFlow and to take advantage of built-in
skills-based routing facilities.

For information on routing calls between switch, see the next chapter, “Chapter 6,
Interswitch Routing.”

Basic Routing eFlows

In basic call (or contact) routing, Uniphi uses a combination of two types of
eFlows to match a contact with an agent:

m Push eFlows are used to locate an agent for an incoming contact. When the
Uniphi Contact Center receives a routing request from a switch adapter, it
comes with a Task ID, which identifies the type of contact waiting on the
switch. This could be an incoming call, a received e-mail, or a Web request.
The UCC queues the task, then triggers a push eFlow to search the MMB
database for a suitable agent to handle the task. If found, the eFlow passes
the Agent ID and Task ID back to the adapter (via UCC) so the switch can
make the connection. If no suitable agent is available, the task remains
queued and the push eFlow is finished.

m Pull eFlows are triggered by an agent’s state changing to Available. A pull
eFlow looks in the virtual queue for a waiting task that is suitable for the
available agent. If found, it pulls the task out of the queue and passes the
Agent ID and Task ID back to the adapter so the switch can make the
connection.
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These two types of eFlows work in conjunction: one pushing a received task
forward, another pulling it out of the queue. Together, they use routing logic and
available data to determine the best agent/task match. For example, a push
eFlow might prompt a caller to enter a digit corresponding to the department
they want to connect with. A pull eFlow might search only for queued tasks of a
certain priority, or e-mails with a specific subject line.

To help with the routing decision, eFlows can use:

m Data presented to Uniphi along with the contact, such as ANI, DNIS and
customer-entered digits.

m Data (such as DTMF digits) collected by the eFlow itself, using Media
Control steps.

m Data stored in a connected ODBC database.

m Data about the agents stored in the Uniphi Administrator database, such as
the agent groups they are assigned to or their individual skills.

In addition, eFlows can execute algorithms that manipulate any of this data
further, with the intention of determining the appropriate skill set required to
match the task with the agent.

Simple Push eFlow

70

This very basic “push” eFlow is used to find an available agent for an incoming
contact (voice call, e-mail, or Web request). If more than one agent is available, it
selects the agent who has been available the longest. It then reserves the agent
and passes the agent ID back to the switch where the contact is waiting. If no
agent is available, the contact remains queued.

Note: Because this eFlow is appropriate for most types of switch adapters, it is a
good one to use for testing, to ensure that an adapter is properly
connected. When you start to create the eFlow, select an event specific to
the adapter you want to test. This associates the eFlow with that event.
Before you can run the eFlow, you must use the Uniphi Administrator to
create event rules that tell the eFlow System under which circumstances to
execute the eFlow when that event occurs. See the Aspect Uniphi Suite
Administrator Guide for details on setting up event rules.
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Figure 24. A Simple Push eFlow Sample
The steps in this eFlow perform the following functions:

1. DefineExceptions. This On Exception step jumps to the end of the eFlow
if any of the specified exceptions occurs. It ensures that eFlow is completed
even if there is a problem with the database query.

On Exception steps are often included near the beginning of an eFlow to
set up a plan of action for handling various types of exceptions. If an
exception occurs, the eFlow returns to the last On Exception step to
determine what to do. For each type of exception, you can tell the eFlow
to ignore the problem, jump to a given eFlow step, or halt eFlow
execution.

2. FindAvailableAgent. This Get First Row step queries the
MB.T_MB_AGENT table in the MMB database, where agent status is stored,
searching for the agent who has been available the longest. It stores the
agent’s ID number in a structured eFlow variable named Result. If there are
no available agents, it jumps to the end of the eFlow.

3. ReserveAgent. This Reserve Agent step reserves the agent identified by
the previous step for the queued contact.

4. StoreAgentID. If an available agent is successfully reserved, this Set
Variable step copies the Agent ID of the reserved agent from the Result
variable to an output parameter (MB_AGENT_ID). This parameter will be
passed back to the switch that initiated the routing event.

5. ResetAgentID. If the selected agent could not be reserved, this Set
Variable step sets the Agent ID variable back to 0 (the default). This value is
passed back to the routing service, indicating that no agent was found. The
contact remains queued until an agent becomes available and a pull eFlow
connects the two.
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Simple Pull eFlow

This very basic eFlow is used to connect an available agent with a queued
contact. It is triggered when an agent’s state changes to Available.
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Figure 25. A Simple Pull eFlow Sample

The steps in this eFlow perform the following functions:

1. DefineExceptions. This On Exception step jumps to the end of the eFlow

if any of the specified exceptions occurs. It ensures that eFlow is completed
even if there is a problem with the database query.

. FindQueuedTask. This Get First Row step queries the T_ASPT_CALL table

in the MMB database, where all Aspect call status data is stored, searching
for the task that has been waiting the longest. This could be a queued call,
for example, or an e-mail waiting to be answered. The step stores the task
ID and the media ID in a structured variable named Resultl. If there are no
available tasks, it jumps to the end of the eFlow.

. ReserveTask. This Reserve Task step reserves the task identified by the

previous step for the agent whose availability triggered the eFlow.

. StoreTaskID. This Set Multiple Variable step stores the reserved task’s Task

ID and Media ID in two separate parameters associated with the event. The
Media ID identifies the switch adapter, so the eFlow engine knows where
to send the information. The Task ID identifies which contact was waiting
to be serviced.

Push eFlow with Task Escalation
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This eFlow is like the simple push eFlow described on page 70, except that
instead of queuing the contact if no agent is available (and requiring a push
eFlow to make the connection), it sets task escalation parameters that will trigger
another eFlow if no agent is found within two minutes. The new eFlow could
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widen the search for an agent, for example, or give a contact the option of
leaving a callback number.

This is a good example of a push eFlow that is used without a corresponding pull

eFlow.
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Figure 26. A Push eFlow with Task Escalation
The steps in this eFlow perform the following functions:

1. DefineExceptions. This On Exception step jumps to the end of the eFlow
if any of the specified exceptions occurs.

2. FindAvailableAgent. This Get First Row step queries the
MB.T_MB_AGENT table in the MMB database for the longest-available
agent. It stores the agent’s ID number in a structured eFlow variable named
Result. If there are no available agents, it jumps to the
SetEscalationVariables step.

3. ReserveAgent. This Reserve Agent step reserves the agent identified by
the previous step for the queued contact.

4. StoreAgentID. If an available agent is successfully reserved, this Set
Variable step copies the Agent ID of the reserved agent from the Result
variable to an output parameter (MB_AGENT_ID), which will be passed
back to the switch that initiated the route request.

5. ResetAgentID. If the selected agent could not be reserved, this Set
Variable step sets the Agent ID variable back to 0 (the default), then jumps
to the SetEscalationVariables step.

6. SetEscalationVariables. This Set Multiple Variable step sets two event
parameters that are monitored by the eFlow Engine: Escalation Count and
Escalation Time.

— The Escalation Count parameter is incremented by one, indicating a
single level of escalation. (Normally, the count will be 0 when this
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eFlow executes.) The Escalation Count value is not used in this eFlow,
but may be referenced by the next.

— The Escalation Time parameter is set to the current time plus 120
seconds. This tells the eFlow Engine to fire off a task escalation event
two minutes from now. The eFlow triggered by that event depends on
rules sets configured in the Uniphi Administrator.

Advanced Routing eFlows
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With an Advanced Routing license, you can take advantage of Uniphi’s Resource
Matching Service (RMS) option, which greatly simplifies call (or contact) routing.
RMS integrates a new Select Agent step with agent pools and queues configured
in the Uniphi Administrator to efficiently match tasks and agents.

Before you create an RMS eFlow in Architect, you must use Uniphi Administrator
to do the following:

= Set up queues that represent categories for routing incoming tasks.
For example, you could create queues that mirror your company’s lines of
business, such as Sales, Technical Support, and Billing. Or you could create
queues for different skill groupings, such as languages spoken or product
expertise.

Optionally, you can define routing parameters for the queues that help
identify the attributes of an incoming task. For example, for the Sales
queue, you could create a Product parameter. DNIS digits collected from
the caller could be evaluated (using routing rules) to determine which
product the caller is interested in.

m For each routing queue, set up a pool of agents designated to
handling tasks for that queue. You can also define routing parameters
for a pool to further identify the attributes or skills of agents within it. For
example, with the Sales pool, you could create parameters that match those
of the Sales queue, then use routing rules to link incoming tasks only with
agents experienced with the product the customer is interested in.

Alternatively, you could create parameters that are entirely different from
those of the associated queue. For example, you could use parameters that
rank the experience level of agents to ensure that customers interested in
your most expensive products are connected with your most experienced
agents.

m Assign agents to pools. An agent can be in more than one pool. For
example, an agent trained in both software and hardware technical support
could be in added to the pools for each. Agents assigned to multiple pools
must be given a ranking for each pool to determine where Uniphi first
looks for a queued task.
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When you assign an agent to a pool, you can specify a value to be passed
to any of the routing parameters defined for that pool. For example, if the
Sales queue has parameters for Appliances, Furniture, and Electronics, you
could assign values that represent the agent’s level of expertise in each.

m Create routing rules that associate each queue with a pool. A routing
rule is an expression that the system evaluates when trying to best match a
queued task with an available agent (or vice versa).

You can also define the sort order of a queue or pool. If there is more than
one agent/task match that meets the conditions set forth by the routing
rules, sort order determines the selection. A queue’s sort order typically
arranges tasks in order of arrival, so that those tasks that have been waiting
the longest are given priority.

When an eFlow uses a Select Agent step to look for an available agent, it directs
the task to a specific RMS queue. Uniphi looks for an agent in the associated pool
that meets the criteria specified in routing rules assigned to the queue. If no
routing rules are defined, it uses the sort order defined for the queue or pool,
such as longest-waiting or longest-available.

If an appropriate agent is available, the eFlow releases the task to the routing
service, which sends the routing information back to the switch where the
original contact is parked. The switch then connects the selected agent and the
contact.

If no agent meeting the criteria is available, the eFlow places the task in the
routing queue and lets the routing service handle the connection. In the
meantime, the eFlow takes the Select Agent step’s Queued branch and continues
processing steps. When an agent becomes available and the task is connected,
the routing service sends a message indicating this to the eFlow System. The
eFlow returns to the Select Agent step, this time taking the Success branch.

For more information on using RMS, refer to the Uniphi Suite Product Reference
Guide. For details on configuring RMS queues, pools, parameters, and routing
rules, refer to the Uniphi Suite Administrator Guide.

A Simple RMS eFlow

With RMS, the search for an available agent is done using routing rules in the
Uniphi Administrator. All resource matching configuration is also done within the
Administrator. This greatly simplifies the role of the eFlow in routing tasks. In
fact, an RMS eFlow can be as simple as a single Select Agent step.

This sample RMS eFlow takes the place of two much lengthier push and pull
eFlows. It looks for the longest available agent within a given queue. If an
appropriate agent in the associated pool is available, the contact is connected.
Otherwise, the task is queued until an available agent can be found. In this very
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simple eFlow, the eFlow is finished, regardless of whether the task is queued or
immediately connected.
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Figure 27. An Extremely Simple RMS eFlow Sample

Two-Tiered Agent Search eFlow

This sample eFlow (Figure 28) searches first for an agent in a specialized queue.
If none is found within a minute, it uses a second Select Agent step to search for
an agent in a wider queue.
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Figure 28. A Two-Tiered Agent Search eFlow
The steps in this eFlow perform the following functions:

1. SelectAgentl. This Select Agent step looks for an available agent in queue
122. If none is available, it queues the contact. If no agent is found within
five seconds, the eFlow goes to the second Select Agent step.

2. Sleep 1. This Sleep step pauses the eFlow while the contact is queued.

After ten seconds, the eFlow returns to the SelectAgentl step and takes the
Timed Out branch.
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3. SelectAgent2. This Select Agent step looks for an available agent in queue
121. If none is available, the eFlow finishes.

Selecting an Agent by Extension

It is often desirable to allow incoming voice contacts to connect directly to a
given extension. For example, a customer may want to consult with the support
specialist they spoke with previously. With the Select Agent step, you can use
routing rules and parameters to specify an individual agent to select.

Before you create an eFlow to select an agent by extension number, set up the
following in the Uniphi Administrator:

m Parameter. Define a routing parameter for passing the agent extension
number between the eFlow and Uniphi, for example AGT_EXT. Assign a
data type of Long. (Use String if agent extensions in your company are
alphanumeric.)

m Pool. Define a pool of agents to search through for requested agents. Add
the AGT_EXT parameter to this pool.

® Queue. Define a queue in which to hold contacts waiting for a specified
agent, for example AGT_EXT_QUEUE. Add the AGT_EXT parameter to this
queue.

m Routing Rule. Create a routing rule that associates the AGT_EXT pool with
AGT_EXT_QUEUE. Attach the condition AGT_EXT EQ AGT_EXT. This will
only look for agents in the pool whose extension matches that in the queue
parameter.

m Agent Assignment. Assign agents to the AGT_EXT pool. For each agent to
whom you want customers to be able to access by extension, add
AGT_EXT to list of associated routing pools and add AGT_EXT to the list of
routing parameters. Enter the agent’s extension number as the fixed value
of AGT_EXT.

For details on all these administrative tasks, refer to the Uniphi Suite 6.0
Administrator Guide or the online Help within the Administrator.

After the required configuration is completed, you can use eBusiness Architect to
create an eFlow that uses all these routing pieces to select an agent by extension

number. Following are two example eFlows: one for use with a TAPI voice
switch, and another for use with an Aspect voice switch.

Select Agent by Extension eFlow (TAPI Switch)

This example eFlow uses media control steps to communicate with the caller. It
offers the caller two options: enter an extension to speak with a specific agent or
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speak with any available agent. If the caller enters an extension, the eFlow
attempts to select that agent for connection. If that agent is unavailable (or if the
caller didn’t enter a valid extension), the eFlow looks for any available agent in
the general queue.
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Figure 29. An eFlow that Searches for an Agent by Extension (using TAPI)
The steps in this eFlow perform the following functions:

1. Promptl. This Prompt step plays an announcement that gives the caller
two options: speak with a specific agent or connect to any agent. If the
caller requests a specific agent, the eFlow goes to the Collectl step. If the
caller asks for any agent, the eFlow jumps to the SelectAgent2 step.

2. Collectl. This Collect step plays an announcement that asks the caller to
enter an extension number.

3. SetVariablel. This Set Variable step stores the digits collected with the
previous step in a local eFlow variable named AGT_EXT.

4. SelectAgentl. This Select Agent step directs the call to routing queue 102
and binds the local variable containing the extension (AGT_EXT) to the
queue’s parameter named AGT_EXT_QUEUE. Routing rules defined for the
queue look for an agent in the associated pool with a matching extension.
If that agent is unavailable, it queues the contact. If the agent does not
become available within 10 seconds, the eFlow goes to the SelectAgent2
step.

5. Sleepl. This Sleep step waits while the contact is queued. This ensures that

the eFlow does not finish before an agent is selected or the request has
timed out.
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6. SelectAgent2. This Select Agent step searches the general queue (101) for
any available agent. If none is available, it queues the contact until one is.

Select Agent by Extension eFlow (Aspect Switch)

With an Aspect Call Center switch, communication with callers is done on the
Call Center side with a CCT. This sample eFlow assumes that a prior CCT has
prompted the caller for an agent extension number and that the number has been
stored in Variable A. This eFlow looks up the extension number in the call data
table of the MMB database and tries to select that agent. If unsuccessful, it looks
for any available agent in the general queue.
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Figure 30. An eFlow that Searches for an Agent by Extension (using Aspect Voice)
The steps in this eFlow perform the following functions:

1. Get_Agent_Extension. This Get First Row step queries the MMB database,
where all call data is stored. It retrieves the customer response digits
(presumably an agent extension) stored in Variable A for this task
(T_ASPT_CALL.DATA_A) and copies it to the eFlow variable named Result.
If this step is unable to retrieve the extension number, the eFlow jumps to
the SelectAgent2 step.

2. Valid_Agent_Extension. If the previous step successfully retrieved
customer digits, this Set Variable step stores those digits in a local eFlow
variable named VAR_AGT_EXT.

3. SelectAgentl. This Select Agent step directs the call to routing queue 107

and binds the local variable containing the extension (VAR_AGT_EXT) to
the queue’s parameter named AGT_EXT_QUEUE. Routing rules defined for
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the queue look for an agent in the associated pool with a matching
extension. If that agent is unavailable, it queues the contact. If the agent
does not become available within 10 seconds, the eFlow goes to the
SelectAgent2 step.

4. Waitl. This Wait step plays music while the contact is queued.
5. SelectAgent2. This Select Agent step searches the general queue (108) for

any available agent. If none is available, it queues the contact (for up to
one hour) until one is.

Select Agent Group eFlow

80

This RMS eFlow example (Figure 31) routes an incoming contact to an agent
group based on customer input. It assumes that prior to this eFlow (in a call
center CCT, for example), the contact was presented with a menu choice, such as
“Press 1 for TV Sales or 2 for Stereo Sales.” This eFlow looks up the customer
response in the call data table of the MMB database and directs the call
accordingly.

Before you can create this eFlow in Architect, in addition to standard RMS
configuration, you must have also defined agent groups in the Uniphi
Administrator and assigned agents to those groups.
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Figure 31. A Select Agent Group eFlow
The steps in this eFlow perform the following functions:
1. LookUpResponse. This Get First Row step queries the MMB database,
where all call data is stored. It retrieves the customer response digit stored

in Variable A (T_ASPT_CALL.DATA_A) and copies it to the eFlow variable
named CustChoice.
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2. DetermineChoice. This Case step looks at the value stored in CustChoice
and determines whether the contact requested TV sales or Stereo sales,
then branches accordingly.

3. TV Sales. This Set Variable step sets the eFlow variable AgtGrp to the value
501, which is the number of the agent group designated to handling TV
sales.

4. Stereo Sales. This Set Variable step steps the eFlow variable AgtGrp to 502,
which is the number of the agent group designated to handing Stereo sales.

5. GoToSalesQueue. This Select Agent step routes the call to the RMS Sales
queue (103) and passes along the contents of the eFlow variable AgtGrp.
Routing rules associated with the Sales queue will use the variable contents
(set in the previous step) to determine which agent group the routing
service will look in for an available agent.

Skill-Based Routing

With Uniphi’s RMS (Resource Matching Service) option, you can use pools and
routing parameters to align agents with specific skills, such as proficiency in
various languages, or expertise on given products. You can then use data
collected from contacts or extracted from a database to select an agent suited to
handle the contact’s needs.

The example presented here searches for an agent with skills to match the
preferred language (Spanish or English) and the level of expertise required for
the customer account. Before you create this sample eFlow, set up the following
in Uniphi Administrator first:

m Parameters. Define two routing parameters with Long data type:
Skill_Level_Required, and Skill_Level and two routing parameters with
Boolean data type: English and Spanish. These will be used to direct a
contact to an English- or Spanish-speaking agent with the appropriate skill
level.

m Pools. Define three pools of agents: Checking_Savings_Pool,
CreditCards_Pool, and Loans_Pool. Add the English, Spanish, and
Skill_Level parameters to each of these pools.

® Queues. Define three queues to which contacts will be routed:
Checking_Savings_Queue, CreditCards_Queue, and Loans_Queue. For
each queue, add the English, Spanish, and Skill_Level_Required
parameters.

m Routing Rules. Create routing rules that pair each pool with a similarly
named queue. For the Loans pool/queue pair, use following condition:
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Loans_Pool.English EQ Loans_Queue.English OR
Loans_Pool.Spanish EQ Loans_Queue.Spanish AND
Loans_Pool.Skill_Level GE Loans_Queue.Skill_Level_Required

Create similar conditions for the other two pairs. This will only look for
agents in the pool whose language setting matches that requested by the
contact and whose skill level is greater than or equal to the level
determined by the eFlow (based on info gathered from the customer
database and length of time in queue).

For each pair, add a Pool Order By clause that orders available agents first
by skill level, then by the length of time they have been available. For
example, for the Loans pool/queue pair, use:

Loans_Pool.Skill_Level ASC, Loans_Pool. RMS_TIMESTAMP ASC

Also add a Queue Order By clause that orders waiting contacts first by
requested skill level, then by length of time the contact has been in queue,
for example:

Loans_Queue.Skill_Level_Required DESC, Loans_Queue.RMS_TIMESTAMP

® Agent Assignment. Assign agents to the pools, according to the line of
business they are qualified to handle. An agent can be assigned to more
than one pool. For each agent record, add the parameters English, Spanish,
and Skill_Level. Set English and Spanish to True or False, and set
Skill_Level to a value (0-25) that reflects the agent’s ability to handle loan
customers.

Each of these tasks is described step by step in Appendix A of the Aspect Uniphi
Suite Product Reference Guide. This appendix covers all aspects of this same RMS
example in detail, including the administration configuration.

The example eFlow shown here takes advantage of the described RMS
configuration to direct callers to an agent with the appropriate skills in the
selected line of business. It starts by asking callers for a language choice: English
or Spanish, then prompts for an account number. It looks up the account in a
customer database and prompts for a line of business (Checking and Savings,
Credit Cards, or Loans). If the user chooses Loans, the eFlow sets a Skill Level
variable based on the customer’s current loan amount, then looks for an agent in
the Loans queue whose assigned agent skill is at least the requested level and
who is proficient in the selected language.
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Figure 32. Skills-Based Routing eFlow (Section 1)

The steps in this eFlow perform the following functions:

Language? This Collect step plays an announcement that welcomes the caller

and presents two options: Press 1 to speak with an agent in English, or press 2 to

speak with an agent in Spanish. It stores the digit pressed by the caller in an

eFlow variable named Var_Language.

SetLanguageVariables. This Set Multiple Variables step uses Boolean
expressions to set two eFlow variables: EnglishReq and SpanishReq. If the caller
responded to the prompt by pressing 1, EnglishReq is set to True and SpanishReq
is set to False. If the caller pressed 2, EnglishReq is set to False and SpanishReq is

set to True.

AccountNumber? This Collect step plays an announcement requesting the caller
to enter an account number. It then stores the collected digits in a variable named

Var_Account_No.

GetAccountNumber. This Get First Row step looks up the collected account

number in an outside customer database. It copies the balance, credit limit and
loan amount values for that account in a structured variable named Result, with
three data members: BALANCE, CREDIT_LIMIT, and LOAN_AMOUNT.

Division? This Prompt step plays an announcement asking the caller which line
of business they would like to connect with: “Press 1 for Checking and Savings, 2
for Credit Cards, or 3 for Loans.” The eFlow then jumps to the appropriate input

label, depending on the digit pressed.
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Figure 33 shows the logic for the Loans portion of the eFlow. Based on the
customer’s current loan amount, it sets a skill level variable that is used to
determine the level of expertise required of the selected agent. If no agent of that
level is found within two minutes, the skill level is lowered by five points and the
search for an agent is begun again.

The other portions (CheckingAndSavings and CreditCards) could use a similar
logic to the one shown here, using balance and credit limit values to determine
required skill level.
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Figure 33. Skills-Based Routing eFlow (Section 2)
The steps in this eFlow perform the following functions:

LoanAmount. This If step looks at the value stored in the LOAN_AMOUNT field
of the Result variable. If it is greater than 15,000, the eFlow takes the True branch
(to SkillLevel=High). Otherwise, it takes the False branch (to SkillLevel=Medium).

SkillLevel=High. This Set Variable step sets the eFlow variable named
SkillLevelofCall to 15. This variable will be used to determine the required level
of expertise of the selected agent.

SkillLevel=Medium. This Set Variable step sets the eFlow variable named
SkillLevelofCall to 10.

SelectAgent. This step looks for an available agent in the Loans queue whose
assigned skill level is equal to or greater than the value stored in the
SkillLevelofCall eFlow variable and whose language settings (English and
Spanish) match that requested by the caller. If found, the step takes the Success
branch and the eFlow is finished. If no available agent meeting the requested
criteria is found, the contact is queued and the step takes the Queued branch.

Sleep. This step pauses eFlow execution for 180 seconds while waiting for an

available agent. (If an agent becomes available within this time, the eFlow
finishes immediately.)
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SkillLevel>0? This If step checks the value stored in the SkillLevel parameter. If it
is greater than 0, the eFlow moves to the LowerSkillLevel step.

LowerSkillLevel. This Set Variable step lowers the value in the SkillLevelofCall

variable by five. The eFlow then loops back to the SelectAgent step to search for

an agent with a lower skill level.

The following figures show what the property sheets of the Select Agent step

should look like.
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Figure 34. General Properties for the Select Agent Step
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Figure 35. Standard Parameters Properties for the Select Agent Step
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Figure 36. Response Properties for the Select Agent Step
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CHAPTER

Interswitch Routing

This chapter describes how to use Uniphi to route calls among multiple switches.
It contains the following sections:

m Interswitch Routing Concepts explains the basic setup of an interswitch
routing environment and presents key concepts involved, including output
parameters, input parameters, and correlation keys.

m Interswitch Example for Aspect Adapter presents a basic interswitch routing
eFlow used to route calls coming into an Aspect ACD, along with sample
inbound and outbound CCTs required on the ACD side.

m Interswitch Example for Cisco CallManager presents a sample interswitch
routing eFlow used to route calls coming into a Cisco CallManager and
gives details on required configuration on the Cisco CallManager, Uniphi
Administrator, and Gateway.

Interswitch Routing Concepts

If two or more call centers are physically connected with a TIE line, Uniphi can
be used as an interswitch router, directing contacts presented to one switch to an
agent or resource residing on another switch. Uniphi supports interswitch routing
in both homogeneous deployments (all Aspect Call Centers) and heterogeneous
deployments (a mix of Aspect Call Centers and Cisco Call Managers). Figure 38

Aspect Confidential Information 87



Aspect {Product Name and Title}

88

shows a heterogeneous deployment in which one Aspect Call Center and one
Cisco Call Manager are connected via adapters to a Uniphi server.
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Figure 37. Interswitch Routing Connections

In an interswitch environment, agents on connected call centers are defined in
Uniphi as one large resource set, with only a Media ID parameter identifying
each agent’s physical location. When a call or task is presented to a call center,
the call center passes a route request to Uniphi, which then executes an eFlow to
identify the most suitable agent for the task. If that agent is on a different switch
than the one that received the call, the eFlow returns the task to the originating
switch, along with the information required to route the contact to the remote
agent.

Uniphi can accomplish interswitch routing with basic (push/pull) routing or with
advanced (RMS) routing. With RMS, the Select Agent eFlow step determines the
location of the selected agent. If the selected agent is on the same switch as the
call, the Success branch is taken. If not, the Remote Agent branch is taken. In a
traditional Push/Pull eFlow, once a suitable agent is identified (using Database
steps), additional Database steps must determine whether or not the call and the
selected agent are on the same media switch (comparing the agent’s Media ID
parameter with the MEDIA_ID input parameter associated with the route
request).

In either case, there are three essential resources used by an interswitch eFlow:

m  Output parameters
m Input parameters

m Correlation keys

Output parameters are used to relay interswitch information to the Uniphi server.
Input parameters contain information passed over from the switch initiating the
eFlow event. Correlation keys are defined in the Uniphi System Administrator and
are used to associate data with a transferred call.
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Interswitch Output Parameters

The following four output parameters are used in interswitch routing. These
parameters are provided as standard variables with any eFlow associated with a
work request event for Aspect Portal Multimedia.

m ROUTE_TYPE (Integer, Output only) specifies what kind of routing is
required:

— 0, the default, indicates that the selected agent is on the originating
switch.

— 1 indicates that the selected agent is remote.

— 2 indicates that the call has been routed from another switch and an
agent has already accepted the task.

The routing subsystem checks this parameter to determine what action to
take. If it is 1, Uniphi tells the adapter to route the call to the destination
switch. If it is 2, Uniphi tells the adapter to connect the call with the agent.

m ROUTE_POINT (String, Output only) is used by the originating switch
adapter to route the call to the remote switch. If the destination switch is an
Aspect Call Center, this should be set to the number of a CCT used to route
the call to the remote switch. If the destination switch is a Cisco
CallManager, specify the Route Point number to use. If an outdial prefix is
required to place an outside call, include it with the Route Point number.
For example, 91001 includes the outdial prefix 9, followed by the Route
Point number 1001.

Note: If there are only a few media switches involved, the CCT or Route
Point number can be hard-coded in the eFlow. Otherwise, it may be
necessary to maintain a table of CCTs or Route Points used in
interswitch routing, then have the eFlow query the table to set the
proper ROUTE_POINT value.

m ALLOC_DNIS (String, Input/Output) stores a correlation key assigned by
Uniphi in response to an Allocate Correlation Key step. This key is used to
transfer data with the call as it moves between switches. If the destination
switch is an Aspect Call Center, this key relays the DNIS number of the
trunk line to use to make the transfer. For a Cisco CallManager, the key
refers to the CTI Route Point (not to be confused with the ROUTE_POINT
eFlow variable above).

m MB_AGENT_ID (Long, Input/Output) stores the agent ID of the selected
agent. If the selected agent is remote, a Set Repository step stores the value
in this parameter so it can be retrieved by the destination eFlow after the
call is transferred.

An interswitch eFlow must set all these output parameters appropriately to
successfully transfer calls among switches.
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Interswitch Input Parameters

In addition to the output parameters described in the previous section,
interswitch routing relies on two input parameters passed over from the switch:

m ROUTE_NUMBER is included with calls arriving at a Cisco CallManager. It
stores the CTI Route Point number, which is where calls arrive on the
switch.

m DNIS is included with calls arriving at an Aspect ACD. It stores the DNIS
number associated with the trunk line the call came in on.

An interswitch routing eFlow examines these parameters to determine whether a
call has been transferred from a different switch. For example, for an Aspect ACD
call, the eFlow uses an If step to see if the number in the DNIS parameter falls
within the range of DNIS numbers associated with trunks used to transfer calls.
For Cisco CallManager, the If step would see if the ROUTE_NUMBER value
matches the current switch’s CTI Route Point number.

Correlation Keys
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A correlation key is a unique value assigned to a task, which can be used to store
data related to the task in a repository database.

Correlation keys must first be defined in the Uniphi System Administrator. There
you assign a range of correlation key values to a set ID. You can define two types
of correlation keys: rolling and non-rolling.

m  With rolling keys, Uniphi allocates keys in sequence within the given
range. When it reaches the end of the range, Uniphi cycles back to the
beginning of the range, deallocating and reusing numbers as necessary.

m Non-rolling keys remain reserved until they are deallocated (with a
Deallocate Correlation Key step) or until a timeout value (configured in the
Administrator) is exceeded. If Uniphi receives an allocate correlation key
request and no keys are available, the request is denied.

When an eFlow executes an Allocate Correlation Key step, it requests a key
assignment from a specified set ID. Uniphi assigns the lowest available key in the
sequence. The eFlow can use this key to store data in a repository.

In interswitch routing, a correlation key assigns an entry point for the destination

switch. Before you create an interswitch eFlow, you must set up correlation key
ranges in the Uniphi Administrator (Systems folder) for each switch adapter:
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m For an Aspect Adapter, create a set of keys for each group of trunks used to
connect to the Aspect ACD. Assign to those keys a range of numbers that
match the DNIS (Dialed Number Identification Service) of the trunks.

m For a TAPI Adapter, create a set of keys that correspond to CTI Route Points
used to connect to the Cisco CallManager.

When an interswitch eFlow uses an Allocate Correlation Key step to get a
correlation key, it is actually procuring the number of an available entry point to
the remote switch. So the number of correlation keys you set up in Uniphi
Administrator reflects the maximum number of simultaneous interswitch calls the
system can handle.

An interswitch eFlow uses a correlation key to store the selected agent ID in the
data repository, along with the DNIS number or Route Point needed to connect
to the destination server.

You can use either rolling or non-rolling correlation keys with interswitch
routing. Rolling keys require very little computing resources in comparison to
non-rolling keys and offer the most efficient method of allocation. However, it
may be necessary to use non-rolling keys under certain circumstances. For
example, the key range for DNIS numbers is often very small. With smaller key
ranges, you want to be sure Uniphi has time to retrieve data stored with a key
before it is recycled.

Interswitch Example for Aspect Adapter

In this example situation, Uniphi is used as an interswitch router for two Aspect
ACDs. Agents from both ACDs are defined in the Uniphi System Administrator,
with a Media ID parameter identifying the switch on which the agent is physically
located. A set of correlation keys is defined in the Administrator, under the set ID
“Aspect2Aspect.” The range of keys defined (5000-5080) matches the range of
DNIS numbers associated with trunks used to transfer calls between the call
centers.

Sample Interswitch eFlow

The interswitch eFlow shown here (Figure 38) is intended to field route requests
from the both ACDs. It first determines if the presented call is new or if it has
been transferred from the other ACD.

m If the call is a new one, a Select Agent step searches for a Uniphi agent to
handle the call. If the selected agent is remote, the eFlow requests a
correlation key for the call, then uses that key to store the selected agent ID
in the repository database. Finally, it sets output parameters that tell the
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originating ACD to use a predetermined CCT to route the call to the other
ACD.

m If the call is a transferred one, the eFlow looks in the repository database
for the agent ID correlated with the call and stores it in the MB_AGENT_ID
output parameter so the routing subsystem can offer the call to the agent.
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Figure 38. Interswitch Routing eFlow
The steps in this eFlow perform the following functions:
1. Ignore Exceptions. This On Exception step tells the eFlow to ignore any
exceptions that occur. In a more comprehensive eFlow, this step might

jump to a subflow that handles specific types of exceptions.

2. TransferredCall? This IF step checks the DNIS input parameter associated
with the call. If the DNIS value is within a range that is reserved for
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interswitch calls, the eFlow takes the True branch. For all other numbers,
the eFlow jumps to the New Call input label and the eFlow attempts to find
an agent for the call.

3. GetCallData. This Get Repository Data step looks in the repository
database for the agent ID stored with the call’s correlation key and stores
that value as a string in the StoredAgt eFlow variable. If no agent ID is
found, the step branches to the No Agent step.

Note: Because the allocated correlation key is a DNIS number that is used
to transfer the call, the DNIS input parameter value and the
correlation key value are the same.

4. SetOutputParameters. This Set Multiple Variables step sets the
ROUTE_TYPE parameter to 2 (indicating that an agent has been found for
the call) and the MB_AGENT_ID parameter to the retrieved agent ID
(converting the ID from a string to a long value).

5. NoAgent. This Set Variable step sets the MB_AGENT_ID output parameter
to 0, indicating that no agent ID was found.

If the call is new (not transferred), the following steps are taken:

6. SelectAgent. This step searches for an available agent in Queue 103 using
criteria set up for the queue in the Uniphi System Administrator. If no agent
is immediately available, the Queue branch is taken until either an agent is
found or the step times out, at which point the eFlow returns to the
SelectAgent step. If the selected agent is local (the Media ID set for the
agent in the Administrator matches that of the switch that received the call),
the Success branch is taken. If the selected agent is on a different switch,
the Remote Agent branch is taken (see step 8).

7. Wait. This step pauses eFlow execution while the caller is queued for an
agent.

Note: With RMS, it is important that the eFlow does not reach a Finish step
before an agent is selected. For local routing, the Select Agent step
queues the contact if no agents are available and lets the routing
system handle the connection when an agent becomes available. So
the connection can be made after the eFlow has finished. With
interswitch routing, however, this is not possible. Use a Wait step or
other loops, if necessary, to ensure sufficient time for agent
selection.

If the selected agent is remote, the following steps are taken:
8. AllocateKey. This Allocate Correlation Key step requests that the system
assign a rolling correlation key to the call, using a value within the range

defined for the Aspect2Aspect key set in the Uniphi System Administrator.
It stores the returned key number in the eFlow variable ALLOC_DNIS. The
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number will be used later by a CCT on the originating ACD to transfer the
call to the other call center.

9. StoreRepositoryData. This Set Repository Data step stores the ID of the
agent selected by the SelectAgent step in the repository database under the
key allocated to the call (stored in ALLOC_DNIS).

10. SetRouteParameters. This Set Multiple Variables step sets the output
parameters as follows:

— ROUTE_TYPE is set to 1 to indicate that the selected agent is remote.

— ROUTE_POINT is set to 354, which is the number of the CCT that will
be used by the originating ACD to transfer the call to the target ACD.

Aspect ACD Configuration
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In order for an Aspect ACD to transfer calls to another call center, there must be a
TIE line physically connecting the two, with at least one CCT dedicated to routing
calls to the remote switch. CCTs handling inbound calls must also be altered to
accommodate interswitch routing.

Outbound CCTs

When Uniphi selects a remote agent, it passes the agent ID back to the
originating switch, along with the number of a CCT to use to route the call to a
different switch. The CCT typically reserves a trunk associated with the TIE line,
passes the necessary DNIS numbers, and connects the call.

The sample CCT in Figure 39 does just that. In this example, the trunk group

named Cisco CM (3) is associated with the TIE line that connects the Aspect ACD
and the Cisco Call Manager. This CCT selects a trunk in that trunk group, dials the
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DNIS digits stored in ALLOC_DNIS parameter (transferred into Variable A), and
connects the call to the Cisco CallCenter.
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Figure 39. Sample CCT for Transferring Calls to a Cisco CallManager
The steps in this CCT perform the following functions:

1. Selectl. This Select step secures a trunk on the TIE line connecting the
Aspect ACD with the target switch.

2. Diall. If the Selectl step is successful, this Dial step dials the digits stored
in Variable A. These are the DNIS digits that the interswitch eFlow procured
with the Allocate Correlation Key step and stored in the repository
database, paired with the Agent ID.

3. Waitl. If there are no available trunks in the selected trunk group, this Wait
step plays music to the caller while the call is on hold. As soon as a trunk
becomes available, the eFlow returns to the Selectl step and takes the
Success branch.

4. Connectl. This Connect step connects the call to the selected trunk. The
call is then transferred to the target switch.

Inbound CCTs

The sample CCT in Figure 40 asks the caller to press 1 to speak with someone in
customer service or 2 to speak with someone in the branch office. It then
attempts to find an available agent in the requested agent group. However, in a
Uniphi setting, all agent TeleSets should be set to Idle, allowing Uniphi to
determine agent availability. So the call is automatically queued while Uniphi
searches for an available agent. When an agent is found, Uniphi responds with an
API call that includes the ID of the agent to connect the call to Gf local) or the
number of a CCT to use to transfer the call (if the selected agent is remote). To
support interswitch routing, it is essential that an inbound CCT incorporate a
Receive Data step to wait for this response from the Uniphi server.
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Figure 40. Sample Inbound CCT for Interswitch Routing

The steps in this CCT perform the following functions:

1.

Promptl. This step plays a welcome announcement that asks the caller to
press 1 for customer service, or press 2 to speak with someone in the
branch office.

. Selectl. If the caller presses 1, this step looks for an available agent in

Agent Group 2 (Customer Service). Because with Uniphi, all agent TeleSets
are set to Idle, the call is normally queued. This initiates a RouteRequest
event, which triggers an eFlow in Uniphi to search for an available agent,
and the In Queue branch is taken.

. Select 2. If the caller presses 2, this step looks for an available agent in

Agent Group 3 (Branch Office). As noted above, the call is normally
queued, a RouteRequest event triggers an eFlow to search for an agent, and
the In Queue branch is taken.

. PlayAnnouncement. This step plays an announcement to the caller,

asking them to wait for the next available agent.

. ReceiveData. This step waits for a response from Uniphi before

continuing. If Uniphi finds a local agent for the call, it responds with an API
call (CTI_Connect_Call) that includes the call ID and the agent ID. If the
selected agent is remote, Uniphi responds with an API call
(CTI_Send_Call_Information_Response) that includes the call ID and the
number of a CCT to use to transfer the call.

. Connectl. This step connects the call either to an agent (if local) or to a

CCT used to transfer the call to another call center (such as that shown in
Figure 39).
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Interswitch Example for Cisco CallManager

In this example situation, Uniphi is used as an interswitch router for two call
centers: a Cisco CallManager and an Aspect ACD. Agents from both ACDs are
defined in the Uniphi System Administrator, with a Media ID parameter
identifying the switch on which the agent is physically located. A set of
correlation keys is defined in the Administrator, under the set ID “CM2ACD.” The
range of keys defined matches the range of DNIS numbers used to transfer calls
from the CallManager to the Aspect ACD.

Sample Interswitch eFlow

The interswitch eFlow shown here (Figure 41) is intended to field route requests
from the Cisco CallManager. It first determines if the presented call is new or if it
has been transferred from the Aspect ACD.

m If the call is a new one, a Select Agent step searches for a Uniphi agent to
handle the call. If the selected agent is remote, the eFlow requests a
correlation key for the call, then uses that key to store the selected agent ID
in the repository database. Finally, it sets output parameters that tell the
adapter to transfer the call to the given Route Point.

m If the call has been transferred in from the Aspect ACD, the eFlow looks in
the repository database for the agent ID correlated with the call and stores
it in the MB_AGENT_ID output parameter so the routing subsystem can
offer the call to the agent.
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Figure 41. Interswitch Routing eFlow for Cisco CallManager
The steps in this eFlow perform the following functions:

1. TransferredCall? This IF step checks the ROUTE_NUMBER input
parameter associated with the call. If it is 9514 (the number of the Route
Point used to access the current switch), Uniphi takes the True branch (see
step 8). Otherwise, Uniphi assumes the call has been transferred from
another switch and jumps to the Incoming Transferred Call portion of the
eFlow.

2. PlayAnnouncement. This step greets the caller with a welcome
announcement.
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3. SelectAgent. This Select Agent step searches for an available agent in
Queue 101 using criteria set up for the queue in the Uniphi System
Administrator. If no agent is immediately available, the Queue branch is
taken until either an agent is found or the step times out, at which point the
eFlow returns to the SelectAgent step. If the selected agent is local (the
Media ID set for the agent in the Administrator matches that of the switch
that received the call), the Success branch is taken and the eFlow is
finished. If the selected agent is on a different switch, the Remote Agent
branch is taken (see step 5).

4. Wait. This Wait step pauses eFlow execution while the caller is queued for
an agent.

Note: With RMS, it is important that the eFlow does not reach a Finish step
before an agent is selected. For local routing, the Select Agent step
queues the contact if no agents are available and lets the routing
system handle the connection when an agent becomes available. So
the connection can be made after the eFlow has finished. With
interswitch routing, however, this is not possible. Use a Wait step or
other loops, if necessary, to ensure sufficient time for agent
selection.

If the selected agent is remote, these steps are taken:

5. AllocateKey. This Allocate Correlation Key requests that the system assign
a rolling correlation key to the call, using a value within the range defined
for the CM2ACD key set in the Uniphi System Administrator. It stores the
returned key number in the eFlow variable ALLOC_DNIS. The number will
be used later by the originating Cisco CallManager to transfer the call to an
Aspect ACD.

6. StoreRepositoryData. This Set Repository Data step stores the ID of the
agent selected by the SelectAgent step in the repository database under the
key allocated to the call (stored in ALLOC_DNIS).

7. SetRouteParameters. This Set Multiple Variables step sets the output
parameters as follows:

— ROUTE_TYPE is set to 1 to indicate that the selected agent is remote.

— ROUTE_POINT is set to the value stored in ALLOC_DNIS (in step 5).
This is the DNIS number that Cisco CallManager will use to transfer the
call to the target ACD.

If the call has been transferred in from another call center, these steps are taken:
8. GetRepositoryData. This step looks in the repository database for the
agent ID stored with the call’s correlation key and stores that value as a

string in the StoredAgt eFlow variable. If no agent ID is found, the step
branches to the No Agent step.
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9. SetOutputParameters. This Set Multiple Variables step sets the
ROUTE_TYPE parameter to 2 (indicating that an agent has been found for
the call) and the MB_AGENT_ID parameter to the retrieved agent ID
(converting the ID from a string to a long value).

10. NoAgent. This Set Variable step sets the MB_AGENT_ID output parameter
to 0, indicating that no agent ID was found.

Configuring Interswitch Routing for Cisco CallManager

In order for Interswitch routing to work with a Cisco CallManager, three different
components much be configured: the Cisco CallManager itself, the IP-enabled
Gateway that the CallManager uses to communicate with non-IP
telecommunication devices (such as an Aspect ACD), and the Uniphi
Administrator. This describes offers basic configuration information for all three
components.

Cisco CallManager Configuration

If the Gateway has not already been defined for Cisco CallManager, follow these
steps to add it to the Cisco CallManager database:

1. Add a Gateway device to the Cisco CallManager database (Device—
Gateway).

Note: If interswitch routing is between two remote Cisco CallManager
clusters, instead of adding the Gateway device, go to Device—
Trunk and add the intercluster trunk used to connect the two
clusters.

2. Create a route group and add the Gateway device created in step 1 (Route
Plan— Route Group).

3. Create a route list and add the route group created in step 2 (Route Plan—
Route List).

4. Create a route pattern for a route list created in step 3 (Route Plan— Route
Pattern). Table 3 shows an example. Make sure the route pattern matches
that used with the ROUTE_POINT eflow variable (see Interswitch Output
Parameters on page 89).

5. Create a CTI Route Point for each interswitch connection (Device— CTI
Route Point).

For details on Cisco CallManager configuration, refer to the Cisco CallManager
Administration Guide.
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Route Pattern Discard Digits Comments

9.XXXX Pre Dot Trailing Discard a digit
before ' and accept
any 4 digits. 91001 is
represented as 1001.

8XXX None A four-digit pattern
starting with 8.

XXXX None Accept any four digits.

Uniphi Administrator Configuration

For interswitch routing to work with a Cisco CallManager, the following

configuration must be done in the Uniphi System Administrator:

1. Go to System— Adapters, find a TAPI Voice Cisco Adapter, and add all CTI

Route Points created for interswitch routing (step 5 of the Cisco
CallManager Configuration) in the 'Route Point' field. In the following
example:

Route Point = 1234, [1000_1010]
[1000_1010] is a range of CTI Route Points for the interswitch routed calls.
1234 is a CTI Route Point for a regular call (not for the interswitch routing

calls).

. Go to System— Correlation Key, and create a new correlation key set
(either rolling or non-rolling). Enter the start and end numbers to define a
range of keys within the set.

For example, correlation keys for calls flowing from the Cisco CallManager
to the Aspect ACD could be defined as:

CM2ACD '1','1','1', 2000, 2010

where 2000-2010 is the correlation key range representing the Aspect ACD
DNIS numbers.

Correlation keys for calls flowing from the Aspect ACD to the Cisco
CallManager Correlation Keys could be defined as:

ACD2CM '1', '1') '1', 1000, 1010

where 1000-1010 is the correlation key range representing Cisco
CallManager CTI Route Points (step 5 of the Cisco Call Manager
Configuration).

See Correlation Keys on page 90 for more details on using correlation keys
in interswitch routing.
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Gateway Configuration

Cisco CallManager supports multiple gateways, each with its own configuration
settings. The following sample configuration code is for the Cisco Gateway
AS5000 series.

dial-peer voice 1 voip
destination-pattern .T

voice-class codec 10

session target ipv4:169.136.79.250
dtmf-relay h245-alphanumeric

ip precedence 5

no vad

dial-peer voice 2 pots
preference 1
destination-pattern .T
port 0:0
forward-digits all

This sample code presents two gateway dial peers that reflect two different call
types:

m The first dial peer (voip) is used to route a call from the Gateway to the
Cisco CallManager. (169.136.79.250). Destination pattern '.T' says to
forward all digits to Cisco CallManager.

m The second dial peer (voice) is used to connect a call from the Gateway to
the PSTN switch on port 0:0 (one of the physical tie lines). Destination
pattern '.T' says to forward all digits to physical line.
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