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History of Changes

History of Changes

Date Changes Reason
2008-07-16 | First draft
2008-08-12 | Improvements and extensions Review
2008-08-12 | An existing VogueCustomDIl.dll file is not overridden when the XPR server BR080530135623
setup is executed anew.
2008-09-01 | Improvements and extensions Review
2008-09-15 | Data Protection and Data Security section removed
2008-09-16 | Configuration for storing statistical raw data in adodb.ini BR080805115718
2008-09-16 | Remark as regards the application flow when changing from Offline to Online | BR080625162820
mode
2008-09-16 | Language control: Spanish (Mexico) -> Spanish (USA) BR080722172403
2008-09-16 | Description of the application resources supplemented
2008-09-18 | Information added to the description of the Vogue application download
2008-09-18 | Information added to the description of how to import and export work area
elements
2008-09-25 | Write-protected variables may receive a value in the Definition control
2008-09-29 | Use of SSML for playing text in prompts possible. UR5331
2009-08-05 | General review
2010-06-13 | Table 19 on page 105 updated BR100416090233
2010-06-13 | Language code es_us for American Spanish added (see step 3 on page 106) | BR100415150643
2010-06-13 | The path specification for a sound file may also be a UNC path (see Adding a | BR091203121256
prompt/variable in Section 6.3.3, “DTMF Input Control”, on page 207 and
Adding a prompt/variable in Section 6.3.5, “Prompt Control”, on page 216).
2010-06-13 | The events Error, Timeout and Group full of the ACD Start control do not BR090814082344
resultin a valid ACD call (see Table 67 on page 299 and Section 6.3.22, “ACD
Exit Control”, on page 304).
2010-08-11 | Hardware requirements for the Application Builder added (see Section 2.1,
“Hardware Requirements”, on page 17).
2010-08-12 | New note: The Offline or Online mode may lead to undesired side effects in the | BR090821134351
application (see Section 6.1, “Deployment of an Application”, on page 181).
2011-05-20 | The music on hold is played in an infinite loop (see step 8 on page 184). artf12527,
RQ00032465
2011-06-09 | Starting the ODBC Data Source Administrator on a 32-bhit computer differs from | CQ00166893
starting it on a 64-bit computer (see step 1 on page 23).
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Introduction

1 Introduction

The Application Builder is an administrative application for creating interactive
voice applications for different deployment scenarios. A voice application Ican
be used as voice dialog system, Automated Attendant or IVR (Interactive Voice
Response) solution. It enables the automatic playback of prompts, entering
telephone keys via DMTF and making voice entries by means of speech
recognition as well as forwarding to other subscribers. For example, prompts may
inform the caller and help to navigate in the application. Entries via keyboard and
via speech recognition enable the caller to find his/her way through the
application and to enter data and names. A prompt text may read like this:

“Welcome to the XY company. If you would like to be connected to
one of our assistants and know the extension, please push 1. If you
would like to be connected with our hotline, please push 2. If you
would ...”

In this way callers can be routed to a suitable conversation partner or routine jobs
can be performed as automated procedures. Examples of voice application
deployment scenarios are simple information provided via phone, automated
reservations and orders, automated telephone exchanges or call categorization
for forwardings at contact centers (e. g. wishes, status or language of the caller).

The applications created by the Application Builder are also designed for using
contact centers and Automated Call Distribution (ACD). Using ACD, callers can
be managed via configurable rules or properties in waiting loops and distributed
among contact center agents.

In the OpenScape Xpressions system the technical execution of a created voice
application is enabled and controlled by the Vogue script. The Vogue script routes
callers to a voice application, executes the respective application features,
forwards the call to the conversational partner or to a contact center agent and
ends the application. All processes of the Vogue script are performed
automatically.

1. In the course of our descriptions only application for short will be used.

A31003-52360-U114-5-7619, 2011-06-09
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1.1 Creating Voice Applications

The Application Builder contains a graphic editor that allows the user to assemble
and configure a model of a voice application in the form of a callflow (block
diagram or flowchart) .

A callflow consists of functional blocks (so-called controls) and of the
connections between the functional blocks. The control features may e.qg.
comprise: playing an audio file, executing a database query or setting up a
telephone connection to a subscriber. The connections between the controls in
the callflow indicate from which control a transition to another control is possible.
When assembling a callflow the user determines which controls exist in the
callflow and which controls are interconnected. Configuring means that the user
may set control properties. For example, he/she can set for a control to play audio
files, which audio files to play and in which sequence. Furthermore, variables can
be defined for storing data and grammar files applied for speech recognition. A
voice application may have different callflows that may be interconnected.

Thus, the callflow does not contain any information about the execution of the
model, e. g. how audio files are accessed and how these audio files are
forwarded to a PBX so that a caller can listen to these files. The Application
Builder is thus a designer for voice applications. The execution of a voice
application is performed by the Vogue script, which is configured within a
telematics APL. See Section 2.2, “Operating Requirements”, on page 18.

The result delivered by the Application Builder is a folder with different XML
definition files. These files comprise the data which define a voice application and
differ from other voice applications. Besides the callflows of an application with all
its control and connection properties the files also represent the configuration of
the voice applications and the properties of the variables, prompts and grammar
files used.

While the creation of an application may occur offline, the provision of an
application and its execution must have a link to the server. The described folders
and files are written in the XPR server database upon their provision as well as
stored as compressed folder in the setup directory of the XPR server. Other
Application Builder users can then import, view and edit existing voice
applications.

1.2 Application Builder Features

10

The following table lists the Application Builder features:
¢ Creating and editing voice applications

— Chaining different applications
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— Searching for specific characteristics and elements of all applications. For
example, all applications that use a specific prompt can be displayed. In
case of a successful search, the results also deliver the prompt position
within the application.

— Using bookmarks for indicating the most different positions in the
application

— Integrating prompts in the available languages

— Supporting text-to-speech (TTS) for announcing text

— Definition of variables to store and forward data and information
— Supporting contact center scenarios

— Importing Application Generator applications used so far in the
Application Builder

» Creating and modifying callflows that represent the possible functionality
within a voice application

— Creating a callflow within a clearly structured graphical editor
— Customizing call flow views
— Attaching notes to a call flow
— Linking different call flows
e Use of text-to-speech

« Language modification for GUI, documentation and online help after a
program reboot

A31003-52360-U114-5-7619, 2011-06-09
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1.3 Features of an Application

An voice application created with the Application Builder may have the following
features:

* Playing and re-recording of sound files

e Application-flow control by the caller using a menu and making entries via
DTMF keys or voice

« Performing actions depending on date, weekday, national holidays and time
considering the time zone (usage of time profiles)

e Branching in the menu navigation depending on statistic as well as dynamic
values such as the waiting loop allocation status

e Forwarding to an extension inclusive return call initiation

e Integration in a contact center

e Speech recognition

e Creating and applying call flow rules using specific conditions
» Definition and flexible use of variables

¢ Sending documents of different formats

e Searching for contacts

e Selecting a supported language

« Database query

« Protection from infinite loops in the menu navigation

e Creating statistic raw data for reporting usage

1.4 Who should read this Manual

This manual addresses system administrators and Professional Service
employees whose task it is to establish and maintain a voice application.

You need not have any programming knowledge to create a voice application. It
is created and edited in the form of a callflow using the graphical user interface of
an editor.

A31003-52360-U114-5-7619, 2011-06-09
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1.5 General Notes for this Manual

1.5.1 Manual Structure

This manual is divided in the following sections:
Chapter 1, “Introduction”

This chapter contains general information about the Application Builder
application and about the manual itself.

Chapter 2, “Installing and configuring the Application Builder”

In this chapter you receive information about the installation and configuration
of the Application Builder.

Chapter 3, “First Steps with the Application Builder”

This chapter describes the functional Application Builder concept and
provides a short overview of the GUI and the most important features.

Chapter 4, “Example Scenario”

Here the reader learns in the form of a tutorial how to create applications with
the Application Builder.

The remaining chapters serve as reference:
Chapter 5, “User Interface”

This chapter contains the description of the menu and toolbar and explains in
detail the features of the workspace and of the different views.

Chapter 6, “Application Deployment and Controls”

Here you learn how to deploy an application, and the features as well as
configuration options of the single controls are introduced.

Chapter A, “Time Zone Index”

Appendix B, “Guaranteeing ready Agents in Offline Mode”

A31003-S2360-U114-5-7619, 2011-06-09
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1.6 Required Tools

During the OpenScape Xpressions installation and configuration the following
manuals in electronic or printed format will be referred to:

e OpenScape XpressionsServer Installation

¢ OpenScape XpressionsServer Administration

e OpenScape Xpressions ACD Supervisor

1.7 Document Conventions

The product name OpenScape Xpressions V6 is abbreviated by XPR in this

manual.

The following conventions are used in the manual to clearly distinguish the

various types of information.

NOTE: A note in inserted in the text to draw your attention to a feature or to
provide information that facilitates working with the program.

IMPORTANT: Text indicated in this way signalizes high priority information. The
corresponding details must be heeded to avoid damages to the system or loss of

data.

Representation

Purpose

1. Click on OK.

The single operating instruction steps are
numbered.

e First alternative

— Second alternative

Alternative operational steps are represented by
unnumbered lists.

Boldface

Menu names, menu entries, dialog buttons, dialog
field names, buttons and tabs appear bolded.

Courier font

Path descriptions and file names are indicated in
Courier font, e. g. c: \Program Files\... or
Example. txt

<Text in pointed brackets>

Texts that may have individual contents are
represented in pointed brackets, e. g. the
specification C:\<user directory>\ may mean:
C:\Mayer\ or C:\kkh\

Table 1 Text Representation Conventions

A31003-52360-U114-5-7619, 2011-06-09
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1.8 Acronym Directory

The following table lists the acronyms used in this manual in alphabetic

sequence.

Acronym Meaning

ACD Automatic Call Distribution

ANI Automatic Number Identification
APL Access Protocol Layer

ASR Automatic Speech Recognition

CAD Call Attached Data

CCBS Completion of Calls to Busy Subscriber
CCNR Completion of Calls on No Reply
CVSs Concurrent Versions System

DLL Dynamic Link Libraries

DNIS Dialed Number Identification Service
DSN Data Source Name

DTMF Dual -Tone Multi-Frequency

GMT Greenwich Mean Time

IP Internet Protocol

ITU International Telecommunication Union
IVR Interactive Voice Response

LCID Locale ID

MRS Message Routing System

MSP XPR Service Provider

NVS Nachrichteverarbeitungssystem
ODBC Open Database Connectivity

RCP Rich Client Platform

SSML Speech Synthesis Markup Language
SQL Structured Query Language

TTS Text-to-Speech

Vogue script VoiceGuide Script

XML eXtensible Markup Language

Table 2 Acronyms

A31003-S2360-U114-5-7619, 2011-06-09
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2 Installing and configuring the Application Builder

The Application Builder is installed via the OpenScape Xpressions server's setup
routine or separately as client application.

In case of the OpenScape Xpressions server's setup routine you select the
Application Builder upon choosing the components to be installed and the
required files are copied to a desired directory. You can obtain further information
about the setup in the corresponding section of the OpenScape Xpressions
Server Installation manual.

The Application Builder is separately set up via executing the setup. exe file in
path Addon\Client\ApplicationBuilder on the setup DVD of the
OpenScape Xpressions system. A wizard for performing the client installation is
started.

2.1 Hardware Requirements
Before the initial operation ensure that the required hardware is available on site.
Such requirements are in detail:

e CPU with 512 MB RAM and more than 1 GHz

We recommend a computer that is at least as powerful as an Intel Core T7200
with 2 GHz and 2GB RAM.

« Every Windows operating system on which the following software can run is
supported:

e Java runtime environment 6 or higher

» Eclipse Rich Client Platform (RCP,
see http://wiki.eclipse.org/index_php/Rich_Client_Platform )

« Standard Widget Toolkit (SWT, see http://wiki.eclipse.org/SWT)

* Graphical Editing Framework (GEF, see http://www.eclipse.org/gef/)

A31003-52360-U114-5-7619, 2011-06-09
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Operating Requirements

e Draw2D

NOTE: This software need not be set up before the Application Builder
Installation. It is shipped with the XPR DVD and automatically set up during
the Application Builder installation.

NOTE: Forexample, the current versions of the operating systems Windows
Server 2008, Windows XP and Windows Vista comply with these require-
ments.

2.2 Operating Requirements

18

Smooth operation of the Application Builder for configuring a voice application
requires the following :

Installation of the XPR server
See the OpenScape Xpressions Server Installation manual,

a PBX, appropriately configured,

Binding of the Vogue script to a telematics APL (ISDN, IP or Dialogic APL)
and the assignment of a number range (see Section 2.3, “Configuring a
Vogue Script”, on page 19).

We recommend the configuration of a Concurrent Version System (CVS) or
similar systems for storing the files of the configured voice application or
controlling the access to such files.

Depending on the usage scenario the following requirements may have to be
met:

the installation of a DB APL,

the creation of a data source, so that the Application Builder can be used to
perform database queries and extensions (see Section 2.4, “Configuring the
Database Access”, on page 23),

the installation and configuration of the Report APL and Report Schedule APL
for processing statistical raw data of the Vogue script.

For further information on the installation and configuration of the XPR server
please refer to the corresponding installation or administration manuals.

A31003-52360-U114-5-7619, 2011-06-09
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2.3 Configuring a Vogue Script

NOTE: The Vogue script is configured via the ISDN APL or IP APL configuration
pages. For a detailed description of the ISDN APL and the other Telematic APLs
please refer to the chapter Telematic APL in the OpenScape Xpressions Server
Administration manual.

To configure a voice application you need a correctly configured Vogue script
with a corresponding extension number range. With the help of this script you
assign a phone number to your voice application.

How to configure a Vogue script:

1. Start the XPR monitor and open the ISDN APL Settings dialog to perform
the ISDN APL settings.

Telematic protocols -
This list shows all protocols for in- and outbound connections, Additional protocols can be added or .
remaved, —
Fratacals |V0icemail Extensionsl Devicel Locationsl Resources Dutboundl
XN B
Frotocol | Logizal Mame | Woicemail Profiles |
[3 PlayWave Script PLAYWAVE not available
[3 Fax Group 3 [analog) FAXG3 not available
[3 Fax-on-demand [Fax G3] FAXG3REY not available
[3 Fax group 4 [digital] FAXG4 not available
[3 Yoice [send only] YOICE not available
[ CTI Comp Teleph Integrati CTI_TELE not available
[3 Xpressions ¥YM5 VM5 $DEFAULT
[3 Xpressions-PhoneM ail PHOMEMAIL $DEFAULT
[3 YoiceGuide-Skript [ACD] YOGUE not available
r~ Description
Wersion 6.0,1,4431, Build 4431 ak. I Cancel Lpply
W

2. Switch to the Protocols tab.
3. Rightclick the list field. Select the Add option in the open context menu.

4. Inthe Add Protocol window select the VoiceGuide Script (ACD) entry and
click on the OK button.

A31003-S2360-U114-5-7619, 2011-06-09
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Add Protocol B3

Awailable protocols:

D Uszer-defined WFS zcript. ;I
D Woice [zend only]
YoiceGuide Script [ACD]
D Hpressions Phonekd ail

D Hpressions WS j

— Deszcription
Auto Attendant VoiceGuide Script

Ok I Lancel |

5. Inthe open E-Script Protocol Properties window select the General tab
and enter “Vogue” in the Name field for the script to be created.

6. Verify that the E-script VoiceGuide Script (ACD) has been selected on the
Script tab. If no script exists here, check your server installation and reinstall
the script.

General  Script |F0rmats| Attributesl Privatel

— E-Script

WoiceGuide Script [C0) j

Compile |

QK | Cancel | Apply |

7. Click the OK button. The Vogue script appears as protocol in the list on the
Protocols tab in the ISDN APL Settings window.
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8. Switch to the Extensions tab to define an extension range.

9. Rightclick the list field and select the Add option in the context menu. The
Extension Properties dialog opens.

Extension Properties ﬂ E

r— Extension
' Range [Start to End)

" Discrete MSN
Begin: End:

[~ Allow missing digits [Number toa short]

[ Allow superfluous digits [Mumber too long)

— Bindings
Pratacal:

|oiceGuide-Skript [ACD) [VOGLE] |

[~ Create alzo for all ather suitable Pratocols

— Deszcription

Ok I Lancel |

10. Enter the start and end point of the extension range in the Start and End
fields. In doing so please note that the extension range must not clash with
the extension ranges of other protocols.

11. In the Protocol combo box you select the list entry VoiceGuide Script (ACD)
[VOGUE].

12. Click the OK button to confirm your entries.

The VoiceGuide Script (ACD) with the associated extension range is listed
on the Extensions tab.
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ISDN APL Settings B3

Extensions and bound Protocols
This list shows the binding of protocols to extension ranges for inbound calls

Pratacals | Yoicemail ERtEﬂSiUnleeviceI Locations | Resources Dutboundl

mXRY
Extensians | Protocols | Logical Name |
.- 000-099 [ Fax group 4 [digital) FAXGA
e 100199 [} CTI Computer Telephony Integrati CTI_TELE
1. 200-299 [} Fax Group 3 (analog) FAXG3
% 300-309 [ VoiceGuide-Skript [ACD) YOGUE

r~ Description

Wersion 6.0,1,4431, Build 4431 ak. I Cancel Lpply

R

13. Click on OK to save the performed settings.

NOTE: A proper configuration of the Vogue script is displayed if the Vogue script
is listed on the Extensions tab.
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2.4 Configuring the Database Access

NOTE: This connection is established with the help of an ODBC driver. It is suffi-
cient to install this driver on the server only.

To be able to use the database read and write feature you must configure a
connection between the Application Builder respectively the Vogue script and the
respective databases. The driver is an ODBC driver. The following sections
include the driver configurations for the setup of a connection to the MySQL,
Microsoft SQL Server 2000 and Microsoft Access 2003 databases.

NOTE: At any rate, a user must have privileges of the database commands
Select, Insert and Update.

Each driver configuration is operated via the ODBC Data Source Administrator.
Open it on a 32-bit computer via Start > Settings > Control Panel >
Administrative Tools > Data Sources (ODBC). On a 64-bit computer, the
ODBC Data Source Administrator must be started in the version for 32-bit
applications since the XPR is not a 64-bit application. This is done via Start >
Run > %SystemRoot%\SysWOW64\odbcad32.exe.

2.4.1 MySQL

NOTE: The instructions refer to MySQL version 4.1.8-nt-max or higher and the
ODBC driver version 3.51.11.00 or higher.

Execute the following steps to correctly configure your ODBC driver for setting up
the connection to a MySQL database.

1. Execute the steps Start > Settings > Control Panel > Administrative Tools
> Data Sources (ODBC) on a 32-bit computer to start the ODBC Data
Source Administrator.

On a 64-bit computer, the ODBC Data Source Administrator must be
started in the version for 32-bit applications since the XPR is not a 64-bit
application. This is done via Start > Run >
%SystemRoot%\SysWOW64\odbcad32.exe.
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2. Select the System DSN tab.

24

£ 0DBC Data Source Administrator

User DSM  Swstem DSH |File DSNI Driversl Tracingl Connect;

Sustem Data Sources:

Mame | Diriver |

ion Poolingl About I

gd.. |

Eemove |
[ e

Lonfigure...

on this machine, including MT services.

An DDBC System data source stores information about how to connect to
the indicated data provider. A System data source iz vizible to all uzers

QK I Cancel Lpply Help

NOTE: The Help button opens a help page for the MySQL ODBC driver
containing detailed instructions to configure the advanced settings as well as

further information.

Click on Add to configure a new data source. The dialog Create New Data

Source opens.

Select the XMySQL ODBC DriverX entry.

Create New Data Source E

Select a driver for which vou want to zet up a data source.

Mame

| ergion ;I

Microsoft ODBLC for Oracle
Microzoft Paradowx Driver [*.db ]
Microzoft Paradow-Treiber [*.db ]
Microzoft Test Driver [*.tat; " cav
Microzoft Test-Treiber [*.kat; * oz
Microsoft Visual FoxPro Driver
Microsoft Visual FouPro-Treiber
MUSLIL 00 11 Diriver

SOL Server

N

26751022
4.00.6206.C
4.00.6206.C
] 4.00.6206.C
v) 4.00.6206.C
6.00.8167.C
6.00.8167.C
351.11.00
2000.85.10;

3

< Back I Finizh I Cancel

Click on the Finish button.

The ODBC Connector of the MyS
several settings to configure a data
into the tabs Login, Connect Opti

OpenScape Xpre

QL driver starts and you can configure
source in here. These settings are divided
ons and Advanced.
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“Login” tab
Eonnector,.-"l:lDBl: - Configure Data Source Name 2=l
Connector/0DBC m
MySoL

IEonnectDptions | Advanced |

Data Source Mame Iadresses

Diescription IM}ISQL ODBC 3.5 Driver DSM
Server Ianderson

Uszer Iraf

Passward I

Database I test LI

Test I Help | Ok | Cancel

The fields of this tab serve the following purposes:

Field Description
Data Source You can define a name here for the database identification of future
Name operation.
Description Here you can also insert a description.
Server In this field you define the server. You can either enter the server URL
address, the IP address or the server name.
User Enter a valid database user here.
Password Enter the valid password of the database user.
Database Select a database from the list.
Table 3 Fields on the “Login” Tab
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“Connect Options” and

“Advanced” tab

Eonnector,.-"l:lDBl: - Configure Data Source Name 2=l
Connector/0DBC m
MysaL
Login | I Advanced |
Part 3308
Socket I
Initial Statermnent I
Test I Help Ok | Lancel |
Eonnector,.-"l:lDBl: - Configure Data Source Name 2=l
Connector/0DBC m
MysaL

Login | Connect Options |

Flags 1 IFIags2 | Flags 3 | [ebug |

¥ Don't Optimize Column 'Width
¥ Return Matching Rows

[ Allow Big Results

I~ Use Compressed Protocal

[~ Change BIGINT Columns Ta Int
[~ Safe

Test I

Help | Ok | Lancel |

The Connect Options tab defines the settings for the communication between

the Vogue script and the

database, whereas the Advanced tab provides some

options via data exchange.

NOTE: In these two tabs you may confirm the predefined default settings. For a
more detailed description of the individual fields of this tab please refer to the
MySQL Database instructions you can open via the Help button.

Finally, check your settings via the Test button. After a successful configuration
click on the OK button to leave the configuration dialog.

26
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The configured data source is now listed in the Data Sources list on the User
DSN tab of the ODBC Data Source Administrator. You close this dialog with a
click on OK . The Application Builder can now access the data source connection
you have created.

2.4.2 SQL Server 2000 and higher

Execute the following steps to correctly configure your ODBC driver for setting up
the connection to a SQL server.

1. Execute the steps Start > Settings > Control Panel > Administrative Tools
> Data Sources (ODBC) to start the ODBC Data Source Administrator.

2. Select the System DSN tab.

£ 0DBC Data Source Administrator [ 2] x]
User DSM  Swstem DSH | File DSM I Driversl Tracingl Connection Poolingl About I

Sustem Data Sources:

gd.. |

Eemove |
[ e

Lonfigure...

Mame | Diriver |

An DDBC System data source stores information about how to connect to
the indicated data provider. A System data source iz vizible to all uzers
on this machine, including MT services.

QK I Cancel Lpply Help

3. Click the Add button.

4. Select the SQL Server entry from the list and click on Finish.

Create New Dakta Source E

Select a driver for which pou want to zet up a data zource.

Mame I Werzion :I
bicrozoft ODEC for Oracle 25751022
Microzoft Paradox Driver [*.db ] 4.00.6205.C
Microzoft Parados-Treiber [*.db ] 4.00.6205.C
Microzoft Text Diriver [ t=t; . cav] 4.00.6205.C

Microzoft Text-Treiber [ k=t; " cav] 4.00.6205.C
Microzoft Wisual FoxPro Driver E.00.8167.C
Microzoft Wisual FoxPro-Treiber E.00.8167.C
3.5
2

kA SEIL DDEIC 3.51 Drriver

< Back I Finizh I Cancel I

5. The Create a New Data Source to SQL Server dialog opens.
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Create a New Data Source to SOL Server E

Thiz wizard will help you create an ODBLC data source that you can use to
connect to SOL Server.

§ ‘what name do you want to use to refer to the data source?

Mame: ||

How do you want to describe the data source?

Diescription: I

‘wihich SOL Server do you want to connect bo?

Server. I j

Firizh | Tewt > | Cancel I Help |

Enter a name for your data source here, perhaps a more detailed
description before selecting a server.

6. Click the Next button.

The following dialog opens. Here you define the authentication for accessing
the database.

Create a New Data Source to SOL Server E

How should SGL Server verify the authenticity of the login 107

= with Windows NT authentication uzsing the netwark lagin 1D

< with SOL Server authentication using a login ID and password
entered by the uzer.

To change the network: library used to communicate with SOL Server,
click Client Configuration.

Client Configuration. ..

LConnect to SAL Server to obtain default settings for the:
v v A ; -
additional configuration options.

Login |D: IAdministrator

Password: ||

< Back I Mest » I Cancel | Help |

7. Select the radio button With SQL Server authentication using a login ID
and password entered by the user.

8. Activate the checkbox Connect to SQL Server to obtain default settings
for the additional configuration options. Then enter the Login ID and the
associated Password.

9. Click the Next button.

A connection to the SQL server is set up, which is already a check as to
whether a valid connection to the SQL server exists. The following dialog,
which contains the copied SQL server settings, opens.
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Create a New Data Source to SOL Server E

V¥ Change the default database to:

|iDefaut] |

[™ Attach database filename:

~ Lreate temporary stored procedures for prepared SOL statements
and drop the stored procedures:

& Only when you disconnect.

Wwhen pou dizconnect and as appropriate while you are
cohnected.

[V Use ANSI quated identifiers.
IV Use ANSI nulls, paddings and warnings.

r Uze the failover SOL Server if the primary SOL Server iz not
available.

< Back I Mest » I Cancel Help

NOTE: For a more detailed description of the individual options please refer
to the description in the Help menu.

Activate the desired checkboxes.

10. Click the Next button.

The following dialog, which features further copied SQL server settings, is

displayed.
Create a New Data Source to SOL Server E
[~ Change the language of SOL Server system messages to:
| Detaul) =l

[~ Use strong encryption for data

[+ Perform translation for character data

Use regional settings when outputting curency, numbers, dates and
r times.

¥ Save long running queries to the log file:

|E:\DDEUME"‘I\ADMINI"‘I.DDE\LDEALS"‘I\Tem Browse... |
Long query time [milizeconds]: IBDDDD

[v Log OOBL driver statistics to the log file:

|E:\DDEUME"‘I\ADMINI"‘I.DDE\LDEALS"‘I\Tem Browse... |
< Back I Finizh I Cancel | Help |

NOTE: For a more detailed description of the individual options please refer
to the description in the Help menu.

Activate the desired checkboxes or copy the default settings.

11. Click on the Finish button.

You will receive a summary of your new data source settings.
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ODBC Microsoft SQL Server Setup E

A new ODBC data source will be created with the following
configuration:

[rata Source Description: ;I
Server: DOC-TEST

Databaze: [Default]

Language: [Default)

Translate Character Data: ves

Log Long Running Queries: Yes

Query Log File:

CADOCUME ~15ADMINI~1.DOCKLOCALS ~14Temph1A\ALERY.LO

G

Query Log Time: 30000

Log Driver Statistics: Yes

Statistics File:

CADOCUME~15ADMINI~1.DOCKLOCALS 14 Tempb 145 TATS.LO
G

Uze Integrated Security: Mo

Usze Regional Settings: Mo

Frepared Statements Dption: Drop temporary procedures on

dizconnect -
Usze Failover Server: Mo

Use &MSI Quoted Identifiers: Yes LI
| Test Data Source. .. i QK | Cancel |

12. Check your settings and click on the Test Data Source button to check the
configuration.

13. After a successful test click on OK to close the configuration dialog.

The configured data source is now listed in the Data Sources list on the User
DSN tab of the ODBC Data Source Administrator.

14. Click on OK to shut down the ODBC Data Source Administrator.

The Application Builder can now access the data source connection you have
created.

2.4.3 Microsoft Office Access 2003

This section explains the configuration of an SQL data source with the help of
Microsoft Office Access 2003.
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1. Execute the steps Start > Settings > Control Panel > Administrative Tools
> Data Sources (ODBC) to start the ODBC Data Source Administrator.

£ 0DBC Data Source Administrator [ 2] x]

User DSM  Swstem DSH | File DSM I Driversl Tracingl Connection Poolingl About I

Sustem Data Sources:

I
Eemove |
[ e

Mame | Diriver | Add...

Lonfigure...

An DDBC System data source stores information about how to connect to
the indicated data provider. A System data source iz vizible to all uzers
on this machine, including MT services.

QK I Cancel | Lpply Help

2. Select the System DSN tab.

3. Click the Add button.

4. Select the Microsoft Access Driver entry from the list and click on Finish.

Create New Data Source E

Select a driver for which vou want to zet up a data source.

Wersion -

| db] 4.00.6205.C
Microzoft Access-Treiber [*.mdb) 4.00.5205.C
Microzoft dB aze Driver [*.dbf] 4.00.5205.C
Microzoft dBase WFP Driver [*.dbf] B.00.8167.C
Microzoft dB aze-Treiber [*.dbf] 4.00.5205.C
Microzoft Excel Driver [* xlz] 4.00. 5205,
Microzoft Excel-Treiber [* xlz] 4.00.5205.C
Microzoft FoxPro WFF Driver [*.dbf] B.00.8167.C
Microsoft ODBLC for Oracle 25781022
hdimreenft Parados Nirivar 1% dh 1 Ann mnirl_l
4 3

< Back I Finizh I Cancel |

5. The ODBC Microsoft Access Setup window opens.

NOTE: Click on the Help button to obtain more detailed and continuative
information about the ODBC Microsoft Access Setup.
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9.

ODBC Microsoft Access Setup ﬂ E
[rata Source Mame: IAccess tes] QK I
Description: I

Cancel |
D atabase

Database: C:h.\Administrator, DOC-TES T Mtest. mdb Help

Select... | Lreate... | Bepair... Eompac:t...l |

Advanced...

r— Syztem Databaze

& Mong
" Database:

System [atabaze.., |

Optiongs> |

Enter a Data Source Name and optionally a Description for the data source.
Select a Database.
e Click the Select... button to use an already existing database.

¢ With a click on the Create... you can create a new database.

NOTE: The database should be on the local server. If the database is at
another position within the network, a connection to this position (mapping)
must exist with write and read permissions.

Click on OK to copy the settings.

The configured data source is now listed in the Data Sources list on the User
DSN tab of the ODBC Data Source Administrator.

Click on OK to shut down the ODBC Data Source Administrator.

The Application Builder can now access the data source connection you have
created.
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3 First Steps with the Application Builder

The Application Builder is embedded in an eclipse framework by means of a Rich
Client Platform (RCP). The Application Builder user guidance thus features the
eclipse-typical views and editors for displaying or editing.

3.1 Functional Concept

The functional concept of the Application Builder can be defined as follows.

3.1.1 Workspace

A workspace serves as superordinate container, which includes and manages all
created elements and configured properties. A workspace contains any number
of applications as elements, which, in turn, contain any number of callflows that
can be linked to each other as elements.

At the Application Builder start, a folder must be created as storage for the
workspace at the start. In this folder all configurations of the single workspace
components are locally stored in XML definition files. These files and their
contents cannot be used for the execution of created voice applications yet. Only
an explicit deployment copies the files to the OpenScape Xpressions server and
allows an execution.

For the entire workspace, available languages, databases, prompts, grammar
files and variables are configured:

Languages

Besides the licensed languages, further languages can be activated by means of
their language codes and their locale ID. The languages are used for configuring
prompts and grammar files.

Databases
Already existing databases can be connected, so that data can be read out of the
database and be stored in the database.

Prompts

Prompts are either assigned to sound files or are created by defining text and a
text-to-speech engine. Each sound file is to be assigned to an available language,
while for each activated language a text can be specified for creation by means
of a text-to-speech engine.
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grammar files

Grammar files serve as basis for speech recognition and are assigned to an
activated language each.

Variables

Variables are wildcards and storage location for data such as statistical codes,
phone numbers or DTMF entries. The names are freely selectable.

NOTE: The properties and components set in the workspace are globally valid
and applicable for the entire workspace, i.e. also for all applications available in
this workspace. Application-specific language and database settings are not
possible. Workspace-specific prompts, grammar files and variables can be
exported to other workspaces, though.

3.1.2 Applications

Applications are designed as models of voice applications using the Application
Builder. The application configurations are also locally stored in XML definition
files. Not until the design is complete, applications can be compressed in the XPR
database or in a file and exported to the XPR system for execution. Via one or
several phone numbers assigned to the application the application and its call
flows can be reached.

The properties and components configured in the workspace are “bequeathed” to
every configured application and are thus immediately usable. Furthermore,
prompts, grammar files and variables can be configured in each application and
are only additionally available in the respective application. Application-specific
language and database settings are not possible. Application-specific prompts,
grammar files and variables can be copied to other applications, though.

The Vogue script must be installed and configured in a telematics APL for
executing an application. The Vogue script is in charge of technically
implementing the application. A phone number range is assigned to the Vogue
script in the telematics APL. The application is assigned a phone number from
this range and it can then be reached via this phone number.

3.1.3 Callflow

Any number of call flows can be modeled in each voice application. A graphical
editor is used for this purpose. Each call flow consists of controls, which represent
specific features. For example, controls exist for playing prompts, for selection in
a menu, for entering DMTF keys or using time profiles. Each control can be used
as often as you wish and be connected to other controls. Controls are connected
according to specific events or conditions. For example, the connected control is
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forwarded to after the successful playback of an announcement or selecting a
menu option with a DTMF key. In addition it is possible to connect different call
flows within an application.

The prompts, grammar files and variables configured in a workspace or
application are used in the single control for the respectively possible
functionality. Prompts are used as information greetings, grammar files as
precondition for using speech recognition and variables for storing data.

The Application Builder can detect and represent syntactical errors in the
workspace configuration, the applications and controls within call flows. While
errors prevent the successful execution of an application and must therefore be
rectified, warnings specify improvement options.

NOTE: The Application Builder cannot check the usefulness of a call flow design;
this must be done by the user himself/herself.

The Application Builder can be operated offline, i.e. without connection to the
OpenScape Xpressions server. When an application design is complete, there
must, however, be a connection to the OpenScape Xpressions server for
providing and executing this application. The workspace locally stored in files is
stored in the OpenScape Xpressions server database as well as compressed in
a file and copied to the OpenScape Xpressions server.

A31003-S2360-U114-5-7619, 2011-06-09
OpenScape Xpressions V6 Application Builder, User Guide 35



First Steps with the Application Builder

Starting the Application Builder

3.2 Starting the Application Builder
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Start the Application Builder by either doubleclicking on your screen or
executing the AppBuilder. exe file in the Application Builder's setup directory.

When you start the Application Builder you need to select the directory for storing
the workspace data.

£ Select Workspace [ ]

Select the Workspace to use —
Select the Workspace ko use For this Session, |L 7
A Workspace is a Directory that stores a Number of Applications, o

j Browse. ., |

winrkspace: | SEIEEDE NS =

[ Always start with the last recently used Workspace OF I Cancel |

The data and configuration settings of the workspace and of the applications is
stored and also loaded in this directory.

Click on the Browse... button to select an existing directory or create a new
folder.

IMPORTANT: Make sure not to use the workspace subfolder of the Application
Builder setup path. This folder contains superordinate meta data that must not be
overridden or deleted.

NOTE: If you want the above dialog to be skipped and the Application Builder
automatically be started with the workspace used last when you boot the
program, activate the Always start with the last recently used Workspace
checkbox.

You cannot set the language for the graphic user interface, documentation and
online help of the Application Builder at the start, but via the settings dialog in the
Tools > Preferences ... menu. See Section 5.1.6, “Tools”, on page 85.

NOTE: A language reset for the GUI, documentation and online help does not
take effect until the program is rebooted.
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3.3 GUI Overview

The graphical user interface of the Application Builder features the following
elements:

e Menu bar
The single menu options of the menu bar are described in detail in Section
5.1, “Menu Bar”, on page 71.

* Toolbar
The single elements of the toolbar are represented in Section 5.2, “Toolbar”,
on page 97.

* Views
You find a detailed description of the different views in Section 5.3, “Views”,
on page 98.

— Workspace
Section 5.3.2, “Workspace View”, on page 102

— Callflow editor with palette
Section 5.3.3.5, “Callflow Editor”, on page 159

— Outline
Section 5.3.4, “Outline View”, on page 163

— Problems
Section 5.3.5, “Problem View”, on page 163

— Bookmark
Section 5.3.7, “Bookmark View”, on page 166

— Search
Section 5.3.8, “Search View”, on page 168

— Properties
Section 5.3.6, “Properties View”, on page 165

— Help
Section 5.3.9, “Help View”, on page 170

The menu bar and toolbar are always displayed. The views can be optionally
displayed and opened and closed as required.

The following figure shows e.g. the Application Builder GUI with some of its views.
The Problems, Bookmark, Search and Properties views are combined in the
form of tabs, so that only the Problem view is fully visible.
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Application Builder
Fle Edi Wew Calflow Search Tools

= = = |

_ws]
Help

| of |[too% =

-loix

(= Warkspace 53 =0

¥ Warkspace Settings
oo Workspace Variables

Workspace Prompts

5 Workspace Grammars

L Vogue Servers

f] ¥pressions Vague Application 1

B

AR Start
Start of Application

application start

rompt
Welcome

Playback Done

5% outine 53 =g

DTMF 1

[&£] DtmfMeny

Menu
Lovem ] e

DTHI

@ Prompt
Trairing

Playbach Done

D TimeProfile
pen | TimeProfie Control 1

ClusedL
(= Connect ¥ Prompt.
Connect Control 1 Business hours

Connection Failed

Playback Dane

) Prompt
Input invalid

——Palette —— >

[Ty select

i Marques

[l Connection
| Sticky Hote
L Callflow Link.
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A Start:

[ End

E) DEmfInout
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(. Connect
& Document

| Miscellaneous Controls *

[ CustomDIl
A, Compare
774 Seript

| Contact Center Contrals *
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(& AcdExit
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i Astienu
| AstExpert
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7 DbRead
. Dhiwrite
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2. prodlems 52 M Bookmarks | 5 Search| =) Praperties |

3 Ertors, & Warnings

Description

| Resource

[ path -

B B Errors (3 items)
Database Configuration does not specify a database driver archive
@ wWorkspace Variable Alias "$DATE' is specified more than once
@ Grammar does not spacify & grammar specification file
Bl T Warnings (6 ikems)

M Drarark Whalramns! micras bk Fee sk lazck ana lanoansns

<
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Vogue Application Grarmmar

Hnmna finnlieskinn Dramnk

‘Workspace Settings/DatabasesBe
Workspace Yariables/$DATE
workspace Grammars/Grammaire

Vrwacsinne tnmia finnlicskinn 1 thr
| 3
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4 Example Scenario

This section exemplifies the creation of a voice application from planning to
testing the finished system to help you familiarize yourself with the operation and
functionality of the Application Builder.

NOTE: Before you perform the following example make sure that the mandatory
operation requirements are met. See Section 2.2, “Operating Requirements”, on
page 18.

4.1 Configuring a Voice Application

The following example displays the single steps for creating a voice application
that offers a fully automated customers service by phone to the callers
(customers).

Atfirst, a concept with the demands to the voice application will first be formulated
and the proceeding defined. Subsequently, the voice application will be
configured step by step in the extension, application and controls areas and
eventually tested before being put into operation.

4.1.1 Creating a Concept

Before you configure your voice application with the Application Builder, you
should first create a concept and plan your system.

Please keep e.g. the following aspects in mind during your outline.
* What sort of service will be offered to the callers?

e How many and which options are to be provided to the caller?
*  What does my menu structure look like?

e Which announcements are necessary?

* Are time-dependent announcements necessary?

e Which telephone numbers are provided?

With all these questions we need to find out which demands the voice application
to be created must fulfill and to what extent they can be realized.

Requirements

The requirements in our example can be stated as follows:
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e Atfirst a greeting text is to be played to the caller. Afterwards it is possible for
him/her to speak to an employee or listen to an announcement about the
training program. So he/she enters 1 or 2 by keypad, thus needs to decide
between the two options.

e If the caller wants to hear about the training courses, an announcement with
the corresponding information is played. After the end of the announcement
the caller is guided back to the menu.

e If the connection to an employee is desired, the time of the call must be
checked first.

« If the call is outside working hours, an announcement played to the caller
informs him/her about the working hours. Then he/she will be guided back to
the menu.

« If the call takes place within working hours, the caller will be forwarded to a
certain number of employees who are called one after another automatically.

e If the routing has been successful, the waiting loop is finished by hanging up.

e If the line is busy or nobody answers the call, the announcement is played to
the caller that he/she should try again later. Then the connection will be
closed.

The demands are thus defined, but not yet adjusted to the Application Builder
functionality. In the next step a plan will be made up as to the implementation of
the example concept in the Application Builder.

4.1.2 The Draft

After you have written down the course of the procedure, you should outline your
draft. A draft is quite useful for representing the entire flow of your customer
service over the telephone.

This draft is to contain a tree structure with a starting field and “branches” and
“leaves”. Each of these leaves corresponds to an element or a control of the
Application Builder.

Each Application Builder control represents a specific action in the voice
application and has thus an individual function. For example, there is a control for
playing back the greeting text, a control for checking the time and a control for
forwarding to an employee.

Using the draft you can check whether the voice application structure has a
closed form. This means that each tree branch in the draft must lead to a control
that either finishes the call or routes to a further control. In our example each
branch is either finished by hanging up or rerouted to the “Menu” control.
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Welcome®

Y

Y

Menu

1: Connect
2: Play Information

No entry or invalid entry

[

Y
Time check

@

Y

Info: , Training”

Closed Open

Info: ,Worktime* Connect

Successful

4

Y

Busy/MNobody picks up.

Info: ,Busy”

Y

Hang up

Y

LEntry invalid”

With the help of the designed concept and the draft as starting point the creation
of the voice application is continued with the Application Builder.
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4.2 Step-by-step Instructions

42

The following steps need to executed to create an operable voice application.

1. Create applications
Section 4.2.1, “Creating Application and Callflow”, on page 43

2. Create controls
Section 4.2.2, “Defining Prompts”, on page 48

3. Record test announcements
Section 4.2.3, “Creating Controls”, on page 50

4. Configure controls
Section 4.2.4, “Configuring Controls”, on page 54

5. Solve problems
Section 4.2.5, “Solving Problems”, on page 65

6. Test application
Section 4.2.6, “Testing the Application”, on page 66

7. Record announcements professionally
Section 4.2.7, “Recording Announcements professionally”, on page 70

The above steps will be described in the following sections in detalil.
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4.2.1 Creating Application and Callflow

The first step is to create an application. Without an application you cannot
proceed, for example create controls or record greetings, since all steps and the
following results must be assigned to an application.

4.2.1.1 Creating a new Application

How to create a new application:

1. Click in the File menu on New > Application. The New Application dialog
opens.

i New Application gl =l

Select Type of new Application

Select the Target Platform and the Type of the Application that shall be created.

™ save Selection and skip this Page the next Time

= Back. I Mexk = I Finiisti | Cancel |

2. Select the entry Xpressions Vogue Application (6.0) and click on Next >.

A31003-S2360-U114-5-7619, 2011-06-09
OpenScape Xpressions V6 Application Builder, User Guide 43



44

Example Scenario

Step-by-step Instructions

3. Enter the desired application name and click on Finish.
il New Application

M=l B3
Specify Name of new Application A
Specify the Mame of the Application that shall be created,

Application Mame: | Example]

< Back | [ext = | Einish I

Cancel |

The new application has been created and is listed in the workspace.
[ Workspace £3 =0

% Workspace Settings
~mg Workspace Variables
v Workspace Prompts
‘g Workspace Grammars
o EllE Vogue Servers

B

After you have created a new application you need to assign a callflow to this
application.
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4.2.1.2 Creating a new Callflow

How to create a new callflow:
1. Rightclick the previously created application in the workspace.
2. Select the New > Callflow option. The Create Callflow dialog opens.

3. Enter the desired callflow name.
x|

Specify Name for new Callflow

Specify the Mame for the new Xpressions Vogue Callflow, %E
== §

Callflow Mame: | S]]l

[8]4 I Cancel |

4. Click on OK to confirm you entry and to close the dialog.

The new call flow has been created and appears in the workspace list.

[ Workspace £3 =0

""" % Workspace Settings
mn Workspace Yariables

x| Workspace Prompts
= Workspace Grammars
Er Yogue Servers

o Application Yariables
«| Application Prompts
& Application Grammars
"""" ) Application Resources

After you have assigned a callflow to the created application, defining the
language for the workspace or application comes next.
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4.2.1.3 Setting the Language

How to set the language for the workspace or application:

1.

In the workspace, doubleclick the Workspace Settings option. On the right
hand side, next to the workspace, the Workspace Settings tab opens.

Access the Workspace Settings tab. This tab shows all languages released
for the workspace. The default set workspace language is red-highlighted.

Click on the Add button to select one or more further languages for the
workspace. The Add Language to Workspace dialog opens.

Activate the checkbox of the desired and licensed language(s).

Add Languages to Workspace ﬂ
Add Languages to the Workspace
Select the Languages to be available in the Workspace, g
The List contains the remaining builk-in and custom Language Definitions, |8 |
ame | Code | Locg!g (8] | Tvpe |
O = Dutch nl-nl 1043 built-in
&= English {United States) en-Us 1033 built-in
1% English {Urited Kingdom) en-gb 2057 built-in
AgEnglish (Australia) en-au 3081 built-in
O ¢ dFrench Fr-fr 1036 built-in
O ™ cerman de-de 1031 built-in
O Pitalian it-it 1040 built-in
O ® 1apanese ja-ip 1041 built-in
O w Folish pl-pl 1045 bijilt-in
O @ rortuguese pt-pt 2070 built-in
O @ Portuguese {Brazilian) pt-br 1046 built-in
O 2 spanish es-85 3082 built-in
[8]4 I Cancel
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5. Click on the OK button to confirm your language selection and to close the
dialog.

The selected languages appear on the Workspace Languages tab:

[ Workspace Settings I

# Workspace Settings
W ‘Workspace Languages | & Workspace Databases

All Workspace Languages

This is the list of the Languages currently available inside the Warkspace.
Every language dependant resource (e.g, Prompt or Grammar) has to be X
available once For each Waorkspace Language. Language Name: English {United States)

Workspace Language Propetties
Set the properties of the selected Workspace Language.

2 English (Uited States)
&#English (United Kingdam)
g English (Australia) Remove

Language Description: | American English Language
Language Code: EM-Us

Locale 1D {(LCID): 1033

Extra Information:

Up Resource Folders: [ ¥pressions Yogue Application (Xpressions 8,0)

Dawn

@ Configure custom Language Definitions. .
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4.2.2 Defining Prompts

In this step you define the prompts that you require in the entire application.

NOTE: Prompts that you create in the Application Prompts dialog are valid for
the entire application.

4.2.2.1 Creating Prompts

1.

In the workspace, click on the plus sign to the left of the created application.
The list of application setting options is displayed.

Doubleclick the Application Prompts option. On the right hand side, next to
the workspace, the Application Prompts tab opens.

Click on the Add button to release or create prompts for usage in the
application. The Create Vogue Application Prompt dialog opens.

Specify the Prompt Name and enter an optional Prompt Description.

B Create Yogue Application Prompt ﬂ

Set Properties of the Application Prompt

Specify Mame and Description of the new Vogue Application Prompt. J\
Additionally you may specify the different Prompt Texts and the Audio File,

Prompk Mame: | Welcome

Prompt Description: |

Prompt Texts: £= English (United States) Welcome
&fF English {Urited Kingdom)  ‘Welcome
A English (Australia) Welcome
Prompt File: | Browse. .. |
[8]4 I Cancel |

Enter a Prompt Text in the desired language or select an already created
Prompt File .

e Enter prompt text
This text will be output by an installed text-to-speech engine at runtime.

e Select prompt file
A prompt file is a sound file in the * .wav or * .pcm format. You find a
detailed description of the instruction steps in Section 5.3.3.2,
“Application Prompts”, on page 147.

Click on the Browse... button. The Select Sound File dialog opens.
Select the desired sound file in the list of available sound files. If the
desired sound file is not contained in the list, click on the Import... button.
In the opened Import Sound Files dialog click on the Add... button and
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select the files to be imported. Then click on the Next > button. Select the
checkbox of the desired language and confirm your selection with the
Finish button.

6. Then click the OK button. The newly created prompt or the selected prompt
file is listed in the left-hand section of the Application Prompts tab.

Each of the selected files or texts to be created are assigned to the language
resources made available. In this way prompts can be assigned different sound
files with the same content but in different languages, or prompts may feature
texts with the same content but in different languages for output using a TTS
engine.

Example: A welcome greeting exists in the languages: German, English and
French and in three sound files. These three sound files are assigned to the
“Welcome” prompt. Each of the sound files carries the same name, but is
assigned to the respective language. Each sound file is stored in a language-
specific folder in the application resources. That means, the sound file with
German prompts is stored in a folder for German language sound files as well as,
analog, sound files with English and French prompts are stored in the
corresponding folder for English and French language prompt resources. The
prompt now has three language-dependent sound files. Analog, a prompt can be
assigned a welcome text in three mentioned languages. If the prompt is used in
a control for announcing the welcome text, the Vogue script can play the
respectively appropriate sound file independent from the application language or
instruct the text-to-speech engine to put out the entered text. The application
language is determined by the OpenScape Xpressions server language setting
or by the control with the language selection function.

Create six prompts and name them as follows:
+  “Welcome”: The caller hears a welcome text.
e “Menu”: The caller hears which menu options are available.

e “Occupied”: The user is asked to try again some time later and the connection
is closed.

» “Training”: In this greeting the user receives information about training
courses and is then routed back to the menu.

e “Opening Hours”: The caller is informed about the opening hours and then
routed back to the menu.

« “Inputinvalid”: This greeting is played if the caller has pushed a key different
from2lor2.

A31003-52360-U114-5-7619, 2011-06-09
OpenScape Xpressions V6 Application Builder, User Guide 49



Example Scenario
Step-by-step Instructions

50

Assign an arbitrary text to the prompts for transformation using text-to-speech.

NOTE: Verify that you have installed a text-to-speech engine compatible to the
XPR Xsystem. See the OpenScape Xpressions Server Installation manual on

this.

The created prompts appear in the list of available prompts in the left-hand
section of the Application Prompts tab.

< *Application Prompts £3

& Yogue Application Prompts
All ¥ogue Application Prompts 1 5
This is the list of currently defined Prompts For ‘Example’ including the defined Workspace

Prompt Aliases. Each of the Prompts is shared by every item of the Application.

o[ Input invalid

“= Import Prompts from snother Application...

“= Import Audio Files into the Application...

W -
Yogue Application Prompt Details
Set the properties of the selected Vogue Application Prompt.
Prompt Name: Welcome
Prompt Description:

Prompt Texts: %= English (United States) | Welcome
&9 English {United Kingdom) | welcome
#¥ English ¢ australia) Welcome

Prompt File:

@ Confiqure svalable Lsnquages in the Workspace Settings Editar...

4@ Enable or disable Languages for the Application...

Before you close this tab, you need to save your entries or modifications with a

click on in the toolbar.

NOTE: Tabs that contain unsaved entries or modifications are indicated with a

star sign .

4.2.3 Creating Controls

NOTE: A description of how to create, modify and remove controls as well as a
detailed introduction to the single control types is contained in Chapter 6, “Appli-
cation Deployment and Controls”.

You need the following function blocks to implement the outlined draft with

Application Builder:
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e one Start control

» four Prompt controls to announce specific texts

* one DTMS Menu control for the coordination of the calls,

* one Time Profiles control for checking the opening hours,

e one Connect control for transferring the call to a certain phone number
» one End control to finish the call.

How to create the required controls:

1. Inthe workspace, doubleclick the callflow you have created.

The callflow editor for designing the callflow opens. The deployable controls
are in the palette at the right-hand margin of the GUI.

| h Select

L:”. Marquee - Marguee Tool o select

nodes only

@ Connection - Create a Control
Connection

.. | Sticky Note - Create a Sticky Note
& Callflow Link - Create a Callflow Link,

= @eneral Controls »

/?‘ Start - Create a Start Contral

b End - Create a End Control
b

.= Messaging Controls »

@ Connect - Create a Connect Contral

' Document - Create a Document
-

= Miscellaneous Controls *

[% CustomDll - Create a CustomDll
Contraol

-

== Contact Center Controls *
G‘ AcdStart - Create a AcdStart Control
(= AcdInfo - Create a Acdinfo Control

b

.= Speech Recognition Controls *

i AstMenu - Create 3 AstMenu Contral

4 AsrExpert - Create a AsrExpert
-

|~ Database Controls »

1. DbRead - Create a DbRead Control

. DbWrite - Create a DbWrite Contral
-

2. Selectin the palette one of the above listed controls. The pointer changes: it
contains an additional plus sign and a gray frame.

3. Place the mousepointer in the desired position in the callflow editor and push
the left mousebutton. The control is now an element of the new callflow.
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4. Repeat steps 2 and 3 for all controls that your require.

NOTE: You can create the controls in an arbitrary sequence. However, we
recommend to consider the geometric order of the controls shown below.

The callflow editor displays approximately the following image.

A Start ]
Start of Application

3 Prompt )
Prompt Contral 1

| DEmfMenu )
DtrfMenu Contral 1
Y TimeProfile LX) @ Prompt e 3 Prompt )
TimeProfile Contral 1 Prompt Control 3 Prompt Control 4
%, Connect ) @ Prompt )
Connect Contral 1 Prompt Control 2
[ End &

End of Application 1

5. Doubleclick a control, e. g. the Time Profiles control. The Properties dialog
opens.

6. Enter the desired Name , e. g. “Time Check”, and click on the OK button.

7. Repeat steps 5 and 6 for all required controls.

The following table contains a list of the controls required for the example
scenario with the corresponding names in alphabetical order.

Control Type Name

DTMF Menu Menu

End End of Application
Prompt Input invalid
Prompt Opening Hours
Prompt Training

Prompt Welcome

Start Start of Application
Connect Connect

Table 4 Required Controls

A31003-S2360-U114-5-7619, 2011-06-09
52 OpenScape Xpressions V6 Application Builder, User Guide



Example Scenario
Step-by-step Instructions

Control Type Name

Time Profiles Time Check

Table 4 Required Controls

NOTE: At this point, all required controls are only defined but not fully configured
yet. The complete configuration of the controls is described in Section 4.2.4,
“Configuring Controls”, on page 54.
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4.2.4 Configuring Controls

At this point, the controls you have created must be configured completely so that
the application becomes operative. After configuration you assign to the controls
what is to happen in case of a mistake, to which other control the respective
function is to be connected and so on.

NOTE: When configuring the controls verify that all connections of a control are
allocated, since you cannot deploy the application otherwise! The Application
Builder will point to missing connections.

The following is a description of how to configure the various controls. You need
to configure the prompt controls, the DTMF Menu, Time Profile, Connect, and
End control.

NOTE: For further information on the single controls please refer to Chapter 6,
“Application Deployment and Controls”.

4.2.4.1 Configuring the Start Control

To configure the Start control , you need to connect it to the “Welcome* prompt
control.

1. Select the Connection option in the palette.

2. Click on the Start control and then on the prompt control “Welcome*. The
connection between the two controls is displayed.

4.2.4.2 Configuring Prompt Controls

To configure the created prompt controls, you need to assign a prompt to each of
them and connect each prompt control with other controls.

NOTE: You find a precise description of the Prompt control in Section 6.3.5,
“Prompt Control”, on page 216.
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1. Doubleclick a prompt control. The Properties dialog opens.

2. Switch to the Announcements tab.

NOTE: Make sure thatthe Announcements tab lists the prompt you created
in Section 4.2.2.1, “Creating Prompts”, on page 48. Each control of type
prompt must have been assigned a prompt.

3. Click on [§f - to add a prompt. The list of available prompts is displayed in
the opened Select Prompts for Announcements List window.

4. Activate the checkboxes of the desired prompt and confirm your selection
with OK. The prompt appears on the Announcements tab.

B Properties E
Change Properties for Prompt (=1
1
Specify the Announcements ko be played and the Order of Playback.

General

Playhack List of Prompts and Yariables |B - ﬁ - E @ B’
[

Announcement Gap |
B Welcome 1]

' Play in same Order as in List
" Play in random Order

" Continue from last played Announcement

Maximum Playback Time {seconds): I 1] 3: {0 means infinite)
Restore Defaulks | OF I Cancel | Apply |

5. Click on OK to close the Properties dialog.

6. Repeat steps 1 to 5 for all four prompt controls, so that one prompt is
eventually assigned to each control of type Prompt.

7. Select the Connection option in the palette.

8. First click the respective prompt control and then on the connection target.

After the prompts defaulted in the control have been successfully played, the
call is forwarded to the next, connected control.

You find the respective connections in the following table:

Name of the Prompt Control Link with
Welcome DTMF Menu Control
Table 5 Connections of the Prompt Controls
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Name of the Prompt Control Link with

Training DTMF Menu Control
Opening Hours DTMF Menu Control
Input invalid DTMF Menu Control
Table 5 Connections of the Prompt Controls

4.2.4.3 Configuring the DTMF Menu Control

NOTE: You find a precise description of the DTMF Menu control in Section 6.3.4,
“DTMF Menu Control”, on page 213.

To configure the DTMF Menu control, you need to assign prompts to this control
and connect it to other controls.

1.

2.

Doubleclick the DTMF Menu control. The Properties dialog opens.
Switch to the Announcements tab.

Click on [5f -~ to add the Menu prompt already created in Section 4.2.2.1,
“Creating Prompts”, on page 48. The Select Prompts for Announcements
List window opens .

Activate the checkbox of the desired prompt and confirm your selection with
OK. The selected prompt appears on the Announcements tab.

Click on OK to close the Properties dialog.
Select the Connection option in the palette.

Click on the DTMF Menu control and then on the connection target, e. g. the
Time Profiles control “Time Check”. The Select Control Event dialog opens.

Select the appropriate event in the event list, e. g. DTMF 1, and click on OK.

Repeat steps 7 and 8 for the desired connections.

The following table shows which control the DTMF Menu control is connected
to if a specific event occurs.

Event Link with
DTMF 1 Time Profiles control “Time Check"
DTMF 2 Prompt control “Training"
Error Prompt control “Input invalid*
Table 6 Events and the corresponding Connections
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4.2.4.4 Configuring the Time Profiles Control

NOTE: You find a precise description of the Time Profiles control in Section
6.3.7, “Time Profile Control”, on page 224.

Depending on the time of the call, you can use this control to divert the caller to
different controls.

For the example application described here, a Time Profiles control is created that
indicates the business hours to reach the desired conversational partner. If
someone calls outside your business hours, the announcement “Business
Hours”: "You are calling outside our business hours. You can reach us from ...
until.”. If he/she calls during your business hours, his/her call will be forwarded to
a Connect control.
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How to configure the Time Profiles control:

1. Doubleclick the Time Profiles control. The Properties dialog opens.

B Properties [ %]

Change Properties for TimeProfile —

Change the General Properties for the Control of Type TimeProfile, |

General |

Mandatory

Mame: | Opening Hours

Description: |

V¥ Can be interrupted by the Contact Certer

[V Generates raw Data for Statistics

Time Profile Settings

Time Prafile: |Cust0mer Service LI Time Profiles... |

Time Zone: |(GMT+DI:DD) Amsterdam, Berlin, Bern, Rome, Stockholm, Wienna LI

Variable for Announcement: |<n0ne> LI
Restore Defaulks | OF I Cancel | Apply |

2. Select an existing time profile in the Time Profile combo box or create a new
time profile via the Time Profiles... button.

A differentiation is made between calendar and day profiles. While calendar
profiles define the yearly time range, time windows for single days are created
in the day profiles.

NOTE: To create a new calendar profile you need to generate a day profile
first, which can then be accessed by a calendar profile.

See:
Section 4.2.4.4, “Creating a day profile”, on page 59,
Section 4.2.4.4, “Creating a calendar profile”, on page 61.

3. Connect the Time Profiles control in status “Open” to the Connect control.

4. Connect the Time Profiles control in status “Closed” to the Prompt control
“Opening Hours”.
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Creating a day profile

NOTE: A day profile may adopt one of the following three statuses: “Open”,
“Break”, “Closed”.

Execute the next steps to create a new day profile that is, for example, in status
“Open” from 08:00 to 18:30:

1. Inthe Time Profiles dialog switch to the Day Profiles tab to create a day
profile for the example scenario.

Time Profiles Configuration

Configure Day Profiles that are ko be used in the Calendar Profiles,

Calendar Profiles  Day Profiles

Prafiles: ﬁ Ef ﬁ

Intervals for ‘Business Hours": ﬁ |j E

Inkerval | Skatus |

OF I Cancel | Apply |

2. Click on [% and enter a name for the new day profile (in our example
“Business Hours"). The current status is “Closed”.
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3. Inthe Intervals for '<name of the day profile>'section click on [% . The
Time-Interval Definition dialog opens, in which you can define a period
(Start Time, End Time) and the associated status.

@ Time-Interval Definition [ %]

Define a Time-Interval for the Day Profile. .
Set the start and end time for the Time-Inkerval, Sl

r~ Interval

Start Time: IDS:DD = Status: [
End Time: |18.30 =

i~ Actions

™ Playback File: | Select, ., |

[T Transfer: |
r Routing: I j

874 I Cancel |

4. Specify as Start Time 8:00 and as End Time 18:30 as well as the Open
status.

5. Click the OK button to close the dialog.

6. Repeat steps 4 and 5 with the periods 00:00 to 08:00 and 18:30 to 00:00 for
status Closed.

7. The time intervals with the corresponding status appear in the list:

# Time Profiles 3

Time Profiles Configuration

Configure Day Profiles that are ko be used in the Calendar Profiles,

Calendar Profiles  Day Profiles

Prafiles: ﬁ Ef ﬁ

Prafile Name Default Status

Intervals for ‘Business Hours": |j' |j E

Inkerval | Skatus |
00:00-08:00 CLOSED
05:00-15:30 CPEN
15:30-24:00 CLOSED

OF I Cancel | Apply |

The time profile that is in status Open from e.g. 08:00 to 18:30 has been
created.

A31003-S2360-U114-5-7619, 2011-06-09
60 OpenScape Xpressions V6 Application Builder, User Guide



Example Scenario
Step-by-step Instructions

Creating a calendar profile

Switch to the Calendar Profiles tab to create a new calendar profile.

1. Create a new calendar profile via [ .

2. Select the newly created calendar profile and click on [{ to enter a
meaningful name such as “Customer Service”.

Time Profiles Configuration

Configure Calendar Profiles that shall be available,

Calendar Prafiles | Day Profiles I

Prafiles: ﬁ Ef ﬁ
Profile Mame |
Customer Service

Rules for 'Customer Service': ﬁ Ef ﬁ
Rule | Dy Profile |
Daily Business Hours

OF I Cancel | Apply |

The configured day profile is automatically valid for each day with the set
statuses.
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4.2.4.5 Configuring the Connect Control

The task of this control is to dial the first number in a list of phone numbers after
one or several greetings have been played, e. g. “You will now be connected to
the hotline. Please hold the line.”.

How to configure the Connect control:

1. Doubleclick the Connect control to open the Properties dialog. The General
tab is displayed by default.

= Properties x|
Change Properties for Connect
|
Change the General Properties for the Control of Type Connect,

General |Targets I Announcements

—Mandatory

Mame: | Connect Contral 1

Description: |

[V Generates raw Data for Statistics

[~ Connection Parameters

Connection Timeout {seconds): I 10

Lel

Key to Cancel Connection: I

 Connection Setup
& Connect with PEX " Connect with B-Charine!

™ Connect using Blind Transfer

~Result Storage
Variable for Connection Resulk: | <none LI

Restore Defaulks | OF I Cancel | Apply |

¢ The Name field displays the name “Connect Control 1".

« Inthe Connection Timeout (seconds) field you specify the duration of a
dialing process. The 10-second specification means that the device of the
dialed subscriber will ring for 10 seconds. If the callee does not answer
the phone within this time, the next phone number in the list is dialed. If
no further phone number is available, the control that is connected in case
of an error (see the below Connections section) is forwarded to. Keep
the 10-second default.

NOTE: The Key to Cancel Connection combo box and the Connect using
Blind Transfer checkbox represent continuative options that are not crucial
for the basic control functionality and need not necessarily be set here. For
further information see Section 6.1, “Deployment of an Application”, on page
181.

2. Switch to the Targets tab.
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B Properties [ %]

Change Properties for Connect —
Specify the primary Connection Target and the optional Fallback Targets, |

General Announcements

Connection Target List of Phone Mumbers and Yariables g‘_lf - E @ B’
Connection Target | cces [ cone |
Restore Defaulks | OF I Cancel | Apply |

3. Click on [ - to add phone numbers. Select the entries from the pull-down
list and they are placed with their names and connection numbers in the
Connection Target field. The entries refer to your XPR address book, i.e. you
can select the users defined in the XPR address book.

4. Arrange the phone numbers to be dialed here one after another. Click on E
or [ to move an entry in the list up or down. The first phone number in the
list will be called first.

If you want to delete an entry, click on [* . The entry is removed from the list.

NOTE: The fields CCBS and CCNR are not crucial for the basic control
functionality and need not necessarily be set here. You find more information
on this in Section 6.3.14, “Connect Control”, on page 257.

5. If you want to assign an announcement to this control, switch to the
Announcements tab. Create a new prompt and use it as is described in
Section 4.2.2.1, “Creating Prompts”, on page 48.

6. Click on OK to close the Properties dialog.
7. Select the Connection option in the palette.

8. Click on the Connect control and then on the End control.

If all lines are busy or no employee answers the phone, the caller may hear
the announcement “Our staff is currently not available. Please try again later.
Goodbye.“. The connection is closed after the announcement.

The “Connect Control 1“ is fully configured.
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4.2.4.6 Configuring the End Control

NOTE: You find a detailed description of the End control in Section 6.3.2, “End
Control”, on page 206.

The End control finishes the call based on an event (e. g. “Connection failed”) that
occurred internally in the “Connect Control 1“. An additional prompt is played that
points to the end of the call (X"Our coworkers are currently not available. Please
try again later. Goodbye!”.

How to configure the End control:

1. Doubleclick the End control to open the Properties dialog.
x|

Change Properties for End
1
Change the General Properties for the Control of Type End.

General |

—Mandatory

Mame: | End of Application 1

Description: |

[V Generates raw Data for Statistics

Playhack List of Prompts and Yariables |3 - ﬁ - m @ B’
|

Announcement Gap |

Restore Defaulks | OF I Cancel | Apply |

2. Clickon [ -.The Select Prompts for Announcements List window opens

3. Activate the checkbox of the “Occupied” prompt already created in Section
4.2.2.1, “Creating Prompts”.

4. Click on OK to close the Select Prompts for Announcements List window.
The “Occupied” prompt is listed in the Playback List of Prompts and
Variables.

5. Click on the OK button to close the Properties dialog, which marks the end
of the End Control configuration.
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4.2.4.7 Overview

After you have finished creating and configuring the single controls, the callflow
editor should display the following image:

A Skart
Start of Application

Application Stark
r

3 Prompt
Welcome

Flayback Done
r

DTMF 1 | DkmfMenu

Menu
Errar

\Playback Done
3 Prompt

ol

LT

Y TimeProfile

pen | TimeProfile Contral 1 L A
Input invealid
Closed < Er?mpt
Training
r
Flaybacl Done
&, Connect 3 Prompt
Connect Contral 1 Business hours

Connection Failed |Playback [ne
[ End
End of Application 1

Since you can freely position the controls, this representation may vary from
yours.

4.2.5 Solving Problems

This step is optional, but remember that only error-free applications can be
deployed. Each error or warning is displayed in the Problems view. Each entry
contains a description of the error or warning and specifies the resource and
the path of the problem. For further details see Section 5.3.5, “Problem View”, on
page 163.

If you want to ensure that the problems view is up to date, select File > Update
problems.

In the above example, the Time Profiles control error must first be corrected,
before the newly created callflow and thus also the application can be exported
or deployed for testing.
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4.2.6 Testing the Application

NOTE: The created application can only be tested or deployed in perfect
condition.

After you have created the example application and configured a telephony
customer service, you can test this application for various scenarios. Pick up your
flow draft again (Section 4.1.2, “The Draft”, on page 40) to envision the different
processes.

A test can be performed by triggering a deployment of an application. Execute the
following steps (see also Section 6.1, “Deployment of an Application”, on page
181):

1. Clickon & - inthe toolbar. The Deployment Application dialog opens.

W Application Deployment =] E3

Deployment of Xpressions Yogue-Application 1 [r—
Specify the mrs Server and the Settings For Application Deployment.

Login Profile: IAdministrator

|+ automatically login with this Profile if not already logged in

Server Mame: | SRY1

Protocol Mame: | (650-660) LI
Phone Mumber: |650 LI
(i) Logged in with User 'ADMINISTRATOR' on Server 'SRY1'

< Back | Mext = | Einish | Cancel |

2. Select the desired Login Profile from the list and click on the Login button.
You are logged in to the XPR server.

3. Select the Protocol Name of the configured Vogue protocol and the

configured Phone Number.
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4. Click the Next button. The following dialog appears:

7.

W Application Deployment =] E3

Deployment of Xpressions Yogue-Application 1

Specify the Workpath Settings of the Application. The Workpath is the root
Falder in which the Application expects used Resource Files, 1

Specify whether the Application uses a custom Workpath or not,

The Application's Workpath is the Folder on the Server the Application uses as its rookt

Folder, The Resource Files being loaded by the Application are always specified relative to the
‘Warkpath and thus will be expected underneath the corresponding Folder.

By default each Application uses the standard Workpath 'userdatafvogue', setting a
custom one means adding an additional Subfolder to the standard Workpath,

A custom Workpath will be applied to all the Resource Files that are deploved with the
Application,

™ Use custom Warkpath

‘Warkpath: |userdata,|’vogue,|’ |

Einish I Cancel |

< Back | Mext = |

Here you can determine if you want to use a user-defined or the default
workfolder.

Deactivate the Use custom Workpath checkbox to indicate that you want to
use the default workfolder.

Click the Next button. The dialog shown below opens.

W Application Deployment =] E3

Deployment of Xpressions Yogue-Application 1
Specify the Languages the Application will be deployed with, Only Resources of

the selected Languages will be part of Deployment. 1
Workspace Language | Target Resource Folder | Select Al |
£= English {United States) ametrican

1% English {Urnited Kingdom) british Deselect Al |
A English (Australia) australian

[V Only include those Resources that are newer than on the Server

< Back | Mext = | Einish I Cancel |

Here you can select the languages with which the application is to be
exported.

Activate the checkbox that associates the desired language or click on the
Select All button to select all available.
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8. Click on the Next > button to define the settings and functions of the

application listed in the following dialog.

W Application Deployment

Deployment of Xpressions Yogue-Application 1 [r—

Specify special Settings and Features of the Application,

I[=] 3

Application Features
[V Accept Call at Application Start

™ Enable Music on Hold' during Transfers

Audio File:

[= [defaut] [

| Einish I

Cancel |

If required, activate the desired checkbox. See also step 8 on page 184.

9. Click the Next button.

W Application Deployment

Deployment of Xpressions Yogue-Application 1 [r—
Specify the List of Operator Mumbers For the Application. The Mumbers will be

dialled one after the other in case of an Application Error,

 Operatars

Operator Number List

[~ Enable 'Blind Transfer'

Transfer Timeout: | 60

" Only present local Users

M[=] B3
1
s
| Einish I Cancel |

10. Select users from the XPR database to which the call is forwarded in case of

an application error.

11. Click the Next button. You reach the last dialog for providing the application.
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™ application Deployment =] E3

Deployment of Xpressions Yogue-Application 1 [r—

Specify the Resource Files that will be included into the Application's Archive File
which is exported after Deployment, 1

Specify whether the Application's Resource Files shall be included into the Export or not,

After Deployment the Application will automatically be exported into a single Archive File that
will be copied onto the Server, This will ensure Consistency between the Application's
Representation inside the Server Database and the corresponding Export of the local
Application on the Server,

The created Archive File will always contain the Definition Files of the Application and its hosted
Items. Additionally the Archive can be created including the corresponding Resource Files
({Prompt Audio Files, Grammar Specification Files, ...} leading to a full Backup of the local
Application,

Mote that including Resource Files may grow the created Archive File which will result in longer
Upload Times when transferring the Export to the Server,

™ Create full Export including Resource Files

[ext = | Einish I Cancel |

For providing the application, the definition files of the application
configuration and their call flows are compressed in a folder and exported to
theOpenScape Xpressions server.

If the resource files such as sound files and grammar files are to be exported
also, set the Create full Export including Resource Files. In this way you
make sure that the Vogue script can efficiently access the resource files upon
the application performance respectively that the application and its resource
files are available to others for editing.

12. Click on the Finish button.
You receive a message about the successful deployment of the application.
The application can now be called via the set phone number.

Test scenario 1:

Call the number you have assigned to the customer service (in our case 500).
Push key 2 of your telephone to be connected to the training program
announcement. If the announcement is played correctly and you are taken back
to the menu of the DTMF Menu control after the announcement playback, the
application you have created works correctly in this part.

Test scenario 2:

Call during the business hours you have selected. Push key 1 of your telephone
to be connected to an employee of the customer service. If the forwarding works,
the application you have created works correctly in this part.

Test scenario 3

Call outside the business hours you have selected. Push key 1 of your telephone
to be connected to an employee of the customer service. If the announcement
with the information on the business hours runs and you are guided back to the
menu afterwards, the application you created works correctly in this part.
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4.2.7 Recording Announcements professionally

After you have tested the application successfully as described in Section 4.2.6,
“Testing the Application”, on page 66 and have found all announcements useful
for your application, you should now have the announcements recorded
professionally in a studio. We recommend professional recording services, since
the quality of individually recorded messages may differ. The recommended
format properties for announcements recorded in the pcm or wav file format read:
8 kHZ sample rate, 16-bit resolution, channel mono and linear coding.

For this example this last step is optional. However, it should become clear that
this last step is mandatory for a specific voice application. You need to insert the
professionally recorded greetings in each control respectively replace the
prompts previously used.
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5 User Interface

This section contains a detailed description of the single GUI items of the
Application Builder and their functions:

e Menu bar (Section 5.1, “Menu Bar”, on page 71)
e Toolbar (Section 5.2, “Toolbar”, on page 97)

* Views (Section 5.3, “Views”, on page 98)

5.1 Menu Bar

The menu bar is the only GUI item that cannot be freely positioned. It is anchored
beneath the Application Builder's caption bar and comprises the following items:

File Edit Wwiew Calflow Search Tools Help

* File
Section 5.1.1, “File”, on page 72,

e Edit,
Section 5.1.2, “Edit”, on page 80,

 View
Section 5.1.3, “View”, on page 81,

+ Callflow
Section 5.1.4, “Callflow”, on page 82,

* Search
Section 5.1.5, “Search”, on page 82,

 Tools
Section 5.1.6, “Tools”, on page 85,

« Help
Section 5.1.7, “Help”, on page 90.
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5.1.1 File

This menu has the following options:

Menu option

Function

New > Application...

This menu option serves for creating a new application.
Please obtain further information from Section 4.2.1.1,
“Creating a new Application”, on page 43.

The user can select the application type on the basis of
which an application is to be created. Several types for
creating applications are possible in principle. So far,
however, only the creation of the application type
Xpressions Vogue Application (6.0) is supported.

Close

This menu option closes the tab currently displayed in the
editor area.

Close All

This option closes all tabs opened in the editor area.

Save

Use this menu option to save the current state of the tabs
presently displayed in the editor area.

Save As...

Using this menu option you can save the state of the call
flow currently opened in the editor area under a freely
definable name.

Save All

Use this menu option to save the state of all tabs presently
displayed in the editor area.

Rename

With this menu option you can rename the selected
applications or call flows.

Update

This menu option refreshes the view of all areas with
reference to the last modifications after saving or
deploying an application. Modifications to applications are
immediately executable but the problem view is not
immediately updated. Errors and warnings are only put
out with saving, updating or executing an application.

Refresh Problems

This menu option refers to the Problems view only. It
updates the problems view according to the current state.

Print

The menu option enables printing the currently opened
call flow. In the open Print dialog you can select a printer
and set print options.

Switch Workspace

This menu option opens the depicted Select Workspace
dialog to switch the workspace.

&5 Select Workspace x|
Select the Workspace to use p
Select the Workspace ko use For this Session, |L Ny
A Workspace is a Directory that stores a Number of Applications. "
Workspace: IC:\,shn,appbul\d_ws j Browse, .. |
ot _|

Table 7

72

Options of the “File” Menu
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Menu option Function
Importing a workspace This feature comprises the import of a previously
element... exported or provided archive file of an application.

Please obtain further information from Section 5.1.1.1,
“Importing a Workspace Element...”, on page 74.

Exporting a workspace This feature comprises the Export of a workspace
element... element to an archive file. Up to now, only the export of
applications as workspace element has been supported.
You find more information on this in Section 5.1.1.2,
“Exporting a Workspace Element...”, on page 77.

Properties Depending on the selected element (application, callflow
or control), the element's properties are displayed when
you enable this menu option:

» Application: You receive general information about
the selected application such as storage location, date
of the last access, file size and type. You can also
manage the language resources available for the
application.

» Callflow: You receive general information about the
selected callflow such as storage location, date of the
last access, file size and type.

» Control: Since each control is to be distinguished
according to its type, the configuration dialog of the
corresponding control type opens. Here you do not
only receive information but you can also immediately
perform settings or change them.

Exit This menu option terminates the Application Builder.

Table 7 Options of the “File” Menu
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5.1.1.1 Importing a Workspace Element...

This feature comprises the import of a previously exported or provided archive file
of an application.

When exporting an application or a workspace element, the definition files
that include the application configuration as well as the configuration of the
resource used and the configured callflows and controls are stored either in
a local storage location or on the XPR server in an archive file. On the XPR
server the archive files are stored in the following directory:

<OpenScape Xpressions install>\userdatal\vogue\.

You can optionally store the resource files themselves, such as prompt and
grammar files, in the archive file.

See also Section 5.1.1.2, “Exporting a Workspace Element...”, on page 77.

When deploying an application, the definition of an application is stored in the
XPR database and one of the above application archive files is optionally
stored in the following directory:

<OpenScape Xpressions install>\userdatal\vogue\.

See also Section 6.1, “Deployment of an Application”, on page 181.

How to import an application or a workspace element:

1.

Select the Importing a workspace element... option. The following dialog
opens:

r23Import Workspace Item !E[ E

Import Workspace Item into current Workspace

Select the Location from where the Workspace Item shall be imported and E - 5
specify the corresponding local Archive File or Xpressions Server,

Browse. .. |

* Import From an ¥pressions Server

Login Profile: |Administrakor j Lagout |

|+ automatically login with this Profile if not already logged in

(i) Logged in with User 'ADMINISTRATOR' on Server 'SRY1'

< Back I Mext = I Eimish Cancel

Select the desired radio button:

e Import from alocal Archive File
, if you want to import an archive file from a local storage location. Click
on the Browser... button to select the desired file.
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e Import from an Xpressions Server
, if you want to import an archive file from the XPR server.

Select the Login Profile with which you want to log on to an XPR server
. Then click on the Login button.

NOTE: If you want to log on to the XPR server automatically, activate the
Automatically log on with this profile if not already logged in option.

NOTE: Ifyou are already connected to an XPR server, the bottom area of the
dialog displays a message indicated with {i}. This message informs you with
which user you are logged in and at which server.

Via the Logout button you can close the connection to the server and define
another logon profile.

3. Click the Next button. You have two options to proceed now:

» If you import an application from a local archive file, you receive a
description of the application to be imported in a dialog.

*  When you import an application from an XPR server, the following dialog
that contains a list of the archive files stored on the XPR server is
displayed first.

r-3Import Workspace Item [_ O] x|

Import Workspace Item into current Workspace

Y
Select the Archive File to use for Import From the List of Files found on the E - 5
connected ¥pressions Server,

This is the List of Archive Files found on the connected mrs Server, Select a File representing a
valid Workspace Item Export Archive that shall be imported into the current Workspace.,
Archive File | File Date [ File size |

O Example.zip 9/18/08 9:25 AM 3,156 bytes

........ <§ack ......... Next > | ,ElnTI pe— |

Activate the checkbox of the desired archive file.

4. Click the Next button. You now receive a rough overview of the archive file
elements:
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r23Import Workspace Item !E[ E
Import Workspace Item into current Workspace

Y
Check the Contents of the selected Archive File and specify the Name the E - 5
‘Workspace Item will have in the current Workspace,

This is the Content found in the selected Archive File,

= Warkspace Item

- Mame: ¥pressions Yogue-Applikation 1

- Platform: YOGLUE

- Type: STANDARD-APP

- Wersion: 5.0

[=]- Export
Date: Donnerstag, 23, April 2009 13,23 Uhr CEST
Description: Grammatikdate

‘Workspace Item Mame: | <pressions Yogue-Applikation 1

< Back | [dext = | Eimisty I Cancel |

You are provided with specifications about the Name, Platform, Type and
Version of the workspace element. In addition you are informed about the
Date on which the archive file was exported or provided and you receive a

short Description of the export that states whether or not the resource files
are contained.

Click on the Finish button. The archive file is imported. You receive a

notification about the successful or failed workspace element or application
import.
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5.1.1.2 Exporting a Workspace Element...

This feature comprises the export of a workspace element to an archive file. Up
to now, only the export of applications as workspace element has been
supported.

When exporting an application or a workspace element, the definition files that
include the application configuration as well as the configuration of the resource
used and the configured callflows and controls are stored either in a local storage
location or on the XPR server in an archive file. On the XPR server the archive
files are stored in the following directory: <OpenScape Xpressions
install>\userdata\vogue\<Application.zip>.

You can optionally store the resource files themselves, such as prompt and
grammar files, in the archive file.

How to export an application or a workspace element:

1. Select the Exporting a workspace element... option.

If you have already created more than one application, the following dialog

opens:
r_jExport Workspace Item ll
Select Workspace Item to export A
Select the Workspace Item ko export, Only those Items that are available for E / 5
Export can be selected,
Workspace Item: | Application ¥pressions Yogue 1 LI
[8]4 I Cancel |

Select the Workspace Item or the application that you want to export and
then click on OK.

The following dialog opens.

NOTE: If there is only one application in the workspace, step 1 is skipped
and the Export Workspace Item dialog opens for the only existing appli-
cation .
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r_1Workspace Item Export !E[ E

Export of Application Xpressions Yogue 1 X‘

Select the Locations the Application shall be exported to and specify the
corresponding local Archive File andfor ¥pressions Server,

Archive File: | CiiDocuments and SettingsimlalDeskkop.zip Browse. ..

v Expart ko an ¥pressions Server
Login Profile: |Administrakor j Lagout |

|+ automatically login with this Profile if not already logged in

(i) Logged in with User 'ADMINISTRATOR' on Server 'SRY1'

< Back | Mext = | Finish I Cancel

2. Activate the corresponding checkbox.

e Exportinto alocal Archive File
If you want to export the application to an archive file at a local storage
location, click on the Browse... button to define a local storage location
as well as a name for the archive file.

* Export to an Xpressions server
If you want to export the application to an XPR server, you need to select
a Login Profile for connecting the server and click on the Login button
for logging on.

NOTE: If you want to log on to the XPR server automatically, activate the
Automatically log on with this profile if not already logged in option.

Via the Logout button you can close the connection to the server and
define another logon profile.

NOTE: If you are already connected to an XPR server, the bottom area
of the dialog displays a message indicated with {i}. This message
informs you with which user you are logged in and at which server.
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3. Click the Next button. The following dialog opens:

r_1Workspace Item Export !E[ E

Export of Application Xpressions Yogue 1 A
Select the Application's Resource Files that will be included into the exported E / 5
Archive File,

Specify whether the Application's Resource Files shall be included into the Export or not,

The created Archive File will always contain the Definition Files of the Application and its hosted
Items. Additionally the Archive can be created including the corresponding Resource Files
({Prompt Audio Files, Grammar Specification Files, ...} allowing to Fully backup the Application.

Mote that including Resource Files may grow the created Archive File which will result in a longer

Upload when exporting to the Xpressions Server,

[V Include Prompt Audic Files inko the Expart
[V Include Grammar Specification Files into the Export

[V Include other Application Resource Files into the Export

< Back | Mext = | Einish I Cancel |

4. Determine whether resource files such as Prompt Files, Grammar Files
and/or other Application Resource Files are also stored in the archive file
and thus exported.

NOTE: Adding resource files requires an increased storage capacity and
enhances the time required for the export depending on the data amount of
the files.

5. Click the Next button.

r_1Workspace Item Export !E[ E

Export of Application Xpressions Yogue 1 A
Specify an additional Description of the Export that will be displayed when E / 5
imparting the Archive File,

Export Description {optional):

< Back [ext = | Einish I Cancel
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6. Add an optional comment to the export. You can see this comment when
importing the archive file.

7. Start the export by clicking the Finish button. Then you receive a message
about the successful export process.

5.1.2 Edit

This menu has the following options:

Menu option

Function

Undo

This menu option undoes the last performed modification
to the callflow. This includes modifications in the
properties windows of the controls. You can use this
option repeatedly.

Redo

This menu option cancels the last undoing. It can be
applied repeatedly.

Cut

A selected control, linkage or note in the callflow is copied
with this command and deleted in its original place when
being pasted somewhere else. You cannot cut a
connection in the callflow since a connection is
permanently assigned to a control.

Copy

A selected control, linkage or note in the callflow is copied
with this command and left in its original place when being
pasted somewhere else. You cannot copy a connection in
the callflow since a connection is permanently assigned

to a control. You can also copy callflows and applications.

Paste

Inserts a cut or copied control, linkage or note in the
callflow or a copied application or a copied callflow in an
arbitrary place. You cannot copy or cut and paste a
connection in the callflow since a connection is
permanently assigned to a control.

Delete

This menu option deletes the connection, note, linkage or
control selected in the callflow. When a control is deleted,
all connections starting from or ending at this control are
also deleted. You can also delete selected callflows and
applications.

Select All

This menu option selects all controls, notes and linkages
available in the active callflow. Since connections are
always permanently assigned to controls, they are
selected, too.

Table 8
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Options of the “Edit” Menu
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Menu option Function
Add Bookmark This menu option pastes a bookmark in the bookmark
view for the currently opened control or callflow.

Enter Bookmark Description:

Wogue Contro

874 I Cancel |

Bookmarks are represented in the bookmark view and
can be selected from there (Section 5.3.7, “Bookmark
View”, on page 166)

You cannot execute the Undo command for the add-
bookmark feature.

Table 8 Options of the “Edit” Menu

5.1.3 View

This menu has the following options:

Menu option Function

Workspace Activates or deactivates the workspace view.
Outline Activates or deactivates the outline view.
Properties Activates or deactivates the properties view.
Problems Activates or deactivates the problem view.
Bookmark Activates or deactivates the bookmark view.
Search Activates or deactivates the search view.
Navigation This menu option enables the selective activation of the

Problem View, Bookmark View, Workspace View and
Editor tabs. In addition, you can maximize or minimize
the editor area for designing callflows with reference to
the window size.

Reset Perspective A perspective defines the arrangement of all freely
positionable GUI elements of the Application Builder
window. This menu option resets the Application Builder
to the defaulted perspective.

Table 9 Options of the “View” Menu
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5.1.4 Callflow

This menu item is only displayed if a callflow is active in the editor area and
features the following options:

Menu option

Function

Show grid

This menu option lets you activate/deactivate the grid in
the callflow editor.

AP Start,
Start of Application

application Etartl

@ Prompt
Welcome:

1PIayback Dione

DTMF 1 i) DEmfiienu

Menu
Error

Nig

@ Prompt
Input invalid
¥ Prompt:
Training

Playback Done

=P TimeProfile
pen | TimeProfile Contral L

ClosedL

£ Connect @ Prompt,
Connect Control 1 Business hours

Cornection Failed

[ End
End of Application 1

Show shadow

This menu option activates/deactivates the shaded
display of a callflow's controls.

Show ruler

This menu option adds a ruler to the top left margin of the
callflow editor or deactivates it.

Snap to geometry

When you activate this feature and position controls, lines
are displayed in relation to other controls. In this way you
can position controls precisely on the same level or in the
same distance from each other.

Zoom in This menu option is only executable when a callflow editor
or a control in the callflow is selected. All elements in the
current callflow are then displayed magnified.

Zoom out This menu option is only executable when a callflow editor
or a control in the callflow is selected. All elements in the
current callflow are then displayed minimized.

Table 10 Options under the Menu Item Callflow
5.1.5 Search

This menu item only features the Search... option. It opens the search dialog and
enables searching for a character string in all applications. The search result is
displayed in the search view.
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&7 search E
Search bexk:
=
Details == | Search I Cancel |

All names, descriptions and control properties are searched, e. g. also character
strings that form a welcome text in a prompt control.

NOTE: The search feature is case sensitive. Using the characters * and ? as
wildcards in search items is not allowed.

e Details >>
button
This button expands the Search dialog with the Settings and Scope tabs,
thus enabling a more detailed search. After you have clicked this button, it
turns into << Details. When you click this button, the above tabs are closed
again.

e Settings tab

Case Sensitive

Activate the associated checkbox if upper and lower case writing is to be
heeded. If you enter an uppercase search item, only uppercase hits will be
delivered.

Whole Word

Activate the associated checkbox if only whole words are to be accepted in
the search. Otherwise, all terms starting with the search item will be put out.
For example, if you enter an A as search item, all terms beginning with A will
be put out as hit.
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&7 search E

Search bexk:

I Prompk

Settings |Sc0pe |
v
™ whale waord

=

<<« Details | Search I Cancel
Scope

tab On this tab you set the search scope.

x|
Search bexk:
Prompk j
Settings  Scope |
Look in:
B M= whale Workspace

Workspace Settings
\ma Workspace Variables

|| Workspace Prompts

& wWorkspace Grammars

i Vogue Servers

1 all applications

<< Details |

Search I

Cancel
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5.1.6 Tools

Under the Tools menu item you find the Preferences... option. This option opens
a new dialog for performing general Application Builder settings. You can perform
settings in three areas: General, Help and Content. With <= - (Back to <area>)
and &> -~ (Forward to <area>) you can toggle the three areas. The following
sections provide details about the setting options for the single areas.

5.1.6.1 Preferences > General

The General area lets you perform the following settings:

_iix]
W General A =
: E::;eral General Settings For Application Builder:
Language: IEninsh hd l

({note that a new Language Setting will only apply after restarting the Application)

™ Automatically start with the last recently used Workspace

Maximurn Mumber of saved recently used Warkspaces: I 10

[V Restore open Editors after Start of Application

[~ automatically enable Grid when opening Editar For new Callflow

Grid spacing of Callflow Editor (pixels): I 12

[~ Automatically enable Shadows when opening Editar For new Callflow
[~ Automatically enabls Rulers when opening Editar For nevs Callflow

[~ Automatically enable 'Snap to Geometry' when opening Editor For new Callflow

Update Delay For newly reported Problems {milliseconds): I 300

Focus Animation Duration (miliseconds): 180
Eocus Animation Line Width: I 2
Restore Defaults | Apply |
ok I Cancel |
Option Description
Language This is the language used by the

Application Builder. A modification will not
take effect until a reboot.

Automatically start with the last recently This setting determines whether the

used Workspace workspace used last is to be deployed
when starting the Application Builder. This
option is active by default.

Maximum Number of saved recently used | This is the number of workspaces used last
Workspaces to be registered by the Application Builder.
The default value is 10.

Table 11 General Setting Options
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Option

Description

Restore open Editors after Start of
Application

This option is active by default and serves
for automatically displaying all open editor
areas of an application after a program
reboot.

Automatically enable Grid when opening
Editor for new Callflow

This setting defines whether the grid is to be
automatically displayed when creating a
new callflow.

Grid spacing of Callflow Editor (Pixel)

Grid spacing of the callflows in pixels. The
default value is 12.

Automatically enable Shadows when
opening Editor for new Callflow

When you activate this option, all controls
are automatically displayed shaded upon
the creation of a new callflow.

Automatically enable Rulers when opening
Editor for new Callflow

Setting that automatically displays rules at
the top and left editor margin when creating
a new callflow.

Automatically enable 'Snap to Geometry’
when opening Editor for new Callflow

Setting this checkbox automatically
activates the auxiliary lines for the
geometric arrangement of controls when
creating a new callflow.

Update delay for newly reported Problems
(ms)

This field determines the delay for
displaying entries newly made in the
Problems view. The default value is 300
milliseconds.

Focus Animation Duration (ms)

This setting defines the time in which the
focus animation is displayed. Focus
animation describes the red frame that
appears in the problems view when you
doubleclick an error entry. This animation
serves highlighting purposes only and is
terminated when you select the faulty
element.

The highest value is 999. The default value
is 180 milliseconds. Entry “0” deactivates
the function.

Focus Animation Line Width

This setting defines the line width of the
focus animation's red frame. The highest
value is 9. The default value is 2. The entry
“0” deactivates the function.

Restore Defaults

This button resets all values to the
defaulted ones.

Apply

This button copies the modified settings.

Table 11 General Setting Options
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5.1.6.2 Preferences > Help

In the Help area you can perform the following settings, which influence the Help

representation.

_ioix
Itype filker bext Help fe=Tt =
E| Ee:ﬂeral Specify how help information is displayed.
- Help
. Content ™ Use external browser
Open Modes
Open window context help
' in a dynamic help view " in an infopop
Open dialog context help
' in a dialog tray " in an infopop
Restore Defaulks | Apply |
[8]4 I Cancel |
Option Description

Use external browser

If this option's checkbox is ticked off, the help is
opened in the defaulted browser. If this option is
inactive, the help is displayed in an Application
Builder window. You start the help display by
selecting Menu bar > Help > Help Contents.

Open window context help

in a dynamic help view

Selecting this radio button defines that the context
sensitive help is displayed in the help view.

in an infopop

Selecting this radio button defines that the context
sensitive help is displayed in an infopop.

3 Prompt
Prompt Contral 1

lPIayba Prompt Contral 1

| DEmfMend

Open dialog context help

in a dialog tray

Selecting this radio button displays the context
sensitive help of dialogs in a dialog tray.

Table 12
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Option Description

in an infopop Selecting this radio button displays the context
sensitive help of dialogs in an infopop.

Table 12 Setting Options in the “Help” Area
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5.1.6.3 Preferences > Help > Content

In this area you can use the following settings to specify where the help system
is to be searched for.

| preferences ol x]
| W Content (CR .
General ¥ Include help content from a remote infocenker
=-Help
L Content Location
Host: |Admin
Path: |,|’he|p
' Use default port
 Use port: ISD—
Restore Defaulks | Apply |
oK I Cancel |
Option Description
Include help content from a If this checkbox remains deactivated, the computer is
remote Infocenter dynamically searched for by the help system.
Host In this entry field you specify the computer name or its
IP address.
Path This option defines the directory path in which the help
is stored.
Use default port If this radio button is selected, default port 80 is used.
Use port If this radio button is selected, a user-defined port
number is used.
Restore Defaults This button lets you restore default values or settings.
Apply A click on this button saves the performed settings.
Table 13 Setting Options in the “Content” Area

NOTE: If the help server already operates, a modified setting does not take
effect until a reboot.
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5.1.7 Help

This menu item features the following options:

Option

Description

Help Contents

This menu option opens the Online help. Depending on the
settings you have made in the Tools > Preferences... menu
option this is done in an external browser or in an
Application Builder window.

Dynamic Help

This menu option opens the help view with an overview of
all topics.

You find further information in Section 5.1.7.1, “Dynamic
Help”, on page 90.

Search

This menu option immediately opens the Search topic in the
help view. Here you can enter a specific term as online help
search item.

You find further information in Section 5.1.7.2, “Search”, on
page 92.

About Application Builder

This menu option provides information about the Application
Builder. You find more information in Section 5.1.7.3, “About
Application Builder”, on page 94.

Table 14

Options of the “Help” Menu

5.1.7.1 Dynamic Help

A click on the Dynamic Help menu option opens be below help view in the form
of a tab. It contains an overview of all topics.

1) Help 53

Go Ta:
B search

= Index

B % " pplication Builder Help

_|<;:. ¥ =08

All Topics

*5 Related Topics Eﬂ] Biookmarks

Depending on the selected help page, the bottom margin shows different links:

e All Topics leads to the help's table of contents.

* Related Topics shows the links that provide information about the desired
element.

90
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« Bookmarks displays the help pages that you have selected as bookmark.
* Index opens the keyword overview of the help.

« Search shows the page on which you can specify a search item for searching
the help.

You can find further information about the help under Section 5.3.9, “Help View”,
on page 170.
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5.1.7.2 Search

When you select the Search menu option you are directly taken to the search
page of the help.

13 Help &2 =0
Elzlc o @

%" Search

Search expression: »

i =HE

b Search scope Default

Go Ta:
All Topics 575 Related Topics

Eﬂ] Eookmarks [ Index

Enter the item to be searched for in the Search expression field and then click
on Go. The hits and their number are displayed in the bottom section of the view.

NOTE: The special characters * (arbitrary sequence), ? (any character), »»

(expression) and the Boolean operators AND, OR and NOT are allowed in search
items.

Under Search scope you can configure the range in which the search is to be
performed.

1. Click on the Default link to view or change the settings. The following dialog

opens:
x
Mew, .. Rename. .. | Edit... | Remayve |
[8]4 I Cancel |

2. Select the Default entry and click on the Edit... button. The following dialog
opens:
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CErTETTTEE— o
[ 7 Local Help

Searches local help documents

[¥ Enable search engine

Mame: [ Local Help

Description: [ searches local help documents

&+ Search all topics
€~ Search only the Following topics
working set content:

T3 #pplication Buider Hife

™ Include results shout disabled capahilities

Nett... Depie | Restore Defadks | Apply

In this dialog you can determine whether to search the local help document .
Activate the Enable search engine checkbox for this purpose. In addition,

you can select one of the two radio buttons to define the topics to be
searched.

— Search all topics

— Search only the following topics
Activate the checkbox of the desired Working set content. This activates
the topic itself and all subordinate topics for the search.
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5.1.7.3 About Application Builder

If you have selected the About Application Builder menu option, the following
dialog opens that delivers information about the Application Builder.

£¥ About Application Builder | =

Application Builder

Wersion: 1.0.0
Build-Mr.: 434

Application Builder 1.0.0 is property of Siemens Enterprise Communications GmbH & Co, K&
(Siemens Enterprise Communications GmbH & Co, KG is a Trademark Licensee of Siemens AG)

This computer program is protected by copyright law and international treaties,
Unauthorized reproduction or distribution of this program or any portion of it,
may result in severe civil and criminal penalties, and will be prosecuted to the
maximum extend possible under the law,

Plug-in Details | Configuration Details |

e Plug-in Details
Click on the Plug-in Details button to receive information about plug-ins. The
About Application Builder Plug-ins dialog opens. It contains a list of all
Application Builder plug-ins.

_ioix
Sig... | Provids'r | Flug-in Hame | Wersion | Flug-in Id | -
B Cyoos AG Application Builder 1.0.0 com,cycos, appbuilder
& Cyoos AG Localization Fragment 1.0.0 com,cycos, appbuilder.nlt 1
& Cyoos AG Application Builder ¥PR Br...  1.0.0 com,cycos, appbuilder . branding
& Eclipse.org Graphical Editing Framework.  3.2,102.%20...  org.eclpse.gef
& Eclipse.org org.eclipse.equinox.http,...  3.3.0,42008...  org.eclipse.equinox.http.ser,..

& Eclipse.org org.eclipse.equinox.comm...  3.3.0,%2008...  org.eclipse.equinox.common. ..

[CE]| Eclipse.org JFace Data Binding 1.0,1.M2007... org.eclipse.core,databinding

& Eclipse.org org.eclipse.core,variables,.,  3.3.0,+2008...  org.eclpse.core, variables.nl_fr

[CE]| Eclipse.org Apache Commons ISP 2,0..,  1.0.0,%2007...  org.apache.commons.el

& Eclipse.org org.ecipse.equinox.prefe,..  3.3.0,%2008...  org.eclpse.equinox.prefere. ..

& Eclipse.org org.eclipse.equinox.http,...  3.3.0,42008...  org.eclipse.equinox.http.ser,..

& Eclipse.org org.eclipse.help.ui Spanis...  3.3.0,%2008...  org.eclpse.help,ui.nl_es

[CE]| Eclipse.org Common Eclipse Runtime 3.3.0,42007...  org.eclpse.equino:, common

[CE]| Eclipse.org Jetty Http Service 1.0.1.R33x_... org.eclipse.equinox. http.jetty

& Eclipse.org org.eclipse.help.webapp ... 3.3.0,%2008...  org.eclpse.help.webapp.nl_es

& Eclipse.org org.eclipse.ant.core Spani,..  3.3.0,%2008...  org.eclipse.ant.core.nl_es

& Eclipse.org org.eclipse.core.expressi,.,  3,3.0,%2008...  org.eclipse.core.expressions, ..

& Eclipse.org org.ecipse.equinox.prefe,..  3.3.0,%2008...  org.eclpse.equinox.prefere. ..

& Eclipse.org org.eclipse.ui.views Frenc...  3.3.0,+2008...  org.eclipse.ui.views.nl_fr LI
Legal Info | Shiow Signing Info |

Select an entry.

— Then click on the Legal Info button to receive continuative information in
the HTML format. In this case your default browser opens.

— Viathe Show Signing Info button you are provided with information
about the certificate of the selected plug-in if it is signed.
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e Configuration Details
A click on the Configuration Details button opens the following window,
which displays the entire Application Builder settings.

[ Conturotion etots == _ioix

**% Date: Wednesday, February 25, 2009 11:19:35 AM Germany =

*#%%* Platform Details:

*+% Bystem properties:

avt.toolkit=sun.awt.windows.WToolkit
eclipse.application=com.cycos.appbuilder.application
eclipse.commands=-os

win3a

-3

win3a

—arch

xEB6

—showsplash

—launcher

C:yProgram FileshS3iemenshApplication Builder' AppBuilder.exe
—name

AppBuilder

——launcher. library

C:yProgram Files)SiemenshApplication Builderipluginsiorg.eclips
—-startup

C:yProgram Files)SiemenshApplication Builderipluginsiorg.eclips
-V

C:yProgram FileshJawva) jreéibintclient’ jvm.dll
eclipse.ee.install.verify=false
eclipse.product=com.cycos.appbuilder. product
eclipse.startTime=1235545853530

eclipse.v=C: \Program Files'Jawva) jrefibintclient’ jvm.dll
eclipse.vmargs=-Djava.class.path=C:4Program Files\Siemens' Appli

file.encoding=Cpl2Z52
-
| _>l_I

‘Wiews Error Log | Copy ko Clipboard |

— When you push the View Error Log button, a window opens to display
the error log file. If required, a dialog is displayed for selecting a program
to view the error log. We recommend to prefer the editor.
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Datei

B log - =10l x|

itor

Bearbsiten Format  Ansicht 2

‘|'SUBENTRY 1 ar

|'MESSAGE Help
|'suBENTRY 1_or

|['MESSAGE Help

|'MESSAGE Help

|' SESSION 2000-02-06 15:25:18.070
ecTipse. buildId=unknown
java.version=1.6.0.11
Java.vendor=sun Microsystems Inc.
BootLoader constants: O5=win32, ARCH=x86, ws=win32, nNL=en
iCommand-Tine arguments: -os Win32 —ws win32 —arch x86

VEMTRY org.eclipse.help.base 4 4 2009-02-06 15:31:27.376

IMESSAGE Help documentation could not be indexed completely.

I'SUBENTRY 1 nra.ec'h'pse.he'lp.hase 4 4 z009-02-06 15:31:27.376

IMESSAGE Help document Jcom. cycos.appbuilder /docshelps/7_Callflows_Controls4l. html cannc
ISUBENTRY 1 nra.ec'lipse.he'lp. ase 4 4 2008-07-06 15:31:27.376

'MESSAGE Help document /fcom.c ch.appbuﬂder/duc/he'\p/off'\mEJﬂDdeZ htm1 cannot be oper
a.ec'lipse.he'lp. ase 4 4 2008-07-06 15:31:27.

ocument JScom. cycos. appbuilder /doc/help/7 Ca'l'lf'luws _Controls42. html
g.ec'lipse.he'lp. ase 4 4 2008-02-06 15:31:27.

ocument JScom. cycos. appbuilder /doc/help/7_ Ca'l'lf'luws _Controls42. html
g eclipse.help.base 4 4 2008-02-06 15:31:27.376

ocument Scom. cgcns.appbu'l'lder/doc/he'\p/? Callflows_Controls44. html
g eclipse.help.base 4 4 2009-02-06 15:31:27.376

ocument Scom. cns.appbuﬂder/doc/he'\p/off'\'lne_MDde htm1 <cannot he opene
g eclipse.help.base 4 4 2008-02-06 15:31:27.

ocument Scom. cﬁcns.apphu'l'lder/dnc/he'\p/? Ca'l'lf'lnws _Controls45. html
g eclipse.help.base 4 4 2008-02-06 15:31:27.378

ocument fcom. cycos. appbuilder /doc/help/offline_modez. html cannot he oper
g eclipse.help.base 4 4 2008-02-06 15:31:27.376

ocument Scom. cﬁcns.apphuﬂder/dnc/he'\p/?_ca'l'If'lnws_cnmtrn'ls46.htm'l cannc
' SUBENTRY 1 Drg eclipse.help.base 4 4 2008-02-06 15:31:27.378

IMESSAGE Help document fcom. cycos.appbuilder /doc/help/offline_moded. html cannot he oper
!SESSION 2009-02-10 08:37:31.660
eclipse. buildId=unknown
java.version=1.6.0_11
Java.vendor=sun microsystems Inc.
BootLoader constants: 0S=win32, ARCH=x86, wWS=win32, nNL=de
iCommand-Tine arguments: -os win3z —ws winiz -arch’ x84

IMESSAGE Help
ISUBENTRY 1 _ar
IMESSAGE Help
ISUBENTRY 1 _ar

cannc
cannc
cannc

IMESSAGE Help
'SUBENTRY 1_or
cannc
'SUBENTRY 1_or
IMESSAGE Help
'SUBENTRY 1_or

VEMTRY org.eclipse.osgi 2 1 2009-02-10 08:37:37.800
IMESSAGE RLS unused message: showview_selectviewHelp in: org.eclipse.ui.dinternal.mes

sac
of2

1| |

Via the Copy to Clipboard button you copy the setting to the clipboard.

From there you can paste the settings into other programs by pushing the

96

[Ctrl]+

[V] key combination, for example.
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Except for the zoom feature the toolbar offers a selection of the features that are
also available via the menu bar. For a detailed description of the features please
also refer to the corresponding chapter on the menu bar.

= | @ |Joow =]
Icon Meaning
= Create new application
Save opened callflow or performed settings
Save all callflows or all performed settings
= Open dialog for printing the selected callflow
- Provide the currently selected application (deployment). Via the arrow icon
) you can choose from all available applications.
v Undo
. Cancel undo
ok Cut the selected element and copy it to the clipboard
Copy the selected element to the clipboard
Paste the cut or copied element from the clipboard into the desired position.
[100% =] Zoom
Increase the numerical value to magnify the representation of the controls in a
callflow. Decreasing the numerical value effects a minimizing of the control
representation.
» Pick the Width value to select a pane big enough for displaying the callflow
in its entire width.
« Pick the Hight value to select a pane big enough for displaying the callflow
in its entire hight.
» Pick the Page value to display the callflow completely.
If you have a mouse with wheel and the mousepointer is in this entry field, you
can set the extract represented in the callflow view via the mousewheel.
If the outline is active, the modification performed in the callflow extract will also
be done in the draft.
Table 15 Icons on the Toolbar
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5.3 Views

The Views term describes different tabs of the Application Builder GUI. Among
these are:

the workspace, which displays in a tree structure links for setting the entire
workspace and also existing applications as well as their callflows
(Section 5.3.2, “Workspace View”, on page 102),

the outline view, which represents a selected callflow in minimized format
(Section 5.3.4, “Outline View”, on page 163),

the problem view for displaying notes and errors in the workspace or in an
application
(Section 5.3.5, “Problem View”, on page 163),

the properties view which displays the information of a selected control
(Section 5.3.6, “Properties View”, on page 165),

the bookmark view which lists the created bookmarks
(Section 5.3.7, “Bookmark View”, on page 166),

the search view for listing search hits and the associated results
(Section 5.3.8, “Search View”, on page 168),

the help view for representing context-sensitive help information
(Section 5.3.9, “Help View”, on page 170),

the callflow editor for creating and editing callflows. The editor includes a
palette, which lists the available controls
(Section 5.3.3.5, “Callflow Editor”, on page 159),

the editor area which displays the tabs of all workspace- and application-
related settings, variables, prompts, grammars, resources as well as the
callflow editor itself are displayed.

You can control the activation or deactivation of the single views via the View
menu option. The callflow editor starts automatically upon opening a callflow.

98
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The workspace, outline, problems, search and bookmark views are active and
arranged by default as follows:

pplication Builder - [C:\shi‘appbuild_ws] ] b}
Fie Edit Yiew Calflow Search Tools Help
[ m - |2 == | | |[zo0% =]
(> Warkspace 23 = 8| E calllow (Calflow 1) £2 =0
g5 Wiorkspace Settings — Palette — 3
Workspace Yarisbles [ Select
|¢] Workspace Prompts 4 Start [ | Marques
g} Workspace Grammars Start of Application 1L Connection
kg Wogue Servers .
i Sticky Note
=] mrs Yogue Application 1 Application Start k] SHcky
= L, Calfflow Link.
“Fiis Application Variables
" G | Controlk +
5] Application Prompts @ Fromt E eneral Cantrols
¢ Application Grammars Walchris 9 Start
| Application Resources Pg End
B Callflow 1 1P\ayba\:k Done k' DtmfInput
-
L~ Messaging Controls &
DTMF 1 i) DEmfMenu |
{7, Connect
Hocu Error D t
= & Document
EE Outline &2 g /'
DTH Playback Done [ Miscellaneous Controls 4
== 6D TimeProfie P E CustomDl
=] pen | TimeProfile Contral 1 i, COMPAETE
i Input invvalid o s
fre= 3 Prompt. 15 Seripk
l_ x _l Closed Pias
< [ l,_ Training [ Contact Center Controls »
,\r, l‘, 1 Playbaci] Done (G Acdstart
bl Los (= Connect o3 Prompt (& AcdInfo
Zanneck Control 1 Business hours (ﬁ AcdExit
I—-
Cannection Failed Playback Dpne —B Spesch Recognition Controls 4
i AstMenu
|2 AsrExpert
[ Database Controls »
i End . DbRead
End of Application 1 . DhWrite
7 CorrelRead
L‘u Problems £2 Q] Boukmarl@} 5 Search] =0
3 Errors, 6 Warnings
Description | Resource [ Path -
= E: Errors (3items)
@ Database Configuration does not specify & database driver archive ‘Workspace Dakabase ‘Workspace SettingsjDatabases/Base de données 1
@ Workspace Yariable Aliss '$DATE' is specified more than ance Yogue Application Yariable warkspace Variablesi$DATE
@ Grammar doss not specify a grammar specification File Vogue Application Grammar warkspace Grammars|Grammaire 1
Bt Warnings (6 items) .
< | 3

The user may customize the view arrangement.

Positioning a view within the Application Builder window

How to arrange the outline view e.g. from the above figure in a way that it uses
the same space as the workspace view:

1. Click on the outline tab and keep the mousebutton pressed.

2. Drag the mousepointer into the workspace view until it adopts the
representation of several tabs () and the workspace view receives an
additional gray frame.

3. Release the mousebutton. The additional gray frame disappears and the
workspace view and the draft view take the same space. With a click on one
of the two tabs you determine which view is displayed.

0 Outline | (= Warkspace 52
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If the mousepointer turns into a black arrow when you press the mousebutton,
the outline view does not take the same space like the workspace view but
the view is docked to the margin to which the arrow points. Also in this case
an additional gray frame is displayed which indicates the space that the view
to be shifted takes as soon as you release the left mousebutton.

Positioning a view outside the Application Builder window

You can also drag a view out of the Application Builder window when you keep
the mousebutton pressed. The mousepointer then adopts the shape of nested
squares. Here as well an additional gray frame shows the space that the view
takes as soon as you release the mousebutton. The window created in this way
is entirely independent from the size and position of the Application Builder
window.

Minimizing/maximizing views

Each view features the = O icons top right in the caption bar, which are displayed
when the view is neither minimized nor maximized. A click on the left of the two
icons minimizes the view, and a click on the right one maximizes the view. Some
views have additional icons in their caption. These icons will be explained with the
respective view.

The depicted example shows the Application Builder window when the callflow
editor is maximized. All other views are minimized and docked to the bottom left
margin in the form of toolbars. With a click on one of the icons listed in Table 16
the associated view is displayed again. Click on the & icon to restore the
previous total view.

NOTE: The minimized callflow editor or editor area appears as toolbar on the
right margin of the Application Builder window.
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Displays the outline view

=

=: Application Builder - [C:shi\appbuild_ws]
File Edit view Calflow Search Tools Help

el 8- | <

[[1o0w =
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Views

- | Callflow (Callflow 1) 23

Oz
o=

% Start
Start of Application

Application Start

@ Prompt
WWelcome:

Playback Done

DTMF 1 I [2=| DkmFMeny I

Closed

D TimeProfile
pen | TimeProfile Contral 1

-~

A Prompt
Training

Error

L

Playbac Done
(&, Connect € Prompt
Connect Control 1 Business hours

Connection Failzd

Flayback Dgn
[ End
End of Application 1

@

Plavback Done

o3 Prompt
Input invalid

— Palette — k

| % Select

i} Marquee

Il Connection
.| Sticky Note
e, Callflow Link

.= General Controls Ed

A Start

e End

|71 PabenfTRmnt

L Messaging Controls ﬁl

(=, Connect
(& Docurment

|~ Miscellaneous Controls 9|

[£ CustomDl
2. Compare
74 Srrink

|~ Contact Center Controls -*

(5 Acdstart
(& fcdinfo
(@ AcdExic

(-~ Speech Recognition Contrals &

i AsrMenu
=) AsrExpert

|.= Database Controls 9|

T DbRead
“: DbWrite

7 CorrelRead
_ -

Is &

Restores the total view

Displays the problem view

Displays the bookmark view

Displays the search viev

The following table contains a list of all icons used for indicating the minimized
views:

Icon

Meaning

&l

Workspace

Editor area or callflow editor

o | 2

Properties view

Oz
o-—

Outline view

Bookmark view

Problem view

= E =

Search view

Table 16 View lcons
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5.3.2 Workspace View

The workspace view represents configuration options for the entire workspace
and also the configured applications as well as their associated callflows. The
view appears in a tree structure:

(= Workspace £2 =
& Workspace Settings
1w ‘Workspace Yariables
«| Workspace Prompts
& Workspace Grammars
EF Yogue Servers
+-f7] mirs Yogue-Applikation 1
E-[F] Example

“[va Application variables
«| Application Prompts
& Application Grammars
iy Application Resources
[ Callflow 1

For the entire view you can select the following entries:

« Workspace settings for configuring the available language resources and
database connections (Section 5.3.2.1, “Settings in the Workspace”)

* Workspace variables for creating and editing wildcards (Section 5.3.2.2,
“Workspace-spanning Variables”)

* Workspace prompts for integrating and creating announcements (Section
5.3.2.3, “Workspace-spanning Prompts”)

« Workspace grammars for activating rules and assignments for speech
recognition to use text-to-speech (Section 5.3.2.4, “Workspace-spanning
Grammars”)

* Vogue server for logging on to the XPR server, configuring this logon,
creating a Vogue script and importing existing applications from the
Application Builder
Section 5.3.2.5, “Vogue Server Settings”).

For each newly created application the entries for configuring variables, prompts,
grammars, and resources are created. The configuration of these variables,
prompts, grammars, and resources is only valid in the respective application.
Furthermore, the callflows created in an application are displayed.
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For each workspace entry a specific icon is displayed.

Icon Meaning

e Workspace settings

= Workspace or application variables

Workspace or application prompts

Workspace or application grammars

=
Vogue server settings
il Xpressions Vogue application
B Callflow
Table 17 Workspace Icons

If errors or warnings exist in an entry's settings, the icon is furnished either with
the erroricon @ or with the warning icon & . For example, ] indicates that the
Vogue application is faulty, and | marks a callflow for which warnings exist.
When you select the corresponding entry, the errors or warnings are displayed in
the Problem view.

5.3.2.1 Settings in the Workspace

When you doubleclick the Workspace Settings entry in the workspace view, the
Workspace Settings tab for defining and configuring the workspace-spanning
languages and databases to be used opens in the editor area.

On the Workspace Settings tab you find two more tabs.

“Workspace Languages” tab

You need to define at least one language for each workspace and application.
Only for the language set here you can select language-dependent resources
such as prompts or grammar files. Only for the languages specified here you can
use e.g. a text-to-speech system for creating prompts from text.

On the left hand side of the tab you see a list of All available Workspace
Languages by default. As soon as you have selected one of the listed languages,
the Workspace Language Properties appear on the right hand side.

A31003-S2360-U114-5-7619, 2011-06-09
OpenScape Xpressions V6 Application Builder, User Guide 103



User Interface
Views

& Workspace Languages | & Warkspace Databases

All Workspace Languages Workspace Language Properties

This is the list of the Languages currently avalable inside the Workspace. Set the properties of the selected Workspace Language.
Ewery language dependant resource {e.g. Prampt or Grammar) has to be . S

avallable once For each Workspace Language. Language Mane: English {United States)

- i 5 Language Description: | American English Language
&R English (United Kingdom)

g English (Australia) Remave Locale ID (LCID): 1033

Language Code: EM-Us

Extra Information:
Up Resource Folders: [ pressions Yogue Application (¥pressions &.0)

Dawn

& et this Lanquane as Workspace Default Lanquage...

@ Confiqure custom Language Definitions. ..

e Adding a built-in Language
How to add a built-in language:

1. Click on the Add... button. The following dialog opens in which you
receive all possible language resources for selection.

Add Languages to Workspace [ %]
Add Languages to the Workspace
Select the Languages to be available in the Workspace, g
The List contains the remaining builk-in and custom Language Definitions, | |
ame | Code | Locg!g (8] | Tvpe |
O = Dutch nl-nl 1043 built-in
O 1% English {United Kingdom) en-gb 2057 built-in
O & english {australia) en-au 3081 built-in
O dFrench Fr-fr 1036 built-in
O ™ cerman de-de 1031 built-in
O Pitalian it-it 1040 built-in
O ® 1apanese ja-ip 1041 built-in
O w Folish pl-pl 1045 biilt-in
O @ rortuguese pt-pt 2070 built-in
O & rortuguese (Brazilian) pt-br 1046 built-in
O % spanish es-85 3082 built-in

0] 4 I Cancel

This dialog features the following columns:

Field Description
Name The Name serves as unique identifier of a language
resource.
Table 18 Columns in the “Add Languages to Workspace” Dialog
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Field

Description

Code

The Code describes the values of the Culturelnfo class
defined by Microsoft, which contain the cultural properties of
a country. These properties contain the name of the culture,
the writing system, the calendar used as well as the date
format and sorted character strings. The code consists of a
two-digit culture code in small letters according to ISO 639
linked to a language and also of a two-digit fractional culture
code in small letters linked to a country or region.

Locale ID

The Locale ID or LCID (locale identifiers) for short describes
a unique code of a language resource introduced by
Microsoft, which is also used e.g. by your operating system.
Using this ID the operating system can adjust the specific
properties of the representation and information output such
as date and currency specifications or weekday names.

Type

The Type column indicates for each language resource
whether the language is predefined, i.e. was installed via
the XPR system or whether it is a user-defined language.

Table 18

Columns in the “Add Languages to Workspace” Dialog

NOTE: Please note that you can only use licensed language resources.

2. Activate the checkbox of the desired language(s) and confirm your
selection with the OK button. The selected language appears indicated in
the All Workspace Languages list and the properties of the added
workspace language are displayed. The following language properties

are available:

Property

Description

Language Name

See Table 18 on page 104.

Language Description

Optional description of the selected language

Language Code

See Table 18 on page 104.

Locale ID

See Table 18 on page 104.

Extra Information

The optional information displayed here can be used by a
target platform for identifying the workspace language. Vogue
does not use this information.

Resource Folders

The Resource Folder describes the folder in which the
prompts and grammar files configured for the workspace or
an application are stored according to the associated
language. For each language already assigned by the XPR
system a folder name is already predefined. For each user-
defined language a folder name must be specified in the right
column.

Table 19
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Via the Set this Language as Workspace Default Language... link you
can define the selected language as language for all prompt, grammar
and resource files.

« Removing a built-in language
How to remove a built-in language from the list of workspace languages:
1. Select the language to be removed.

2. Click on the Remove button. The language is removed from the list of
workspace languages.

e Creating a custom language

How to create and use a custom language:

1. Click onthe Configure custom Language Definitions... link. The dialog
of the same name appears.

Configure Custom Language Definitions [ %]
Configure the custom Language Definitions
Add, remove or edit the custom Language Definitions, g
Every custom Language Definition is available throughout the System,
T T T et | | ........ i I
7 Sanskit  sadn 1103
Edit... |
Copy... |
Remave
874 | Cancel |

2. Click on the Add... button. The Add Custom Language Definition
dialog opens.

Add Custom Language Definition [ %]

Language Mame: | Sanskrit

Language Description: | Sanskrit {India)

Language Code: | sa-in
Lacale ID (LCIDN: | 1103
874 I Cancel |

3. Specify for the new language a Language Name, the Language Code
and the Locale ID. You can obtain the language code and the locale ID
from the Microsoft internet pages.

The language code for American Spanish is es_us. This is the language
of Spanish native speakers in the US.

4. Click the OK button. The language you have newly created is added to
the list of custom language definitions.
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Close the Configure Custom Language Definitions dialog via the OK
button. You can now add the new custom language as described in
Section 5.3.2.1, “Adding a built-in Language”, on page 104.

Specify for the added user-defined language the resource folder name.
See Table 19 on page 105.

e Editing a custom language

How to edit the settings of a custom language:

1.

4,
5.

Click on the Configure custom Language Definitions... link. The dialog
of the same name appears.

Select a custom language from the displayed list.

Click on the Edit... button. The Edit Custom Language Definition dialog
opens.

Perform the desired modifications.

Click the OK button. The performed modifications have been copied.

« Removing a custom language

How to remove a custom language:

1.

Click on the Configure custom Language Definitions... link. The dialog
of the same name appears.

Select the desired language.

Click on the Remove button. The language is removed from the list of
custom languages.

“Workspace Databases” tab

The connection of a database enables the querying and expansion of this
database via a configured application. The database configuration corresponds
to configuring a virtual database connection. The information you receive here
enables connecting a database provider.
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& workspace Languages | & Workspace Databases

All Workspace Databases Workspace Database Properties

This is the list of the Database Configurations currently available inside the Set the properties of the selected Workspace Database Configuration,
‘Workspace, Each Database Configuration represents a virtual Database b . b

Connectivity and stores detailed Information about how to connect to the Database Mame: Database 1

indicated Data Provider, Database Description:

[ Database 1

Database Driver Archive: |

Remave

Database Driver Classname:

Database Access URL:

Database Login User:

Database Login Password:

Extra Information:

Database Properties: Key | value | i
:

‘= Import Database Configurations from another Workspace. ..

On the left hand side of the tab you see a list of All available Workspace
Databases by default. As soon as you have selected one of the listed databases,
the Workspace Database Properties appear on the right hand side.

e Creating a new database connection

How to create and configure a new database connection:

1. Click the Add... button to open the following dialog.

Set Properties of the Workspace Database

Specify Mame, Description, Archive and the Connection Parameters of g
the new Workspace Database Configuration, H) i

‘Workspace Database Mame:

‘Workspace Database Description:

874 I Cancel |

2. Specify the Workspace Database Name. You can optionally enter a
Workspace Database Description.

3. Click the OK button. The database is listed on the Workspace
Databases tab.

4. Define the properties of the selected workspace database.

Property Description
Database Description This is an optional description of the
database.
Table 20 Properties of the Workspace Databases
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Property

Description

Database Driver Archive

This archive must be a Java archive that
contains the drivers for the database type to
be used.

Database Driver Classname

This is the Java class name that corresponds
to the driver from the specified archive (e. g.
com.mysql . jdbc.Driver) and that is
instantiated when accessing the data
provider.

Database Access URL

The URL specifies the local path or the path in
a network, via which you can reach the driver
archive.

Database Login User

This is the user ID for accessing the database.

Database Login Password

This is the associated user password.

Extra Information

The optional information displayed here can
be used by a target platform (e. g. Vogue) for
identifying the workspace database.

Database Properties

Here you can assign specific values to keys or
remove such assignments.

Database Name

It serves as unique identifier of the database.

Table 20 Properties of the Workspace Databases

5. Test a configured database via the Test... button and by entering a
request in the SQL default. This test will show whether a connection to the
desired database has successfully been established.

NOTE: Data can only be queried. Modifying or adding data is not

possible.
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Importing database configurations from another workspace

How to import the settings for connecting a database to the Application

Builder from another workspace:

1. Click on the XImport Database Configurations from another
Workspace... link. The following dialog opens:

= Import Workspace Databases

Select the Workspace to import Databases from

Specify the source Workspace Folder to import Databases from,
afterwards select those Databases to be imported into the current

I[=] E3

™,

=

‘Workspace: IC:'l,Program Files\applicationBuilder2\ws1 j

Browse. ., |

Select the Workspace Databases to import into the current Workspace:

B |4 Database Test |
B Description: [none]
B Archive: C\Documents and SettingsimlatDeskkoptlavaDE.

B Class: TestDE

1 |

Select Al |
Deselect Al |
Refresh |

= Back | [ext = | Eimish I

Cancel |

2. Select the corresponding workspace from the selection list or via the ...
icon. All database configurations are automatically installed and

displayed with properties.

3. Select the desired configuration and click on Finish. The imported
database configuration is integrated in the All Workspace Databases

list.

To import all database configurations of
Select All and then on Finish.
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5.3.2.2 Workspace-spanning Variables

If you doubleclick the Workspace Variables entry in the workspace view, the tab
for defining and configuring the workspace-spanning variables opens in the editor

area.

sio *Workspace Variables £ =g
s Workspace Variables i

All Workspace Yariables — Workspace Yariable Details

This is the list of currently defined Yariables for the Workspace, Each Set the properties of the selected Workspace Yariable,

‘Workspace Yariable is shared by every item in the Workspace and holds an alias bl .

for each of the supported Target Platform Application bypes. The Alias can be Variable Rame: Current Date

used from the corresponding Application type. Wariable Description: | The current system date

[ERMY Current Date
~luth SDATE [Alias Far mrs Yogue Application (mrs &.0)]

-lab Current Time

- futh §TIME [Aias For mrs Vague Application (rrs .01]

=R US.ER
- uh $USER. [Alias for mrs Yogue Application {mrs 8.0)]

7, fadd default Workspace Yarisbles ...

= Import Yarishles from anather Workspare...

In contrast to application-spanning variables, workspace-spanning variables are
valid in the entire workspace and can be used across the application. Workspace-
spanning variables are also displayed in the list of application-spanning variables
with the supplement [workspace variables alias].

Defining a new variable

How to define a new variable:

1. Click on the Add... button. The Create Workspace Variable dialog opens.

Set Properties of the Workspace VYariable

Specify Mame and Description of the new Workspace Variable, 01
The given Properties will also be used for every Target Platform Alias, 9

‘Workspace Variable Mame:

‘Warkspace Variable Description:

874 I Cancel

2. Specify the Workspace Variable Name.

3. Enter an optional Workspace Variable Description.
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4. Click the OK button. The new variable is itemized in the All Workspace
Variables list. The name is automatically transformed in the $<NAME> format
and describes the application alias of the newly created workspace variable.

With the Delete button you can remove workspace variables from the workspace.

Use the Up or Down buttons to move a selected variable up or down the list.

Editing workspace-spanning variables

If you want to edit the variable name or the variable description of already
created workspace-spanning variables, select the corresponding variable in the
Workspace Variable Details area and modify the values of the created fields.

Setting the application alias of workspace-spanning variables

If you click on the plus sign that precedes a variable, the application alias of this
variable opens. When you select this alias, you can edit the Variable Name and
the Variable Description copied from the workspace variable in the Vogue
Application Variable Details area. The parameter Variable is write-protected
may adopt the Boolean values true or false . It defines whether or not a variable
can be modified after its creation. This settings are applied for using the variable
in an application. This means, the Variable Name specified here is displayed in
an application.

NOTE: The content of write-protected variables can thus not be modified when
these variables are used in an application. You can, however, assign a value to
the variables in a Definition control so that the variables' content is not empty. The
assignment can exclusively be carried out in a Definition control.

Adding default workspace variables

Click on the Add default Workspace Variables... link if you need the variables
Current Date and Current Time. The variables are integrated in the list of
workspace-spanning variables. The aliases for these variables for Xpressions
Vogue applications are $DATE and $TIME and they are write-protected.
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Importing variables

1. Click onthe Import Variables from another Workspace... link. The Import
Workspace Variables dialog opens, in which you can select the
corresponding workspace via the Browse... button.

= Import Workspace Yariables gl =l

Select the Workspace to import Yariables from

Y
Specify the source Workspace Folder to import Yariables from, afterwards E - 5
select those Variables ko be imported into the current Workspace,

‘Workspace: j Browse. ., |

Select the Workspace Yariables to import inko the current Workspace:

Select Al |
Deselect Al |
Refresh |

= Back. Iexk = | Finiisti I Cancel

All variables of the other workspace are automatically displayed with their
properties.

2. Select the desired variable and click on Finish. The imported variable is
itemized in the All Workspace Variables list.
Importing all variables of another workspace

To import all variables of another workspace, click on Select All and then on
Finish. The imported variables are integrated in the All Workspace Variables
list.

With a click on the Deselect All button you undo all variable selections.

Further features

The Workspace Variables tab features at the top right margin three more icons
the functions of which are explained in the below table.

A31003-S2360-U114-5-7619, 2011-06-09
OpenScape Xpressions V6 Application Builder, User Guide 113



User Interface
Views

Icon Function
S 'I This icon serves for filtering the variable display. By enabling

this icon you can determine for which applications a variable
alias is to be displayed.
The following dialog opens:

BN Filter ¥ariable Aliases x|
Select the Target Platform Applications to show the Yariable Alias for:
[ lipressions Yogue Application {Xpressions 6.0)
oot |

Activate the checkbox of the desired application and then
click on the OK button. Only the variable aliases of the
selected application are listed.

This icon is active by default. In the icon's active state the

areas All Workspace Variables and Vogue Application
Variable Details or Workspace Variable Details are
positioned next to each other. The area All Workspace
Variables is found in the left half of the tab.

When you activate this icon, the areas All Workspace

Variables and Vogue Application Variable Details or
Workspace Variable Details are positioned on top of each
other, with the area All Workspace Variables always being
in the upper half of the tab.

Table 21 Further Functions of the “Workspace Variables” Tab

On the top right margin of the All Workspace Variables area you find the j
icon. A click on this icon displays only the variables defined for the workspace in
the All Workspace Variables list. The respective aliases can be displayed again
via their plus sign.
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5.3.2.3 Workspace-spanning Prompts

If you doubleclick the Workspace Prompts entry in the workspace view, the tab
for defining and configuring the workspace-spanning prompts opens in the editor
area. Prompts or announcements are either sound files or texts transformed
using a text-to-speech system, which are used in controls for various functions.
For example, announcements, user-guidance prompts or information can be

announced.
" Miorkspace Prompts 13 =a
4| Workspace Prompts oW v
All Workspace Prompts la = Workspace Prompt Details
This is the list of currently defined Prompts For the Workspace, Each Workspace Set the properties of the selected Workspace Prompt.
Prompt is shared bry every item in the Workspace and holds an Alias For each of the ) i
supported Target Platform Application bypes, The Alias can be used from the Prompt Name: Welcome

corresponding Application type.

Prompt Description: | Welcome
B 4] welcome

k8 Welcome [Alias For ¥pressions ¥ogue Application {Xpressions
Delete

4 L

“= Import Prompts from another Workspace...

In contrast to application-spanning announcements, workspace-spanning
announcements are valid in the entire workspace and can be used across the
application. Workspace-spanning announcements are also displayed in the list of

application-spanning announcements. See Section 5.3.3.2, “Application
Prompts”, on page 147.
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Creating a new prompt

How to create a new announcement for the workspace:

1. Click on the Add... button. The Create Workspace Prompt dialog opens.

Set Properties of the Workspace Prompt

Specify Mame and Description of the new Waorkspace Prompt, J\
The given Properties will also be used for every Target Platform Alias,

Workspace Prompt Marmne:

‘Workspace Prompt Description: |

874 I Cancel

2. Define the Workspace Prompt Name.
3. You can optionally enter Workspace Prompt Description .

4. Click the OK button. The newly created prompt is itemized in the All
Workspace Prompts list on the Workspace Prompts tab. This newly added
prompt is empty, i.e. no sound file has been assigned to it yet or it still does
not have a text for using text-to-speech.

Assigning an announcement to a prompt

How to link a prompt to a sound file or to enter a text for the text-to-speech
conversion:

1. Click on the plus sign of the corresponding prompt. The application alias of
this prompt opens.

2. Select this entry. In the Vogue Application Prompt Details area of the tab
you are provided with further setting options.
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Setting details of the Vogue Application Prompt

NOTE: Please note that prompts can only be used for the available and
configured languages. Languages are configured in the Workspace Settings on
the Workspace Languages tab. See Section 5.3.2.1, “Settings in the
Workspace”.

Prompt Texts
In the Prompt Texts field you can enter a text for each configured language.
This text is transformed in a greeting by means of TTS if the prompt is used
in an active application. This requires a successfully installed TTS system.

In addition, the use of definitions in the XML-based SSML is supported. This
serves for creating greetings in prompts by means of TTS. But instead of
specifying a continuous text for greeting output, the text playback can be
adjusted with the help of a special notation. For example, phone numbers
may be announced digit by digit and slowly, thus for everybody to understand.
Specify the desired entry in SSML for using SSML as text.

An example would be the following specification, which announces the
indicated number as phone number.
“<say-as interpret-as="telephone”>012387654</say-as>"

You find a list of all possible definitions in SSML in the user guide of the
supported speech recognition system (e.g. RealSpeak Telecom Software
Development Kit) on the supplied DVD for installing the languages to enable
text-to-speech. You can obtain further information about SSML from the web
pages of the W3C institution.

e Prompt File
In the Prompt File field you can assign already existing audio files of the
format * .wav or * .pcm to the prompt. Proceed as follows:
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1. Click on the Browse... button. The Select Audio File dialog opens.

B select Audio File =

Select Audio File for the Application Prompt

Select the Audio File to be used For the Vogue Application Prompt. >
The File should exist For all Languages currently available in the Workspace,

AddadditionalattendeeQuestion. way & Import... I

Refresh |

[~ Only show thase Files that are available For every Workspace Language

0] 4 | Cancel |

If you want to insert a file already used, proceed with step 2. If you want
to add a new audio file, skip to step 3.

Select the desired file and click on OK. The selected Prompt File and the
languages in which it is available are itemized in the Vogue Application
Prompt Details list.

Click on the Import... button. The Import Audio Files dialog opens.

r23Import Audio Files I gl =l
Select the Audio Files to import \

Select the List of Audio Files ko import into the Workspace, Press 'Mext' ko E - 5
specify the Languages the Audio Files will be used for,

Audio Files to import into the current Workspace:

Add... |
Remayve |

= Back. Iexk = | Finiisti I Cancel

Click on the Add... button. Select the desired audio file in the opened
dialog and click on the Open button. The desired audio file is integrated
in the list of audio files to be imported.

Select the audio file just added and click on Next >.
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Select the Languages to use

Select the Languages the Audio Files will be used For, The Files will be
copied into the Language's corresponding resource Folder,

I[=] E3

The Languages currently available inside the \Workspace:

‘Workspace Language | Target Resource Fold_gr

EEEnglish {United States) american
O 1% English {United Kingdom) british

< Back [ext = | Einish I

Cancel

User Interface
Views

6. Activate the checkbox of the language for which the prompt file is to be
used. If the prompt is to be available in several languages and the
corresponding audio files with the different languages are available,

activate the checkboxes of the desired languages.

7. Click on the Finish button. The audio file is itemized in the list of available
files in the Select Audio File dialog.

8. Select the newly integrated audio file and click on OK. The audio file is
automatically copied to the resource folder of the prompts for the
corresponding language.

NOTE: The audio file must always have the same name for all available
languages, so that it can be stored in the corresponding resources folder
for the respective language.
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Importing prompts

How to use prompts of another workspace in the current workspace:

1. Click onthe Import Prompts from another Workspace... link. The following
dialog opens:

= Import Workspace Prompts - |EI|1|

Select the Workspace to import Prompts from

Y
Specify the source Workspace Folder to import Prompts from, afterwards E - 5
select those Prompts to be imported into the current Workspace,

‘Workspace: j Browse. ., |

Select the Workspace Prompts to import inko the current Workspace:

Select Al |
Deselect Al |
Refresh |

= Back. Iexk = | Finiisti I Cancel

2. Select the corresponding workspace from the selection list or via the
Browse... button. All prompts of the other workspace are automatically
displayed with their properties.

3. Select the desired prompt and click on Finish. The prompt to be imported
from the other workspace is integrated in the current workspace and appears
in the All Workspace Prompts list.

Importing all prompts of another workspace

To import all prompts of another workspace, click on the Select All button. All
prompts of the other workspace are selected. With a click on the Finish button,
the imported prompts are itemized in the All Workspace Prompts list on the
Workspace Prompts tab.

Enabling the Deselect All button undoes all prompt selections.
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Further features

The Workspace Prompts tab features at the top right margin four more icons the
functions of which are explained in the below table.

Icon Function
Bl- This icon serves for filtering the prompt display. By enabling

this icon you can determine for which applications a prompt
alias is to be displayed.
The following dialog opens:

|
3 Filter Prompt Aliases x|

Select the Target Platform Applications to show the Prompt Alias for:

[¥:pressions Wogue Application (Xpressions 5,00

|

Activate the checkbox of the desired application and then
click on the OK button. Only the prompt aliases of the
selected application are listed.

vl This icon lets you filter the prompts on the basis of the
assigned languages.

Select the Workspace Languages ko show the Prompt Properties For:

&='Frglish (United Stakes) :
&R English (United Kingdom)

Activate the checkbox of the desired language and then click
on the OK button. Only the properties of the desired
languages are displayed.

This icon is active by default. In the icon's active state the

areas All Workspace Prompts and Vogue Application
Prompt Details or Workspace Prompt Details are
positioned next to each other. The area All Workspace
Prompts is found in the left half of the tab.

When you activate this icon, the areas All Workspace

Prompts and Vogue Application Prompt Details or
Workspace Prompt Details are positioned on top of each
other, with the area All Workspace Prompts always being
in the upper half of the tab.

Table 22 Further Functions of the “Workspace Prompts” Tab
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NOTE: Viathe Configure available Languages in the Workspace Settings
Editor... link you reach the Workspace Settings tab. You can now add further
workspace languages or remove already used ones. See Section 5.3.2.1,
“Settings in the Workspace”, on page 103.

At the top right margin of the All Workspace Prompts area the following two
icons are available:

Icon Function
1A With the help of this icon you can sort all prompts defined for
z the workspace alphabetically ascending or descending.

j A click on this icon displays only the prompts defined for the
workspace in the All Workspace Prompts list. The
respective aliases can be displayed again via the plus sign
of a prompt.

Table 23 Further Functions of the “All Workspace Prompts” Area
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5.3.2.4 Workspace-spanning Grammars

If you doubleclick the Workspace Grammars entry in the workspace view, the
tab for configuring the workspace-spanning grammar files opens in the editor
area. A grammar file contains assignments and rules for speech recognition.

- *Workspace Grammars £

& Workspace Grammars

=0

=]

All Workspace Grammars a

= Yogue Application Grammar Details

This is the list of currently defined Grammars for the Workspace, Each Workspace Set the properties of the selected Yogue Application Grammar,
iarammar is shared by every item in the Workspace and holds an Alias for each of X

the supported Targst Flatfarm Application bypes, The Alias can be used from the Grammar hiame: Grammar 1

corresponding Application type.

=l g2 Grammer

arammar Description:

Grammar File: |

“-p2 Grammat 1 [Alias For Xpressions Yogue Application (Xpression
Delete

il

“= Import Grammars from snother Workspace. ..
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Adding a new grammar
How to create a new grammar for the workspace:
1. Click on the Add... button. The Create Workspace Grammar dialog opens.
Set Properties of the Workspace Grammar
Specify Mame and Description of the new Workspace Grammar, =)
The given Properties will also be used for every Target Platform Alias, i
‘Workspace Grammar Mame: arammar 1
‘Warkspace Grammar Description:
oK I Cancel |
2. Specify the Workspace Grammar Name. You can optionally enter a
Workspace Grammar Description.
3. Click on OK and the grammar appears in the All Workspace Grammars list.
This newly added grammar is empty, i.e. no grammar file has been assigned
to it yet. To link a grammar to a grammar file, click on of the corresponding
grammar. A subordinate entry, namely the application alias of the grammatr,
is displayed. When you select this entry, you are provided with further setting
options in the Vogue Application Grammar Details area of the tab.
124

OpenScape Xpressions V6 Application Builder, User Guide



User Interface
Views

Adding a grammar file

NOTE: You need to assign already existing grammar files to grammars. Please
note that grammar files can only be used for the available and configured
languages. Languages are configured in the workspace settings on the
workspace languages tab. See Section 5.3.2.1, “Settings in the Workspace”.

In the Grammar File field of the Vogue Application Grammar Details area you
can add a file of the format *.grxm1 for each grammar.

1. Click on the Browse... button. The following dialog opens.

8 Select Grammar File =
Select Specification File for the Application Grammar
Select the Grammar Specification File to be used for the Yogue Application Grammar, =)
The File should exist For all Languages currently available in the Workspace, 2
Irnpork. .. I
Details. .. |
Refresh |
[~ Only show thase Files that are available For every Workspace Language
0] 4 | Cancel |

The grammar files are listed that were already configured in the workspace.
These listed grammar files must not match all languages set for the
workspace, though. Via the Only show those Files that are available for
every Workspace Language option you can make sure that the displayed
grammar files are applicable for all configured languages.

If you want to insert a grammar file already used, proceed with step 2. If you
want to add a new grammar file, skip to step 3.

2. Select the desired grammar file and click on OK. The selected grammar file
and the languages for which it is to be used are itemized in the Vogue
Application Grammar Details list.

3. Click on the Import... button. The Import Grammar Files dialog opens.
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= Import Grammat Files gl =l

Select the Grammar Files to import

Select the Grammar Specification Files to import into the Workspace, Press E - 5
"Mext' to specify the Languages the Grammar Files will be used for,

™,

Grammar Files to import into the current Workspace:

Add. I

Remayve

= Back. Iexk = Finiisti Cancel

4. Click on the Add... button. Select the desired grammar file in the opened
dialog and click on the Open button. The desired grammar file is integrated
in the list of audio files to be imported.

5. Select the grammar file just added and click on Next >. The following dialog
opens:
= Import Grammar Files !E[E

Select the Languages to use \

Select the Languages the Grammar Files will be used for, E . 5
The Files will be copied into the Language's corresponding resource Folder,

The Languages currently available inside the \Workspace:

‘Workspace Language | Target Grammar Folder |
8= Fnglish (Urited States) ametican ;
1% English {United Kingdom) british

< Back [ext = | Einish I Cancel

6. Activate the checkbox of the language for which the grammar file is to be
used. If the grammar is to be available in several languages and the
corresponding grammar files with the different languages are available,
activate the checkboxes of the desired languages.
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7. Click onthe Finish button. The grammar file is itemized in the list of available
files in the Select Grammar File dialog and can now be selected for a
grammar to be used.

Via the Details button you receive a view of the XML code of a grammar file.

8. Select the newly integrated grammar file and click on OK. The grammar file
is automatically copied to the resource folder of the grammars for the
corresponding languages. You are taken back to the Workspace Grammars
tab.

NOTE: The grammar file must always have the same name for all available
languages, so that it can be stored in the corresponding resources folder for
the respective language.
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Importing grammars

How to import grammars from another workspace:

1. Click on the Import Grammars from another Workspace... link. The
following dialog opens:

= Import Workspace Grammars - |EI|1|

Select the Workspace to import Grammars from

Y
Specify the source Workspace Folder o impart Grammars From, E - 5
afterwards select those Grammars ko be imported into the current

‘Workspace: j Browse. ., |

Select the Workspace Grammars ko import inko the current Workspace:

Select Al |
Deselect Al |
Refresh |

= Back. Iexk = | Finiisti I Cancel

2. Select the corresponding workspace from the selection list or via the
Browse... button. All grammars of the other workspace are automatically
displayed with their properties.

3. Selectthe desired grammar and click on Finish. The grammar to be imported
from the other workspace is integrated in the current workspace and appears
in the All Workspace Grammars list.

Importing all grammars of another workspace

To import all grammars of another workspace, click on the Select All button. All
grammars of the other workspace are selected. With a click on the Finish button,
the imported grammars are itemized in the All Workspace Grammars list on the
Workspace Grammars tab.

Enabling the Deselect All button undoes all grammar selections.

Further features

The Workspace Grammars tab features at the top right margin three more icons
the functions of which are explained in the below table.
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Icon Function

B|- This icon serves for filtering the grammar display. By
enabling this icon you can determine for which applications

a grammar alias is to be displayed.

The following dialog opens:

B Filter Grammar Aliases x|

Select the Target Platform Applications ko shaw the Grammar Alias For:

[T ipressions ¥ooue Application (Xpressions 6,00

e |

Activate the checkbox of the desired application and then
click on the OK button. Only the grammar aliases of the
selected application are listed.

This icon is active by default. In the icon's active state the

areas All Workspace Grammars and Vogue Application
Grammar Details or Workspace Grammar Details are
positioned next to each other. The area All Workspace
Grammars is found in the left half of the tab.

When you activate this icon, the areas All Workspace

Grammars and Vogue Application Grammar Details or
Workspace Grammar Details are positioned on top of each
other, with the area All Workspace Grammars always being
in the upper half of the tab.

Table 24 Further Functions of the “Workspace Grammars” Tab

At the top right margin of the All Workspace Grammars area the following two
icons are available:

Icon Function

1a With the help of this icon you can sort all grammars defined
£ for the workspace alphabetically ascending or descending.

j A click on this icon displays only the prompts defined for the

workspace in the All Workspace Grammars list. The
respective aliases can be displayed again via the plus sign
of each grammar.

Table 25 Further Functions of the “All Workspace Grammars” Area
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5.3.2.5 Vogue Server Settings

When you doubleclick the Vogue Server entry in the workspace view you can edit
the settings for connecting an XPR server.

== Yogue Servers &4

= Vogue Servers

Xpressions Server Login Login Configuration
Communication with an Server is done using the Service Provider (MSP), This Login can automatically be done during startup of the system, This section can be used
section can be used ko query and change the current login status, configure the login behaviour regarding startup and the utilized user profile For login,
Current Status: Logged In  {user 'ADMINISTRATOR' on server 'SRY1Y O automatically do Login during Application Builder Startup

Change Status: |Admin on Wolk

Login Behaviour: |Always ask For profile For login j

Xpressions Server Content

Yogue applications are stored in the database of an Server after once deployed, This section can be used to query the connected Server For the current confiquration of installed
‘Wogue protocols and the contained Vogue applications and their bindings. The displayed configuration will be a snapshot ko the time the view was refreshed the last time and can be mo
using the sections below, Mote that the changes will not be applied to the database until the editor is saved,

Yogue Protocols Yogue Applications

This is the list of Wogue protocols Found on the connected Server, Each protocal This is the list of Yogue applications found on the connected Server, Each applicatior
displays the number ranges it is assigned to and the applications currently bound to it, displays the extension numbers it is currently bound ko, Each extension number poin
Each application is bound to an extension number which is the number the application can specific control the application will use as its entry point when reached with this numl

be reached with,
E@ Example IE
b (c (502} Welcome

-

B WOGLE (500 - 510)

This tab features the following five areas:
e mrsXpressions Server Login

¢ Login Configuration

e mrsXpressions Server Content

« Vogue protocols

« Vogue applications
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Xpressions Server Login

The Xpressions Server Login area shows your current user status on the XPR
server and lets you modify it as well.

1. Inthe Change Status list select the desired user profile for logging on to the
XPR server.

2. Click Login. Current Status “Logged In “ in green writing confirms a
successful login. The Login has been replaced with the Logout button.
Current Status “Logged Out” in red writing indicates that the user is no longer
logged on to the XPR server.

Login Configuration

In this area you can configure the login behavior and the user profile for the login.

With a click on E=l at the top right margin, the following dialog for configuring a
service provider starts.
User profiles | Server | Advanced Settings |

The following uzer profiles are currently available. User profiles contain a server
name and a user account. An optional password may be entered for server
access verfication.

— Profiles

Mew...
Mame |

Adminiztrator Ed.. |

Q Frodo Beutlin

Q Jobn Doe Rename |
Delete |
Test |

Change Password... |

Change Default Profile |
QK I Cancel | Lpply |

The available Profiles are listed. The profile highlighted with a dot is the default
profile.

In this dialog can define and edit the user profiles for different servers for logging
on to the XPR server.

Click the New... button to create a new profile. Specify the Profile Name, the
User ID, the Server and the Password for the server access. User ID and
password must allow access to the server. You receive further information about
this dialog in the “XPR Service Provider (MSP)” section of the OpenScape
Xpressions Server Administration manual.

In the Login Configuration area you can activate a checkbox to determine that
the Application Builder automatically connects to the XPR server at the
application start. In a combo box you can also specify the user profile for this
login. Determine the desired Login Behavior .
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e Always ask for profile for login
The system asks for a profile before the login.

e Always log in with default profile
The default profile defined in the service provider is used for logging in.

« Always log in with specified profile
The currently specified profile is always.

Xpressions Server Content

In the Xpressions Server Content area click on ﬂ at the top right margin to
update the configurations of the Vogue protocols of the server or of the created
applications. Since modifications to the Vogue protocols configuration and to
Vogue applications are not stored in the database until they are saved, the
displayed information in the Vogue Protocols and Vogue Applications sections
are only momentary. An update will update the configurations and information in
the Vogue protocols and applications. You can alternatively execute File >
Update in the menu bar or push the F5key.

NOTE: Please note that modifications in the Vogue Protocols and Vogue
Applications areas must be save first. An update resets the state of these
sections to the state last saved. Unsaved information will get lost.

Vogue protocols

The Vogue Protocols area displays a list of Vogue protocols on the XPR server
to which the Application Builder is connected. For each protocol the associated
number range and application is displayed. You find a description of how to
configure the VOGUE script in Section 2.3, “Configuring a Vogue Script”, on page
19.

Each application must be bound to a phone number. This phone number is the
number via which an application can be called. When deploying an application it
must be assigned a phone number of the Vogue script phone number range. The
control that follows the Start control is automatically used as Entry control.

You can assign further phone numbers and Entry controls to already deployed
applications (see Vogue applications).
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1. Click on Add... to open the following dialog:

%" Add Application Binding

Add a new Application Binding

Add a new Binding for a Yogue Protocol Instance, Select an Extension %

and an Application with its Entry Control to be reached by this Mumber,

Protocol Instance: |VOGUE (500 - 510) Iz‘
Extension Mumber: |509 Iz‘
Application: | Example lz‘
Entry Control: I-m E

874 I Cancel |

2. Select the Protocol Instance of the Vogue script.

3. You can assign another phone number to the application in the Extension
Number field so that the application can be reached via another phone
number. The new phone number must not have been assigned to another
application already.

4. Determine the Application.

5. Select another Entry Control . As arule only the control that follows the Start
control can be used to make sure that the application is run through in the
desired sequence. As alternative, you can select here any other control used
in the application as Entry Control. This option thus allows skipping specific
controls in the application's callflow by dialing a permanent extension.

6. Click the OK button. The newly set phone number and the associated
application are itemized in the Vogue protocols list.

You can use the Delete button to remove an entry from the Vogue Protocols list.

The Edit... button opens a dialog, in which you can perform modifications to the
Extension Number, the Application and the Entry Control.
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Vogue applications

The Vogue Applications section lists the applications that exist on the
connected XPR server. These are either exported as archive file or have been
written in the database with their definition. For each application the phone
number is displayed to which the application is connected. To each phone
number an Entry control is assigned to which the call is forwarded when this
phone number is called. Only those applications are represented that are found
on the connected XPR server.

When changing from the Application Generator to the Application Builder, the
applications that have already been created by the Application Generator are
displayed here. These must be found in the database of the connected XPR
server. Applications developed with the Application Generator can be imported
and also graphically implemented as callflow, so that also the former Application
Generator applications can still be used. So that you do not confuse the import of
Vogue applications of the Application Generator with the import of applications
created with the Application Builder (see Section 5.1.1.1, “Importing a Workspace
Element...”), we will in the following use the term “download” instead of “import”,
since the Vogue applications are loaded on your local computer from the XPR
server.

Yogue Applications

This is the list of Yogue applications Found on the connected Server, Each

application displays the extension numbers it is currently bound ta, Each

extension number points to a specific control the application will use as its
entry point when reached with this number,

------ Q@ (502) Welcome
Edit...

Irnpork. ..

1. Fordownloading either select the application or the callflow entered under the
application and click on the Import... button. When you select the application
please note that callflows of this application are downloaded without
connected Entry Control. If you select a callflow the specified Entry control
will be downloaded as well.

NOTE: You can shorten the Vogue application downloading process by
clicking Finish in each of the following dialogs. This will copy the default
settings for the configurable options that will follow in the dialogs (all found
resources will be downloaded for the specified default language).

The following dialog opens:
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2. Determine the Application Name and the Prompt Language that is
assigned to found prompts. Since the prompts used in Application Builder
applications can only be configured for one language, you need to specify
only one. The language must have previously been activated in the
workspace settings. See Section 5.3.2.1, “Settings in the Workspace”.
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3. Click the Next button. The application to be downloaded is read out as
regards the variables used. These variables are listed.

-3 Import Application into Workspace H=E3
Import Application into current Workspace \
Select the Variables that shall be created as local Yariables of the imported | E - 5
Application,

This is the List of Yariables Found for the Application about to be imported, Select those
‘ariables that shall be created as local Application Variables, Mote that Variables may be used
inside the Application even they are deselected here,

oth $¥ARIAELE Select Al |
oth $LOCATION
Deselect Al |

Einish | Cancel |

4. Activate the checkboxes of the variables to be downloaded. If you want to
download all available variables, use the Select All button.

5. Click the Next button. The application to be downloaded is read out as
regards the prompts used. These prompts are listed.

-3 Import Application into Workspace H=E3
Import Application into current Workspace \
Select the Prompts that shall be created as local Prompts of the imported | E - 5

Application,

This is the List of Prompts Found For the Application about o be imported. Select those Prompts
that shall be created as local Application Prompts. Mote that Prompts may be used inside the
Application even they are deselected here,

4] Prompt 2 Select Al |
B Praompk 3
B Prompt 4 Deselect Al |
B Prompk 5

B Praompk &
B Praormpk 7

Einish | Cancel |

6. Activate the checkboxes of the prompts to be downloaded. If you want to
download all prompts used, click on the Select All button to mark them.
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In the Application Builder, prompts can have audio files in different languages,
so that the same prompt with the same content can be played in different
languages. First, the audio files in the default language defined in step 2 and
found in the application workpath are searched for.

7. Click the Next button. The following dialog appears:

-3 Import Application into Workspace =] E3

Import Application into current Workspace

Y
Specify additional Folders on the Xpressions Server that contain Prompt Audio E - 5
Files in the different Languages.

The Prompts found for the Application may use Audio Files which will be downloaded From the
¥pressions Server during Import, By default the Audio Files will only be imported For the
previously selected Prompt Language from the Application's Workpath,

‘fou may specify additional Folders on the Xpressions Server to search for Audio Files in the
corresponding Languages.,

Workspace Language | Server Folder |
= English (United States) <Application Workpath =

[ = English (United States)

O ™ petsch

O 1% English {Urnited Kingdom)

| Einish I Cancel |

8. Specify further directories that contain sound files of the same name for other
languages. When downloading, these directories will be searched for audio
files the names of which resemble the audio files of the default language in
the application workpath. These will then be stored as resources in subfolders
of their workspace in the Application Builder depending on their language.
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9. Click the Next button. The application to be downloaded is read out as
regards the grammars used. These grammars are listed.

-3 Import Application into Workspace H=] E3

Import Application into current Workspace

Y
Select the Grammars that shall be created as local Grammars of the imported | E - 5
Application,

This is the List of Grammars Found For the Application about o be imported, Select those
Grammars that shall be created as local Application Grammars, Mote that Grammars may be

used inside the Application even they are deselected here,
Select Al |
Deselect Al |

Mext = | Einish | Cancel |

10. Select the grammars to be downloaded. If you want to download all
grammars used, click on the Select All button to mark them.

In the Application Builder, grammars can have specification files in different
languages, so that the same grammar with the same content can be used in

different languages.
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11. Click the Next button. The following dialog opens.

-3 Import Application into Workspace H=] E3

Import Application into current Workspace \

Specify additional Folders on the Xpressions Server that contain Grammar E - 5
Specification Files in the different Languages.

The Grammars found For the Application may use Grammar Specification Files which will be
downloaded From the Xpressions Server during Import. By default the Specification Files will
only be imported for the previously selected Prompt Language from the Application's Workpath,

‘fou may specify additional Folders on the Xpressions Server to search For Specification Files
in the corresponding Languages.,

Workspace Language | Server Folder |
&= English (United States) <Application Workpath =

[ & English (United States)

O 1% English {United Kingdom)

Einish | Cancel |

12. Specify further directories that contain grammar specification files of the same
name for other languages. First, the grammar files in the default language
defined in step 2 and found in the application workpath are searched for.
When downloading, these directories will be searched for grammar files the
names of which resemble the grammar files of the default language in the
application workpath. These will then be stored as resources in subfolders of
their workspace in the Application Builder depending on their language.

13. Click the Next button.

-3 Import Application into Workspace H=] E3

Import Application into current Workspace \
Specify extra Files on the Server that shall be downloaded into a local Folder, E - 5

There may be need to download additional Files from the Server to the local Machine which
are not downloaded automatically From the Import Process, These extra Files are probably
wanted to be used as Resources by the imported Application.

‘fou may specify the Files on the Server to additionally download and the Target Folder on
the local Machine that receives them,

Local Target Folder: | 000 |

H-[J = american
#-[] & australian
-] = british
-] = music

< Back [ext = | Eimish I Cancel
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14. Select further resource files such as documents for usage in the Document
control or configuration files for usage in the ASR Menu control. For this
purpose, the subfolders and files for Vogue applications are listed on the XPR
server. You can select any files and also entire folders. For using this feature
you need to checkmark the Download extra Files option. When downloading
additional files, you need to determine a target folder for these resource files.

15. Click on the Finish button. The download process starts. You receive a
message when downloading is complete.
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5.3.3 Xpressions Vogue Applications

Xpressions Vogue applications are created and configured in the Application
Builder workspace.

NOTE: The first Xpressions Vogue application of a workspace is always created
via the File > New > Application... menu bar. See Section 4.2.1.1, “Creating a
new Application”, on page 43.

(= Workspace £2

|5 Workspace Settings
[ Workspace Yariables
‘Workspace Prompts
& Workspace Grammars
Vogue Servers

4 mrs Yogue-Applikation 1

Example

o Application Yariables
«| Application Prompts
& Application Grammars
) Application Resources
""" B Callflow 1

Rightclick an application in the workspace to open the application's workspace.
The following options are available:

* New enables the creation of a new application or callflow.

« Copy copies the selected application with all its settings to the clipboard.
« Paste creates a copy of the selected application.

» Delete removes the selected application from the workspace.

« Rename changes the application's hame.

* Export Element... serves for exporting an application to an archive file. You
find more information on this in Section 5.1.1.2, “Exporting a Workspace
Element...”, on page 77.

* Properties represents a summary of the general and lingual application
settings. You receive general information such as storage location, date of
last access, file size and application type and you can manage language
resources available for the application.

The Application Variables, Application Prompts and Application Grammars
are to be configured almost analog to the areas in the workspace of the same
name. The settings in these sections are, however, only valid for the respective
application. You can configure the following elements for configured applications:

« Application variables
(Section 5.3.3.1, “Application Variables”, on page 143)
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e Application prompts
(Section 5.3.3.2, “Application Prompts”, on page 147)

e Application grammars
(Section 5.3.3.3, “Application Grammars”, on page 152)

e Application resources
(Section 5.3.3.4, “Application Resources”, on page 157)

The following descriptions only consider the differences to the workspace-
spanning settings.
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5.3.3.1 Application Variables

The list in the All Vogue Application Variables area of the Application
Variables tab contain variables configured in the Workspace Variables area.
These variables appear in gray writing and cannot be edited here. You can,
however, modify the properties of a selected variable that was configured as
workspace variable via the Edit this Alias in the Workspace Variables Editor...

link. You reach the Workspace Variables tab. See Section 5.3.2.2, “Workspace-
spanning Variables”.

ota *Application Yariables &8 =08
[@ Vogue Application Variables
All Yogue Application Yariables = ¥Yogue Application Yariable Details
This_ is the lisk of curren!:ly deFiped ‘ariahbles For 'Example' iqcluding the Set the properties of the selected Yogue Application Yariable,
gsgp;icl e\-:-'ﬂn;l;sg':;c; p\u‘;iré:?iloen.?llases. Each of the Warisbles is shared by Variable Name: SLENGTH

Variable Description:

|—_|\n FOATE [Workspace Variable alias]
Dh $TIME [Workspace Yariable Alias] Variable is Read Only: IFaIse j
Dh FYARIAELEL [Workspace Yariable Alias]

Dn FLISER [Workspace Variable alias]

[otb $LOCATION

u
-l gvaRIRELEZ
o [t SLENGTH

% Add default Yogque Application Yariables. ..

‘= Impart Yarisbles from anether Application. ..

Click on Add... to reach the following dialog:

M. Create Yogue Application ¥ariable ﬂ
Set Properties of the Application Yariable
Specify Mame and Description of the new Vogue Application Yariable, 01 9
Variable Name: | $¥ARIABLEL
‘ariable Description: |
[ watiable is Read Cnly
[8]4 I Cancel |

For each newly created application variable you need to specify the Variable
Name inthe $<NaAME> format and, optionally, a Variable Description. In addition
you can define whether this variable should be write-protected.
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With the Delete button you can remove application variables from the application.
Use the Up or Down buttons to move a selected variable up or down the list.

In the Vogue Application Variable Details area you can edit already configured
application variables as regards the Variable Name settings, the Variable
Description and the write-protection.

The write-protection is active if the True value is set in the Variable is Read only
field. The False value deactivates the write-protection. The write-protection is
active by default.

NOTE: The content of write-protected variables can thus not be modified when
these variables are used in an application. You can, however, assign a value to
the variables in the Definition control so that the variables' content is not empty.
This assignment can exclusively be carried out in the Definition control.

Adding default variables

Via the Add default Vogue Application Variables... link the following variables
of the application are automatically assigned:

e SCALLER: is calling number that has not reached the system (ANI)

e $CALLED: describes called number with which the system was reached
(DNIS)

e SREDIRECTED: stands for the forwarded (originally called) number with
which the system was reached

e $caLLID s the ID of the calls that has reached the system.
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Importing variables

Via the Import Variables from another Application link you can add further
variables from other existing applications analog to the import of variables from
other workspaces:

1. Clickonthe Import Variables from another Workspace... link. The following
dialog opens:
| = mport Vogue variobles ol x]

Select the Application to import Yariables from

Y
Specify the Yogue Application to import Yariables from, afterwards select E - 5
those Variables to be imported inka the current Application,

Application: |¥pressions Yogue Application j

Select the Vogue Variables to import into the current Application:

Select Al |
Deselect Al |

< Back | [dext = | Eimisty I Cancel |

2. First select the XApplicationX from which the variables are to be imported.
When you have selected an application, the available variables are
automatically displayed.

3. Select one or several variables and click on Finish. The imported variables
are integrated in the All Vogue Application Variables list on the Application
Variables tab.
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Further features

The Application Variables tab features at the top right margin two more icons
the functions of which are explained in the below table.

Icon

Function

|
H
|

This icon is active by default. In the icon's active state the
areas All Application Variables and Vogue Application
Variable Details are positioned next to each other. The area
All Vogue Application Variables is found in the left half of
the tab.

When you activate this icon, the areas All Vogue
Application Variables and Vogue Application Variable
Details are positioned on top of each other, with the area All
Vogue Application Variables always being in the upper half
of the tab.

Table 26

Further Functions of the “Application Variables” Tab
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5.3.3.2 Application Prompts

The listin the All Vogue Application Prompts area on the Application Prompts
tab contains already configured workspace prompts, if you have previously
created them. These prompts appear in gray writing and cannot be edited here.
You can, however, modify the properties of a selected prompt that was configured
as workspace prompt via the Edit this Alias in the Workspace Prompt Editor...
link. You reach the Workspace Prompts tab. See Section 5.3.2.3, “Workspace-
spanning Prompts”.

.+ &pplication Prompts &5 =040
|| Vogue Application Prompts W, - (6
All Yogue Application Prompts laz =] ¥Yogue Application Prompt Details
This is the list of currently defined Prompks For 'Example’ including the Set the properties of the selected Yogue Application Prompt,
defined Workspace Prompt Aliases. Each of the Prampts is shared by i =
every item of the Application. Prompt Name: Menu Selection
SRR Selection [Workspace Prompt Alias] Bompibeseition;
8] Good Bye [Workspace Prompt flias] Prompt Texts: &= Erglich (United States)  dFgdf
I8 Prompt 1 [Workspace Prompt Alias] & English {United Kingdom) dfd
.TJ Good Morning [Workspace Prompt Alias]
D Welcame
D Qccupied MELHE(rS -
~[a] Training | Edit this Alias in the Workspace Prompts Editor...
D Opening Hours
8] Input invalid o Configure available Languages in the Workspace Settings Editor

4@ Enable or disable Languanes For the Application...

= Import Prompts From another Application. ..

Import Audic Files inta the Application. ..

Creating a new application prompt

NOTE: To configure new prompts proceed as already described in Section
5.3.2.3, “Creating a new prompt”, on page 116.
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Clickon Add... and define a Prompt Name, an optional Prompt Description and
a Prompt File for the prompt.

_R Create Yogue Application Prompt ﬂ

Set Properties of the Application Prompt

Specify Mame and Description of the new Vogue Application Prompt. J\
Additionally you may specify the different Prompt Texts and the Audio File,

Prompt Mame: | Prompt 1

Prompt Description: |

Prompt Texts: = English {United States)
1% English {Urnited Kingdom)
A English (Australia)

Prompt File: | Browse. .. |
[8]4 I Cancel |

For each prompt at least one Prompt File must be selected using the Browse...
button. Proceed as described from step 1 on page 118 to step 8 on page 119.

Editing an application prompt

You can edit an already configured prompt by selecting it with the left
mousebutton and modifying the fields in the Vogue Application Prompt Details
area. You can edit the Prompt Name, Prompt Description, Prompt Texts and
Prompt File field settings. You can specify continuous text, but also use
definitions in SSML as prompt text.

NOTE: You find a list of all possible definitions in SSML in the user guide of the
supported speech recognition system, e.g. RealSpeak Telecom Software Devel-
opment Kit on the supplied DVD for installing the languages to enable text-to-
speech.

Configuring Languages in the workspace settings editor

To edit the language settings, click on the Configure available Languages in
the Workspace Settings Editor.... You reach the Workspace Languages tab.
See Section 5.3.2.1, “Settings in the Workspace”.

Activating/deactivating languages for the application

To activate or deactivate languages for the application, click on the Enable or
disable Languages for the Application... link. You reach the configuration
dialog Settings for <application name>. In there select the languages to be
activated with a tick or remove the tick to disable the languages.
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Importing prompts

Via the Import Prompts from another Application link you can add further

prompts from other existing applications analog to the import of prompts from
other workspaces:

1. Click onthe Import Prompts from another Workspace... link. The following
dialog opens:

= Import Yogue Prompks ;Iglll

Select the Application to import Prompts from

Y
Specify the Yogue Application to import Prompts from, afterwards select E - 5
those Prompts ko be imported into the current Application,

Application: IXpressions Wogue Application j

Select the Yogue Prompts to impart into the current Application:

4] Melcome | Select Al |

D Occupied

B Training Deselect Al |

B Opening Hours
B Input invealid

< Back | [dext = | Eimisty I Cancel |

2. Select the Application from which the prompts are to be imported. The
available prompts are automatically displayed.

3. Select one or several prompts and click on Next >.

4. In the next dialog specify for which available language the prompt to be
imported is to be used.

= Import ¥Yogue Prompts !E[ E

Select the Languages to import for

Select the Languages the Prompt Audio Files will be imported For, Only E . 5
Files For the selected Languages will be imported into the Application,

The Languages currently enabled For the Application:

Workspace Language | Target Prompt Folder |
&= English (United States) ametrican
1% English {United Kingdom) british

[ext = Einish Cancel
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5. Click on the Finish button. The imported prompts are integrated in the All
Vogue Application Prompts list on the Application Prompts tab.

Importing audio files in the application

Viathe Import Audio Files into the Application... link you can import audio files
of the x* .pcmX or * .wav formats in the application. Only these sound files thus
integrated in the application can be assigned to a prompt.

il : 1 Import Audio Files 1ol

! Select the Audio Files to import \

1 Select the List of Audio Files to import into the Application, Press Mext' to E - 5
1 specify the Languages the Audio Files will be used for,

Audio Files to import into Application 'Example’:

Add. |

Femave

< Back [ext = | Eimish I Cancel

This is the same dialog that can be opened by the following action:

e Click on the Import... button in the Select Audio File dialog (see step 1 on
page 118)

e Click onthe Add... button for creating an application prompt, then click on the
Browse... button and eventually click on the Import... button (see Section
5.3.3.2, “Creating a new application prompt”, on page 147)

e Select an application prompt, click on the Browse... button and click on the
Import... button

Proceed as described from step 4 to step 6 on page 119. Finally, click on the
Finish button. The Import Audio Files dialog closes. The audio file has been
imported and is now available for prompts in the set languages.
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The Application Prompts tab features at the top right margin three more icons
the functions of which are explained in the below table.

Icon

Function

W

This icon lets you filter the prompts on the basis of the
assigned languages.

&% Filter Prompt Languages

Select the Workspace Languages to show the Prompt Properties For:
“Stknglsh (tnited States)
&P English (United Kingdom)

Activate the checkbox of the desired language and then click
on the OK button. Only the properties of the desired
languages are displayed.

This icon is active by default. In the icon's active state the
areas All Vogue Application Prompts and Vogue
Application Prompt Details are positioned next to each
other. The area All Vogue Application Prompts is found in
the left half of the tab.

When you activate this icon, the areas All Vogue
Application Prompts and Vogue Application Prompt
Details are positioned on top of each other, with the area Al
Vogue Application Prompts always being in the upper half
of the tab.

Table 27

Further Functions of the “Application Prompts” Tab

Using the @ icon at the top right margin of the All Vogue Application Prompts
area you can sort all prompts defined for the application alphabetically ascending

of descending.
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5.3.3.3 Application Grammars

The list on the XApplication GrammarsX tab contains workspace grammars
already, if you have configured them previously. These grammars appear in gray
writing and cannot be edited here. You can, however, modify the properties of a
selected grammar that was configured as workspace grammar via the Edit this
Alias in the Workspace Grammar Editor... link. You reach the Workspace
Grammars tab. See Section 5.3.2.4, “Workspace-spanning Grammars”.

= Application Grammars &3 =0
& Vogue Application Grammars
All Yogue Application Grammars laz = Yogue Application Grammar Details
This is the list of currently defined Grammars For 'Example’ including the Set the properties of the selected Yogue Application Grammar,
defined Workspace Grammar Aliases, Each of the Grammars is shared )
by every item of the Application. Grammar Hame: farammar 1

arammar 1 [Warkspace Grammar Alias]

Grammat Description:
Erammat File:
Delete

o2 Edit this Alias in the YWorkspace Grammars Editar...

= Import Grammars Ffrom another Application.. .

‘= Impart Grammar Specification Files inko the Application. ..

152

Creating a new grammar

NOTE: To configure a new grammar proceed as described in Section 5.3.2.4,
“Workspace-spanning Grammars”, on page 123.
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Click on the Add... button and define the Grammar Name, the optional Grammar
Description and the Grammar File for the new grammar.

[ Create Yogue Application Grammar ﬂ
Set Properties of the Application Grammar
Specify Mame and Description of the new Vogue Application Grammar, =)
Additionally vou can specify the corresponding Grammar Specification File, 2
Grammar Mame: | Grammar 1
Grammar Descripkion: |
Grammar File: | Browse. .. |
[8]4 I Cancel |

For each grammar at least one Grammar File must be selected. Follow step 1
on page 125 to step 8 on page 127 for this purpose. You can assign further
grammar files of the same name for further grammar languages.

Editing an application grammar

You can edit an already configured grammar by selecting it and modifying the
fields in the Vogue Application Grammar Details section. You can edit the
Grammar Name, the Grammar Description and the Grammar File.

Importing grammars

With the Import Grammars from another Application link you can add further
grammars from other existing applications analog to the import of grammars from
other workspaces:

1. Clickonthe Import Grammars from another Application... link. The below
dialog Import Vogue Grammars opens.

il = Import ¥Yogue Grammars - |EI|1|

Select the Application to import Grammars from

Y
Specify the Yogue Application to import Grammars from, afterwards select E - 5
those Grammars to be imported inka the current Application,

! ppplication: |#pressions Yogue Application j

Select the Vogue Grammars to import into the current Application:

Select Al |
Deselect Al |

< Back [ext = | Eimish I Cancel
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2. Select the Application from which the grammar is to be imported. The
available grammars are automatically displayed.

3. Select one or several grammars and click on Next.

4. Inthe next dialog activate the checkboxes of the languages to be used for the
grammar to be imported.

= Import ¥Yogue Grammars

Select the Languages to import for

Y
Select the Languages the Grammar Specification Files will be impaorted For, E - 5
Only Files For the selected Languages will be imported into the Application,

I[=] E3

The Languages currently enabled For the Application:

Workspace Language

| Target Grammar Folder |

&= English (United States)
1% English {United Kingdom)

ametican
british

[ext = | Einish | Cancel |

5. Click on the Finish button. The imported grammars are integrated in the All
Vogue Application Grammars list on the Application Grammars tab.
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Importing grammar files

With a click on the XImport Grammar Specification Files into the
Application...X link you can import grammar files of the grxm1 format in the
application. Only these grammar files thus integrated in the application can be
assigned to a prompt.

= Import Grammat Files _1al =l

Select the Grammar Files to import .
Select the Grammar Specification Files to import into the Application, Press E - 5

"Mext' to specify the Languages the Grammar Files will be used for,

Grammar Files to import into Application ¥pressions Yogue Application’:

Add... |
Femave |

< Back [ext = | Eimish I Cancel

This is the same dialog that can be opened by the following action:

e Click on the Import... button in the Select Grammar File dialog (see step 1
on page 125)

» Click on the Add... button for creating an application grammar, then click on
the Browse... button and eventually click on the Import... button (see Section
5.3.3.3, “Creating a new grammar”, on page 152)

» Select an application grammatr, click on the Browse... button and click on the
Import... button

Proceed as described from step 4 to step 6 on page 126. Finally, click on the
Finish button. The Import Grammar Files dialog closes. The grammar
specification file has been imported and is now available for grammars in the set
languages.
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Further features

The Application Grammars tab features at the top right margin two more icons
the functions of which are explained in the below table.

Icon

Function

|
H
|

This icon is active by default. In the icon's active state the
areas All Vogue Application Grammars and Vogue
Application Grammar Details are positioned next to each
other. The area All Vogue Application Grammars is found
in the left half of the tab.

When you activate this icon, the areas All Vogue
Application Grammars and Vogue Application Grammar
Details are positioned on top of each other, with the area All
Vogue Application Grammars always being in the upper
half of the tab.

Table 28

Further Functions of the “Application Grammars” Tab

Using the @ icon at the top right margin of the All Vogue Application
Grammars area you can sort all grammars defined for the application
alphabetically ascending of descending.
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5.3.3.4 Application Resources

The Application Resources tab serves for copying external files to the
workfolder of an application, so that these files can be used in the callflow
controls. This enables using files of another file type, except for prompt files or
grammar files, also. Among these files you find documents used in the Document
control (Section 6.3.15, “Document Control”, on page 264)or configuration files
that can be installed in the ASR Menu control (Section 6.3.23, “ASR Menu
Control”, on page 306) or in the ASR Expert control (Section 6.3.24, “ASR Expert
Control”, on page 314).

Resource files are copied to the following folder and can be divided into further
subfolders: <OpenScape Xpressions
install>\<workspace>\items\<application>\resources

Yogue Application Resources E

ill Yogue Application Resources == | cé}:}
This is the list of currently available Resources of "pressions Yogue Application'

which are those files and directories that are residing in the underlying file system
older, Each of the Resources is shared by every item of the Application,

Rename. ..,

‘= Import Resources from another Application. ..

Importing resources

1. Click on the Import... button. The Select Resource File(s) to be imported
dialog opens.

2. Select the desired file.

3. Confirm your selection with OK. The file is copied to the specified resources
folder of your application and integrated in the All Vogue Application
Resources list.
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Select an entry in the application resources list and the following properties
are listed in the right area of the tab: Resources-Name, Resource Type,

Resource Size and the Resource Date on which the file was added to the
application resources. This data serves for viewing and cannot be modified.

Selected files are irretrievably removed from the application resources via the

Delete button.

With Rename... you can rename selected application resource files.

Importing resources from other applicatio
1.

ns

Click on the XImport Resources from another Application link to add

further resource files from other applications:

il = Import Yogue Resources

! Select the Application to import Resources from

Specify the Yogue Application to import Resources from, afterwards select
those Resources to be imported into the current Application,

=lolx|

[E249]

Application: |¥pressions Yogue Application

=

Select the Vogue Resources ko import into the current Application:

Select Al |
Deselect Al |

< Back | [ext = | Eimish I

Cancel |

Select the Application from which the resources are to be imported. The

available resources are automatically displayed.

Select one or several resources and click

on Finish. The imported resources

are integrated in the All Vogue Application Resources list on the

Application Resources tab.

Further features

The Application Resources tab features at the top right margin two more icons
the functions of which are explained in the below table.

Icon Function

This icon is active by

default. In the icon's active state the

areas All Vogue Application Resources and Vogue
Application Resource Details are positioned next to each
other. The area All Vogue Application Resources is found
in the left half of the tab.

Table 29

Further Functions of the “Application Resources” Tab
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Icon Function

When you activate this icon, the areas All Vogue

Application Resources and Vogue Application Resource
Details are positioned on top of each other, with the area All
Vogue Application Resources always being in the upper
half of the tab.

Table 29 Further Functions of the “Application Resources” Tab

Using the @ icon at the top right margin of the All Vogue Application
Resources or the F5 key you can update the list of resource files of an
application's workfolder.

5.3.3.5 Callflow Editor

Callflows are created with a callflow editor and listed in the workspace. Each of
them is assigned to an application.

A new callflow is created via an application's context menu. Rightclick the desired
application and then select the option New > Callflow. See also Section 4.2.1.2,
“Creating a new Callflow”, on page 45.

Enter the desired callflow name and confirm the entry with OK. The new callflow
is displayed underneath the application in workspace list.

A callflow's context menu

When you rightclick a callflow, its context menu opens. The following options are
then available:

* New enables the creation of a new callflow.

e Open with Callflow Editor enables viewing the graphic representation of an
existing callflow as well as its configuration and editing.

» Copy copies the selected callflow with all its settings to the clipboard.

« Paste creates a copy of the selected callflow.

» Delete removes the selected callflow from the workspace or application.
« Rename... changes the callflow name.

» Properties displays general information such as storage location, last access
date, file size and callflow type and displays a summary of the contained
controls and the associated editor settings.

With a doubleclick on the callflow's name in the workspace list the editor opens
for editing the callflow with the associated palette.

The palette contains controls for usage in the callflow editor.
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The context menu of the palette

To open the context menu of palette, rightclick one of the controls withing the
palette's area. It provides the following options:

Lavout Columns

Use Large Icons v Lisk

L]

Icons Only

Customize. ..
ustamize Details

Settings...

Reset Palette

Layout offers several options to change the palette's representation. The
contents in the views are the same but they are displayed in a different

manner. The following options exist:

-
. Marquee:

Select  Marques

1L Connection

ﬂj%

Columns List Icons only Details
&= Select oy Select
[% Ol [} el m m elec

Lt
nodes anly

I} Marquee - Marquee Tool o slect

@ % | ticky Hote U= General Cortrals AL EunneE_tion - Create  Cortral
o fam : = annection
Connection Sticky Nate : Calflow Link i Clfow ik A m @ e Q J = . ‘
| General Controks O — 1 | |12} .| Sticky Noke - Create  Sticky hots
-_— General Controls * - A= . .
= 6 J E* r‘@ ﬂ'@ _E F / % Callflow Link - Create a Callflow
4 4
o = Messaging Cantrols *
DtmfMenu  Prompt  Language | Dimfteru = ang (= Generd Contraks *
-~ 0. e Prampt i
E!} {J@ ﬂ:?j 'i I @ @ A\ Start - Create a Start Control
) ) anguage
TimeProfle ContactDi.., WameDialing e |~ Miscellaneous Contrals * Fﬁ End - Create aEnd Contral
¥ 43 ContattDiaing @ 5
Holiayr... Questoon,.. Dy 45 NemeDiaing -~ Contack Center Controls 1’| L Messaging Cortrals 4
| Messaging Controls * = (? % Q (7, Connect - Create a Connect
&} o | Messaqing Controls * & Control
& {, Connect s Speeth Recogniion Contrcls ~ # ¢ Document - Create a Document
Connect  Document = Contral
& Document 1) ) v
| Miscellanenus Cantrols * - |~ Miscellaneous Controls #
| |l Miscellaneous Controls # | |5 Databass Controls |l
|:= 7 Ig % CustomD - Creste a CustonDl
o [ CustamDll AP AR Cortral
CustomDl ~ Compare Seript 7 G i
- i ! of COMpare Jb Compare - Create a Compare
s 12 Seript o
Definition it Definition = Contact Center Contrals *
|-~ Contact Center Contrals * |~ Cantact Center Controls + (;“ AcdStart - Create 8 Acdstart
@ (3 Acdstart (%CW”‘
3 Acdlnfo - Create a Acdinfo Contral
fcdstart  Acdnfo AccExit (% fudirfo v
At
|~ Speech Recognition Contrals » (E' |~ Speech Recognition Controls +
o= W AstMenu - Create & Asrilenu
=) L i) hstlenu ~ Control
Rsrilenu AsrExpert 7 AstExpert o AsrEapert - Create 3 AsrEupert
Dakabase Contrals * Contral
&— |~ Database Controls * S A
- Fs - | | Database Contrals #
i . DbRead
DbRead  Dhhite  CorrelRead » Dbiliie . DbRead - Create a DbRead Contral
” . CorreRead - DbWrite - Create a DbWrite
G - ) Control
Correlirite T Comelifris >
Table 30 Representation Types of the Palette

Use Large Icons

enlarges the icon display.
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e Settings... opens the Customize Palette dialog for editing the Name and the
Description as well as for configuring different Options of the single controls
and their group folders.

L2 Customize Palette E
4 = General Controls

Mew  Delete Move Down Move Lp Marne:

|C7 Taals = | General Contrals

2] [~ eneral Controls

ISRESE Cereral Controls e —
3 Start
_____ Fy. End The Palette Group containing the General Controls ;I
----- B DtmfInput LI
""" i=| DtmfMenu [~ Hide
""" lo ST v Open drawer at start-up

""" ] Language

----- Y TimePrafile

----- )"'3) ContactDialing
----- )"'3) MameDialing

""" iz HolidayGreetings
----- )f‘?.l Onestinnnaire: LI

r Pin drawer open at start-up

OF I Cancel | Apply |

The left dialog area provides an overview of all available controls, sorted
according to various groups (drawer). If you select a control or a group folder
you can use the Up or Down buttons to change the position of the control or
group folder in the list. In the right dialog area you can edit the name and
description of a selected control or group folder.

By activating the Hide option you can decide whether or not to display a
control or a whole group of controls.

The Open drawer at start-up option can be selected for group folders and
determines whether the respective control group is displayed opened at the
Application Builder start, i.e. the single controls are displayed in the palette.

The Pin drawer open at start-up option determines if a group folder is
furnished with a pen [# (see below) at the Application Builder start.

NOTE: The settings of the Tools drawer and of the tools contained therein
cannot be edited.

e XSettings...X opens the palette settings dialog.
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~ioix

Font: <Using Workbench Dialog Font = Change... |
Restore Default |

Layout: Details layout options
" Columns ™ Use large icons
 List

" Icons anly

o

Drawer options:
" always close when opening another drawer
' Close automatically when there is not enough room

" Mever close

[8]4 I Cancel |

Push the Change... button to open the dialog for setting the font. You can
define Font, Font size, Size, Color and Effects.

Fort 2%

FEont: Font style: Size:

IHeguIar IS QK I
| & Tahoma Y| - |
Terminal Italic 9 L

€} Times Mew Foman Bald 10
€} Trebuchet M5 Bald Italic 1
Tunga
() ‘webdings

- 14
() ‘erdana LI 16 LI

~ Effects — Sample

[ Stikeout

[~ Underline IT
LColar:
lm Script:

IWestern LI

A click on the Restore Default button resets the font to its original values.

In the Layout and List layout options sections you can change the palette
display like in the palette context menu.

The Drawer options specify how the display of opened group folders of
controls shall be handled.

Reset Palette resets the palette settings to their default values.

When you rightclick a group folder (drawer), the context menu contains the
additional option With Pen. With an active pen ([¥) you can prevent an open
drawer in the palette display from getting closed.
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5.3.4 Outline View

The outline displays the entire callflow in a minimized representation. Depending
on the selected zoom factor (see Table 15 on page 97) the callflow may be shown
in the callflow editor only in one extract.

5= outline 53 =0

Tl

If the callflow editor does not display the entire callflow, the portion you can see
in the callflow editor is blue highlighted in the outline view. You can move this blue
section with the left mousebutton kept pressed. The area shown in the callflow
editor is updated accordingly.

5.3.5 Problem View

The problem view shows errors and warnings of all settings in the workspace and
of all applications. This is independent from the callflow shown in the callflow
editor. The view has the format of a table with the following columns:

e Description

This column precisely describes the error or warning. For example, it states
that a control does not have a mandatory connection to another control or that
not all necessary properties have been specified for a control.

e Resource

This column states for each error or warning the control type, for example
Vogue Application Prompt, Vogue DTMF Menu Control etc.

« Path

This column specifies for each error or warning the path of the concerned
control, for example Workspace Grammars/Grammarl.

|2 | Problems £3 =0
4 Errars, 2 Warnings
Description | Resource | Path =
= B Errors (4 items)
@ Database Configuration does not specify a database driver archive ‘Workspace Database ‘Workspace SettingsD:
@ Prompt "Welcome' is already specified as Workspace Prompt Alias Wogue Application Prompt ¥pressions Yogue Appl
@ Grammar does not specify a grammar specification fils Wogue Application Grammar ‘Workspace Grammars]
@ Control 'DtmfMenu Contral 1' misses connection For control event ‘Errar’ Wogue Dtmffenu Control ¥pressions Yogue Appl
= B warnings (2 items) i
& Application 'Example’ does not contain any callflows Wogue Application Example _ILI
1| | 3
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5.3.5.1 Context Menu of the Problem View

You open the context menu of the problem view with a rightclick on an entry to be
provided with the following options:
o= Go To

= Copy
Select Al

é’§f‘? Refresh F5

Properties  Alt+Enter

* Go To opens the corresponding position of the error or warning. For example,
the callflow is opened in the callflow editor and the control selected in which
the problem occurred.

* The Copy option copies the content of the selected problem to the clipboard.
e Select All selects all entries in the problem view.

¢ The Update command updates the problem view by searching all
configurations in the workspace, in applications and callflows for faulty
settings.

* Properties opens the Properties dialog in which the Description, the
Resource and the Resource Path of an error or warning are put out.
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5.3.6 Properties View

The properties view shows the properties of the control selected in the callflow
editor view and their values. The properties are the hight and width of the control
and the geometric position in X- and Y-coordinates in the callflow.

| Properties &3 e ¥ =0

Propetk: Yalue
Ttem Width -1

Item ¥ Position | 90
Item ¥ Position 318

5.3.6.1 Caption Bar Icons

The Properties view features the following icons on the right margin of the
caption bar:

R

When you click an icon the effect becomes visible in the graphic representation.
This is the case for the first icon of the last figure.

Icon Meaning
E Display categories
g Display extended settings
= Restore default. This feature is not possible.
= = = H | |
_ v B show Categories
When you click the triangle, a menu opens. Each menu option corresponds to
an executable icon in the caption bar. A ticked-off menu option is active.
Selecting a menu option has the same effect as pushing the corresponding
icon.
= Minimize properties view
= Maximize properties view
Table 31 Icons on the Caption Bar of the “Properties” View
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5.3.7 Bookmark View

Bookmarks serve as marker for quickly finding specific features or jobs.
Uncompleted configurations or remarks can be quickly viewed in this way.
Especially users who have not created the callflow themselves can then receive
additional information.

L] Backmarks 23 X ¥ 0O

0 Bookmarks
Description = | Resource | Path

1 |

Bookmarks can be added to callflows, controls, variables, prompts, grammars,
languages, databases or resources. Select the desired element for this purpose.

e Controlin the callflow editor (Section 5.3.3.5, “Callflow Editor”, on page 159)

« Variable on the Workspace or Application Variables tab (Section 5.3.2.2,
“Workspace-spanning Variables”, on page 111 or Section 5.3.3.1,
“Application Variables”, on page 143)

* Prompt on the Workspace or Application Prompts tab (Section 5.3.2.3,
“Workspace-spanning Prompts”, on page 115 or Section 5.3.3.2, “Application
Prompts”, on page 147)

e Grammar on the Workspace or Application Grammars tab (Section 5.3.2.4,
“Workspace-spanning Grammars”, on page 123 or Section 5.3.3.3,
“Application Grammars”, on page 152)

e Language or database on the Workspace Settings (“Workspace
Languages” tab or “Workspace Databases” tab) or

« Resource on the Application Resources tab (Section 5.3.3.4, “Application
Resources”, on page 157)

and click on the menu bar on Edit > Add Bookmark.... If you want to furnish a
callflow with a bookmark, open it with a doubleclick on the name of the desired
callflow in the workspace and select on the menu bar Edit > Add Bookmark....

NOTE: The bookmarks of the bookmark view do not correspond to the help
bookmarks.
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5.3.7.1 Caption Bar Icons

The bookmark view features the following icons on the right margin of the caption

bar:
Icon Meaning
% Delete all bookmarks
% Delete selected bookmark
= Minimize bookmark view
5 Maximize bookmark view
Table 32 Icons on the Caption Bar of the Bookmark View

5.3.7.2 Context Menu of the Bookmark View

You open the context menu of the bookmark view with a rightclick on an entry to
be provided with the following options:

|®-§0T0

= Copy
Select Al
3 Delete

Edit Description

| Properties Alt+Enter
» The Go to option opens the page the bookmark refers to.

« The Copy option copies the content of the selected bookmark to the
clipboard.

» Select All marks all entries of the bookmark view.
« Delete removes a selected entry from the bookmark view.

« Edit Description enables modifying the description of the selected
bookmark.

* Properties opens the Properties dialog in which the Description, the
Resource and the Resource Path of a bookmark are put out.
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5.3.8 Search View
The search view shows the results of the search for a character string in all
applications. The search is started via the Search menu option and the Search
dialog then open (see Section 5.1.5, “Search”).
e Description
This column states the name of the element in which the character string was
found.
*« Resource
This column specifies the resource type, for example Xpressions Vogue
Application 1.
e Path
This column indicates the path of the concerned element, for example
Appl07/Callflow07/Phone Number Input Control.
" Search 2 X ¥ =0
4 Search Results for 'Prompt’
Description = | Resource | Path
Prompt Control 1 Yogue Prompt Control | ¥pressions Yogue ApplicationfCallflow 1/Prompt O
Prompt Control 2 Yogue Prompt Control | ¥pressions Yogue ApplicationfCallflow 1/Prompt O
Prompt Control 3 Yogue Prompt Control | ¥pressions Yogue ApplicationfCallflow 1/Prompt O
Prompt Control 4 Yogue Prompt Control | ¥pressions Yogue ApplicationfCallflow 1/Prompt O
1| | i
NOTE: The search view does not correspond to the help search-page.
5.3.8.1 Caption Bar Icons
The search view features the following icons on the right margin of the caption
bar:
Icon Meaning
% Delete selected search hit
% Delete all search hits
= Minimize search view
B Maximize search view
Table 33 Icons on the Caption Bar of the Search View
168
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5.3.8.2 Context Menu of the Search View

You open the context menu of the search view with a rightclick on a search hit to
be provided with the following options:

o= Go To

= Copy
Select Al
3 Delete

Properties Al+Enter
» Go To opens the dialog or tab in which the string searched for was found.
e Copy copies the content of the selected search hit to the clipboard.
» Select All marks all entries of the search view.
« Delete removes a selected entry from the search view.

» Properties opens the Properties dialog in which the Description, the
Resource and the Resource Path of a search hit are put out.

A31003-52360-U114-5-7619, 2011-06-09
OpenScape Xpressions V6 Application Builder, User Guide 169



User Interface
Views

5.3.9 Help View

The help view shows the context-sensitive help. It opens when you select the
element about which you want to have information and then push the F1 key. An
element can e.g. be a view, a tab or a control. In addition, you can open the help
view via Help > Dynamic Help. See also Section 5.1.7, “Help”, on page 90.

Go Ta:
B search

= Index

1) Help 53
All Topics

B ¥ 5 rplication Builder Help

*5 Related Topics Eﬂ] Biookmarks

_|<;:. ¥ =08

NOTE: If you select the in an infopop option in the Tools menu under the
Preferences menu option under Help, the context-sensitive help is not displayed
in the help view but in an infopop. More information is contained in Section 5.1.7,
“Help”, on page 90.

Depending on the selected help page, the bottom margin shows different links.

* All Topics leads to the help's table of contents.

« Related Topics shows the links that provide information about the desired
element.

« Bookmarks displays the help pages that you have selected as bookmark.

* Index opens the keyword overview of the help.

e Search shows the page on which you can specify a search item for searching
the help.

170
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5.3.9.1 Caption Bar Icons

The help view has additional icons in the caption bar. Which icons are displayed
depends on the link selected in the help view. The following figure shows an

example.

well|le o T=0

NOTE: The help search-page does not correspond to the search view. Likewise,
the help bookmarks do not correspond to the bookmarks of the bookmark view.

Icon

Meaning

Fold all elements of the table of contents in this view.

1]

Display the categories of the search results on the help pages.

Display the descriptions of the search results on the help pages.

@

Display the table of contents as well as the currently shown help page in
another window (the entry of the displayed help page is selected in the table
of contents)

Display the entry of the displayed help page in the table of contents.

Add a bookmark to the displayed page

Show last displayed help page.

Undo skipping to the last help page.

¥ =0
"B ||t|dT : Skip to the reference information of the help, to the
v Doatoncs keyword overview of the help, to the help's table of
% Search contents, to the search page of the help or to the help's

[[NBookmarks bookmarks.

Minimize help view

8

Maximize help view

Table 34
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5.3.9.2 Context Menus of the Help View

The help view features different context menus for different help pages.

NOTE: The help pages Related Topics, Index and Search have identical
context menus.

All Topics

The context menu of the table of contents is opened with a rightclick on an entry.

Open
Open in Help Contents

|| Add Bookmark

< Back
&) Foryard

Help Contents

« Open displays the context sensitive help in the help view.

« Open in Help contents opens the desired help page in a separate help
dialog.

« Add Bookmark sets a new bookmark for the selected entry of the help's table
of contents.

e Back shows the help page displayed last.
« Next undoes skipping to the last help page.
e Help Contents opens the online help. See also Table 14 on page 90.

Related Topics

You open the context menu of this help page with a rightclick on a free space.

< Back
. Forward

Help Contents

For a detailed description of the three depicted options see Section 5.3.9.2, “All
Topics”, on page 172.

When you rightclick one of the reference links displayed on this page, the above
context menu of the table of contents opens. See All Topics.
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Bookmark

When you rightclick a bookmark on this page, the following context menu opens:

< Back
&) Foryard

Open
Open in Help Contents

Delete
Delete Al

Help Contents

Open displays the context sensitive help in the help view.

Open in Help contents opens the desired help page in a separate help
dialog.

Delete removes the selected bookmark of the help.
Delete All deletes all bookmarks of the help.

Back shows the help page displayed last.

Next undoes skipping to the last help page.

Help Contents opens the online help. See also Table 14 on page 90.

If no bookmarks have been added to the help view, the context menu only
contains the three lower options.
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5.3.9.3 Browsing the Help Pages

Click on = in the caption bar of the help view and select the Search entry in the
list. The page for browsing the help pages.

1) Help 53 =0

CIEIERE

%7 Search

Search expression: «

* = any string, ¥ = any character, " = phrase,
AND, OR, MOT = boolean operators

=[]

Searches local help documents
Advanced Settings

Go Ta:
All Topics 575 Related Topics

Eﬂ] Eookmarks [ Index

Enter your help page search item in the Search expression field and click on Go.
When you click on >> the following search options are displayed:

Option Description
* Look for any string
? Look for any character

“<Expression>" | Look for the specified expression

AND, OR, NOT | Use Boolean operators for the search

Table 35 Search Options

The link to the right of the Search scope indicates the search range. If not
otherwise modified, the search range is called Default. When you click the small
black triangle on the left, an information section opens that indicates where the
help is searching. The default is Local Help. The Advanced Settings link allows
detailed settings for the search.

In the area thereunder you can see the hits of the completed search process in
the form <defined search scope> (<number> hits). With a click on the triangle
to the left, all search results are listed for the corresponding search scope. The
search hits are displays as links and a short extract of the help text is also shown.
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Specifying the search scope

1. Click on the link to the right of the Search scope. The following dialog for
selecting the search scope opens:

£¥ Select Search Scope Sets x|

Mew, .. Rename. .. | Edit... | Remayve |

[8]4 I Cancel |

Only the Default search scope is available for selection by default. It can
neither be renamed nor deleted.

Other search scopes can be defined via the New... button. After you have
entered the new Scope Set Name and clicked the OK button, the new search
scope is integrated in the list of search scope sets.

Using the Rename... button you can change the Scope Set Name .
Remove deletes the selected scope set entry.

The settings dialog of a selected search scope is opened via the Edit...
button.

See

Section 5.3.9.3, “Local Help”, on page 176,

Section 5.3.9.3, “Info Center”, on page 178 und

Section 5.3.9.3, “Web Search”, on page 179.

2. You can set the desired search scope as current search scope in two ways:

» Doubleclick the desired entry in the list of search scope sets. The search
scope name appears as link to the right of Search scope.

» Select the desired entry in the list of search scope sets and click on OK.
The search scope name appears as link to the right of Search scope.

Setting a search scope

In the left dialog section the Local Help, Info Center and Web Search search
engines may occur. Each entry may appear several times. You remove an entry
from the list with the Delete button. A new search engine is created via the New...
button. The following dialog opens:
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£¥ New Search Engine _1al =l
Search Engine Type /,
Choose the type of the search engine From the list, 4

Available search engine types:

e “Local Help

7 Infa Center
#7wWeb Search

Eimish I Cancel |

The three search engine types mentioned above are available. After you have
selected the desired search engine type and clicked on the Finish button, the
search engine list features this type for this search scope.

In the right section you can set a search engine's properties. All search engines
can be activated by ticking off the XEnable search engineX checkbox. In the
following we will explain the settings of the three possible search engines.

e Local Help
The XNameX and Description cannot be modified.

If the Search all topics radio button is active, all topics of the selected search
engine are searched. If the XSearch only the following topicsX radio button
is active, only pages among those pages are searched that are ticked off in
the Working set content field.

The Restore Defaults button resets all values to the defaulted ones.

The performed modifications are copied via the Apply button.
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| Search Scope - Standard

_|ol x|
[ -7 % Local Help

Searches local help documents

V¥ Enable search engine

Mame: | Local Help

Descriphion: | searches local help documents

' Search all topics
" Sgarch only the Following topics
‘Warking set content:

[ &pplication Builder Hilfe

™ include results about disabled capahilities

Mew... Delete | Restore Defaulks | Apply |

[8]4 I Cancel |
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Info Center

The Name and Description of the search engine cannot be modified. Enter
the internet address of the search engine in the URL field.

If the Search all topics radio button is active, all topics of the selected search
engine are searched. If the Search only the following topics radio button is
active, only pages entered in the Working set content field are searched.

The Restore Defaults button resets all values to the defaulted ones.

The performed modifications are copied via the Apply button.

o
4 Lacal Help ‘I Info Center
I Rl 110 Center

Searches a remote Info Center

V¥ Enable search engine

Mame: | Info Center

Description: | Searches a remate Info Center

URL: |
' Search all topics
" Sgarch only the Following topics

‘Warking set content:

Mew. .. Delete Restore Defaulks | Apply |
ITI Cancel |
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User Interface
Views

The Name and Description of the search engine cannot be modified. You
can receive the URL template by copying the web query from the internet

browser address field

and replacing the search item with {expression}.

The Restore Defaults button resets all values to the defaulted ones.

The performed modifications are copied via the Apply button.

ioix

\).—. Local Help

" Web Search

Delete

Performs a general-purpose Web search

V¥ Enable search engine

Mame: ‘Web Search

Description: Performs & general-purpose Web search

URL kemplate: ;I

-

‘fou can capture the URL template by copying the web query From
the browser address field and replacing the search word with
{expressiont,

Restore Defaulks | Apply |

]34 | Cancel |

A31003-S2360-U114-5-7619, 2011-06-09
OpenScape Xpressions V6 Application Builder, User Guide

179



User Interface
Views

A31003-52360-U114-5-7619, 2011-06-09
180 OpenScape Xpressions V6 Application Builder, User Guide



Application Deployment and Controls
Deployment of an Application

6 Application Deployment and Controls

This section describes in detail the deployment of applications, represents the
applicable tools and controls of the callflow editor and explains their functionality,
configuration and application.

6.1 Deployment of an Application

NOTE: Only faultless applications can be deployed.

A complete application is made ready for execution by means of an export to the
XPR database. In case of an export the XML definition files of an application are
additional compressed in a folder and stored in the <OpenScape Xpressions
install>\userdata\vogue\ directory. The resource files can be optionally
exported in the various languages also. The XML definition files contain the
properties of the variables, prompts and grammars used in the application, the
structure and elements of the callflows as well as the configuration of the
application itself. The application configuration determines, for example, the
available languages and the phone number via which the application can be
reached.

How to deploy an application, i. e. export it in the XPR database in an operable
state:

1. Click on = ~ in the toolbar. With a click on the triangle next to the icon you
can choose from existing applications. The following dialog opens.

™ application Deployment =] E3

Deployment of Xpressions Yogue-Application 1 [r—
Specify the mrs Server and the Settings For Application Deployment.

Login Profile: IAdministrator

|+ automatically login with this Profile if not already logged in

Server Mame: | SRY1

Prokacol Mame: | (B50-660)

Ll L

Phone Number: | 650

(i) Logged in with User 'ADMINISTRATOR' on Server 'SRY1'

< Back Mext = Einish Cancel
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2. Select the Login Profile with which you want to log on to an XPR server.
Then click on the Login button.

NOTE: You need to have administrator privileges to log on to the XPR server.

Automatically login with this Profile if not already logged in
If login to the XPR server is to occur automatically at the Application Builder
start with the specified login profile , activate this checkbox.

NOTE: Ifyou are already connected to an XPR server, the bottom area of the
dialog displays a message indicated with {ij. This message informs you with
which user you are logged in and at which server.

Via the Logout button you can close the connection to the server and define
another logon profile.

3. Select the configured Vogue protocol and the configured phone number.
The control that follows the Start control is automatically used as Entry
control.
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Click the Next button.

™ application Deployment =] E3

Deployment of Xpressions Yogue-Application 1 [r—

Specify the Workpath Settings of the Application. The Workpath is the root
Falder in which the Application expects used Resource Files, 1

Specify whether the Application uses a custom Workpath or not,

The Application's Workpath is the Folder on the Server the Application uses as its rookt

Folder, The Resource Files being loaded by the Application are always specified relative to the
‘Warkpath and thus will be expected underneath the corresponding Folder.

By default each Application uses the standard Workpath 'userdatafvogue', setting a
custom one means adding an additional Subfolder to the standard Workpath,

A custom Workpath will be applied to all the Resource Files that are deploved with the
Application,

™ Use custom Warkpath

‘Warkpath: |userdata,|’vogue,|’ |

Einish I Cancel |

< Back | Mext = |

Here you can determine if you want to use a user-defined or the default
working folder. The default working folder reads <OpenScape Xpressions
install>/userdata/vogue.

Click the Next button. The following dialog opens:

™ application Deployment =] E3

Deployment of Xpressions Yogue-Application 1 [r—
Specify the Languages the Application will be deployed with, Only Resources of

the selected Languages will be part of Deployment. 1
Workspace Language | Target Resource Folder | Select Al |
£= English {United States) ametrican

1% English {Urnited Kingdom) british Deselect Al |
A English (Australia) australian

[V Only include those Resources that are newer than on the Server

< Back | Mext = | Einish I Cancel |

Select from the available Workspace Language the language that is to be
provided and thus to be exported to the XPR server for the execution of the
application.

Only deploy those Resources that are newer than on the Server
By activating this option only those resource files are updated when newly
deployed that were modified since the last deployment.
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7. Click the Next button. The dialog shown below is displayed.

™ application Deployment =] E3

Deployment of Xpressions Yogue-Application 1 [r—

Specify special Settings and Features of the Application,

Application Features
[V Accept Call at Application Start
™ Enable Music on Hold' during Transfers

Audio File: | - [default] o |

Einish I Cancel

< Back

8. Activate the checkbox of the desired feature:

Accept Call at Application Start

Accepting a call establishes a valid connection between the caller and the
system and the corresponding call charges will be calculated for the
caller. You can use the Accept Call at Application Start option to set the
time at which the charge counter becomes active and the caller incurs
costs.

By activating or deactivating the checkbox you can toggle the Offline and
Online mode.

If the Accept Call at Application Start option is active, the call will be
accepted at the application start. The Online mode is active. The call will
be accepted no matter if an application is, for example, open on the basis
of a time profile or a free employee or contact center agent is available.
Call charges will definitely be incurred.

If the Accept Call at Application Start option is inactive, the Offline
mode is enabled. The call will not be accepted and remains free of charge
until the following events occur:

« Acallisdirectly accepted before the performance of a control in which
an announcement must be played. For example, the call is accepted
before the execution of the DTMF Menu, Prompt or Questionnaire
control.

* In case of a Connect control the call is accepted in the attempt to
forward it to a specified subscriber.
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« Using the Time Profile control the state of the application is checked.
This does not require a call acceptance yet. A Connect control or an
ACD Start control accepts the call in the “Open” status only. The call
is integrated in the waiting loop of the ACD group or forwarded to a
free agent or forwarded to a defined subscriber. In the statuses
“Break” and “Closed” or when the condition “group full” is fulfilled, the
call is not accepted but only the defined connections are executed.

Only in the cases mentioned the call is accepted in Offline mode and the
application switches to the Online mode.

NOTE: Please note that accepting a call via an ACD Start control does
not guarantee that a free agent is available in the ACD group to whom the
call can be forwarded. To ensure that free agents are in the ACD group to
whom the call can be forwarded, you need to use the Compare as well as
the ACD Info control in your application. You can obtain the corre-
sponding instructions from Appendix B, “Guaranteeing ready Agents in
Offline Mode”.

IMPORTANT: The Offline mode may lead to undesired side effects if the
function and the ensuing consequences are not harmonized with the
application's structure. If undesired side effects occur, the application's
structure must be optimized accordingly.

Example 1:

If a call is received in Offline mode, the application is run through until it
changes to Online mode. The relevant Vogue application is restarted in
Online mode with the Entry Control. The controls at the beginning of a
Vogue application for a call are run through twice. As a result, data is
collected twice.

Example 2:

A call still being in Offline mode cannot be routed in comfort transfer since
it has not been accepted yet. The call must either be routed in a different
way, or Offline must be switched to Online mode before the comfort
transfer. In the latter case, the first application in Offline mode is followed
by comfort transfer in a second application in Online mode.

The Offline mode affects the way the End control is executed. The call is
still terminated by executing the End control. If this control is executed in
Offline mode, though, no announcement can be played, so that the call is
not automatically accepted.

NOTE: Since in Offline mode no ACD group can be active, none can be
closed down either. Executing the ACD EXxit control is skipped in Offline
mode and continued with the control connected for the event Finished.
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The Offline mode does not affect the functionality of the single controls.

Enable 'Music on Hold’ during Transfers

Through activation of this checkbox you can enable the Music on Hold
feature or select the audio file played to the caller. The music on hold is
played in an infinite loop when the PBX forwards a call and the callee has
not answered the phone yet.

The audio files must have the * .pcm or * . wav format. The files to be
selected are found in the directory <OpenScape Xpressions
install>\Userdata\vogue. You cannot modify the directory that
must contain the selectable files. The XPR scope of delivery does not
include any audio files for waiting music.

NOTE: Some PBX systems are equipped with music on hold. The music-
on-hold selected in this dialog is specified for the Vogue script and can
only be used if there is no music-on-hold in the PBX or this music can be
deactivated.

To avoid any conflict between the PBX music on hold and the Vogue script
music on hold set here, you can use parameter values to perform the
appropriate settings in the registry values of the IP APL. A call that dials
a configured application can by means of the Connect control be
forwarded to a destination you have specified. While being forwarded this
call is assigned status HOLD. The PBX recognizes this status and plays
its own music on hold. But since we want the Vogue script music-on-hold
be played and not the one of the PBX, the calls must not be assigned the
“Hold” status during the forwarding. For this purpose, edit in the registry
values of the IP APL the Private [REG_MULTI_SZ], entry, which
among other things contains the parameters for SIP devices. You
deactivate the “Hold” status for all OpenScape Xpressions scripts by the
XPR server with value 0 for the parameter HOLDFORBLINDTRANDSFER
(for forwarded calls in blind-transfer mode) and for
HOLDFORSUPTRANSFER (for forwarded calls in supervised mode). If the
“Hold” status is activated for forwarded calls in supervised mode
(HOLDFORSUPTRANSFER = 1), the HOLDFORVOGUETRANSFER parameter
can only be used to deactivate the “Hold” status for the Vogue script.
Consequently, the Vogue script music-on-hold and not the PBX music-on-
hold is played for forwarded calls in the Application Builder.

You receive continuative information in the “IP APL Registry Keys”
section in the OpenScape Xpressions Server Administration manual.

9. Click the Next button. The following dialog appears:
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W Application Deployment =] E3

Deployment of Xpressions Yogue-Application 1 [r—
Specify the List of Operator Mumbers For the Application. The Mumbers will be

dialled one after the other in case of an Application Error, 1
 Operatars
Operator Mumber List ~ E @ B’

[~ Enable 'Blind Transfer'

Transfer Timeout: | 60

" Only present local Users

proey | ........ = = [ == |

Select users from the XPR database to which the call is forwarded in case of
an application error.

* ’'Enable Blind Transfer’
Through activation of this checkbox the system will not wait to see if the
person accepts the call. The calling attempt is considered finished if the
number is valid and the extension is not busy.

NOTE: The 'Enable Blind Transfer’ option is related to the “Blind
Transfer” feature. Blind transfer means that the availability of the desti-
nation is not checked at the time of the transfer. Thus a caller might
receive a busy signal or even be rerouted to the original control. For
further information see the Telematic APL chapter in the OpenScape
Xpressions Server Administration manual.

» Transfer Timeout
This seconds specification defines after which period the connection
setup to a subscriber is aborted if he/she cannot be reached. If the setup
attempt is aborted, the subscriber next on the list is tried. If no subscriber
can be reached or no subscriber is specified, the call is canceled as error
case.

* Only present local Users
With the option you determine which users will be considered for the
selection of operators and the respective phone numbers. If the
associated box is ticked off, only the local user profiles of the respective
XPR server will be read out of the database. If the option is inactive, all
global user profiles listed on all servers of the domain will be considered
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for selection. With a large number of user profiles this selection may affect
the system performance or lead to a long runtime until the search is
complete.
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10. Click the Next button. The following dialog pops up:

11.

™ application Deployment =] E3

Deployment of Xpressions Yogue-Application 1 [r—

Specify the Resource Files that will be included into the Application's Archive File
which is exported after Deployment, 1

Specify whether the Application's Resource Files shall be included into the Export or not,

After Deployment the Application will automatically be exported into a single Archive File that
will be copied onto the Server, This will ensure Consistency between the Application's
Representation inside the Server Database and the corresponding Export of the local
Application on the Server,

The created Archive File will always contain the Definition Files of the Application and its hosted
Items. Additionally the Archive can be created including the corresponding Resource Files
({Prompt Audio Files, Grammar Specification Files, ...} leading to a full Backup of the local
Application,

Mote that including Resource Files may grow the created Archive File which will result in longer
Upload Times when transferring the Export to the Server,

™ Create full Export including Resource Files

[ext = | Einish I Cancel |

Create full Export including Resource Files

Through activation of this checkbox all resource files such as audio files and
grammar files are also exported to the XPR server and provided in addition
to the XML definition files.

NOTE: Please note that uploading large data amounts may take some time.

Click on the Finish button. You receive a message about the successful
deployment of the application. Confirm this message with OK. The
application can only be called via the configured phone number.
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6.2 Elements of the Callflow Editor Palette

The following table shows all available controls of the callflow editor palette and
provides a short description of the functionality:

Icon ’ Functionality
Tools
[:E The select tool enables the selection of single elements such as controls,

connections or notes. Selected elements can be moved in their geometric as
well as structural position.

rea The scope selection tool enables the simultaneous selection of several
elements with the left mousebutton kept pressed. You can then use the
(select) tool to move the selected elements combined to another position.

il The Connection serves for connecting two controls.

N Using the Notice tool you can position comments and notes anywhere in the
callflow.

&, The Callflow Link enables linking two callflows within an application.

General controls

AR The Start Control marks the beginning of a callflow and is mandatory for an
. application.

F‘f The End Control marks the end of a callflow.

With the DTMF Input Control the caller is able to enter number strings such

as his/her customer number via the telephone keys.

The DTMF Menu Control enables the caller to navigate through a menu.

|???

e The Prompt Control plays one or several announcements and branches to
another control (e. g. Menu control).

9 With the Language Control you can change the language during runtime.
Thus the caller can e.g. listen to announcements in his/her native language, if
he/she switches to the appropriate language.

=3 In the Time Profile Control the caller is diverted to different controls

= depending on the time the call happened.

o The Contact Dialing Control searches an XPR contact (name, phone
2 number, fax number, etc.) for a short name.

B Using the Name Dialing Control a caller searches for desired users of the
2 system.

= The Holiday Greetings Control enables recording greetings by calling an

application and the playback of such greetings on any days using time profiles.

The Questionnaire Control asks the caller questions. The answers are
recorded and then sent to the company’s employee in charge via e-mail with
a voice file attachment or as voice mail (for playback via telephone).

™ The Delay Control allows interspersing breaks in the callflow.

Table 36 Tools and Controls in the Palette
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Icon

Functionality

-~

The Record Control enables re-recording an existing greeting by the caller.

Messaging controls

&

The function of the Connect Control is to dial a list of telephone numbers one
after another after one or several greetings have been played. (“You will be
connected to our hotline now. Please hold the line.”).

&

With the help of the Questionnaire Controlyou can send documents (e.g. e-
mails, SMS, fax or voicemails).

Various controls

The Custom DLL Control is used for editing the parameters for the
CustomVogue.dll .

With the help of this Compare Controlyou can perform comparisons
according to previously defined rules. You can specify a list of rules here, so
that e.g. all incoming calls can be allocated to their original country on the
basis of their leading telephone numbers.

The Script Control starts another protocol (E-script) without using additional
B-channels. With the help of this control you can arbitrarily extend the
application.

<A1
T

In this Definition Control you define the variables with the help of texts. l.e.
you are able to define individual variables here and fill them with a content that
you will need in other controls.

Contact center controls

c

With the ACD Start Control a call is registered with a contact center group

@

The ACD Info Control provides selected information about ACD calls and
ACD groups before a call is accepted by the Vogue script.

@

Use the ACD Exit Control to cancel the registration of a call with a contact
center group.

Speech recognition controls

2

Using the ASR Menu Control allows the recognition of single, permanent
voice commands and routing the caller to the controls assigned to these
commands.

With the ASR Expert Control and by means of keys you can filter functional
units (such as actions, locations, etc.) from entire sentences of an
announcement and save them.

Database controls

C 2

With the help of the DB Read Control you can query data/data records from
existing databases. A caller is e.g. able to query the current state of his/her
order from a contact center.

With the help of the DB Write Control you can enter data/data records in
already existing databases. A caller is able to automatically enter an order.

%
A

The Correl DB Read Control enables reading of entries in the Correlation
Database.

Table 36
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Icon Functionality
- The Correl DB Write Control is in charge of writing entries in the Correlation
e Database.

Table 36 Tools and Controls in the Palette
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6.2.1 General Information about the Control

A control is added to a callflow with two mouseclicks.
1. Select the desired control type in the palette. The mousepointer changes.

2. Place the mousepointer in the desired position in the callflow editor and push
the left mousebutton. The selected control is now part of the callflow.

To move a control, select it in the callflow and place it in the desired position with
the left mousebutton kept pressed.

Each control is represented as rectangle with rounded corners. Within the
rectangle you see the icon, the control type and the control name. The following
figure shows a control of type Start named “Start of Application” in the callflow
editor area.

A Start
Start of Application

The name of a newly created control is always predefined by the control type
description and a digit as numbering (e. g. “Prompt Control 1").

When you doubleclick a control, its Properties configuration dialog opens. In this
dialog of every control you can perform the following three settings on the
General tab:

* You can enter a Name for the new control or change the existing Name (max.
63 characters, special characters are not allowed).

e You can enter an optional, freely definable comment as Description. This
description is displayed as tooltip of the control and does not affect the
control's functionality.

* Furthermore, the Restore Default button lets you reset all control settings
except for Name and Description to the defaulted values.

In some controls, variables and greetings can be used. You can use only
variables and announcements that were created or released either for the
workspace or for the corresponding application. The announcements and
variables created in the controls are automatically valid for the entire callflow
application.
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Further setting options depend on the control type and are described in Section
6.3, “Control Types”, on page 205 for each single control.

NOTE: A callflow must always begin with a control of type Start and end with a
control of type End.

NOTE: Several controls in a callflow may have the same name.

NOTE: The control types ACD Start, ACD Info, ACD Exit, ASR Menu and ASR
Expert are released only project-specifically. The same applies for the Can be
interrupted by the contact center checkbox in the properties dialog by some
control types.

Context menu of a control

When you rightclick a control, the following context menu opens, for example:

< Undo Madifying Sticky Moke
" Redo Madifying Sticky Moke

of Cut
=| Copy

. Paste

3 Delete

| Properties

Menu options are displayed that you can use to cancel the last modification, to
undo the last cancellation, to delete the selected control and to represent the
properties of the selected control. In addition you can cut or copy selected
controls and paste them anywhere in the callflow editor.
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6.2.2 Connection

To set up a connection, two controls, e. g. a DTMF Menu control and a Prompt
control, must be contained in the callflow editor.

1. Click on Connection in the palette. The mouse pointer is now represented as
plug.

2. Then click the control from which you want to set up the connection before
selecting the control that is to represent the connection target. With a click on
the second control a connection is established between the two controls if
allowed. For example, a connection between the Start and End control is not
allowed, or all possible events that can be configured for a connection
between controls are covered.

If the control selected first may have several outgoing connections, a dialog
appears in which you can select the event that must occur for the use of the
connection to be established.

Example: The next figure shows the Select Control Event dialog for a DTMF
Menu control. In this dialog you select the DTMF key that must be pushed so that
the connection to be created is used.

Select the Event for the Connection

Select the Source Control's Event to Follow the Connection, ‘]
The Application will proceed with the connected Control if the Event occurs,

Drescription

Event if DTMF key 3 was pressed  [optional]
Event if DTMF key 5 was pressed  [optional]
Event if DTMF key 6 was pressed  [optional]
Event if DTMF key 7 was pressed  [optional]
Event if DTMF key 8 was pressed  [optional]
Event if DTMF key 9 was pressed  [optional]
Event if DTMF key * was pressed  [optional]
Event if DTMF key # was pressed  [optional]

874 I Cancel

For each connection the connection name is displayed, which is identical with the
event name and the position of which (as closely as possible to the connection
startpoint) is automatically defined.

With the connection you establish a call forwarding from one control to the next.

The following table summarizes the possible events for each control:

Control Possible Events for Connections

Start Start of application

End End of application

Table 37 Possible Events for Connections between Controls
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Control Possible Events for Connections

DTMF Input Input valid; input invalid

DTMF Menu Input of DTMF keys 0 to 9, * or #; error

Prompt Playback complete

Language Successful language selection (finished); faulty language
selection (error)

Time Profile Time profile status: “Open”, “Break” or “Closed”

Contact Dialing

User found (finished); user not found (error)

Name Dialing

User found (finished); user not found (error)

Holiday Greetings

Successful (finished); completed unsuccessfully (error)

Questionnaire

Complete (finished)

Delay Delay time up

Record Successful recording (recording completed); unsuccessful
recording (recording failed)

Connect Only a connection in case of an unsuccessful connection to
another subscriber (connection failed)

Document Document successfully transmitted (sending successful);

document unsuccessfully transmitted (sending failed)

Customer Specific DIl

Successful invocation of the DLL file (finished); unsuccessful
invocation of the DLL file (error)

Compare A connection for fulfilling each configured rule (<rule name>);
a configured rule was not fulfilled (no hits)

Script Only a connection if the selected script could not be initiated
(change failed)

Definition Definition or assignment successful (finished); faulty definition
or assignment (error)

ACD Start Call could be assigned to an ACD group (finished); error;
timeout; group full

ACD Info Call could be assigned to an ACD group (finished); error;
timeout; group full

ACD Exit Call from an ACD group successfully logged off (finished)

ASR Menu Execution error (error); invalid entry or entry not recognized
(no hits); no entry (timeout)

ASR Expert Recognized entry (success); execution error (error); invalid
entry or entry not recognized (no hits); no entry (timeout)

DB Read Successful reading from the database (success); empty
database entry (empty); error when reading from the database
(failed)

DB Write Successful writing in the database (success); error when

writing in the database (failed)

Correl DB Read

Successful reading from the database (success); empty
database entry (empty); error when reading from the database
(failed)

Table 37 Possible Events for Connections between Controls
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Control Possible Events for Connections

Correl DB Write Successful writing in the database (success); error when
writing in the database (failed)

Table 37 Possible Events for Connections between Controls

NOTE: Not every connection between any controls is possible.

Whether or not a connection is represented as straight line is automatically
decided by the Application Builder. The representation may be manually
modified, though. To this, the connection must be clicked.

h 3

_ | DEmfMenu )
DtrfMenu Contral 1
0
DTMF ol DTMFN_\‘
@ Prompt 3 Prompt
Prompt Control 3 Prompt Control 4

1 -

The connection and its name is then displayed in red. In the middle of the
connection and on both ends black dots appear as markers. If you move the
mouse pointer onto the black dot in the middle of the connection, the mouse
pointer appears as (¥»X). With the left mousebutton kept pressed, this dot can
only be moved at will within the drawing area of the callflow editor. The connection
line and the position of the connection name are automatically adjusted to the
new position of the connection center. After releasing the left mouse button the
new positions are retained.

| DEmfMenu @_ . .
DtmfMenu Contral 1 | DTMF 1 |
LTHF ol l
.

@ Prompt 3 Prompt

Prompt Control 3 Prompt Control 4

If the connection line is now bent, further black dots that you can move in the
above manner appear on the connection line. All relocations of the dots can be
made undone. You can also straighten a bend by selecting the Straighten
Connection option in the context menu.

Context menu of a connection

When you rightclick a bent connection, the following context menu opens, for
example.
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<‘,’,‘ Undo Madifying Connection
'\“'> Redo Maodifying Connection

of Cut
| Jee
. Paste
3 Delete

", Straighten Connection

M Fropetties

Menu options are displayed that you can use to cancel the last modification, to
undo the last cancellation and to Delete the selected connection. With
Straighten Connection a bent connection is straightened as far as possible. The
menu option to display properties cannot be selected. The cut, copy and paste
features are not possible either.
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6.2.3 Notice

A note in the callflow serves for inserting comments. To create a note, click on
Note in the palette. Keep the left mousebutton pressed, drag the mousepointer in
callflow editor to the desired position and release the mousebutton. To alter the
note's text, doubleclick the note with the left mouse button.

This is a
naote

NOTE: A note does not affect the callflow functionality and process in any way.

Context menu of a note

When you rightclick a note, the following context menu opens:

< Undo Madifying Sticky Moke
" Redo Madifying Sticky Moke

of Cut
=| Copy

. Paste

3 Delete
& Edit Note

M Fropetties

Menu options are displayed that you can use to cancel the last modification, to
undo the last cancellation and to Delete the selected note. The Edit Note menu
option enables altering the text of the selected note. The menu option to display
properties cannot be selected. In addition you can cut or copy selected notes
and paste them anywhere in the callflow editor.
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6.2.4 Callflow Link

The callflow link enables connecting two callflows within an application. The

callflow linking with an arbitrary, configured control of the other callflow serves as
point of entry in the other callflow.

oo oo o © This is an example of a Callflow Link control to which no Target
allriow Lind . .
<n0:}arget - control in another callflow has yet been assigned.

e 3 This is an example of a Callflow Link control to which “Compare
e tortral 1 control 1” has been assigned in another callflow as Target
control. Under a configured Callflow Link control you also find
the name of the linked callflow in the format [to <callflow
name>].

Context menu of a callflow link

When you rightclick a callflow link, the following context menu opens, for
example:

a| Go To Target Control

< Undo Set Callflow Link Target

M fedo
of Cuk

= Copy
. Faste

3 Delete
‘]@ Set Target Control

M Fropetties

Menu options are displayed that you can use to cancel the last modification, to
undo the last cancellation and to Delete the selected connection. Set Target
Control opens the below dialog in which the linking Target control is defined.

‘81 select Target Control |
Select the Target Control for the Callflow Link g

Select the Link's Target Control from another Callflow, @

The Application will proceed with the specified Control if the Link is reached,

Select Ta

t Control for Link on Callflow 'Callflow 2"

Start of Application (Start Control)

= P’ End of Application 1 {End Control)

Q DkmfInput Control 1 {DtmfInput Control)

@ Connect Control 1 {Connect Control)
HolidayGrestings Control 1 {HolidayGreetings Control)
@ Script Control 1 {Script Control)

------ @ Prompt Control 1 {Prompt Cantrol)

]34 I Cancel
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With a click on Go to Target Control the linked callflow opens in the callflow
editor and the Target control appears in a black frame. In addition you can cut or
copy a selected Callflow Link control and paste it anywhere in the callflow editor.
The menu option to display properties cannot be selected.
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6.2.5 Speech Recognition

An application created by the Application Builder may require an entry. Besides
making entries via telephone keys, speech entries are also possible, provided a
speech recognition system has been installed. The application detects
automatically whether such a system has been installed. Speech recognition
occurs by a speech recognition software with a speech grammar that decodes
announcements, compares them with permanent entries and, as the case may
be, executes associated commands. The speech recognition feature is possible
with the DTMF Input control: you can make an entry by saying key numbers (0 to
9, “yes” for *, “no” for #). The actions triggered by an entry do not depend on
whether entries are made via DTMF keys or by voice.

Beyond that, two other controls enable the announcement of further voice
prompts, so that a user can control the operations of an application. With the ASR
Menu control, defined key words can be used as voice commands to have a
connection set up to other controls of the application. Announcing “Information”
may lead to a Prompt control that delivers information on a specific product. In
addition, entire sentences can be announced and recognized in the ASR Expert
control. By means of the keys defined in the grammar file, announcements can
be filtered and single parts of the sentence saved in variables. If, for example, a
key exists in the grammar that recognizes the function of actions, the term “direct”
is filtered from the sentence “Please direct call to workstation” and saved in a
variable.

NOTE: You can obtain further detailed information on the process and system-
atics of speech recognition from various manuals in the documentation directory
of the supplied speech recognition system by SpeechWorks.
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6.2.6 Creating Raw Data

The Vogue script delivers statistical raw data and provides them for creating so-
called reports. The raw data are stored in log files in the directory <OpenScape
Xpressions install>\stat and sorted by date. Such files are extracted by
the Report APL in database tables, which the Report Schedule APL can
subsequently access. Via the Report Schedule APL the creation of reports is
planned, with the creation then being performed by a report engine such as BIRT
or Crystal Reports. Statistical raw data can be transmitted by the VOGUE script
also without the installation of the Report APL. Such data are only found in the log
files, though, and filed in database tables by the Report APL in the first place.

NOTE: You find continuative information about the reporting concept and about
the Report respectively Report Schedule APL in the corresponding chapter of the
OpenScape Xpressions Server Administration manual.

For each voice application and control used, raw data is created by the Vogue
script that may serve statistical evaluation. In other words, the created raw data
are in case of an export to an SQL database stored in two different tables. The
data that characterizes the concrete flow of an entire application is stored in the
IVR Application database table. For example, you can trace which application
phone number was dialed with which phone number, for which reason a call was
aborted or how long an application was executed.

Besides general application specifications, separate raw data is generated for
each control. All data which statistically register the execution of controls are
stored in the second database table ITVR Box. Besides general specifications
such as the control name or the execution duration during a call, the typical
control properties are considered. The Compare control, for example, delivers
whether the condition of a rule has been fulfilled, or the Time Profile control
provides the state of the time profile during the call. Each TVR Box table is
assigned to an IVR Application table.

You can activate or deactivate the creation of raw data in any control (data of the
IVR Box). In other words, in each control you can specify via the Generate raw
data for statistics option on the General tab of each control whether or not raw
data are to be delivered for the corresponding control. The creation of raw data
for a control is activated by default. You cannot deactivate the creation of raw data
for an application (data of the IVR Application).
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In the Application Builder you can only activate or deactivate the creation of raw
data for controls. Data can only be further processed by report creation using a
report engine, the execution or results of which is planned respectively managed
by the Report Schedule APL.

NOTE: You can obtain a precise list and description of the created raw data for
applications and controls from section “The Databases of the Vogue Script” in the
Report APL chapter of the OpenScape XpressionsServer Administration manual.
In there you also find a description of how to create raw data via the adodb. ini
file. You can specify the storage duration of the data in the tables, which is one
year by default and may lead to large data amounts.
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6.3 Control Types

This section serves as reference to the setting options of all control types in the
callflow editor.

NOTE: The control types ACD Start, ACD Info, ACD Exit, ASR Menu and ASR
Expert are released only project-specifically. The same applies for the Can be

interrupted by the contact center checkbox in the properties dialog by some

control types.

6.3.1 Start Control

A Start control declares the starting point of a callflow. It does not possess a
feature for controlling the call procedure in an application, but represents the point
of entry in the graphic design of the callflow. The Start control simulates the time
when the call is accepted by the application.

Every callflow must contain a Start control. In each application only one Start
control can be configured.

In the Start control's configuration dialog you can set the Name and Description.
See Section 6.2.1, “General Information about the Control”, on page 193.

= Properties |
Change Properties for Start —
Change the General Properties for the Control of Type Start, |
=
General |
Mandatory
Mame: | Start of Application
Description: |
Restore Defaulks | OF I Cancel Apply

Connections

After an incoming call has successfully reached or started the application, it can
be forwarded to any other control.
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6.3.2 End Control

An application can be terminated with an End control.

The End control does not only represent the point of exit in the graphic callflow
design, but has a call control function in an application: the call is disconnected
from the system. A prompt can optionally be played in addition.

Every callflow must have an End control. In each callflow only one End control
can be configured.

B Properties E
Change Properties for End (=1
1
Change the General Properties for the Control of Type End.

General |

Mandatory
Mame: | End of Application 1
Description: |
[V Generates raw Data for Statistics
Playback List of Prompts and Variables B - ﬁ - E @ B’
Announcement | Gap |
Restore Defaulks | OF I Cancel | Apply |

In the End control's configuration dialog you can enter or set the Name and
Description. See Section 6.2.1, “General Information about the Control”, on

page 193.

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by the a report engine for creating
so-called reports. You find further information in Section 6.2.6, “Creating Raw
Data”, on page 203.

Before a call is finally finished in an application by the system, any number of
greetings can be played. You receive information about selecting and configuring
greetings within a control in Section 6.3.5, “Prompt Control”, on page 216.
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6.3.3 DTMF Input Control

NOTE: Speech recognition and entries by voice have not been released for
OpenScape Xpressions.

This control enables a caller to enter numerical orders, such as his/her customer
number, by keypad Furthermore, a security request can be realized, so that not
every customer who calls can access all data. Instead, he/she can request
individual data, such as the status of a purchase order, after he/she has been
authenticated by entering the customer number.

The configuration dialog of the DTMF Input control provides the tabs General,
Input and Announcements.
“General” tab

The General tab of the DTMF Input control contains the following setting options.
See also Section 6.2.1, “General Information about the Control”, on page 193.

B Properties

Change Properties for Dimflnput
Change the General Properties for the Control of Type DEmfInput,

x|
E==

General |Input I Announcements

Mandatory

Mame: | DkrfInput Contral 1

Description: |

V¥ Can be interrupted by the Contact Certer

[V Generates raw Data for Statistics

Restore Defaulks | Of I Cancel | Apply |

The Can be interrupted by the Contact Center checkbox is active by default.
In case of a previous registration of the call with an ACD contact center via the
ACD Start control, playing the configured prompts can be interrupted. The
playback can be interrupted for the attempt to connect the call with an ACD agent
of the contact center. If all prompts are to be played at any rate, deactivate this
checkbox.

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
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database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.

“Input” tab

E= Properties |

Change Properties for Dimflnput
Set Menu and Input Parameters and specify Yariables to store the Input,

General Input |Ann0uncements|

i~ Menu Parameters

Menu Timeout {seconds): I 10

Menu Repetitions: I &)

i~ Input Parameters

Input Confirmation Key: I#

Minimum Input Length: I o

Maximum Input Length: I 10

~Input Skorage
‘ariable For confirmed Input: |$VARIABLE3

0 A 7 A A

‘ariable for Input Length: |$VARIABLE2

Restore Defaulks | OF I Cancel | Apply |

In the Menu Parameters section you can enter the behavior of the control in case
of time-out (no input after a certain amount of time). The following settings are
available:

Field Description

Menu Timeout (seconds) |Enter here the time (in seconds) available to the caller to
make his/her input by keypad or voice after the
announcement(s) have been played. If you enter a’0', the
caller can wait an undefined period of time until he/she
makes an entry via a key. The default value is 10 seconds.

Menu Repetitions If the caller has not made a key or voice entry, the
announcement is repeated. In this field you specify how
often entries can be repeated until the control linked to the
Error event is transferred to. The value refers to the
number of missing entries. In case of value 3, the entry and
thus the announcement will be repeated three times, so
with the first execution the announcement is played
altogether four times. If you enter a '0’, the greeting is not
repeated but the caller is directly forwarded to the control
configured for the error event after a missing entry. The
feature is then deactivated. Three repetitions are allowed
by default.

Table 38 Setting Fields in the Menu Parameters Area

In the Input Parameters section you specify the data entry options. These are:
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Field

Description

Input Confirmation Key

In this field you specify or select with which DTMF key (0
to 9, *, #) the caller may complete and confirm his/her
entry, before the maximum length of an entry has been
reached. If, for example, value 3 has been defined as
minimum length and value 6 as the maximum, a caller may
abort entries being 3, 4 or 5 characters long with the input
confirmation key. The entry will then be continued with the
correspondingly linked control. The input confirmation key
does not allow completely aborting the entry process and
switching to the next linked control before the minimum
entry length has been reached. Entries can be aborted by
pushing the input confirmation key on the key pad or by the
corresponding voice entry (0 to 9, “yes" for *, “no” for #).
We recommend to enter * or # here. When the number of
entered characters corresponds to the maximum entry
length, the input confirmation key must not be pushed. If
this field remains empty, the function of this key is
deactivated, i. e. the caller must enter as many characters
as are indicated by the Maximum Input Length field.
Inform the caller in an announcement of the DTMF Input
control, which input confirmation key was specified (e.g.
“To finish, push the star key or say 'yes'.”).

Minimum Input Length

In this field you enter the minimum length of the digit string
the caller has to enter. If the number of entered digits falls
short of this and the time specified in the Menu Timeout
(seconds) has elapsed, the process is aborted. The caller
may then repeat his/her entry if allowed by the settings in
the Menu Repetitions field. By default, value 0
deactivates this feature and no entries can be made. Verify
that the Minimum Input Length does not exceed the
Maximum Input Length.

Maximum Input Length

In this field you enter the maximum length of the digit string
the caller may enter. If the caller exceeds this entry
restriction, a default announcement will be played. His/her
entry is finished. If you enter a zero in the Minimum Input
Length and Maximum Input Length fields, the feature
will be disabled. If e. g. the Maximum Input Length field
contains a zero, the caller may enter a digit combination of
any length. A maximum of 10 keystrokes is allowed as
entry by default. Verify that the Maximum Input Length
does not fall short of the Minimum Input Length.

Table 39 Setting Fields in the Input Parameters Area

In the Input Storage section you need specify the variables for filing the
confirmed input and the input length. You can either use variables already
available or create new ones. The Variable for confirmed Input stores the
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pushed or announced key sequence, which was performed as entry by pushing
the input confirmation key. The Variable for Input Length specifies the
number of keys pushed for the entry.

NOTE: Both variables in the Input Storage area must be specified for success-
fully configuring the DTMF Input control and integrating it in the application.

“Announcements” tab

You select the announcement(s) for the DTMF Input control here. All
announcements or variables assigned to the control are listed in the
Announcements column. The Gap in the second column is the time that passes
before the next announcement is played or before the transition to the next
control. The entry is made in seconds. The default value is 0 seconds. The
greatest entry you can make here 999999999 seconds.

B Properties [ %]

Change Properties for Dimflnput
Specify the Announcements ko be played and the Order of Playback.

=

Playhack List of Prompts and Yariables |B - @ - E @ B’
Announcement | Gap |

B Prompt 1
oth $¥ARIABLEL i}

Restore Defaulks | OF I Cancel | Apply

The following icons are available on the Announcements tab.

Icon Description

Lil This icon enables playing a selected announcement. See below Playback
options.

® - With a click on the triangle of one of the icons depicted on the left you open a

selection list with the options Add Prompt... and Add Variable.... Depending
L?‘slj on the option you have selected, the corresponding icon is displayed. These
icons enable creating a new announcement (prompt) or variable or adding it to
the list. See under this table Adding a prompt/variable.

% This icon lets you remove a selected announcement or variable from the list .

Table 40 Icons on the “Announcements” Tab
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Icon Description

ﬂ If you have inserted several announcements or variables, they are played in
order from top to bottom. Using these icons you can move a selected

ﬂ announcement or variable in the list up or down.

Table 40 Icons on the “Announcements” Tab
Adding a prompt/variable

Select Add Prompt... . The Select Prompts for Announcements List dialog
opens, which lists all announcements already imported and created. These
greetings are created either for the entire workspace or for an application. You
can also insert greetings for selection. Via the Create new Prompts... link you
reach the Create Vogue Application Prompt dialog for configuring
announcements for an application. The configuration occurs analog to creating
prompts for applications (see Section 5.3.3.2, “Application Prompts”, on page
147). Activate the checkboxes of the desired announcements and confirm your
selection with the OK button. The selected files are now listed. The sequence of
the files in the list corresponds to the sequence of the announcement playback.
If you select further greetings they will be added to the end of the list.

If you select the Add Variable... option, the Select Variables for
Announcement List dialog opens, which lists all variables already imported and
created. These variables are created either for the entire workspace or for an
application. You cannot create variables in the DTMF Input control. If a text-to-
speech program is installed, the value of this variable, a text, is converted into
speech while the application is run through.

NOTE: Checkwhether atext-to-speech programis installed and whether the text
to be converted into speech is available in a language that this program can
process.

The variable may also contain a path specification to a sound file in the * . pcm or
*  wav format, which is contained in the <XPR install>userdata/vogue
directory. This path specification may be a relative path or an absolute UNC path,
for example \\<XPR computer name>\MrsUserdata$\Voice\loop\.
Activate the checkboxes of the desired variables and confirm your selection with
the OK button. The selected variables are now listed. The sequence of the files
in the list corresponds to the sequence of the announcement playback (see Table
43 on page 219). If you select further variables they will be added to the end of
the list.

Playback options

Select a variable or a prompt and click on the triangle of the [¥|~| icon. A
selection list with the options Direct Playback and Customize Playback...
opens.

If you select the Customize Playback... option, you reach the Prompt Playback
dialog.
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B Prompt Playback |

This is the List of Prompts available to be played back, Only Prompts specifying an Audio File
having one of the supported Formats are enabled For playvback.,

D Cuskomer Service

r—File Playback File Properties
Audio Length:
EEEaE '
File Type:
File: Format:
Prompt Language: |Eng|ish {United States) LI File Length:
Bit Rate:

‘Waiting Time {milliseconds): 300

Close

This dialog lists all configured announcements and variables of the DTMF Input
control. For each selected announcement you receive further information in the
File Properties area such as Audio Length, File Type, File Format, File
Length and Bit Rate. In the File Playback area you can toggle the configured
announcement language using the Prompt Language combo box. You can also
use this box to determine the language in which the variable text is composed.
The Waiting Time (ms) specifies in milliseconds the time used as waiting time
for announcements that cannot be played. This waiting time is used only for
playing the entire list of announcements. With a click on the & icon you can play
the selected announcement. The ® icon finishes the playback. With the £ icon
you move one entry back in the list, with the ¢ icon one entry forward. The -
icon has all greetings in the list played.

A click on the Direct Playback button plays a selected announcement instantly.
While the announcement is being played, the button converts into an @ icon for
finishing the playback. A click on the Close button closes the Prompt Playback
dialog.

Connections

You can configure a connection to a control for the events of a (valid entry) or
(invalid entry) each.
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6.3.4 DTMF Menu Control

With this control you enable the caller to navigate through a menu with the help
of his/her phone keypad.

The caller may hear the following example announcement: "If you wish to be
connected to our customer service, please push 1. If you wish to be connected to
our sales department, please push 2.”

After the announcement, the caller has a certain period of time for his/her entry.
If in the example the caller pushes 1 within this period, he/she is forwarded to the
next control that connects him/her to the customer service. If he/she enters 2, he/
she is forwarded to a control that connects him/her to the sales department. But
if he/she does not make an entry within the specified period or the entry is
incorrect, he/she can be forwarded to another control (for example an End
control).

The configuration dialog of the DTMF Menu control provides the tabs General
and Announcements.
“General” tab

The General tab of the DTMF Menu control contains the following setting options.
See also Section 6.2.1, “General Information about the Control”, on page 193.

B Properties

Change Properties for DimfMenu
Change the General Properties for the Control of Type DkmfMenu,

x|
E==

General | Announcements

Mandatory
Mame: | Dtrfienu Contral 1

Description: |

V¥ Can be interrupted by the Contact Certer

[V Generates raw Data for Statistics

Menu Parameters

Menu Timeout {seconds): I 10

Menu Repetitions (Timeout): I 3

L b

Menu Repetitions (Irvalid Entry): I 3

Restore Defaulks | OF I Cancel | Apply |

The Can be interrupted by the Contact Center checkbox is active by default.
In case of a previous registration of the call with an ACD contact center via the
ACD Start control, playing the configured prompts can be interrupted. The
playback can be interrupted for the attempt to connect the call with an ACD agent
of the contact center. If all prompts are to be played at any rate, deactivate this
checkbox.
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The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.

The Menu Parameters section offers the following setting options:

Field Description

Menu Timeout (seconds) Enter the time (in seconds) available to the caller to
make his/her input after the announcement(s) here. If
you enter a '0', the caller can wait an undefined period
of time until he/she makes an entry via a key.

Menu Repetitions (Timeout) |If the caller has not made an entry, the announcement
will be repeated. In this field you specify how often
entries can be repeated until the control linked to the
Error event is transferred to. The value refers to the
number of missing entries. In case of value 3, the entry
and thus the announcement will be repeated three
times, so with the first execution the announcement is
played altogether four times. If you enter a '0’, the
greeting is not repeated but the caller is directly
forwarded to the control configured for the error event
after a missing entry. The feature is then deactivated.

Menu Repetitions (Invalid If the caller has made an invalid entry (i.e. pressed a
Entry) DTMF key that is not defined), the announcement will
be repeated. In this field you specify how often entries
can be repeated until the control linked to the Error
event is transferred to. The value refers to the number
of invalid entries. In case of value 3, the entry and thus
the announcement will be repeated three times, so with
the first execution the announcement is played
altogether four times. If you enter a '0’, the greeting is
not repeated but the caller is directly forwarded to the
control configured for the error event after an incorrect
entry. The feature is then deactivated.

Table 41 Options for entering DTMF Keys
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“Announcements” tab

Wrropernes x
Change Properties for DimfMenu
1
Specify the Announcements ko be played and the Order of Playback.

General |

Playback List of Prompts and Variables ®-F- oK
Announcement | Gap |

B Occupied i}

B Training i]

B Opening Hours u]

[&] Input invalid i}

Restore Defaulks | OF I Cancel | Apply |

The setting options on the Announcements tab are analog to the settings
described in Section 6.3.3, ““Announcements” tab”, on page 210.

Connections

For each possible entry of a DTMF key (0 to 9, *, #) a connection to another

Control Types

control can be established. When pushing the corresponding DTMF key, a call is
forwarded to this control. In addition, a control can be specified for forwarding in

case of an error (time-out, missing or invalid entry).
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6.3.5 Prompt Control

A Prompt control serves for playing an audio file respectively a list of audio files.
You can enter a string variable as alternative to a sound file.

With a click on the Restore Defaults button, the defaulted values except for
Name and Description are restored.

The configuration dialog of the Prompt control provides the tabs General and
Announcements.
“General” tab

The General tab of the Prompt control contains the following setting options. See
also Section 6.2.1, “General Information about the Control”, on page 193.

= Properties |
Change Properties for Prompt —
Change the General Properties for the Control of Type Prompt, |
=
General | Annauncements
Mandatory
Mame: | Welcome
Description: |
V¥ Can be interrupted by the Contact Certer
[V Generates raw Data for Statistics
Restore Defaulks | OF I Cancel | Apply |

The Can be interrupted by the Contact Center checkbox is active by default.
In case of a previous registration of the call with an ACD contact center via the
ACD Start control, playing the configured prompts can be interrupted. The
playback can be interrupted for the attempt to connect the call with an ACD agent
of the contact center. If all prompts are to be played at any rate, deactivate this
checkbox.

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.
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You select the announcement(s) for the Prompt control here. A greeting may
correspond to a sound file or string variable. All announcements or variables
assigned to the control are listed in the Announcements column. The Gap in the
second column is the time that passes before the next announcement is played
or before the transition to the next control. The entry is made in seconds. The
default value is 0 seconds. The greatest entry you can make here 999999999

seconds.
B Properties ﬂ
Change Properties for Prompt
1
Specify the Announcements ko be played and the Order of Playback.
General
Playback List of Prompts and Variables le - ﬁ - m @ B’
Announcement | Gap |
B Welcome 1]

' Play in same Order as in List
" Play in random Order

" Continue from last played Announcement

Maximum Playback Time {seconds): I 1] 3: {0 means infinite)

Restore Defaulks |

OF I Cancel | Apply |

The following icons are available on the Announcements tab.

Icon

Description

(B |~

This icon enables playing a selected announcement. See below Playback
options.

& -
[afa| =

With a click on the triangle of one of the icons depicted on the left you open a
selection list with the options Add Prompt... and Add Variable.... Depending
on the option you have selected, the corresponding icon is displayed. These

icons enable creating a new announcement (prompt) or variable or adding it to
the list. See under this table Adding a prompt/variable.

f

This icon lets you remove a selected announcement or variable from the list .

i
&

Using these icons you can move a selected announcement or variable in the
list up or down. See below Further setting options.

Table 42
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Adding a prompt/variable

Select Add Prompt... . The Select Prompts for Announcements List dialog
opens, which lists all announcements already imported and created. These
greetings are created either for the entire workspace or for an application. You
can also insert greetings for selection. Via the Create new Prompts... link you
reach the Create Vogue Application Prompt dialog for configuring
announcements for an application. The configuration occurs analog to creating
prompts for applications (see Section 5.3.3.2, “Application Prompts”, on page
147). Activate the checkboxes of the desired announcements and confirm your
selection with the OK button. The selected files are now listed. The sequence of
the files in the list corresponds to the sequence of the announcement playback
(see Table 43 on page 219). If you select further greetings they will be added to
the end of the list.

If you select the Add Variable... option, the Select Variables for
Announcement List dialog opens, which lists all variables already imported and
created. These variables are created either for the entire workspace or for an
application. You cannot create variables in the Prompt control. If a text-to-speech
program is installed, the value of this variable, a text, is converted into speech
while the application is run through.

NOTE: Check whether a text-to-speech program is installed and whether the text
to be converted into speech is available in a language that this program can
process.

The variable may also contain a path specification to a sound file in the * . pcm or
*  wav format, which is contained in the <XPR install>userdata/vogue
directory. This path specification may be a relative path or an absolute UNC path,
for example \\<XPR computer name>\MrsUserdata$\Voice\loop\.
Activate the checkboxes of the desired variables and confirm your selection with
the OK button. The selected variables are now listed. The sequence of the files
in the list corresponds to the sequence of the announcement playback (see Table
43 on page 219). If you select further variables they will be added to the end of
the list.

Playback options

The announcement playback options on this tab are analog to the options
described in Section 6.3.3, “Playback options”, on page 211.

Further setting options

On this tab of the Prompt control further setting options are available in the lower
portion of the dialog. The options and the respective significance are listed in the
following table:
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Option

Description

Play in same Order as in
List

When you select this option, the announcements are
played according to the list sequence specified.

Play in random Order

After selecting this option, the list sequence is
disregarded. The announcements are played in an order
arbitrarily selected by the system.

Continue from last played
Announcement

If the announcement length exceeds the maximum play
time, the announcement is abandoned after expiration of
this period. If this option is selected, announcement
playback will be continued from the position where the
last announcement was abandoned.

Maximum Playback Time

In this field you can set a maximum restriction of the play

(seconds) time. You can select a time range from 1 to 600 seconds.
Selecting 0 deactivates this function, so that no
maximum restriction for the play time exists.

Table 43 Options for playing Greetings in the Prompt Control

Connections

In the callflow, a call from a Prompt control can be forwarded to another control
when the announcements configured in the Prompt control have been played.
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6.3.6 Language Control

With this control you can change the language of the announcements to be
played at the application's runtime. This language is at the same time the
language in which - if available - speech recognition and TTS is performed. All
languages licensed and installed in the XPR server can be switched to.

Before the initial execution of a Language control in an application, the application
uses the language set during the XPR server setup.

IMPORTANT: If the Vogue script routes a caller to another telematics script such
as PhoneMail or EVO, the telematics script uses for all announcements the
language that the Vogue script defines for the caller. This is possible, for example,
by means of the Language control. After a caller has selected a specific language
in the Language control, he/she can then be forwarded to a corresponding
telematics script with the help of the Script control (see Section 6.3.19, “Script
Control”, on page 285).

The configuration dialog of the Language control contains only the General tab,
on which the setting options described below are available. See also Section
6.2.1, “General Information about the Control”, on page 193.

E= Properties |
Change Properties for Language —
Change the General Properties for the Control of Type Language., |
=
General |
Mandatory
Mame: | Language Control 1
Description: |
V¥ Can be interrupted by the Contact Certer
[V Generates raw Data for Statistics
~Language Settings
Default Language: |Eng|ish (United States) LI
Mew Language: | <Nones LI
Previous Language: |<n0ne> LI
—Workpath Settings
Mew Workpath: | <none= LI
Previous Workpath: |<n0ne> LI
Restore Defaulks | OF I Cancel | Apply |

The Can be interrupted by the Contact Center checkbox is active by default.
In case of a previous registration of the call with an ACD contact center via the
ACD Start control, playing the configured prompts can be interrupted. The
playback can be interrupted for the attempt to connect the call with an ACD agent
of the contact center. If all prompts are to be played at any rate, deactivate this
checkbox.
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The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.

The General tab is further split up in the areas Language Settings and
Workpath Settings.

In the Language Settings section you specify the default language and the
variables for a possible new language or for languages previously used.

In the Default Language field you determine the language to be used by the
application after the execution of Language control, if no language is contained
in the variable of the New Language field.

NOTE: Under Default Language you find all generally possible languages for
selection. However, you need to previously configure the languages in the
workspace settings. See Section 5.3.2.1, “Settings in the Workspace”, on page
103.

In the New Language field you can select the variable the value of which
specifies the language to be used after the execution of this control. The
permissible values are found in Table 44 on page 222. Please keep in mind that
the variable value must be written in capital letters. The assignment of such a
value to a variable must have been performed in another control, for example, a
Definition control or a DB Write control, before the execution of the Language
control. If this field does not contain a value, the Default Language is used.

NOTE: No variables can be created at this point. The variables to be selected
are specified either for the workspace or for the application.
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Language Variable value
German GERMAN

English (United Kingdom) | BRITISH

English (USA) AMERICAN

Flemish FLEMISH

French (France) FRENCH

French (Canada) CANADIANFRENCH
Italian ITALIAN

Dutch DUTCH

Portuguese (Brazil) BRAZILIAN
Portuguese PORTUGUESE
Russian RUSSIAN

Spanish (Spain) SPANISH

Spanish (USA) AMERICANSPANISH
Turkish TURKISH

Czech CZECH

Walloon WALLOON

Table 44 Name of the new language

NOTE: When setting the variable read out of the New Language field please
only select one of the languages licensed on your XPR server and configured in
the Application Builder workspace. The language-dependent files such as prompt
and grammar files are loaded either from the <OpenScape Xpressions
install>\Userdata\vogue\ default directory or from a user-defined
subfolder. The corresponding user-defined subfolder can be specified upon
deploying an application. See Section 6.1, “Deployment of an Application”.

In the Previous Language field you can store the languages used until the
execution of the Language control in already existing variables or in those to be
newly defined. The variables to be selected are specified either for the workspace
or for the application. In addition, you can specify variables here that can be
further used in the application.

In the Workpath Settings section you use the New Workpath field to determine
the workpath that contains the specific resources of a language such as prompt
and grammar files. You specify these language resources in the workspace and
they can be used for playing greetings or speech recognition in the following
controls. The workpath is stored as value in a variable. The value describes the
relative path underneath the <OpenScape Xpressions
Install>\Userdata\vogue\ default directory, in which the language files
associated to the new language are stored. Example: german\.
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In the Previous Workpath field you can set the workpath in which the languages
used until the execution of this Language control are stored in an existing variable
or in one to be newly created. This enables switching to the previous language in
another Language control. The value describes the relative path of the user-
defined workspace underneath the <OpenScape Xpressions
Install>\Userdata\vogue\ default directory, in which the language files
associated to the new language are stored. Example: german/.

Connections

You can configure a connection to another control for each of the events of a
successful (finished) or impossible language alteration (error).
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6.3.7 Time Profile Control

With this control you can branch to different controls depending on a calendar

profile and thus on the time when the

call occurred.

The following figure shows an application example of this control.

Open

e. g. Start Control Closed

Break

~
—— e. g. Connect Control

— e. g. End Control

— e.g. DTMF Menu Control

The call is forwarded to a Connect control if, for example, the office of the
company is open. If the company is closed, the call is forwarded to an End control.
Within the End control the announcement "You are calling outside our business

hours. You can reach us daily from ...

until ... Thank you for calling. Good Bye.”

might be implemented. After playing the announcement the End control
terminates the call. If the call is made during a break, it is forwarded to the DTMF
Menu control. The caller can then use the menu options to decide how to further

proceed with the call.

Please note that no announcement is

played within the Time Profile control, but

other controls are referred to based on a calendar profile. If a prompt file is
assigned to the statuses of a calendar profile, the storage path to this prompt file
is stored in a variable and can be played in other controls, such as the Prompt

control.

The configuration dialog of the Time Profile control offers the following
configuration options on its General tab.

B Properties

Change Properties for TimeProfile

Change the General Properties for the Control of Type TimeProfile,

General |

Mandatory

Mame: | TimeProfile Contral 1

Description: |

V¥ Can be interrupted by the Contact Certer

[V Generates raw Data for Statistics

Time Profile Settings

Tirne Profile: I LI Time Profiles. .. |

Time Zone: |(GMT+DI:DD) Amsterdam, Berlin, Bern, Rome, Stockholm, Wienna LI

Variable for Announcement: |<n0ne> LI
Restore Defaulks | Of I Cancel | Apply |

See also Section 6.2.1, “General Information about the Control”, on page 193.
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The Can be interrupted by the Contact Center checkbox is active by default.
In case of a previous registration of the call with an ACD contact center via the
ACD Start control, playing the configured prompts can be interrupted. The
playback can be interrupted for the attempt to connect the call with an ACD agent
of the contact center. If all prompts are to be played at any rate, deactivate this
checkbox.

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.

In the Time Profile Settings section you can select and configure time profiles:

Setting a time profile

You need to select a Time Profile for the control. Via the Time Profiles... button
you may create new time profiles or change already existing ones. The following

dialog opens:

Time Profiles Configuration

Configure Calendar Profiles that shall be available,

| Day Profiles I

Prafiles: ﬁ Ef ﬁ
Profile Mame |
Customer Service

Rules for 'Customer Service': ﬁ Ef ﬁ
Rule | Dy Profile |
Daily Business Hours

OF I Cancel | Apply |

On the Calendar Profiles tab you see the configured Calendar Profiles and
their Rules, which link a date or a day to a day profile.

The following icons are available on the Calendar Profiles tab.

Icon Description
& This icon enables the creation of a new calendar profile or of a new rule for the
selected calendar profile. See Defining a new rule for a calendar profile.

Table 45 Icons on the “Calendar Profiles” Tab
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Icon

Description

|

After you have clicked this icon you can rename a created calendar profile or
change the settings of a selected rule. See Defining a new rule for a calendar
profile.

i

You use this icon to remove a selected rule or calendar profile from the Profiles
or Rules list.

Table 45

Icons on the “Calendar Profiles” Tab

Switch to the Day Profiles tab to create a new day profile.

# Time Profiles 3

Time Profiles Configuration

Configure Day Profiles that are ko be used in the Calendar Profiles,

Calendar Profiles  Day Profiles

Prafiles:

Prafile Mame

Business Hours

Intervals for ‘Business Hours":

Default Status

s WA

Interval

| Skakus |

00:00-05:00
0&:00-18:30
18:30-24:00

CLOSED
COPEM
CLOSED

OF I Cancel | Apply |

In the top section you see the day profiles and in the bottom section the time
intervals of the day and their corresponding Statuses (“Open”, “Closed”, “Break”).

The following icons are available on the Day Profiles tab.

Icon

Description

¥

This icon enables creating a new day profile or interval for the selected day
profile. See Defining a new interval.

|

After you have clicked this icon you can rename a created day profile or change
the settings of a selected interval. See Defining a new interval.

i

You use this icon to remove a selected rule or day profile from the Profiles or
Rules list.

Table 46

Icons on the “Day Profiles” Tab

Defining a new interval

You create new time intervals via the [% icon in the Intervalls for <name of the
day profile> area. The following dialog opens.

226
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@ Time-Interval Definition

Define a Time-Interval for the Day Profile.
=

Set the start and end time for the Time-Inkerval, Sl

r~ Interval
Start Time: IE:DD = Status: ICIosed 'l
End Time: IDS.DD =

i~ Actions
™ Playback File: | Select, ., |
[T Transfer: |
r Routing: I j

874 I Cancel |

Specify the Start and End Time of the interval and the corresponding Status.

In addition, you can set further options such as a Playback File, the Transfer to
a phone number or specific Routing methodsin the Actions area.

In the Playback File field you can select a prompt file that is played when the
respective time interval of a day profile sets in. If status “Closed” is assigned to
the time interval, you can enter a phone number in the Transfer field to which the
call is forwarded.

In the Routing field you can determine a policy for routing calls to an available
ACD agent in a contact center, if the Time Profile control is used in a contact
center. If you do not select a routing policy, the server default setting is used.

Defining a new rule for a calendar profile

You can integrate configured day profiles in calendar profiles by clickingon [% in
the Rules for <name of the calendar profile> section. The following dialog
opens in which you determine the temporal validity of the day profile.

szl Calendar Rule Definition [ %]

Define an Occurence Pattern for a Calendar Profile

Set the options For the rule, such as its occurence
pattern, its day profile template etc, J

[ Occurence Pattern

& Daily
" Weskly every IThursday 'l
" Monthly on Day I 'l

" Yearly every ISeptember 'l |18 'l
" Only once on |9,|’18,|’2008 E

—Day Profile to use

874 I Cancel |

After you have selected a Day Profile to use from the list of available day
profiles, confirm your entries with OK. In the Time Profiles dialog the created
calendar profiles are represented with the rules and day profiles assigned to
them.

A31003-S2360-U114-5-7619, 2011-06-09
OpenScape Xpressions V6 Application Builder, User Guide 227



Application Deployment and Controls

Control Types

228

Configuring the Time Zone

Assign a specific Time Zone to each time profile in the configuration dialog. You
can make a selection from the list of possible time zones. If you do not select a
time zone, the default time zone of the XPR server is used. For determining the
time zone serves the Greenwich Mean Time (GMT) index, which is read out of the
Windows database and assigned to specific locations. The time zones are
specified as positive respectively negative deviations from the GMT. The central-
European time corresponds, for example, to GMT+01 : 00. The selected time zone
is stored with the corresponding value of the time zone index in the variable
TZINDEX inthe Correlation database.

NOTE: You find a compilation of all time zones and the associated index in
Chapter A, “Time Zone Index”.

By means of a time zone, the times specified for the “Open”, “Break” and “Closed”
states of the time profile are adjusted to the time zone determined here and need
not correspond to the XPR server time zone. In other words, using the server time
zone and the time zone specified here in the Time Profile control, there may be a
possible temporal difference between the current server time and the location
time of ACD agents. Based on the time zone and the given server time the
calendar profile status and to which controls the call is routed in correspondence
to this status is determined. A possibly existing daylight saving time is taken into
account as well.

Example:A company has an OpenScape Xpressions server in Berlin as well as
ACD groups in London and New York. For the locations in London and New York
an individual calendar profile in configured that considers the respective time
zone. The respective calendar profile considers the time zone of the location in
which the ACD agents of the respective ACD groups operate. In this way the ACD
groups are independent from the time zone of the OpenScape Xpressions server
and corresponding callers.Besides selecting a time zone for a time profile from a
list, a Variable can be selected with a time zone as value. So, the location and
thus the caller's time zone can be dynamically adjusted by using the Compare
control and an arbitrary variable in the Definition control. You can create a rule in
the Compare control that, for example, refers to a Definition control in
dependence of the international prefix of the caller number. In this Definition
control, a value is assigned to a variable that corresponds to the time zone
associated to the caller's location. The value must correspond to the time zone
index in the form of a whole-number. However, a rule must be created for each
international prefix in the Compare control and a Definition control for each time
zone. The variable specified in the Definition control can then be assigned to the
currently active time profile of the application. For example, the international
prefix +49 corresponds to Germany and thus to the time zone GMT+01: 00. This
time zone corresponds to value 110 in the time zone index. Based on the
international prefix the Compare control recognizes the location Germany.
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Subsequently, the Definition control is activated that assigns the time zone index
110 for Germany to a variable. If this variable is assigned to an active time profile,
the variable assigns the time zone GMT+01 : 00 to the time profile.

NOTE: You find further information about the Compare control in Section 6.3.17,
“Compare Control”, on page 272 as well as about the Definition control in Section
6.3.18, “Definition Control”, on page 276.

NOTE: Please note that especially vast countries cannot only be assigned to one
time zone (for example USA, Russia, Brazil), so that the international prefix
cannot be the only determinant of the time zone.

Inthe Variable for Announcement field you can select or newly define a variable
to save the greeting that is linked to a day profile. If an arbitrary day profile is
executed and an announcement is assigned to this day profile, the
announcement is stored in the variable specified here. An announcement can be
created and assigned to the day profile by means of the Holiday Greetings control
(see Section 6.3.10, “Holiday Greetings Control”, on page 240).

NOTE: In the Time Profile control no announcements are played. After the
announcement has been stored in a variable it is available for further use. The
greeting may, for example, be used for the Prompt control, as the folder that
contains the announcements created in the Holiday Greetings control cannot be
accessed by the Prompt control. So that the variable can be used, the Variable
for Announcement of the Time Profile control must be added on the Announce-
ments tab of the Prompt control.

NOTE: The $TIME and $DATE variables are write protected and cannot be used
for saving announcements.

Connections

The Time Profile control can be connected to other controls that are forwarded to
depending on the time profile's status. Three different statuses of time profiles
exist: “Open”, “Closed”, “Break” . If you have defined these statuses in your time
profile, a control for forwarding must be assigned to each of these statuses. The
application can otherwise not be deployed.
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6.3.8 Contact Dialing Control

The Contact Dialing control performs the search for the corresponding user for a
previously determined name dialing number.

In addition to digits, the singe telephone keys are assigned to letters and special
characters. Instead of telephone numbers 0700-74636 you are thus enabled to
keep in mind numbers in the format 0700-SIMEN. Telephone numbers
represented as letters are called name dialing numbers, word dialing numbers or
vanity numbers.

The assignment of letters to the digits on telephone keys has been standardized
by ITU. There are two recommendations for this assignment, though. The
common recommendation represents the following assignment:

1 2 ABC 3 DEF
4 GHI 5 JKL 6 MNO
7 PQRS 8 TUV 9 WXYZ
* 0 #
Table 47 Assignment of Letters to Digits according to ITU Standard

You find more information about name dialing numbers in the “Mail APL” chapter
of the OpenScape Xpressions Server Administration manual.

For each XPR user a name dialing number is stored in the database field
VM_VANITY. The Contact Dialing control searches the database for the user
whose name dialing number matches the value of one of the variables forwarded
in this control. Of this user an information to be selected, such as e-mail address,
cell phone number or address, is read out of the database and stored in a variable
for forwarding to the next control. If more than one user is found who has the
name dialing number that is searched for, only one information of the user found
first is stored in a variable and forwarded to the next control. In a second variable
to be forwarded the number of the found hits is always stored.

It may happen that the variable that contains the name dialing number does not
hold the entire number but, for example, only the first three digits. In this case, the
Contact Dialing control looks for all users whose name dialing number begins with
the value in the variable, and stores an information of the user found first in the
variable to be forwarded. In a second variable to be forwarded the number of all
found users is stored.

The database field vM_VANITY of any XPR user may be set manually or
automatically. Manual setting is done with the program DBTool. Automatic setting
is initiated in the Mail APL. Start the XPR monitor and open the components
window. Open the Mail APL settings dialog and click on the last tab. There,
activate the checkbox and select the user database field from which the name
dialing number is to be created. NAME and VM_HI_DSP_NAME are available.
NAME contains the user name (not the user ID), vM_HI_DSP_NAME includes an
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alternative name to appear on the display of a Hicom telephone. To create name
dialing numbers, only letters and digits are used. Blanks and other special
characters are skipped.

NOTE: Manual setting may be used, for example, to store name dialing numbers
created from name tokens.

NOTE: When toggling from the database field NAME to VM_HI_DSP_NAME Of
vice versa to create the name dialing numbers, the name dialing numbers of all
users are automatically created. It is not possible to have the name dialing
numbers created for only a specific number of users. Whether NAME or
VM_HI_DSP_NAME is used for creating name dialing numbers is then stored in
the VANITY (not VM_VANITY) database field.

IMPORTANT: Not only the Contact Dialing control but also the Name Dialing
control accesses the vM_VANITY database field of the user.

Verify that this control interprets the value of this database field as you intend it
for the Contact Dialing control, before you change the value of the database field.

IMPORTANT: Not only the Application Builder but also scripts as, for example
PhoneMail and Caller Guide access the vM_VANITY database field of a user.
Verify that these scripts interpret the value of this database field as you intend it
for the Application Builder, before you change the value of the database field.

Differences between the Contact Dialing and the Name Dialing Control

The Contact Dialing control is similar to the Name Dialing control. They differ from
each other as

« the Name Dialing control is approximately a combination of DTMF Input
control and Contact Dialing control. The Name Dialing control enables setting
the parameters required for the DTMF input. The Name Dialing control does
not enable a voice entry like the DTMF Input control does.

« the name dialing number must be available stored in a variable at the Contact
Dialing control start. Setting this variable has previously been performed e.g.
by a DTMF Input control or by a DB Read control.

» the Contact Dialing control delivers the number of hits when comparing the
name dialing number stored in the variable with user phone numbers in the
database. In case of several hits, the Name Dialing control reads out the
names for the user, so that he/she can call the desired subscriber via keypad.
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The configuration dialog of the Contact Dialing control solely features the
General tab, on which the following setting options are available. See also
Section 6.2.1, “General Information about the Control”, on page 193.

E= Properties |
Change Properties for ContactDialing —
Change the General Properties for the Control of Type ContactDialing. |
=
General |
—Mandatory
Mame: | ContactDialing Contral 1
Description: |
V¥ Can be interrupted by the Contact Certer
[V Generates raw Data for Statistics
—Wanity Dialing
‘ariable For Yanity Mumber: I LI
Contact Property: |Address 1 LI
~Result Storage
Variable for User Count: I LI
Variable for found Contack: I LI
Restore Defaulks | Of I Cancel | Apply |

The Can be interrupted by the Contact Center checkbox is active by default.
In case of a previous registration of the call with an ACD contact center via the
ACD Start control, playing the configured prompts can be interrupted. The
playback can be interrupted for the attempt to connect the call with an ACD agent
of the contact center. If all prompts are to be played at any rate, deactivate this
checkbox.

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.

In the Vanity Dialing section of the tab you can assign the Vanity code to the
desired contact property.

Field Description

Variable for The Variable for Vanity Number specifies the variable the value of
Vanity Number | which stores a name dialing number for which a contact is to be found
in the database. This variable is not identical with the VANITY
database field.

You can only use variables that have already been defined for the
workspace or for the application.

Table 48 The 'Vanity’ and 'MRS Contact’ fields

A31003-S2360-U114-5-7619, 2011-06-09
OpenScape Xpressions V6 Application Builder, User Guide



Application Deployment and Controls
Control Types

Field Description
Contact The Contact Property is an information about a user, for example
Property department, address, user name or e-mail address. This property is

read out of the database for the found user and transferred to and
saved in the variable in the field for the found user contact (see
below).

Table 48 The 'Vanity’ and 'MRS Contact’ fields

In the Result Storage area of the tab you can specify a variable that stores the
number of users as well as a variable to save the found user contact. The
variables are forwarded to the next control of the application.

Field Description

Variable for User | The Variable for User Count specifies how many users have the
Count name dialing number searched for.

Itis possible to query this variable in a Compare Control. If the result
includes a value greater than 1, the caller could be prompted to
render his/her query more precisely. You can select variables
already defined or create new ones.

Variable for found | The Variable for found Contact specifies the variable in which the
Contact information of the user found first is stored, whose name dialing
number corresponds to the name dialing number searched for. In
other words, the first user whose name dialing number stored in the
database corresponds to the value of the variable specified in the
Variable for Vanity Number field. You can select variables already
defined or create new ones.

Table 49 Fields for Variable Specification

Connections

The are two options as events for the connection to further controls. The call is
forwarded to a control either when the contact was found (Finished) or in case of
an unsuccessful contact search (Error).
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6.3.9 Name Dialing Control

NOTE: The Name Dialing control is similar to the Contact Dialing control. The
differences between the two controls are outlined in Section 6.3.8, “Differences
between the Contact Dialing and the Name Dialing Control”, on page 231.

The Name Dialing control offers the caller to enter a name dialing number and to
subsequently search for the corresponding user.

In addition to digits, the singe telephone keys are assigned to letters and special
characters. Instead of telephone numbers 0700-74636 you are thus enabled to
keep in mind numbers in the format 0700-SIMEN. Telephone numbers
represented as letters are called name dialing numbers, word dialing numbers or
vanity numbers.

The assignment of letters to numerals on the dial buttons has been standardized
by the ITU. There are two recommendations for this assignment, though. The
assignment represented in Table 48 on page 232 is the common one.

You find more information about name dialing numbers in the “Mail APL” chapter
of the OpenScape Xpressions Server Administration manual.

For each XPR user a name dialing number is stored in the database field
VM_VANITY. The Name Dialing control prompts the caller to enter the name
dialing number of the user searched for by telephone keypad. Voice entries are
not possible. The Name Dialing control searches the database for the user whose
name dialing number matches the value entered by the caller. Of this user an
information to be selected, such as e-mail address, cell phone number or
address, is read out of the database and stored in a variable for forwarding to the
next control. If several users are found who have the name dialing number
searched for, all hits are read out to the caller and he/she is prompted to select
the appropriate user by telephone keypad. Of this user an information is stored in
a variable and forwarded to the next control.

It may happen that the name dialing number entered by the caller is not the
complete phone number but, for example, contains only the first three digits. The
Name Dialing control then searches for all users whose name dialing numbers
begin as specified in the entry and reads out all hits to the caller. The caller will
be prompted to select the appropriate user via telephone keypad. Of this user an
information is stored in a variable and forwarded to the next control.

The database field vM_VANITY of any XPR user may be set manually or
automatically. Manual setting is done with the program DBTool. Automatic setting
is initiated in the Mail APL. Start the XPR monitor and open the components
window. Open the Mail APL settings dialog and click on the last tab. There,
activate the checkbox and select the user database field from which the name
dialing number is to be created. NAME and VM_HI_DSP_NAME are available.
NAME contains the user name (not the user ID), VM_HI_DSP_NAME includes an
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alternative name to appear on the display of a Hicom telephone. To create name
dialing numbers, only letters and digits are used. Blanks and other special
characters are skipped.

NOTE: Manual setting may be used, for example, to store name dialing numbers
created from name tokens.

NOTE: When toggling from the database field NAME to VM_HI_DSP_NAME Of
vice versa to create the name dialing numbers, the name dialing numbers of all
users are automatically created. It is not possible to have the name dialing
numbers created for only a specific number of users. Whether NAME or
VM_HI_DSP_NAME is used for creating name dialing numbers is then stored in
the VANITY (not VM_VANITY) database field.

IMPORTANT: Not only the Name Dialing control but also the Contact Dialing
control accesses the VM_VANITY database field of the user.

Verify that this control interprets the value of this database field as you intend it
for the Name Dialing control, before you change the value of the database field.

IMPORTANT: Not only the Application Builder but also scripts as, for example
PhoneMail and Caller Guide access the vM_VANITY database field of a user.
Verify that these scripts interpret the value of this database field as you intend it
for the Application Builder, before you change the value of the database field.

The Name Dialing control contains several greeting texts that, for example,
prompt to enter a name dialing number or inform about the number of hits. You
cannot set these announcement texts via the Properties configuration dialog.
Replacing a language file with another language file of the same name is the only
option to change the announcement text. All voice files of the Name Dialing
control have the path

<OpenScape Xpressions Install>\res\e\vogue\...\NameDial*.pcm.

If the replaced language file cannot be used, it has most likely a wrong coding
format.

The configuration dialog of the Name Dialing control provides the tabs General
and Name Dialing.

“General” tab

The General tab of the Name Dialing control contains the following setting
options. See also Section 6.2.1, “General Information about the Control”, on page
193.
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B Properties

Change Properties for NameDialing
Change the General Properties for the Control of Type MameDialing,

General |Name Dialing I

Mandatory

Mame: | MameDialing Control 1

Description: |

[V Generates raw Data for Statistics

Standard Functions
’]7 Use Text-to-Speech (TTS) [V Use Telephone Display ‘

Key Layout For Confirm/Cancel
’7(3' StarfPound (/4] ' PoundjStar (/) ‘

Restore Defaulks | Of I Cancel | Apply |

The Can be interrupted by the Contact Center checkbox is active by default.
In case of a previous registration of the call with an ACD contact center via the
ACD Start control, playing the configured prompts can be interrupted. The
playback can be interrupted for the attempt to connect the call with an ACD agent
of the contact center. If all prompts are to be played at any rate, deactivate this
checkbox.

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.

In the Standard Functions and Key Layout for Confirm/Cancel sections you
find options to control the Name Dialing control by the caller.

Section Description of the options

Standard Functions Here it is possible to activate optional features:

» If you activate the Use Text-to-Speech checkbox, the
values found in the database are transformed into spoken
language by means of TTS and announced via telephone.
Prerequisite is a TTS system such as Speechify or Elan.

« With the help of the Use Telephony Display checkbox the
name search result is shown on the caller's telephone
display.
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Section

Description of the options

Key Layout for
Confirm/Cancel

In this section you have to define the Key Layout for * and # for
Confirmation and Cancellation of an input. The first key is for
confirmation, the second one for cancellation. By clicking the
confirmation key, the series of digits you entered is applied for
the search and the search starts. With the help of the break key
the name search starts again. The star key is used to confirm
entries, and the pound key serves for canceling entries by
default.

“Name Dialing” tab

B Properties

Change Properties for NameDialing

Set Menu Parameters and specify Variables to store the Result,

General  Mame Dialing |

x|
E==

i~ Menu Parameters

Menu Repetitions:

Menu Timeout {seconds): I 5

|3

b b

—Mame Dialing Parameters
™ Lastname has to be dialed First ™ Only search local Users

™ Play Extension in Selection List
Mumber of Digits required to start Search: I 2
Maximum Mumber of matches in Selection Lisk: I 9

Timeout until Aukomatic Search (seconds):

—Contact Settings
User Properky:

| Address 1

‘ariable For Found User: |$VARIABLE2

Led bl | { el il

Restore Defaulks |

OF I Cancel | Apply |

This tab is divided into the three sections Menu Parameters, Name Dialing
Parameters and Contact Settings.

The configuration options of the single sections will be explained in the following

table :

Section

Descriptions

Menu
Parameters

This section refers to playing or showing the hit list of a search. From
this hit list the caller selects a name with the help of the DTMF keys.
If the hit list is issued and the caller does not select a name, the hit list
will be issued again. Under Menu Timeout (sec) a value is defined in
seconds indicating how long the system waits before a hit list will be
played or displayed again. The default value is 5 seconds and the
maximum waiting time can be 99 seconds.

The Menu Repetitions field defines how often the hit list may be
repeated before the process is automatically canceled. The default
value is 3 and the maximum number of repetitions 999.

Table 50
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Section

Descriptions

Name Dialing
Parameters

This section defines values and features for the concrete name

search operation.

e Last name has to be dialed first
This feature defines that the caller must enter the last name first. If
this feature is deactivated, the caller has to enter first name and
last name.

« Play Extension in Selection List
This feature enables the additional display of the extensions that
associate the found names. If this feature is deactivated, only the
name is displayed.

e Only search Local Users
With this option you determine which users are considered in the
search for contacts and the respective phone numbers. If the
checkbox is ticked off, only the local user profiles of the respective
XPR server are read out of the database. If the option is inactive,
all global user profiles listed on all servers of the domain will be
considered for selection. With a large number of user profiles this
selection may affect the system performance or lead to a long
runtime until the search is complete.

* Number of Digits required to start the Search
To look for a name the user must enter a digit string. The longer a
series of digits is, the more precise is the search for the desired
name. In this field you specify the minimum number of digits that
the string must contain. The default value is 2 and the maximum
digit length 9.

¢ Maximum Number of matches in Selection List
The value of this field restricts the maximum number of matches
for a name search. A smaller value decreases the search duration
of the system, whereas a greater value returns a more
comprehensive result. Default value and maximum value are
identical and are 9.

¢ Timeout until Automatic Search
(sec) This field defines a value in seconds how long the system
waits before starting an automatic search. If the caller enters, for
example, a series of digits, but forgets to confirm the entry, the
name search starts automatically after the value that has been
entered here. The default value is 2 seconds and the maximum
waiting time can be 99 seconds.

Contact
Settings

Under User Property you select an attribute of the found user, which
is saved in the variable mentioned under Variable for found User.
The user property is read out of the contact's database fields. You
can enter a variable that has already been defined or a new one. The
$Time and sDate variables are write protected and cannot be used
for saving.

You need to define a Variable for found User to successfully
accomplish the configuration of the Name Dialing control and to use
the control in the application.

Table 50

The Fields of the 'Name Dialing’ Tab
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Connections

The are two options as events for the connection to further controls. The call is
forwarded to another control either when the contact was found (Finished) or in
case of an unsuccessful contact search (Error).
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6.3.10 Holiday Greetings Control

What are “holiday greetings”?

When you configure applications in the Application Builder, you can enable users
to record announcements by telephone and to link such announcements to a
future date. In this way users can record an announcement to be played at a date
they have specified.

A user may not only record prompts for one date but for any number of upcoming
appointments. These prompts as well as the respective path to the storage
location are assigned to a time profile. When the appointment is due the path can
be stored in a variable while a Time Profile control is run through. This variable
can be used in other controls, such as the Prompt control, for playing the prompt.
The recorded prompt is executed by the Vogue script via the storage path in
which the variable is stored. Only one announcement can be created for each
date.

In these announcements companies inform callers that employees are not
available at a specific point in time. For example, on 3 October a German
company informs its callers that this date is a public holiday in Germany. An
announcement is valid for an entire day.

Calendar and day profiles

To understand the function and operation in this control, the term time profile is
important. As described in Section 6.3.7, “Time Profile Control”, on page 224,
time profiles can be divided into calendar and day profiles:

« Day profiles
There is a global list of day profiles, which is independent from calendar
profiles. Each day profile can be created independently from a calendar
profile, but it can only be used in combination with a calendar profile. Each
day profile can be divided into time units within the 24 hours of a day. Each
time unit is assigned a status (“Open”, “Break”, “Closed”). When recording
announcements in the Holiday Greetings control, a day profile may only be
assigned one announcement. A day profile may possess different statuses at
different times of day. Each status can be assigned a prompt. In the Holiday
Greetings control a day profile is created that has status “Closed” all day and
is thus connected to only one prompt. A new day profile is always created,
i.e.an already existing day profile for a date is overridden when newly
assigned to this date.

e Calendar profiles
The calendar profile contains a set of rules. A rule consists of a date of
possibly different formats and a day profile. This enables you to link a
calendar profile to an arbitrary number of appointments and thus to any
number of day profiles. The following two restrictions apply:

— Only one day profile may exist per calendar profile.
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— Only one calendar profile can be activated for recording or playing
announcements, since only one calendar profile can be used in a control.

The active calendar profile for which the announcements can be created in
the Holiday Greetings control is selected in the options of the “Holiday
Greetings” tab. In a Time Profile control the calendar profile is used with the
associated time profiles. When the Time Profile control is run through, the
prompt and the associated memory path are stored in a variable at the
occurrence of the date of a corresponding day profile. This variable is
available to other controls within the application, such as the Prompt control,
for prompt playback. See also Section 6.3.7, “Time Profile Control”, on page
224.

Basic proceedings

By means of the telephone keypad and receiver, the user may create any number
of announcements. Only one announcement may be used for a day profile, thus
for one date.

Announcements may only be created for an active calendar profile (see “Holiday
Greetings” tab). All recorded announcements are assigned to day profiles in this
calendar profile.

Recorded announcements are assigned to a day profile. Linking an
announcement to a date thus means that the announcement is linked to a day
profile. When announcements are recorded in the Holiday Greetings control,
either existing day profiles are used or new day profiles automatically created.

« If a day profile already exists for the desired date, this day profile is used for
recording the announcement. All statuses of this day profile are linked to the
recorded announcement and indicated with the “Closed” property. Other
announcements already assigned to these statuses are replaced, so that only
the new announcement is valid for the entire day profile, independent from
the selected status. How to create day profiles is described in Section 6.3.7,
“Time Profile Control”, on page 224.

» If no day profile exists for a demanded date yet, the system automatically
generates a new day profile. This newly created day profile contains the
“Closed” status all day. To this status the new announcement is linked.

The user may only create an announcement for the whole day and not for specific
periods that fall short of or exceed a day. It is not possible to record an
announcement, for example, for an afternoon or a pack of announcements for a
whole week. But, it is well possible to record seven announcements for
consecutive dates that make up a week.

Before saving recorded announcements you can play them to check their quality.
An announcement already recorded for a day is recognized by the system. This
announcement can be played, retained or overridden.
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Recorded announcements are stored in the <OpenScape Xpressions
Install>\Userdata\voice\loop\ directory. Each announcement receives
the format [Name of the day profile]_[Date] .pcm.

A calendar profile with the associated day profiles is selected in the Time Profile
control (see Section 6.3.7, “Time Profile Control”, on page 224) and integrated in
an application. When the Time Profile control is run through, the prompt and the
associated memory path are stored in a variable at the occurrence of the date of
a corresponding day profile. This variable is available to other controls within the
application, such as the Prompt control, for prompt playback. In this way, other
callers of this application can be informed that, thanks to a public holiday, the
desired contacts are not available at their workstation.

Once the user has completed all recordings, he/she is forwarded to the next
control in the application.

The announcement-recording assistant

When the Holiday Greetings control is configured in an application and the
application is started by a calling user, an assistant starts. This assistant helps the
user to record announcements and to assign them to a date. The assistant uses
voice prompts already created, which explain the steps to be performed.
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The following graphic clarifies the flow of the Holiday Greetings control:

Assistant |
Start
Date Query
Generate the ' )
time profile p”?ﬂle
for the date exist?
Using the
time profile
r
Play greeting:
incorrect
No entry
Greeting
exists
Re‘crord Re-recording
greeting |
Play greeting
Re-record/
delete Continue .
] greeting? i
Play greeting Continue?
Delete Delete
—*|  greeting
v
Yes v »| Store greeting in
Voicefile and copy Yes
it for all time
ranges of the day
profile
No
Yes e-recor No Switch to
greeting? next box
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This procedure can be shortly summarized as follows:
1. When the Holiday Greetings control is reached, the assistant starts.

2. The user enters a date for which the system checks whether a day profile is
already available. If no day profile exists, a new one is created with the 24-
hour time profile “Closed”.

3. Ifaday profile exists, the user may play already existing announcements and
keep or rerecord them.

4. After a rerecording the user may also play the recorded announcement, for
example, to check its quality. You can repeat recording an announcement.

5. The user may repeat the process of date querying and announcement
recording for any number of appointments.

6. The user decides when the entire process and thus the assistant for
announcement recording and for linking them to specific appointments is to
finish. Once the assistant has been shut down, the user is forwarded to the
next control of the application.

Specific behavior properties of the control as well as of the assistant can be set
on the configuration tabs of the Holiday Greetings control.
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The configuration dialog of the Holiday Greetings control features the General
and Holiday Greetings tabs.

“General” tab

The General tab of the Holiday Greetings control contains the following setting
options. See also Section 6.2.1, “General Information about the Control”, on page
193.

E= Properties |
Change Properties for HolidayGreetings —
Change the General Properties for the Control of Type HolidayGreetings, |

General | Holiday Greetings

Mandatory

Mame: | HolidayGrestings Contral 1

Description: |

V¥ Can be interrupted by the Contact Certer

[V Generates raw Data for Statistics

Date Format
’7(3' Day | Month (DDA ' Maonth | Day (MMDD) ‘

Key Layout For Confirm/Cancel
’7(3' StarfPound (/4] ' PoundjStar (/) ‘

Restore Defaulks | Of I Cancel | Apply |

The Can be interrupted by the Contact Center checkbox is active by default.
In case of a previous registration of the call with an ACD contact center via the
ACD Start control, playing the configured prompts can be interrupted. The
playback can be interrupted for the attempt to connect the call with an ACD agent
of the contact center. If all prompts are to be played at any rate, deactivate this
checkbox.

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.

In the Date Format and Key Layout for Confirm/Cancel sections you find
options to control the Holiday Greetings control by the caller.
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Section Description of the options

Date Format Here you can determine the date entry format.

* When you select the Day / Month (DD/MM) radio button,
you need to enter the day first, followed by the month, e. g.
the entry for 28 April reads 28/04.

¢ When you select the Month / Day (MM/TT) radio button, the
entry for 28 April reads 04/28.

Key Layout for In this section you need to define the layout of the keys * and
Confirm/Cancel # for the entry confirmation and cancellation functions. By
clicking the confirmation key, the entered date is applied for the
search and the search starts. With the help of the cancel key
the name search starts again. The star key is used to confirm
entries, and the pound key serves for canceling entries by
default.

“Holiday Greetings” tab

On this tab you can perform settings for the assistant proceedings to record
holiday greetings. The settings refer to a selected calendar profile. A day profile
corresponds to the assigned date. While a calendar profile must already exist
before the Holiday Greetings control is used, a day profile may be automatically
created by the Application Builder at runtime.

E= Properties |

Change Properties for HolidayGreetings
1
Set Menu and Recording Parameters and specify the used Calender Profile,

General Holiday Greetings |

i~ Menu Parameters

Menu Timeout {seconds): I 10

Menu Repetitions: I &)

Maximum Invalid Inputs: I 3

~Recording

el || ] el e

Maximum Duration (seconds): I 30

—Calendar Profile Settings

Calender Profile: I LI Time Profiles. .. |

Restore Defaulks | Of I Cancel | Apply |

The Holiday Greetings tab contains the following setting options in the Menu
Parameters, Recording and Calendar Profile Settings sections:

A31003-S2360-U114-5-7619, 2011-06-09
246 OpenScape Xpressions V6 Application Builder, User Guide



Application Deployment and Controls
Control Types

Field

Description

Menu Parameters

The settings in this field refer to the number of possible entry

repetitions, if an error has occurred. If the system could not detect

avalid entry even after several entry attempts, the assistant closes
and the caller is forwarded to the control specified in the XErrorX
field.

* Under Menu Timeout (seconds): the time the system waits for
an entry is specified in seconds. After expiration of this waiting
time, the entry is abandoned. The entry is only repeated if a
repetition is possible through the value set in the Menu
Repetitions field.

« The specification in the Menu Repetitions field describes the
maximum number of entry opportunities if no entry was made.

e The Maximum Invalid Inputs field defines the maximum
number of entries that may be made after an entry has been
identified as invalid.

Record

In the Maximum Duration (seconds) field a period is defined in
seconds that is considered the upper limit for the recording
duration. After expiration of this period the recording is
automatically finished. The recording duration must be between 10
and 180 seconds. The default value is 30 seconds.

Calendar Profile
Settings

In this area you can select the Calendar Profile that you would like
to configure. The announcements are assigned to day profiles,
which are assigned to the calendar profile selected here. In other
words, the calendar profile contains the day profiles to which the
desired date and the recorded announcement is coupled.

You learn how to create a calendar profile in Section 6.3.7, “Time
Profile Control”, on page 224.

Please note that you can only select a calendar profile if you are
connected to an XPR server. You log on in the work area under the
Vogue Server entry.

Table 51

Connections

The Fields of the “Holiday Greetings” Tab

There is one connection option for each following control for the successful
execution of the control (Finished) or for an error result (Error), e.qg. if the
maximum number of entry repetitions has been reached.
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6.3.11 Questionnaire Control

This control serves for asking the caller questions. The answers are recorded and
will be sent to the company’s employee in charge via e-mail with a voice file
attachment or as voice mail (for playback via telephone).

The configuration dialog of the Questionnaire control is divided in the General,
Announcements, Questions and Answers tabs.

“General” tab

The General tab of the Questionnaire control contains the following setting
options. See also Section 6.2.1, “General Information about the Control”, on page
193.

B Properties

Change Properties for Questionnaire
Change the General Properties for the Control of Type Questionnaire,

x|
E==

General |Ann0uncements I Questions I Answers I

Mandatory
Mame: | Questionnaire Control 1
Description: |

V¥ Can be interrupted by the Contact Certer

[V Generates raw Data for Statistics

Mavigation
’7C0ntinue ke |* j

Restore Defaulks | Of I Cancel | Apply |

The Can be interrupted by the Contact Center checkbox is active by default.
In case of a previous registration of the call with an ACD contact center via the
ACD Start control, playing the configured prompts can be interrupted. The
playback can be interrupted for the attempt to connect the call with an ACD agent
of the contact center. If all prompts are to be played at any rate, deactivate this
checkbox.

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.
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In the Navigation section you can define a key (0 to 9,*, #) in the Continue key
combo box via which the caller can skip a question and/or answer. The following
two actions are possible:

e When the caller pushes the key specified here once, the question is skipped
and he/she can answer immediately.

* When the caller pushes the key specified here twice, the question and the
answer option are skipped. The caller is then asked the next question.

NOTE: No entry in the Continue key field disables this feature.

If you would like to use this feature, you should inform the caller in the welcome
announcement (see “Announcements” tab).
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“Announcements” tab

On this tab you enter the introducing announcement(s) for the Questionnaire
control (e.g. "Welcome. We will now ask you 5 questions concerning our product.
You have 30 seconds to record an answer.”.
Wrroperties X

Change Properties for Questionnaire
|
Specify the Announcements ko be played and the Order of Playback.

General  Announcements |Questi0ns I AnSWers I

Playhack List of Prompts and Yariables |3 - ﬁ - m @ B’

Announcement | Gap |

Restore Defaulks | Of I Cancel | Apply |

For further information about announcement setting please refer to
“Announcements” tab.

NOTE: The question voice files may be entered on the Questions tab.
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“Questionnaire” tab

On this tab you enter the voice files for the questions.

B Properties ﬂ
Change Properties for Questionnaire _—
Specify the Questions to be played and the Order of Playback,

General I Announcements  Questions |Answers I

Playhack List of Prompts and Yariables |3 - ﬁ - m @ B’
Question | Duration |

Restore Defaulks | Of I Cancel | Apply |

For further information about announcement setting please refer to
“Announcements” tab.
“Answers” tab

On this tab you can perform various settings that refer to recording duration and
answer storage as well as define the recipient of these answers.

E= Properties |

Change Properties for Questionnaire _—

Specify the recording time limits, the Format of the document and a variable
to store its filename, optionaly a user ko receive the answers,

General | Announcements I Questions ~ Answers |

—Recording Time

Minimum Recording Time {seconds): I 5 3: {0 means infinite)
Maximum Recording Time {seconds): I 30 3: {0 means infinite)

~ Docurnent Settings

" Record only answers
' add beep between the answers

" add question before each answer

‘ariable for Document: |$VARIABLE1 [Workspace Variable “ariable 11 LI

~ Recipient Settings

User: | <none:=

Ll L

Field: I

Restore Defaulks | OF I Cancel Apply
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In the Recording Time section you enter the minimum and maximum recording
times in seconds for the caller’s answers. The Minimum Recording Time field
specifies the minimum length and the Maximum Recording Time field the
maximum limit for a reply. If you set the Minimum Recording Time to e. g. four
seconds, all recordings that fall short of four seconds are dismissed. A zero
means in both fields that no restriction to the answer-recording duration is set,
i. e. all answers are recorded.

In the Document Settings section you may decide between the options Record
only answers, Add beep between the answers and Add question before
each answer. You can only select one of these modes. These options define how
the answers are stored for further processing.

NOTE: Onthe Questions tab you may create questions about text entries using
a text-to-speech system. However, you cannot record questions that were
created with a TTS system, so that, in case of several questions and several
answers, you need to select the option Add beep between the answers to insert
an acoustic separation between the different answers.

Furthermore, you can define the name of a Variable for Document in which the
document inclusive questions and answers is to be stored. The announcement
stored therein can be used for further functions. For example, you might access
this variable in the Document control and send it to an arbitrary recipient.

Enter the employee’s name and address responsible for the answers in the
Recipient Settings section. Select a XPR user from the listin the User field. This
field displays only employees who are released for the user according to his/her
privileges.

If you select a User, you also need to define a Field (message type), since
otherwise no recipient is stored. You can only select message types configured
for the respective employee. For example, you can only use an e-mail address as
type if the selected employee has an e-mail address stored in the XPR database.
You can remove the selected employee and the associated type as recipient by
selecting the <none> entry in the Name field and confirming with OK.

Connections

After all greetings have been played and the answers been recorded, the call is
forwarded to the next following control (Finished).
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6.3.12 Delay Control

The Delay control enables placing breaks in a callflow. With millisecond
specifications you can determine how much time must pass until the next
connected control is forwarded to. In this way you can delay the greetings
playback or executing controls for a specific period.

“General” tab

The configuration dialog of the Delay control contains only the General tab, on
which the setting options described below are available. See also Section 6.2.1,
“General Information about the Control”, on page 193.

B Properties

Change Properties for Delay

il §

Change the General Properties for the Control of Type Delay,

General |

Mandatory

Mame: | Delay Control 1

Description: |

[V Generates raw Data for Statistics

Callflows Processing Delay {milliseconds): I 5000 ﬁ

Restore Defaulks | OF I Cancel | Apply |

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.

In the Callflow Processing Delay (milliseconds) field you can specify the
waiting time that delays the application execution in milliseconds. The default
value is 5000 milliseconds. The maximum is 99999 milliseconds.

Connections

After the delay period has elapsed, the execution of the Delay control is complete
and the call can be forwarded to the next control (Finished).
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6.3.13 Record Control

Using this control a caller can rerecord a permanent and existing prompt. This
updated prompt can then be used in the application.

“General” tab

The configuration dialog of the Record control contains only the General tab, on
which the setting options described below are available. See also Section 6.2.1,
“General Information about the Control”, on page 193.

= Properties |
Change Properties for Record —
Change the General Properties for the Control of Type Record, |
=
General | Recording |
Mandatory
Mame: | Record Control 1
Description: |
V¥ Can be interrupted by the Contact Certer
[V Generates raw Data for Statistics
Restore Defaulks | Of I Cancel | Apply |

The Can be interrupted by the Contact Center checkbox is active by default.
In case of a previous registration of the call with an ACD contact center via the
ACD Start control, playing the configured prompts can be interrupted. The
playback can be interrupted for the attempt to connect the call with an ACD agent
of the contact center. If all prompts are to be played at any rate, deactivate this
checkbox.

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.

“Recordings” tab

The Recording tab enables the configuration of options in the Menu Parameters
and Recording Parameters section.
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x|
E==

i~ Menu Parameters

Menu Timeout {seconds):

[ Play Introduction Announcement

Menu Repetitions (Timeout):

Menu Repetitions (Irvalid Entry): I 3

=
=
=

—Recording Parameters

Recording Duration,

Prompt ko be changed:

This Control can be used to replace a Prompt's Audio File by a newly recorded
Announcement, Select the Prompt whose Audio File shall be replaced and the maximum

|

Recording Duration {seconds): I 30

=

Restore Defaults |

Of I Cancel | Apply |

In the Menu Parameters section the following settings are possible:

Field

Description

Play Introduction
Announcement

This option activates or deactivates playing an
announcement that informs about the function and flow
control of the control as well as prepares the caller for
the recording. The greeting is called
GreetingStartRec.pcm and found in the
<OpenScape
Xpressionsinstall>\res\e\vogue\<languag
e> directory.

Menu Timeout (seconds)

Enter the time (in seconds) available to the caller to
make his/her input after the announcement(s) here. If
you enter a’0', the caller can wait an undefined period
of time until he/she makes an entry by voice.

Menu Repetitions (Timeout)

If the caller has not made an entry, the announcement
will be repeated. In this field you specify how often
entries can be repeated until the control linked to the
Recording failed event is transferred to. The value
refers to the number of missing entries. In case of value
3, the entry and thus the announcement will be
repeated three times, so with the first execution the
announcement is played altogether four times. If you
enter a '0’, the announcement is not repeated but the
caller is directly forwarded to the control configured for
the Recording failed event after a missing entry. The
feature is then deactivated.

Table 52
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Field Description
Menu Repetitions (Invalid If the caller has made an invalid entry (i.e. pressed a
Entry) DTMF key that is not defined), the announcement will

be repeated. In this field you specify how often entries
can be repeated until the control linked to the
Recording failed event is transferred to. The value
refers to the number of invalid entries. In case of value
3, the entry and thus the announcement will be
repeated three times, so with the first execution the
announcement is played altogether four times. If you
enter a '0’, the announcement is not repeated but the
caller is directly forwarded to the control configured for
the Recording failed event after a missing entry. The
feature is then deactivated.

Table 52 Options for entering DTMF Keys

In the Recordings Parameters section you select the announcement that is
rerecorded and thus overridden by the caller's input (Prompt to be changed).
You cannot create a new greeting here. The greeting must have already been
created for the workspace or application. Please note that the greeting is
configured for the caller's language. The prompt must be in the <OpenScape
Xpressions Install>/userdata/vogue default directory orin a user-
defined subfolder.

In the Recording Duration (seconds) field you specify the time available to the
caller for the recording. The default value is 30 seconds. Minimum is 10 seconds
and maximum is 99 seconds.

Connections

One connection can be added to a control for each successfully completed
(Recording finished) and unsuccessfully completed recording (Recording
failed).
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6.3.14 Connect Control

i : ™
[ " 1
Announce- | g':l: :_S_”_Cfeiﬁfffl_—’ Caller
ment(s) | 1
! Number ' Emor [ Next Control
! I J

The task of this control is to dial the first number in a list of phone numbers after
one or several announcements have been played (“You will now be connected to
the hotline. Please hold the line.”). When a connection has been successfully
established to a new target by dialing a phone number, the caller will be
connected to this target. Subsequently, the Connect control will not dial further
phone numbers. The Connect control plus the entire application are shut down.
If it is not possible to establish a connection to the first target though, the next
number in the list is dialed. When the end of the list has been reached, the control
specified as Error control is forwarded to.

Users of a system as well as other applications may be connected. Each
application has been assigned a unique phone number (see Section 5.3.2.5,
“VYogue Server Settings”, on page 130), so that applications can be dialed like a
user. Such dialed applications are directly started, i.e. the application starts with
the control that has been configured in the first position. In the second application
a Connect control may have been implemented, which, in turn, connects a third
application. In this way applications can be linked to a chain. This means,
applications can be unitized.

The configuration dialog of the Connect control consists of the General, Targets
and Announcements tabs.
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“General” tab

The General tab of the Connect control contains the following setting options.
See also Section 6.2.1, “General Information about the Control”, on page 193.

= Properties |

Change Properties for Connect

Change the General Properties for the Control of Type Connect,

General |Targets I Announcements

—Mandatory

Mame: | Connect Contral 1

Description: |

[V Generates raw Data for Statistics

[~ Connection Parameters

Connection Timeout {seconds): I 10 ﬁ

Key to Cancel Connection: I j
 Connection Setup

& Connect with PEX  Connect with B-Charine!

™ Connect using Blind Transfer
~Result Storage

Variable for Connection Resulk: | <none LI
Restore Defaulks | OF I Cancel | Apply |

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.

In the Connection Parameters area you can configure the following parameters:

In the Connection Timeout (seconds) field you specify the maximum
duration of a dialing process.

If you enter 10 seconds, for example, the system tries to reach the
conversation partner's telephone within 10 seconds. If the subscriber or
application could not be reached within this time, the next phone number in
the list is dialed. When the end of the list has been reached, the control
specified as Error control is forwarded to.

If you enter 0 in the Connection Timeout (seconds) field, this feature is
deactivated, i.e. there is no limit to the telephone ringing.

NOTE: The Connection Timeout (seconds) feature is not possible with all
PBXs. At the end of this section you receive a compilation of the compatible
PBXs and protocols. See Function compatibility.
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* Inthe Key to cancel Connection field you can select a key from the key pad
(0to 9, *, #) that can be pushed to cancel the attempt to call a phone number,
so that the next number in the list is dialed. If there is no other phone number
in the list, the connecting procedure is completely terminated and the
application continued with the control specified for the event of a failed
connection. If this field remains empty, this feature is deactivated, i.e. the
calling attempt cannot be canceled by pushing a key any more.

NOTE: Please note that the user is in the introductory announcement for the
Connect control informed about the cancellation key for closing the
connection. See “Announcements” tab.

The Connection Setup options define in which way a call is routed. Connect
with PBX means routing with path replacement. Connect with B-Channel
means routing without path replacement. The following example illustrates these
features.

> O ® &

&
Y

Z2Y Al

Application | Application

R XFR

a) Connect with PBX (path optimization) b) Connect with B-Channel {without path optimization)

The caller dials the application access number. His/her attempt to set up a
connection (1) is routed by the PBX to the application in the XPR server (2). For
this purpose, a B-channel is set up between PBX and XPR server. The call is
forwarded within the XPR server to the application and there to the Connect
control. The control effects the establishment of a second B-channel, this time
from the XPR server towards the PBX (3) and further to the target subscriber (4).
Both B-channels between the PBX and XPR server remain (see b) in the above
figure), though they are now not needed anymore. This may block urgently
required resources. If path replacement is used (see a) in the above figure), both
B-channels are abolished again (5 and 6) and are thus available for newly
incoming calls. The abolishment may take 0.5 to 20 seconds though.

If you activate the Connect using Blind Transfer checkbox, the system will not
wait to see if the person accepts the call. The calling attempt is considered
finished if the number is valid and the extension is not busy.

NOTE: The Connect using Blind Transfer option is based on the “Blind
Transfer” feature (see the Telematic APL chapter in the OpenScape Xpressions
Server Administration) manual. This feature is not executable with all PBXs. At
the end of this section (Section 6.3.14, “Function compatibility”) you receive a
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compilation of the compatible PBXs and protocols.

In the Variable for Connection Result field you can select a variable that saves
the routing result. If a connection could not be established, the reason is given
here. The variable must be in the format $BEZEICHNER. You can either create a
new variable with a click on the Create new variable... link or fall back to
variables already configured for the workspace or for the application.

NOTE: The $DATE and STIME system variables are write protected and cannot
be used for saving the following values.

Possible variable values are:

Value Meaning

READY The connection has been established successfully.

TIMEOUT | The routing recipient could not be reached during the time that was given.

BUSY The routing recipient is in a call and cannot accept another call.

DTMF The caller interrupts the routing process with the defined break key.

FAILURE | The operator's number is either invalid or does not exist.

Table 53 Possible Values of the “Variable for Connection Result” Field

“Targets” tab

On the Targets tab you enter the phone number to be dialed in top position. If no
connection can be established, the next phone number is tried etc.

= Properties |
Change Properties for Connect
1
Specify the primary Connection Target and the optional Fallback Targets,
General Targets | Announcements
Connection Target List of Phone Mumbers and Yariables Eﬁ’ - m @ B’
Connection Targst | cces [ cone |
Restore Defaulks | OF I Cancel | Apply |

The following icons are available on the Targets tab.
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Icon Description

ﬁu Only one of these icons is displayed at a time. With a click on the triangle to the
right of one of the icons you open the list with the options Add Phone

[afa| = Number... and Add Variable.... Depending on the option you have selected,

the corresponding icon is displayed. These icons let you add phone numbers

from the XPR address book as well as custom phone numbers and variables.

See under this table Adding a new connection target.

% Using this icon you can remove a selected phone number variable from the list .
E If you have inserted several connection targets, they are dialed in order from

top to bottom. Using these icons you can move a selected connection target or
E variable in the list up or down.

Table 54 Icons on the “Targets" Tab

Adding a new connection target

To add a new phone number as Connection Target, click on the &|- icon and
make a selection from the then open list.

B Select Phone Numbers for Target List [ %]

Ej Add Custom Mumber, ..

874 I Cancel |

This list includes all entries of your XPR address book and the corresponding
options for reaching the conversational partner. l.e. in the list you may not only
select a user or another application, but also a line assigned to the user or
application.

With a click on the Add Custom Number... link you can open the following dialog
for entering a phone number that is not contained in your XPR address book.

H Select Phone Numbers fol =

Enter Phone Mumber ko add to the Target List:
I +4912345675910

[8]4 I Cancel
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Alternatively, you can click on [ ~| to deploy a variable as Connection Target,
which contains the connection information of a contact. This information such as
phone numbers can be evaluated and used for the connection mechanism.

In the two columns CCBS and CCNR you can activate (Yes) or deactivate (No)
these features for the respective entry with a mouseclick in each case. CCBS
includes the call back feature, if the connection was busy during a connection
attempt. CCNR means that the call is repeated if there was no answer during the
connection attempt.

NOTE: The CCBS and CCNR options are not possible with all PBXs. At the end
of this section you receive a compilation of the compatible PBXs and protocols.
See Section 6.3.14, “Function compatibility”, on page 262.

“Announcements” tab

= Properties |

Change Properties for Connect

Specify the Announcements ko be played and the Order of Playback.

General | Targets Announcements

Playhack List of Prompts and Yariables |3 - ﬁ = m @ B’

Announcement | Gap |

Restore Defaulks | OF I Cancel | Apply |

Here you specify the announcement(s) for the Connect control. For further
information on the settings please refer to Section 6.3.3, ““Announcements” tab”,
on page 210.

Function compatibility

The functions Connection Timeout (seconds), Key to Cancel Connection,
CCNR and CCBS describe the functions that you find on the General and
Targets tab. The Protocol column specifies the signaling protocol that is
supported by the PBX and simultaneously enables the stated functions.
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PBX Protocol Timeout |Break key CCNR |CCBS
HiPath 4000 V1 QSIG Yes Yes No No
HiPath 4000 V1 CorNet-NQ No No Yes Yes
HiPath 4000 V2 QSIG Yes Yes No No
HiPath 4000 V2 | CorNet-NQ Yes No" Yes |Yes
HiPath 4000 V3 QSIG Yes Yes No No
HiPath 4000 V3 CorNet-NQ Yes No" Yes Yes
HiPath 4000 V4 QSIG Yes Yes No No
HiPath 4000 V4 | CorNet-NQ Yes No" Yes |Yes
HiPath 3000 V6 QSIG / CorNetN | Yes Yes No No
HiPath 3000 V7 QSIG / CorNetN | Yes Yes No No
HiPath 8000 V3.1 |SIP Yes No No No
Nortel Succession | QSIG Yes Yes No No
1000

Alcatel OmniPCX |QSIG Yes Yes No No
Enterprise 8

Cisco CUCM 7 SIP / H323 Yes No No No
Nortel Meridian QSIG Yes Yes No No

Table 55

*

Connections

Function compatibility
The restriction only applies if the “Connect with PBX" option is used

In case of an error in the connection to a configured connection target, a control
for forwarding the call can be used. In case of a successful connection the
application is shut down after the call has ended.
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6.3.15 Document Control

With the help of this control, documents can be sent (e.g. e-mails, SMS, fax or
voice mails). The document can be a variable or a text.

NOTE: All documents are taken from the <OpenScape Xpressions
Install>\Userdata\vogue\ default directory or from possible user-defined
subfolders. In addition, the documents are stored in corresponding directories
depending on the language.

The configuration of the Document control is not divided in tabs but in the
following steps:

1. Inthe End control's configuration dialog you enter the Name and Description
or modify these specifications. See Section 6.2.1, “General Information about
the Control”, on page 193.

= Properties ol x|
Change Properties for Document
1
—Mandatory
Mame: | Docurnent Contral 1
Description: |
[V Generates raw Data for Statistics
- Attachment
& Fle: | [ - [deFault]
7 Wariable: I LI
~Subject
= Back | [ext = | Eimish | Cancel |

The Generates raw Data for Statistics checkbox is ticked off by default, so
that this feature is active. The Vogue script thus delivers statistical information
about the execution of the control. Using the Report APL such data are stored
in the database tables and can subsequently be used by a report engine for
creating so-called reports. You find further information in Section 6.2.6,
“Creating Raw Data”, on page 203.

2. Inthe Attachment section of the tab you can either select a file to be sent or

specify a variable as wildcard. You need to mark the desired option before
you can make a more detailed entry in the text line.

If you select a file, enter the path and document name.
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You cannot create a variable but need to fall back to variables created for the
workspace or application. The variable must contain the storage path to a
document.

3. Inthe Subject section you can enter a comment that will be sent with the
document. Here you can also use variables.

4. Click the Next button. In the following dialog you define the originator's
address.

= Properties gl =l

Change Properties for Document

Specify the Address of the Originator the Document will be sent: From,

E=

Specify the originating Address of the Document. The Address can either be composed by
selecting a User/Variable and a corresponding Message Type or entered manually,

UserVariable | Message Tvpe |

I | Gnly present local Users

Criginator Address: YS: YOICEYOGUE

Eimish | Cancel |

5. Select a user from your XPR address book or a variable already defaulted
for the workspace or application. You are automatically provided with a list of
possible message types. The message types that can be selected
correspond to the addresses that have been assigned to this XPR user via
database fields. As soon as you have selected a user or a variable, the
Originator Address field is automatically filled in with the corresponding
NVS address.

Alternatively, you can also enter an NVS address in the format
NVS:<message type>/<user> inthe Originator Address field. The
system completes the additional information such as e.g. User and Message
type. If you enter for instance NVS: FAXG3/02404100200, the message
type analog fax and the user corresponding to the fax number is identified.

NOTE: For further information about the configuration of users, please refer
to the OpenScape Xpressions Web Client user manual.

6. Inthe Message type list field you select the type of the message. To select a
message type you need to select an entry in the User/ Variable column.
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Possible message types are:
¢ Analog Fax (FAXG3)

« Digital Fax (FAXG4)

e E-mail

* Euro File Transfer

e Business Phone

e Short Message Service (SMS)
e Mobile Phone

e Private Fax

e Private Phone

* Voicebox

* Name

With the Load only local users option you determine which users will be
considered for the selection of contacts and the respective phone numbers.
If the checkbox is ticked off, only the local user profiles of the respective XPR
server are read out of the database. If the option is inactive, all global user
profiles listed on all servers will be considered for selection. With a large
number of user profiles this selection may affect the system performance or
lead to a long runtime until the search is complete.
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7. Click the Next button. Up comes this dialog:
mproperties =k

Change Properties for Document

Specify the Address of the Recipient the Document will be sent to,

Specify the target Address of the Document. The Address can either be composed by
selecting a User/Variable and a corresponding Message Type or entered manually,

UserVariable | Message Tvpe |

I | Gnly present local Users

Recipient Address:

[ext = | Eimish I Cancel |

To define the desired Recipient Address for the selected document, repeat
steps 5 and 6.

8. Click on the Finish button. The configuration dialog of the Document control
closes and the configuration is complete.
Connections

One connection can be set up to a following control if sending the document was
successful or unsuccessful.
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6.3.16 Custom DLL Control

Dynamic Link Libraries (DLLs) are dynamic libraries that contain features for
executing programs and are loaded into the RAM dynamically, i.e. if required.
Outsourcing program features to different libraries aims at the program code not
having to be loaded into the RAM but only the library with the features currently
required. Furthermore, this modularization of program features enables other
programs to access this library, so that specific features need not be stored
several times and thus redundantly.

The Custom DIl control allows an adjusted DIl call. All configured Custom DI
controls refer to the VogueCustombD11.d11 file, which is found in the
<OpenScape Xpressions install>\bin path. For the Custom DIl control
function only the VvogueCustomD11.d11 file will be accessed. You cannot add
further DLL files.

NOTE: An existing VogueCustomD11 .d11 file is not overridden when the XPR
server setup is executed anew. If you perform modifications in the VogueCus-

tomD11.d11 file, the file can thus not be restored by another setup. To restore
the original format of the VvogueCustomD11.d11 file you need to create a copy
of the original file.

NOTE: You cannot rename or remove the VogueCustombD11.d11 file.

In the VogueCustomD11.d11 file methods are implemented that execute an
instance and enable the assignment or reference of a specific entry to a specific
task. This instance or assignment is valid until the VvogueCustomD11.d11 file
function is executed again by any Custom DIl control. Arbitrary entries of the
<key>=<value> format lead to permanent entries also of the format
<key>=<value> by executing the control. The execution of the control
transforms the output in variables with the keys determining the variable name
and the values also representing the value of the variable. The result in variable
format can be transferred to further controls.

Example: The parameter “Command” with value “Buy”, the parameter “Product”
with value “Apple” and the parameter “Number” with value “3” are specified as
entry parameters. The names “Result” with value “OK”, “Price” with value “120”
and “Quality” with value “A” are specified as output parameters. By invocation of
the Custom DIl control an instance is initialized that creates as output the
$SResult=0K, $Price=120 and $Quality=A variables inclusive values.

The configuration dialog of the Custom DIl control is divided into the General,
Input Parameters and Output Parameters tabs.
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“General” tab

The General tab of the Custom DIl control contains the following setting options.
See also Section 6.2.1, “General Information about the Control”, on page 193.

E= Properties |

Change Properties for CustomDII

1
Change the General Properties for the Control of Type CustomDill,

General | Input Parameters | Output Parameters

Mandatory

Mame: | CustomDll Contral 1

Description: |

V¥ Can be interrupted by the Contact Certer

[V Generates raw Data for Statistics

Custom DIl Settings
™ Use custom Library and Method

Library Mame: |
Method Mame: |
Restore Defaulks | OF I Cancel | Apply |

The Can be interrupted by the Contact Center checkbox is active by default.
In case of a previous registration of the call with an ACD contact center via the
ACD Start control, playing the configured prompts can be interrupted. The
playback can be interrupted for the attempt to connect the call with an ACD agent
of the contact center. If all prompts are to be played at any rate, deactivate this
checkbox.

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.

e “Input Parameters” tab

On this tab you specify the input parameters to be transferred to the invoked DII
method.
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E= Properties |
Change Properties for CustomDII —
Specify the Input Parameters to be passed to the called DIl Method,
General Input Parameters |Output Parametersl
Input Parameter Lisk ﬁ |j m @ B’
ame | alue |
Restore Defaulks | OF I Cancel | Apply |

Click onthe [% icon to enter a name for the input parameter in the Name column
and to assign a value to it. You can enter variables already defined as well as any
text characters.

“Qutput parameters” tab

On this tab you specify the input parameters to be transferred to the invoked DI

method.
E= Properties |
Change Properties for CustomDII —
Specify the Oukput Parameters ko receive the Yalues returned From the DIl
Method,
General | Input Parameters  Sutput Parameters |
Cukpuk Parameter Lisk ﬁ |j m @ B’
ame | alue |
Restore Defaulks | OF I Cancel | Apply |

Click on the [¥% icon to enter a name for the output parameter in the Name
column and to assign a value to it.
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The parameters in the Name column are transformed in variables by executing
the control. The values of the corresponding rows are assigned to these
variables.

Connections

Connections to further controls can be established in case of a successful
(Finished) and unsuccessful Error) control execution.
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6.3.17 Compare Control

Using the Compare control you can execute comparisons according to a
previously defined rule. You can specify a list of rules here, so that e.g. all
incoming calls can be allocated to their original country on the basis of their
leading telephone numbers. To make adding or modifying rules easier and faster,
an assistant is used.

The configuration dialog of the Compare control provides the tabs General and
Rules.
“General” tab

The General tab of the Compare control contains the following setting options.
See also Section 6.2.1, “General Information about the Control”, on page 193.

B Properties

Change Properties for Compare

x|
E==

Change the General Properties for the Control of Type Compare,

General | Rules |

Mandatory

Mame: | Compare Control 1

Description: |

V¥ Can be interrupted by the Contact Certer

[V Generates raw Data for Statistics

Restore Defaulks | OF I Cancel | Apply |

The Can be interrupted by the Contact Center checkbox is active by default.
In case of a previous registration of the call with an ACD contact center via the
ACD Start control, playing the configured prompts can be interrupted. The
playback can be interrupted for the attempt to connect the call with an ACD agent
of the contact center. If all prompts are to be played at any rate, deactivate this
checkbox.

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.
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On the Rules tab you define one or several rules for the comparison of values in
variables, e.g. to allocate the call to its country of origin. This definition is realized

with the help of a wizard.

B Properties [ %]

Change Properties for Compare —
|

Specify the Rules with their left Yalues, Operators and right Values,
Each Rule List Entry will represent an additional Event of the Contral,
General |

Comparison Rule List

E’D'EFE‘IB

Mame

| Comparison Statement

Restore Defaulks |

OF I Cancel | Apply |

The following icons are available on the Rules tab.

Icon

Description

k|

This icon lets you create a new rule. See under this table Defining a new rule.

ol

A click on this icon enables you to modify the settings of an already created and
selected rule in the Edit Comparison Rule dialog (analog to the Create new
Comparison Rule) dialog.

%

You use this icon to remove a selected rule from the list.

]
[

If you have created several rules, they are applied in order from top to bottom.
Using these icons you can move a selected rule in the list up or down.

Table 56
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Defining a new rule

1. Click on [% . The following dialog opens:
(B Creote new Comparisonfule X

Create new Rule for Comparison Rule List

Select the values and condition of the new comparison rule. r,
The values will be compared using the selected condition {operator), + |
- Left Yalue
Variable ko Compare: |$VARIABLE2 LI
~ Condition

Leading characters are equal ko
Leading characters are greater than
Leading characters are not equal to
Leading characters are smaller than
Text contained in

Text is equal o

Walue is equal to

Value is smaller than

Walue is greater than

Walue is not equal ko

~Right Yalue
" Compare with Texkt: |
' Compare with Yariable: |$VARIABLE3 LI
0] 4 I Cancel |

Each specified rule follows the same format, in which the value of a variable
is compared with the value of another variable or with a permanent value. The
comparison is performed using a specific comparison operation such as
“greater than” or “smaller than”. This comparison operation serves as
condition for declaring the result of a rule as applicable or not applicable.

2. Inthe Left Value area you select the Variable to Compare, which is to deliver
the first comparison value. Here you can fall back to variables you have
specified for the entire workspace or for the application.

3. Select one of the comparison operations in the XCondition section. Possible
comparison operations are:

e Leading characters are equal to

e Leading characters are greater than
* Leading characters are not equal to
e Leading characters are smaller than
e Text contained in

e Textis equal to

¢ Value is equal

¢ Value is smaller than

¢ Value is greater than

e Value is not equal to

A31003-S2360-U114-5-7619, 2011-06-09
274 OpenScape Xpressions V6 Application Builder, User Guide



Application Deployment and Controls
Control Types

4. Subsequently, you determine in the Right Value area with which value the
value from the variable in the Left Value section is compared. You have the
following two options:

e Inthe Compare with Text field you can enter a text to be compared with
the variable set in step 2.

* Inthe Compare with Variable field you can select a Variable to be
compared with the variable set in step 2.

The value of the Variable to Compare is now compared with the value from
the variable in the Right Value section or with the permanent text under
consideration of the Condition. This assignment is stored as rule and
implemented in the application upon the execution of the Compare control.
Depending on the result of a rule comparison (condition applies or not), the
call is forwarded to the next control.

Example: The callers' phone numbers are stored in the Left Value area. If
you want to filter all calls from Germany, use the Leading characters are
equal to condition and specify "+49" in the Compare with Text field. For
each caller from Germany the call is forwarded to a specific control.

5. If you have made all entries for creating a rule, click on OK. The created rule
appears now inthe Comparison Rule List onx xthex RulesX tab.

B Properties |
Change Properties for Compare —
Specify the Rules with their left Yalues, Operators and right Values, |
Each Rule List Entry will represent an additional Event of the Contral, =
General |
Comparison Rule List ﬁ |j m @ B’
Mame | Comparison Statement |
Rule 1 If leading characters of '$YARIABLEZ' are equal to '$¥A. ..
Restore Defaulks | OF I Cancel | Apply |

You can rename the newly created rule with a click on the defaulted Name of
the rule. Enter the desired rule name, e. g. ” Caller from Germany”, and then
push the Enter key . Your modifications have been copied. The Name field
must always be filled in so that a connection to the ensuing control can be set
up when the rule's condition is complied with.
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Connection

Depending on whether or not a rule comparison condition applies, you can create
a connection to a control. l.e. a connection can be created for each rule the
comparison operation of which delivers a match (Test). Analog to this you can
create a connection for the case that a rule condition does not apply (No hits).

6.3.18 Definition Control

With the Definition control, one or several variables are defined or values are
assigned to existing variables. Such variables can be read and set in other
controls of the same application, if they are not write-protected.

A variable can be assigned a string, a number, a voice file or the value of another
variable. It does not have to be defined right at an application's start, but only
when it is needed. It is not possible to only declare a variable and define it at a
later date. A data type is automatically assigned to a variable by value
assignment.

A variable may not only be specified in the Definition control, but this control is the
only one to offer the option of freely determining the value to be assigned to the
variable. In the DTMF Input control you can, for example, define two new
variables. The mandatory assignment of the number of pushed keys and the
entered key sequence for these variables may exclusively occur in a Definition
control.

Except for the Definition control, variables can be specified for the entire
workspace or for an application. See Section 5.3.2, “Workspace View”, on page
102.

NOTE: Application-specific variables can be defined as write-protected (see
Section 5.3.2.1, “Settings in the Workspace”, on page 103). These variables can
thus not be modified when these variables are used in an application. You can,
however, assign a value to the variables in the Definition control so that the
variables' content is not empty. This assignment can exclusively be carried out in
the Definition control.

The following default-system variables can be used in an application:

Variable name Description Data type/Format
$DATE Current date String/TT.MM.JJJJ
$TIME Current time String/hh:mm:ss
$REDIRECTED Phone number of the redirected phone | Phone number
$CALLED Phone number of the callee Phone number
Table 57 Preinstalled Variables
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Variable name Description Data type/Format
$CALLER Phone number of the caller Phone number
$CALLID Call ID string

Table 57 Preinstalled Variables

$CALLER is, for example, used to save the caller's number. It would be possible
to design an application that forwards a caller A to a Definition control that
allocates SCALLER with the phone number of a user B and subsequently
forwards to a Connect control that connects him/her with a user C. If user C has
a telephone that displays the caller's number, he/she would see user B's number
though user A is calling.

The configuration dialog of the Definition control provides the tabs General and
Commands.

“General” tab

On the General tab of the Definition control you can perform the following
settings. See also Section 6.2.1, “General Information about the Control”, on
page 193.

B Properties

Change Properties for Definition

x|
E==

Change the General Properties for the Control of Type Definition,

General | Commands I

Mandatory

Mame: | Definition Contral 1

Description: |

V¥ Can be interrupted by the Contact Certer

[V Generates raw Data for Statistics

Restore Defaulks | OF I Cancel | Apply |

The Can be interrupted by the Contact Center checkbox is active by default.
In case of a previous registration of the call with an ACD contact center via the
ACD Start control, playing the configured prompts can be interrupted. The
playback can be interrupted for the attempt to connect the call with an ACD agent
of the contact center. If all prompts are to be played at any rate, deactivate this
checkbox.
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The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.
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“Commands” tab

On the Commands tab you define one or several commands for assigning values
of created variables. This definition is realized with the help of a wizard.

E= Properties |

Change Properties for Definition

Specify the Yariables getting a Value assigned and the used Statements, |
Each Command List Entry will be processed when the Control is reached,

Assignment Command Lisk ﬁ |j m @ B’
‘ariable I Assignment Statement |

|:_w $VARIABLEL MIDGinE start, ink count, string source)

General |

Restore Defaulks | OF I Cancel | Apply |

The following icons are available on the Commands tab.

Icon Description

% This icon lets you create a new command. See under this table Defining a new
rule.

ﬂ A click on this icon enables you to modify the settings of an already created and

selected command in the Edit Assignment Command dialog (analog to the
Create new Assignment Command) dialog.

% You use this icon to remove a selected command from the list.
E If you have created several commands, they are applied in order from top to
bottom. Using these icons you can move a selected command in the list up or
E down.
Table 58 Icons on the “Commands*” Tab
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Defining a new assignment command

1. Click onthe [¥ X icon to define a new command for assigning a value of a
new or of an already existing variable. The following dialog opens:

M Create new Assignment Command ﬂ

Create new Command for Assignment Command List

Select the variable and statement of the new assignment command. 01
The assigned value can be a variable's value, a text or a method result, 5’

Target Variable: |$VARIABLE1 [Workspace Variable “ariable 11 LI
Assignment Statement: | MID(int start, int count, string source) [
[ofs

[8]4 I Cancel |

2. Select a Target Variable already configured for the workspace or application
or click onthe Create new variable link to create a new variable. The variable
name must start with $ and comprise capital letters only.

NOTE: The variables $DATE and $TIME are not write protected. They must
not be assigned any values.

3. Inthe Assignment Statement field you enter either a method invocation or
a variable the result or value of which is to be assigned to the variable. In
doing so please keep in mind that there are different data types.

L]

string: if the text “Sven” is to be assigned to a variable, enter “Sven”.
Please do not forget the inverted commas. To link the strings, enter them
in succession. A string may be implicitly converted into a number if it
contains digits only.

int: if you want to assign a number to a variable, enter it. Be sure to enter
the number without inverted commas since otherwise a string will be
assigned that merely contains the number as character. This
differentiation is important as you can, for example, add a number but not
a string. On the other hand, you can link a string to another string, but not
two numbers to each other. A number may adopt values between
inclusive -231 and 231-1, thus -2147483648 and 2147483647. If required,
a number is implicitly converted into a string. For arithmetic operations,
only the below instructions ADD, SUB, MUL and DIV are permitted. The
operators '+, -, "* and '/’ are not allowed.

Datei: You can also assign the relative path, e.g. to a voice file, to a
variable. For this purpose, enter the name of the file, for example
NameDialTooManyMatches . pcm, without inverted commas. This
variable can then be used, for example in the Prompt control, to play this
file to the caller. If you enter the file name enclosed in inverted commas,
not the actual voice file but the name is assigned to the variable as string.
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Voice files for the Application Builder are stored either in the
<OpenScape Xpressions Install>Userdatal\vogue\ directory
respectively in one of the subfolders or in a user-defined resource folder.

NOTE: Make sure that you configure the prompts as well as the
associated audio files in the prompt settings of the workspace or appli-
cation. These configured prompts are assigned to a language and can be
retrieved by the Vogue script.

* Phone number: if a number prefixed with a plus sign is entered, the entry
is neither interpreted as number nor as string, but as phone number.
Phone numbers are always normalized. Example: +4924049010 Phone
numbers cannot be added or linked.

NOTE: There are no floating point numbers and no hexadecimal
numbers.

NOTE: If you use a non-defined variable, it is always forwarded as empty
character string.

IMPORTANT: The value of a string variable may reflect a language
name used in a Language control to toggle the application language.
Such language names may adopt only specific values, which are
mentioned in Table 44 on page 222 and reflect languages licensed and
installed on your XPR server.

The Application Builder respectively the application created with it cannot
determine which languages are licensed and installed in the XPR server.
It can only determine whether or not a directory or a language file exists.

In addition, the use of definitions in the XML-based SSML is supported.
This serves for creating greetings in prompts by means of TTS. But
instead of specifying a continuous text for greeting output, the text
playback can be adjusted with the help of a special notation. For example,
phone numbers may be announced digit by digit and slowly, thus for
everybody to understand. The variables defined with SSML entries can
thus be used as prompts.

Specify the desired entry in SSML for using SSML as text. One example
of this specification would be

“<say-as interpret-as="telephone”>012387654</say-as>",
which announces the number as phone number. You find a list of all
possible definitions in SSML in the user guide of the supported speech
recognition system, e.g. RealSpeak Telecom Software Development Kit
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on the supplied DVD for installing the languages to enable text-to-speech.
You can obtain further information about SSML from the web pages of the

W3C institution.

There are function calls that extract parts from a string or apply arithmetic
operations to integers: Click on [ to receive the following selection:

Instruction

Description

string LEFT (int count,
string source)

Returns the left part of the specified “source” string up to
the specified length “count”. If the “count” length exceeds
the length of the complete “source” string, the complete
string will be issued.

Example: LEFT (4, “Example”) = “Exam”

string RIGHT (int count,
string source)

Returns the right hand part of the specified “source” string
of the specified length “count”. If the “count” length
exceeds the length of the complete “source” string, the
complete string will be issued.

Example: RIGHT (4, “Example”) = “mple”

string MID (int start, int
count, string source)

Returns the medium part of the specified “source” string
starting from the position “start” (the index starts with 0 and
not with 1) with the specified “count” length.

Example: MID (3, 2, “Example”) = “mp”

int LEN (string source)

Returns the number of characters in the “source” string.
Example: LEN (“Example”) =7

int FIND (string source,
string sub, int start)

Finds the specified “sub” string part in the superior “source”
string starting from a specified “start” position (the index
starts with 0 and not with 1) and returns the position of the
string part that was searched for.

Example: FIND (“Example”, “Exam”, 1) =0

int ADD (int a, int b)

Adds the two values a and b and returns the sum.
Example: ADD (4,2) =6

int SUB (int a, int b)

Subtracts the value b from value a and returns the
difference
Example: SUB (4, 2) = 2; SUB (2, 4) =-2

int MUL (int a, int b)

Calculates the product of the two values a and b.
Example: MUL (4, 2) =8

int DIV (int a, int b)

Divides value b by value a. Value b must be unequal 0.
Neither floating point numbers nor the rest of the division
are specified.

Example: DIV (4,2)=2; DIV (2,4) =0

int DAY() Delivers the current date

int MONTHY() Delivers the current month
int DAYOFWEEK() Delivers the current weekday
int YEAR() Delivers the current year

int HOUR() Delivers the current hour

int MINUTE() Delivers the current minute
int SECOND() Delivers the current second
Table 59 Function Calls as Instructions
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Instruction Description

string TIMESTR(string | Delivers the current time in the specified “pattern” format
pattern) Example: stringTIMESTR(“hh:mm”)="07:34"
Table 59 Function Calls as Instructions

NOTE: Instructions may be nested. ADD (SUB (4, 2) , 3), for example,

results in 5.

After a click on the [ icon an overview opens that shows already defined
variable, which can thus be used in the assignment definition.

In the following we list assignment examples for demonstration.

Remark

The strings may be separated by a blank.
Result: “I am a text.| am a text, too.”

$VAR must be of data type string or int. It
does not matter whether this variable has
already been defined in another Definition
control, in any other control or in the same
Definition control. If VAR is of file type int,
an implicit conversion into file type string
takes place.

Result, if $VAR has value “3” or 3: “The
result reads:3”

Since $VAR is enclosed in inverted
commas, not the value of $VAR but the
string “$VAR” is attached.

Result:

“The result reads:$VAR”

$FORENAME and $SURNAME must be
strings or integers.

Result if SFORENAME has value “Sven”
and $SURNAME has value “Svensson”:
"Sven's surname is Svensson.”

Here, an implicit conversion of 3 (datatype
int) into “3” (data type string) takes place.
Result:

“Sven is 3 years old.”

The result is the name of the file, thus a
string, not the actual file:
“Welcome.pcm”

This is no phone number but a string:
“+4924049010”

Assignment example | Data type of
the result

“l'am a text.” “l am a string

text, too.”

“The result reads:” string

$VAR

“The result reads:” string

"$VAR”

$FORENAME™s string

surname is

“$SURNAME”.”

“Sven is "3” years old.” | string

“Welcome.pcm” string

“+4924049010” string

Table 60 Allowed assignments
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Assignment example | Data type of Remark
the result
ADD(3, “24") INT “24" is implicitly converted into an integer,
since “24” only contains digits.
Result: 27
Table 60 Allowed assignments

The following assignments are not allowed:

Prohibited assignment

Remark

“The file is called “ Welcome.pcm

nn

This is not allowed, since the data type file is not
implicitly converted into string.

+4924049010 +4924049010

This is not allowed, since phone numbers cannot
be linked.

ADD(+4924049010,+492404901

This is not allowed, since arithmetic operations

0) cannot be applied to phone numbers.

ADD(3.4, 5) This is not allowed, since there are no comma
numbers.

ADD(3, "4A") This is not allowed, since the string does not
exclusively contain digits. Hexadecimal numbers
are unknown.

Table 61 Prohibited assignments

4. Confirm your assignments with OK. The variable is listed with the created

assignment definition.

Connections

As regards connecting other controls we differentiate two options. The definition
and assignment of one or several variables has either been successful (Finish)
or an error has occurred in this process (Error).
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6.3.19 Script Control

With the help of this control you can start another protocol (E-script). By this, B-
channels of an ISDN line can be kept free. The following example illustrates this
advantage.

Example: A PBX forwards a call to the XPR system in which the Vogue script is
started. Now PhoneMail is required, for example. Without a Script control the call
is returned to the PBX and routed back to the XPR system, in which PhoneMail
is started. Thus 3 B-channels are occupied. The script now contains the feature
that a call does not have to be sent back from the XPR system to the PBX but is
forwarded within the XPR system to PhoneMail. Thus only one channel is used
instead of the previously 3 B-channels that were occupied, and thus resources

are saved.

If the Connect control and not the Script control is used to call a voicemail system,
two of the three B-channels can be abolished by path replacement. See Section
6.3.14, “Connect Control”, on page 257.

NOTE: Still, the script to be selected must have been configured in the same
Telematic APL as the Vogue script. All defined scripts are displayed in the
selection field however. Before you select a script you have to make sure that this
script has been configured in the same telematics APL (e.g. IP or ISDN APL) as
the Vogue script.
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The configuration dialog of the Script control solely features the General tab, on
which the following setting options are available. See also Section 6.2.1, “General
Information about the Control”, on page 193.

B Properties

Change Properties for Script
Change the General Properties for the Control of Type Script,

General |

Mandatory

Mame: | Script Control 1

Description: |

[V Generates raw Data for Statistics

Protocal ko switch ko I j

{mote that the selected Protocal (the E-Script) must be bound ko the same Telematic APL
as the Application of this Control)

Restore Defaulks | OF I Cancel | Apply |

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.

In the Protocol to switch to field you receive a selection of possible scripts. You
should make sure that this selected script has been configured in the same
Telematic APL as the protocol for your application. If you have e.g. configured the
Vogue protocol in the ISDN APL for this application, the here selected script must
be configured there. An example of a script to be newly selected is PhoneMail.

NOTE: To select an E-script you must be connected to an XPR server. You log
on in the work area under the Vogue Server entry.

Connections

In case of an error, thus a failed script change, a control should be set for
forwarding the call.
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6.3.20 ACD Start Control

NOTE: This control can only be configured in connection with the ACD Super-
visor, since the supervisor executes and controls the contact center service. For
further information on these applications please refer to the corresponding
manuals.

Use this control to register a call with a contact center group. When an agent of
the specified contact center group is available, the call will be forwarded to him/
her. If no agent of the ACD group can be reached, the caller is routed to the next
control of the application. The following controls of an application can thus be
understood as a type of waiting loop. This type of waiting loop is valid until an
agent of the ACD group can be reached, the caller hangs up, the caller is
registered with another ACD group or a caller is logged off from the ACD group
via the ACD Exit control.

Furthermore, several possibilities exist for the configuration of incoming calls or
for the storage of certain specific information output. For incoming calls privileges
can be defined in the waiting loops for preferred calls for instance or certain skills
can be assigned to ACD agents. Data such as the average time in queue or the
number of calls in a time period can be stored in a variable as output.

The configuration dialog of the ACD Start control is composed of the tabs
General, ACD Status, ACD Routing und Call Attached Data.
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“General” tab

The General tab of the ACD Start control contains the following setting options.
See also Section 6.2.1, “General Information about the Control”, on page 193.

= Properties x|
Change Properties for AcdStart —
Change the General Properties for the Control of Type AcdStart, |
=
General |ACD Skatus I ACD Routing | Call Attached Data
—Mandatory
Mame: | Acdstart Control 1
Description: |
[V Generates raw Data for Statistics
ACD Group Settings
ACD Group: LI
Restore Defaulks | OF I Cancel | Apply |

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.

Inthe ACD Group Settings area you select the ACD Group with which the caller
is to be registered. If no ACD groups have yet been configured in the contact
center, you can use the ACD Supervisor to create new ones. With the ACD
Supervisor you can also edit existing groups. You can only select ACD groups if
you are connected to an OpenScape Xpressions server (see Section 5.3.2.5,
“Vogue Server Settings”, on page 130).

You can also select a variable as ACD group. This enables you to start a specific
ACD group using the values stored in the variable. The value contained in the
variable must match the name of an ACD group as it is stored in the key name
“Name” of the ACD group in the OpenScape Xpressions database. This enables
the flexible startup of an ACD group in dependency on the variable value. The
following example clarifies the feature:

A caller is in one of the applications you have created. By means of the DTMF
Menu control or ASR Menu control you can have the caller queried for which

reason he/she calls. You provide the caller with a number of options to choose
from via DTMF keys or by voice (“If you have questions concerning your order,
please press '1’ or say 'order’. If you wish to place an order, please push '2'. or
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say order™ etc. The caller's input is stored in a variable. The name of each ACD
group must match the value of the variable, thus the entry. I. e., if the value is 1,
the ACD group must carry the name 1. If the entry reads “order” the ACD group
name must be “order”. In this way a specific ACD group can be started depending
on the caller's entry.

You can only use variables already defined. You cannot define new variables.

NOTE: For further information on the creation of ACD groups and agents in the
ACD Supervisor please refer to the ACD Supervisor manual.
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“ACD Status” tab

On this tab you can have specific values of a contact center status stored in a
variable, which can be used in other controls. This variable can be used e.g. ina
Compare control for creating a rule to control the further application flow. For
example, the current waiting loop position value could be used for an
announcement in a Prompt control.

= Properties |
Change Properties for AcdStart
Specify the Yariables getting a Value assigned and the used Contact Center
Status, These Assignments can be used for statistical evaluation,
General ACD Status |ACD Routing | Call Attached Data I
Assignment Status Information List ﬁ |j m @ B’
‘ariable | Contact Center Status |
Restore Defaulks | OF I Cancel | Apply |

The following icons are available on the ACD Status tab.

Icon Description
% This icon lets you add or create a new assignment for ACD status information.
See under this table Creating a new assignment.
E A click on this icon enables you to modify the settings of an already created and

selected assignment in the Edit Assignment dialog (analog to the Create new
Assignment) dialog.

% Via this icon a selected entry is removed from the list.

E Using these icons you can move a selected entry in the list up or down.
&
Table 62 Icons on the “ACD Status” Tab
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1. Click on [% . The following dialog opens:

Create new Assignment for ACD Status Information
Select the Variable and the ACD Status of the new Assignment.,

CALS

Target Variable: I

ACD Status:

o1

=
=

Cancel |

2. Select a Target Variable from the list or create a new variable via the Create
new variable... link. You can fall back to variables already configured for the
workspace or for the application.

NOTE: The $DATE and $STIME system variables are write-protected and
cannot be used for storing.

3. Then select an ACD-Status and its statistical information, which you want to
store in the target variable.

The variables used on this tab are for use within the Application Builder, thus for
use in other controls. At the same time the data are stored in system-proprietary
variables of the correlation database. The latter variables and the associated
statistical information, which can be selected on the tab, will be listed in the
following table:

Variable

ACD Status

Description

VAR_NWL

Number of calls in the
waiting loop.

Number of calls that are in the waiting loop at
the time of the query

VAR_NAR

Number of agents who
are ready to take calls

Number of agents ready to take a call (ready
state). These can be freely available or in
conversation.

VAR_NACW

Average time that a call is
in the group (in seconds)

The arithmetic average of the waiting time of
all calls in the ACD group in seconds

VAR_NACD

Average call duration (in
seconds)

The average call duration refers to the agent
calls of this ACD group made during the last
15 minutes.

VAR_NAT

Number of agents of the
top agent list

Number of currently logged-in agents of the
ACD group. Logged off agents are not
included.

VAR_NCC

Number of current calls

Number of active calls.

Table 63
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Variable

ACD Status

Description

VAR_RSL1

Service level 1 -> all ACD
agent calls/ all calls

Ratio (%) between the total number of calls in
the ACD group and the number of calls
connected to an agent. Itis independent from
the time the call might have spent in the call
queue.

VAR_RSL2

Service level 2 -> all direct
ACD agent calls/ all calls

Number of calls (in %) which were directly
connected to an agent, i.e. they spent no time
in the call queue. Since the time while the
agent telephone is ringing is also part of the
waiting time, the agent must have a headset
and the ACD must answer his/her phone
immediately with connecting the call.

VAR_RSL3

Service level 3 -> all ACD
agent calls/ all calls in
period 1

Describes the all ACD agent calls / all calls in
the default period of 30 seconds ratio.

VAR_RSL4

Service level 4 -> all ACD
agent calls/ all calls in
period 2

Describes the all ACD agent calls / all calls in
the default period of 60 seconds ratio.

VAR_RSL5

Service level 5 -> all ACD
agent calls/ all calls in
period 3

Describes the all ACD agent calls / all calls in
the default period of 120 seconds ratio.

VAR_RSL6

Service level 6 -> all ACD
agent calls/ all calls in
period 4

Describes the all ACD agent calls / all calls in
the default period of 180 seconds ratio.

VAR_RSL7

Service level 7 -> all ACD
agent calls/ all calls in
period 5

Describes the all ACD agent calls / all calls in
the default period of 240 seconds ratio.

VAR_NMWT

Maximum waiting time in
the waiting loop

Maximum time in the waiting loop

VAR_NCB

Number of callers that
received a busy signal

Number of calls that received a busy signal.
This value refers to today only.

VAR_NCH

Number of callers in the

waiting loop who hung up.

Number of abandoned calls. This value
refers to today only.

VAR_NCF

Number of callers that
were diverted to any
destination

Number of forwarded calls. This value refers
to today only.

VAR_NDCC

Number of connected
calls today.

Number of today's calls (incoming and
connected to agent only).

VAR_NWCC

Number of connected
calls this week

Number of calls this week (incoming and
connected to agent only).

VAR_NMCC

Number of connected
calls this month

Number of calls this month (incoming and
connected to agent only).

VAR_RLC

Number of abandoned
calls

Callers that gave up while waiting in the
waiting loop in relation to all calls.

VAR_RBC

Number of calls with busy
signal

Callers that received a busy signal in relation
to all calls.

Table 63
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Selectable Contact Center Variables
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Variable

ACD Status

Description

VAR_RFC

Number of forwarded
calls

Callers that were forwarded in relation to all
calls.

VAR_NCL

Number of calls in the list

Displays the number of calls in queue.

VAR_NAFR

Number of free agents in
ready state

Number of free agents who can take calls
(ready state) and who are not in
conversation.

VAR_POSL

Current position in the
waiting loop

Current position of the call in the waiting loop
This variable can only be used within
VOGUE.

Table 63

Selectable Contact Center Variables

NOTE: You receive further information about the values in the Variable column
in the section for the global contact center variables, and about the service levels
in the ACD Supervisor manual.
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“ACD Routing” tab

Normally, each incoming call is placed in a waiting loop and forwarded to an
agent, if the agent does not conduct a conversation, i.e. if he/she is free. This tab
contains the Assignment Attribute List that itemizes the different Routing
Attributes for determining the treatment of incoming calls.

= Properties |

Change Properties for AcdStart

1
Specify the Arguments ko be evaluated and the used Contact Center Routing
Attributes, |—

General | ACD Status  ACD Routing | Call Attached Data I

Assignment Attribute List ﬁ |j m @ B’
[

Routing Attribute | alue

Restore Defaulks | OF I Cancel | Apply |

The following icons are available on the ACD Routing tab.

Icon Description
% This icon lets you insert a new routing attribute. See under this table Icons on
the “ACD Routing” Tab.
E A click on this icon enables you to modify the settings of an already created and
selected routing attribute in the Edit Assignment dialog (analog to the Create

new Assignment) dialog.

% Via this icon a selected entry is removed from the list.
E Using these icons you can move a selected entry in the list up or down. This
order does not influence the function and serves merely to increase clarity.

&

Table 64 Icons on the “ACD Routing” Tab
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Adding/creating a routing attribute

You can add routing attributes to the Assignment Status Attribute List or create
new ones with a click on [% . The following dialog opens:

M- Create new Assignment ﬂ

Create new ACD Routing Attribute Assignment

Select the ACD Routing Attribute and the appropriate Argument of the new Assignment, 01i
The assigned Argument can be a Variable's value or Text, |

Routing Attribute: I

Argurnent: I

=
=

0] 4 I Cancel |

Select the Routing Attribute from the list. Each routing attribute can be used

only once.

You can select from four different routing attributes to change the handling of

incoming calls.

Routing Attribute

Meaning

Contact

In this variable information on the caller can be stored and passed
to the agents. For example, names, addresses or e-mail-addresses
can be transferred as information.

Preferred Agent

Using the value of this variable or a permanent value specific agents

of a contact center group can be stored for callers. If an agent has

e.g. special knowledge about a caller (because the caller has been

connected to this agent before), it is possible to define an agent here

who is responsible only for this caller.

Depending on the current status of the preferred agent, this leads to

the following behavior:

* Theagentis “ready” to answer calls. The caller is directly put
through to the agent. The new call data are then saved for
ensuing calls.

Table 65
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Routing Attribute

Meaning

« The agent is at least logged in, but currently in one of the
following statuses:

— He/she currently talks to another caller.

— He/she is in status “Break”.

— He/sheisin status “Wrap-up”. The caller spends as much time
in the waiting loop as has been set for this ACD group as
maximum preferred agent waiting time. If the last agent is
available within this waiting time, he/she immediately receives
the call. If not, the normal routing strategy set for this ACD
group takes effect. If no waiting time has been set for the
preferred agent, 0 is assumed and the set routing policy
(linear, cyclic, longest idle) of this ACD group is immediately
applied.

» The agent is logged off. There is no point in waiting for the
preferred agent to become available. Therefore, the routing
strategy set for this ACD group is immediately applied.

Note: Only the user ID or user name may be assigned to the

Preferred Agent variable as permanent value or as values in a

variable. Phone numbers may not be used.

ACD Skill

With this attribute you can determine an ACD agent skill. The call
can only be routed to an agent who has this skill. The variable or the
permanent entry must have the description of a skill that
corresponds to the entry in the database.

Ifthe UsePrefskillOonly registry key is setin the v APL and the
skill is a mandatory one, only the agent who has this skill is
considered when the call is routed. If several agents have this skill,
the caller is routed to the agent who has the highest skill value.

If the registry key is not set, the call is also routed to agents who
have this skill. If several agents have this skill, the agent with the
highest overall skill value, which can be composed of several skills,
is used.

ACD Priority

Via this variable or argument certain callers can be moved up in the
waiting loop hierarchy. The callers will thus receive a privilege and
do not have to wait long until being connected to an agent. As
regards the variable values, permanent defaults are specified,
which assign a certain priority to the called ACD group. The values
read POOR, LOW, MEDIUM, HIGH and HIGHEST, with POOR
describing the lowest and HIGHEST describing the highest priority
level. A variable assigned to the routing attribute ACD Priority must
thus contain one of the mentioned values or a permanent value
must correspond to the mentioned values.

Table 65

Selectable Routing Attributes

Then define one variable or a permanent value in the Argument field.

You can also create new variables or fall back to variables that have already been
configured in the workspace or in the application. The permanent value or the
dynamic content of the variable are assigned to the routing attribute.

296

A31003-52360-U114-5-7619, 2011-06-09
OpenScape Xpressions V6 Application Builder, User Guide



Application Deployment and Controls
Control Types

“Call Attached Data” tab

Using the IVR script Vogue you can attach data (for example customer data) to
a call. The data are attributes of a CallAttachedData object. This data are
circumscribed with the term CAD (Call Attached Data). They are entered during
the call via voice or DTMF control or automatically filled with values.

On the Call Attached Data tab you specify the CAD values, which can be filled
with values. The values of the specified variables or the permanent values are
assigned to the corresponding CAD values. The data is retrieved from the VM
APL using an ACD Start control or an ACD Info control. The VM APL organizes
the contact center proceedings. With the ACD Start control the retrieved CAD
data is attached to the call as CAD object. The central CAD objects management
occurs via the CTI APL. The CTI APL can forward the CAD to other agent clients.

The data are always delivered as string. In the Vogue script, each information can
be divided in a key and an associated value: keyl='valuel’;
key2='value2’; key3='valuel3’; etc.

Each available value is stored in the preassigned variable of the corresponding
key. Alternatively, a permanent argument can be specified as value.

On the Call Attached Data tab you can specify the key names and assign them
to these variables.

= Properties |
Change Properties for AcdStart —
Specify Key-Value Pairs to be attached and transfered with a Call, |
=
General | ACD Status | ACD Routing  Call Attached Data |
Call Attached Data List oo Pf e
ame | alue |
Restore Defaulks | OF I Cancel | Apply |

The figure shows two defined examples for Call Attached Data:

» In the first example the system stores the caller number in the $CALLER
variable. This variable is assigned to the call number key and an agent
receives the phone number of the caller as CAD.
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¢ The second example defines the customer number key and the variable
$CUST_1ID. By means of a DTMF Input control a caller has already entered
his/her customer number, which was stored in a variable. So that the
customer number is visible for an agent, it can be attached to the call as CAD.

You can also specify a variable in the left column and a string in the right column.

NOTE: The following restrictions apply: The data length is limited to 1024
characters per variable. A maximum of 64 variables can be attached to a call.
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The following icons are available on this tab.

Icon Description

This icon lets you insert or create a new CAD key.
5 In the Key field of the depicted dialog specify the name for the key as string or
a variable name. In the Value field you also define either a variable or a string.
The common form is to enter a key name as key and a variable as value. In this
way the value contained in the variable is assigned to the key specified here.

ﬂ A click on this icon enables you to modify the settings of an already created and
selected CAD key in the Edit Assignment dialog (analog to the above Create
new Call Attached Data).

% Via this icon a selected entry is removed from the list.

ﬂ Using these icons you can move a selected entry in the list up or down. This

ﬂ order does not influence the function and serves merely to increase clarity.
Table 66 Icons on the “Call Attached Data” Tab

Connections

As regards the connections you specify controls that are branched to when the
following events occur:

Field Description

Done If the caller is taken into the waiting loop of the contact center,
you may enter a control here to which the caller is routed during
the waiting time (e.g. a Prompt control: "You will be connected to
the next available agent.”) The announcement during the waiting
time can be interrupted as soon as an agent becomes free.
Activate the Can be interrupted by the contact center
checkbox on the General tab of the corresponding controls (see
for example Section 6.3.5, “Prompt Control”). If you do not
activate this checkbox, the announcement will be played until the
end. Please note that the agent may be busy again in the
meantime.

Error If the call cannot be registered with the specified contact center
group, the caller is routed to the control specified here.

Please note that a call leaving the ACD Start control through exit
Error is no valid ACD call, because it is not registered with the
VmAPL though having an ACD call ID. Do not connect this call to
the ACD Exit control.

Timeout If the caller cannot be forwarded to the contact center or
registered with it, he/she will be forwarded to the control specified
here after 16 seconds. The value of 16 seconds cannot be
modified.

Please note that a call leaving the ACD Start control through exit
Timeout is no valid ACD call, because it is not registered with the
VmAPL though having an ACD call ID. Do not connect this call to
the ACD Exit control.

Table 67 Possible Connections of the ACD Start Control
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Field Description

Group full If all ACD agents are busy and the waiting loop is full, the caller
is forwarded to the connected control (e.g. an End control: “Our
contact center is temporarily not available. Please try again later.
Goodbye."). In this case a call is considered a call in which the
caller received a busy sign.

Please note that a call leaving the ACD Start control through exit
Group full is no valid ACD call, because it is not registered with
the VmAPL though having an ACD call ID. Do not connect this
call to the ACD Exit control.

Table 67 Possible Connections of the ACD Start Control
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6.3.21 ACD Info Control

The ACD Info control enables the retrieval of statistical data any time a call
occurs. This point in time can be between starting the ACD contact center and
routing to an ACD agent or before starting the ACD contact center, thus before
the execution of the ACD Start control. The statistical data correspond to the ACD
status data of the ACD Start control and are stored in the variables of the same
name (see Section 6.3.20, “ACD Start Control”, on page 287). They include, for
example, the average call length, the number of ready agents or the position of a
call in the waiting loop.

With the ACD Info control a call is registered with an ACD group. The ACD Info
control enables registering the state of an ACD group by means of statistical data,
before this group has been activated for a call at all. I. e., before a call is accepted
by the Vogue script, the availability of agents at the contact center can be checked
for the call. In this way callers can be saved from staying unnecessarily long in a
waiting loop which reduces costs. For further information see Appendix B,
“Guaranteeing ready Agents in Offline Mode”.

The configuration dialog of the ACD Info control is divided in the General and
ACD Status tabs.
“General” tab

The General tab of the ACD Info control provides the following setting options.
See also Section 6.2.1, “General Information about the Control”, on page 193.

= Properties

Change Properties for Acdinfo

Change the General Properties for the Control of Type AcdInfo,

x|
E==

General | ACD status |

—Mandatory
Mame: | AcdInfo Control 1

Description: |

[V Generates raw Data for Statistics

ACD Group Settings
ACD Group: LI

Restore Defaulks | OF I Cancel | Apply |

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
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database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.

In the ACD Settings area you define the ACD Group that is valid for executing
this control.

If no ACD groups have been configured in the contact center yet, you can create
new groups and edit existing ones using the ACD Supervisor.

You can only select ACD groups if you are connected to an OpenScape
Xpressions server (see Section 5.3.2.5, “Vogue Server Settings”, on page 130).

If you select a variable as ACD Group, you can select a specific ACD group by
means of the value stored in the variable. The value contained in the variable
must precisely match the name of an ACD group. This enables the flexible startup
of an ACD group in dependency on the variable value. The following example
clarifies the feature:

A caller is in one of the applications you have created. By means of the DTMF
Menu control or ASR Menu control you can have the caller queried for which
reason he/she calls. The provide the caller with a number of options to
choose from via DTMF keys or by voice (“If you have questions concerning
your contract, please press '1’ or say 'contract’. If you wish to place an order,
please push '2'. or say 'order’ etc.). The caller's entry is stored in a variable.
The name of each ACD group must match the value of the variable, thus the
entry. l.e. if the value is 1, the database entry for the name of the ACD group
must have value 1. If the entry reads Order, the database entry for the name
of the ACD group must be Oorder. In this way data can be determined for a
specific ACD group depending on the caller's entry.

You can only use variables already defined. You cannot define new variables.

NOTE: For further information on the creation of contact center groups in the
ACD Supervisor please refer to the ACD Supervisor manual.

“ACD Status” tab

This tab displays certain statuses of the contact center calls. Based on the values
of the singe statuses of a contact center the further behavior of the application can
be controlled. The values can be stored in variables that serve as basis for
creating rules in the Compare control. For example, the application can be
controlled based on the number of waiting callers in the waiting loop.
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= Properties |
Change Properties for Acdinfo

Specify the Yariables getting a Value assigned and the used Contact Center |

Status, These Assignments can be used for statistical evaluation,

General  ACD Status |

Assignment Status Information List ﬁ |j m @ B’
‘ariable | Contact Center Status |
Restore Defaulks | OF I Cancel | Apply |

The setting options on the ACD Status tab of this control are analog to the
settings described for the ACD Start control in Section 6.3.20, ““ACD Status” tab”,
on page 290.

Connections

Connections are possible in case of the following events:

Field Description

Done If the caller is taken into the waiting loop of the contact center, you
may enter a control here to which the caller is routed during the
waiting time (e.g. a Playback control: "You will be connected to the
next available agent.”). The announcement during the waiting time
can be interrupted as soon as an agent becomes free. Activate the
Can be interrupted by the contact center checkbox on the
General tab of the corresponding controls (see for example
Section 6.3.5, “Prompt Control”). If you do not activate this
checkbox, the announcement will be played until the end. Please
note that the agent may be busy again in the meantime.

Error If a call cannot be registered with the specified contact center, the
caller is routed to the specified control.

Timeout If the caller cannot be registered with the contact center, he/she will
be forwarded to the control specified here after 16 seconds. The
value of 16 seconds cannot be modified.

Group full If all ACD agents are busy and the waiting loop is full, the caller is
forwarded to the connected control (e.g. an End control: “Our
contact center is temporarily not available. Please try again later.
Goodbye."). In this case a call is considered a call in which the
caller received a busy sign.

Table 68 Possible Connections of the ACD Info Control
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6.3.22 ACD Exit Control

NOTE: This control can only be configured in connection with the ACD Super-
visor, since the supervisor executes and controls the contact center service. For
further information on these applications please refer to the corresponding
manuals.

Use this control to cancel the registration of a call with a contact center group. The
caller may then be forwarded to another control or connected to another contact
center group.

Example: A call for the contact center group “Service Hotline” comes in and is
parked in the waiting loop since all agents are busy at the moment. In the waiting
loop the caller hears the announcement of a DTMF Menu control: “You will be
connected to the next available agent. You may also get connected to our order
hotline or take part in our prize competition. For the order hotline please push 1,
for the competition please push 2.” When the caller chooses option 1 or 2, the
ACD Exit control ends the contact center call and the call is routed to one of the
connected controls.

NOTE: Please note that a call leaving the ACD Start control through exit Error,
Timeout or Group full is no valid ACD call, because it is not registered with the
VmAPL though having an ACD call ID. Do not connect this call to the ACD Exit
control.

The configuration dialog of the ACD EXxit control contains merely the General tab.
See also Section 6.2.1, “General Information about the Control”, on page 193.

A31003-52360-U114-5-7619, 2011-06-09
OpenScape Xpressions V6 Application Builder, User Guide



Application Deployment and Controls
Control Types

B Properties

Change Properties for AcdExit
Change the General Properties for the Control of Type AcdExit,

x|
E==

General |

Mandatory
Mame: | AcdExit Contral 1

Description: |

[V Generates raw Data for Statistics

Restore Defaulks | OF I Cancel | Apply |

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.

NOTE: If you cancel the contact center registration by means of an ACD Exit
control and invoke a new ACD Start control then the call will be considered 'lost'
in the contact center statistics. If you invoke the new ACD Start control without
canceling the previous logon, this will be entered in the statistics as call and for
the first ACD group this call is considered a forwarded call.

For further information on the evaluation of the contact center statistics, please
refer to the section on global contact center variables in the ACD Supervisor
manual.

Connections

After the successful cancellation of the call registration with a contact center
group, the call can be routed to another control or be connected to another
contact center group respectively with another ACD Start control.
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6.3.23 ASR Menu Control

The ASR Menu control (automatic speech recognition) works analog to the DTMF
Menu control like a distributor to other controls. But the menu is additionally
controlled via voice entries and not only using the keyboard.

By announcement the caller is given an overview of possible controls for
forwarding and can then be connected to the desired control. With the ASR Menu
control the desired control cannot only be selected via DTMF keys but also by
voice entry of keywords. The keywords are freely selectable when configuring the
control. During the execution of the control a speech recognition algorithm
recognizes such words and forwards to the corresponding control.

Contrary to the DTMF Menu control, the ASR Menu control cannot be set by
parameter configuration in a way that the entry process is repeated in case of an
error. The solution to this is forwarding the error exit of the ASR Menu control to
the same ASR Menu control.

NOTE: You can obtain further detailed information on the process and system-
atics of speech recognition from various manuals in the documentation directory
of the supplied speech recognition system by SpeechWorks.

IMPORTANT: Verify that the speech recognition system is available in all
languages used by your application.

The ASR Menu control contains four tabs: General, Recognition,
Announcements and Keywords.
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“General” tab

On the General tab of the ASR Menu control the following settings can be
performed. See also Section 6.2.1, “General Information about the Control”, on
page 193.

E= Properties |

Change Properties for AsrMenu
Change the General Properties for the Control of Type AsrMenu,

General |Rec0gniti0n I Announcements | Keywords

Mandatory

Mame: | AstMenu Control 1

Description: |

V¥ Can be interrupted by the Contact Certer

[V Generates raw Data for Statistics

Restore Defaulks | OF I Cancel | Apply |

The Can be interrupted by the Contact Center checkbox is active by default.
In case of a previous registration of the call with an ACD contact center via the
ACD Start control, playing the configured prompts can be interrupted. The
playback can be interrupted for the attempt to connect the call with an ACD agent
of the contact center. If all prompts are to be played at any rate, deactivate this
checkbox.

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.
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“Recognition” tab

Within this tab you can set specific patterns of behavior for the speech recognition
software. For example, you can configure the minimum level of speech

recognition, the announcement start time and recognition of voice commands, or

the termination of speech recognition due to a timeout.

E= Properties |

Change Properties for AsrMenu
Specify the Speech Recognition Parameters for the Contral,

General Recognition | Announcements I Keywords I

~Recognition Parameters

Barge-in Mode: IPolite j
Minimumn Confidence Lesvel: I 75 ﬁ
Minimum Confidence Level {for Barge-In): I 75 ﬁ
Mo Speech Timeout {seconds): I 5 ﬁ
Maximum Speech Length (seconds): I 5 ﬁ
™ Use Configuration File:
| [ -> [default] |
~Recognition Storage
‘ariable for recognized Literal: | <none LI
Variable for Confidence Level: | <none LI
‘ariable for DTMF Key: | <none LI
Restore Defaulks | OF I Cancel | Apply |

In the Recognition Parameters section you can perform the following settings:

Field Description

Barge in mode | The barge-in mode (cutting off mode) determines when the speech
recognition starts during an announcement playback and the
announcement playback is stopped.
In none of the cases the announcement would be repeated like in the
DTMF Menu control if required. In all cases the control linked to the
Timeout condition is forwarded to if no keyword is recognized after
the announcement list has been played and the time set under No
Speech Timeout (seconds) has expired.
» Off
The speech recognition and also the DTMF key recognition does
not start until the entire announcement list for this control has been
played.
e Basic
Playing the greeting list of the control is canceled when the speech
recognition system recognizes any tone with a minimum volume. It
does not matter here whether a keyword has been recognized as
valid. Valid means that the confidence barge in has been reached
or exceeded.

Table 69 The Fields of the “Recognition” Tab
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Field

Description

» Continuous
Playing the announcement list of a control is only canceled if the
speech recognition has recognized a keyword in the user's voice
entry as valid.

* Polite
Playing the announcement list of a control is interrupted as long as
the user performs a voice entry. Playing the announcement list of
a control is only canceled if the speech recognition has recognized
a keyword in the user's voice entry as valid. Otherwise, after
expiration of the maximum talk delay, the announcement list will be
continued from the point at which it was interrupted. When the
caller then makes another voice entry, the announcement will be
interrupted again.

The default value is “Polite”.

Minimum
Confidence
Level

Confidence level is the demanded minimum level of speech
recognition in percent. If the speech recognition recognizes a keyword
while the caller makes entries by voice and the speech recognition
level reaches or exceeds this minimum level, the recognition is
considered valid and forwarded to the control that is linked to the
recognized keyword on the Keywords tab. Otherwise the speech
recognition will report an error. The value may be between 0 and 100
percent. The default value is 75 %.

Minimum
Confidence
Level (for
Barge-In)

If the barge-in mode is active, the caller may make a voice entry while
an announcement is being played (“Announcements” tab). The
confidence level for the barge-in mode is the minimum value of the
speech recognition level with which a keyword must be recognized in
this cutting off situation. The announcement is interrupted and the
control linked to the keyword is executed. The value may be between
0 and 100 percent. The default value is 75%.

No Speech
Timeout
(seconds)

The caller must start his/her voice entry until the time specified in
seconds after the end of the announcement playback. Otherwise the
entry will be abandoned. Value “0” deactivates this function, so that no
timeout can occur. The default value is 5 seconds.

Maximum

(seconds)

Speech Length

This period in seconds defines how long the voice entry of a caller
may last. Value “0” deactivates this function, so that no timeout can
occur. The default value is 5 seconds.

Table 69

The Fields of the “Recognition” Tab

The values to be set can also be read from a file to be specified in the field under
the Use Configuration File checkbox. This file is a text file that exclusively
contains lines according to the following example:

Confidencelevel=75

ConfidencelevelBargeIn=70

BargeInMode=off

MaxSpeechTimeout=10000

Such a file cannot be automatically created by Application Builder, but must be

created manually. The following variables and value allocation notation must be
adhered to.
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Meaning Variable Permissibl | Default Deactivati
e values value on value
Confidence level ConfidenceLevel 0...100 75
Barge in confidence level | ConfidenceLevelBar |0 ... 100 75
geln
Barge in mode BargelnMode Off, Basic, | Polite
Continuou
s, Polite
Talk end delay (valid for | EndOfSpeehTimeout |0 ... 2311 |0 0
XPR only (OSR 2.0))
Max. talk delay NoSpeechTimeout [0..2%%1 |7
Max. talk time MaxSpeechTimeout |0...23%1 |7
Table 70 Configuration File for the ASR Menu Control

The talk end delay is the time that must elapse after the voice entry of a caller, so
that the end of the voice entry can be recognized as such.

The configuration file is selected via the .| icon and the following dialog:

& Specify local Resource and Target Folder ﬂ

Specify local Resource and Server Target Folder

Select the local Resource to be used and the Target Folder on the Server e’
which is specified relative to the Application's Workpath Folder,

Local Resource: I LI

Target Folder: |

]34 I Cancel |

In the Locale Resource field specify the file path at which the configuration file
is found. This file must have the txt extension for text file. This file is stored
underneath the <xXPR install>/userdata/vogue default folder.

In the Target Folder field you can create a folder that is defined in the mentioned
default directory and serves as storage location for the configuration file.

Using the following selected or newly to be defined variables in the Recognition
Storage section you can store the results of recognizing voice commands or
DTMF keys.

Field Description

Variable for recognized Here you specify the variable that stores the recognized
Literal keyword.

Variable for Confidence |In this field you can assign the level of speech recognition
Level determined at the recognition of a keyword to an existing
variable or to one to be newly defined. The value may be
between 0 and 100 percent. 100% means definite
recognition of a keyword. The smaller the value, the more
unlikely has a keyword been recognized.
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Field Description

Variable for DTMF key If you enter a command via DTMF keys, you may here
specify the variable in which the pressed key is stored.

For each of the fields in the above table a new variable can be created via the
Create new variable... link.

“Announcements” tab

This tab allows selecting or recording an announcement to be played at the
control execution. This announcement should contain control operation

instructions for the user.

E= Properties |
Change Properties for AsrMenu
1
Specify the Announcements ko be played and the Order of Playback.
General | Recognition ~ Announcements | Keywords I
Playback List of Prompts and Variables |3 - ﬁ - m @ B’
Announcement | Gap |
Restore Defaulks | OF I Cancel | Apply |

For the tab's operation please refer to the descriptions in Section 6.3.3,
““Announcements” tab”, on page 210.
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“Keywords” tab

On this tab you define the keywords to be recogni
DTMF keys to be pushed.

E= Properties |

Change Properties for AsrMenu

1
Specify the Keywords ko be recognized and the alkernative Phone Keys,

Each Keyword List Entry will represent an additional Event of the Contral,

General | Recognition | Announcements Keywordsl

zed and the corresponding

Recognition Keyword Lisk ﬁ m @ B’
Terms | ot key |
Restore Defaulks | OF I Cancel | Apply |

The following icons are available on this tab.

Icon Description
% This icon lets you create a new keyword. See under this table Defining a new
keyword.
% Via this icon a selected keyword is removed from the list.
E Using these icons you can move a selected keyword in the list up or down. This
E order does not influence the function and serves merely to increase clarity.
Table 71 Icons on the “Keywords" Tab

Defining a new keyword

1. Click on [*% . The mousepointer is positioned in the Terms of the

Recognition Key List column.

2. Enter the desired keyword. This keyword can be normal text or a variable.

3. Inthe DMTF key column you can optionally specify a key that can be pushed
to forward to the same control. The DMTF keys are the telephone keys 0 to 9

as well as the keys * and #.

A31003-S2360-U114-5-7619, 2011-06-09
OpenScape Xpressions V6 Application Builder, User Guide




Application Deployment and Controls
Control Types

4. Confirm your entries with the Enter key.

NOTE: The number of entries in the table may exceed the number of DTMF
keys. In this case only the 12 most important entries are assigned DTMF keys.

NOTE: If several keywords are entered, they must be separated by semicolon.
The length of all keywords of an entry must not exceed 512 byte.

NOTE: The speech recognition system can recognize DTMF keys announced by
means of voice entries (see Section 6.3.3, “DTMF Input Control”, on page 207).
Using digits as terms of the recognition keyword list (“one”, “two”, etc.) can thus
not deliver the desired result and should be avoided. Instead, use meaningful
terms for navigating in the menu (e.g. operator, information, order status, etc.).

NOTE: Enter for each keyword also the translations into the languages in which
your application will be used, so that the speech recognition can correctly take
effect in such languages as well.

Example: You enter “Help” as keyword. If the application is then executed in
German, the word “Help” will never be recognized since the announcement text
of the ASR Menu control will prompt the user to enter the German word “Hilfe”.
The entry “Help;Hilfe” would be the solution in this case.

Connections

The ASR Menu control allows a connection to a control for each configured and
recognized keyword. Furthermore, a differentiation is made between possible
speech recognition errors (Error), the timeout in case of an entry (Timeout) or a
faulty or unrecognized entry (No hits).
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6.3.24 ASR Expert Control

Like the ASR Menu control, this control uses a speech recognition system with
associated grammar file to detect voice commands by the user. The function of
the ASR Expert control differs radically from the ASR Menu control function
though. While the ASR Menu control is used for forwarding to other controls by
means of voice commands, announcements or portions of them are stored in the
ASR Expert control for further usage. In addition, the ASR Menu control accepts
only keywords, whereas in the ASR Expert control entire sentences can be
announced. From these whole sentences the speech recognition system filters
and arranges the sentence parts via grammar file key and stores them in
variables that can be used for further functions. A key has a unique name and
serves as container for an amount of words and sentence fragments that are
explicitly assigned to the key in the grammar. In most cases a key represents a
specific functionality that may exist in a linguistic statement. For example, actions,
persons, directions, time data etc. are stored in a key each.

A key in a grammar may e.g. serve for acquiring locations. By means of this key
the speech recognition system recognizes in an announcement the term “at the
workstation”, which is assigned to key “location” in the grammar. This term is
stored in a variable and may be used in other controls.

NOTE: You can obtain further detailed information on the process and system-
atics of speech recognition (among other things on the structure of a grammar
and on the key tasks) from various manuals in the documentation directory of the
supplied speech recognition system by SpeechWorks.

The configuration dialog of the ASR Expert control comprises five tabs: General,
Recognition, Announcements, Grammars, Results.
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“General” tab

The General tab of the ASR Expert control contains the following setting options.
See also Section 6.2.1, “General Information about the Control”, on page 193.

E= Properties |

Change Properties for AsrExpert
Change the General Properties for the Control of Type AsrExpert,

General |Rec0gniti0n I Announcements | Grammars I Resulks I

Mandatory

Mame: | AsrExpert Control 1

Description: |

V¥ Can be interrupted by the Contact Certer

[V Generates raw Data for Statistics

Restore Defaulks | OF I Cancel | Apply |

The Can be interrupted by the Contact Center checkbox is active by default.
In case of a previous registration of the call with an ACD contact center via the
ACD Start control, playing the configured prompts can be interrupted. The
playback can be interrupted for the attempt to connect the call with an ACD agent
of the contact center. If all prompts are to be played at any rate, deactivate this
checkbox.

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.
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“Recognition” tab

Within this tab you can set specific patterns of behavior for the speech recognition
software. You can thus configure for the announcement and recognition of voice
commands when to start or, owing to a timeout, when to finish.

E= Properties |

Change Properties for AsrExpert

Specify the Speech Recognition Parameters for the Contral,

General Recodnition | Announcements I Grammars I Results I

~Recognition Parameters

Barge-in Mode: IPolite
Minimumn Confidence Lesvel: I 75
Minimum Confidence Level {for Barge-In): I 75
Mo Speech Timeout {seconds): I 5
Maximum Speech Length (seconds): I 5

™ Use Configuration File:

|- [default]

~Recognition Storage

‘ariable for recognized Literal: | <none

Variable for Confidence Level: | <none

bl | el pd el pd 1

Restore Defaulks |

OF I Cancel | Apply |

In the Recognition Parameters section you can perform the following optional

settings:

Field

Description

Barge-in Mode

With this option you can define for the speech recognition when it

should start or should be accessible by the user:

« Off: The speech recognition (and also the DTMF key recognition)
does not start until the entire announcement list for this control has
been played.

« Basic: Playing the announcement list of the control is canceled
when the system recognizes the start of a user's voice message.

e Continuous: Playing the announcement list of a control is only
canceled if the speech recognition has recognized the user's
voice message as valid.

« Polite: Playing the announcement list of a control is interrupted as
long as the user performs a voice entry. Playing the
announcement list of a control is only canceled if the speech
recognition has recognized the user's voice message as valid.

Minimum
Confidence
Level

Sets the announcement recognition minimum that the speech
recognition system must perform for a valid recognition. If this
minimum portion of an entire announcement is recognized by the
speech recognition system, the associated command is executed.
Otherwise the speech recognition will report an error. The value may
be between 0 and 100 percent.

Table 72

316

The Fields of the “Recognition” Tab
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Level (for Barge-
In)

Field Description
Minimum Sets the announcement recognition minimum that the speech
Confidence recognition system must perform for a valid recognition while the

announcement list is played. The value may be between 0 and 100
percent. The default value is 75 seconds.

No Speech The user must start his/her announcement within the time specified.
Timeout Otherwise it will be canceled. Value “0” deactivates this function, so
(seconds) that no timeout can occur. The default value is 5 seconds.
Maximum This period in seconds defines how long the announcement of a user
Speech Length | may last. Value “0” deactivates this function, so that no timeout can
(seconds) occur. The default value is 5 seconds.

Table 72 The Fields of the “Recognition” Tab

The values to be set can also be read from a file to be specified in the field under
the Use Configuration File checkbox. This file is a text file that exclusively
contains lines according to the following example:

Confidencelevel=75

ConfidencelevelBargeIn=70

BargeInMode=off

MaxSpeechTimeout=10000

Such a file cannot be automatically created by Application Builder, but must be
created manually. The following variables and value allocation notation must be

adhered to.
Meaning Variable Permissibl | Default Deactivati
e values value on value
Confidence level ConfidenceLevel 0...100 75
Barge in confidence level | ConfidenceLevelBar |0 ... 100 75
geln
Barge in mode BargelnMode Off, Basic, |Polite
Continuou
s, Polite
Talk end delay (valid for | EndOfSpeehTimeout [0 ... 2311 |0 0
XPR only (OSR 2.0))
Max. talk delay NoSpeechTimeout |0..2%%1 |7
Max. talk time MaxSpeechTimeout |0...23%1 |7

Table 73

Configuration File for the ASR Expert Control

The talk end delay is the time that must elapse after the voice entry of a caller, so
that the end of the voice entry can be recognized as such.

The configuration file is selected via the .| icon and the following dialog:
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& Specify local Resource and Target Folder ﬂ

Specify local Resource and Server Target Folder 4

Select the local Resource to be used and the Target Folder on the Server e’
which is specified relative to the Application's Workpath Folder,

Local Resource: I LI

Target Folder: |

]34 I Cancel |

In the Locale Resource field specify the file path at which the configuration file
is found. This file is stored under the <OpenScape Xpressions install>/

userdata/vogue default folder and must have the .txt file extension.

In the Target Folder field you can create a folder that is defined in the mentioned

default directory and serves as storage location for the configuration file.

Using the following selected or newly to be defined variables in the Recognition
Storage section you can store the results of recognizing voice commands or
DTMF keys.

Field Description

Variable for recognized This variable saves the entire announcement

Literal

Variable for Confidence The confidence level determines a percentage between 0
Level and 100 that represents the speech recognition level. A

value of 100 indicates the complete recognition of an
announcement. Any value below this percentage
consequently means that a specific portion of the
announcement was not recognized. You can set the
minimum level for this voice recognition degree on the
Recognition tab in the Recognition Parameter section.

Table 74 The Fields of the “Recognition” Tab
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“Announcements” tab

This tab allows selecting or recording an announcement to be played at the
control execution. This announcement should contain control operation
instructions for the user.

= Properties |
Change Properties for AsrExpert —
Specify the Announcements ko be played and the Order of Playback. |
=
General | Recognition ~ Announcements |Grammars I Results I
Playback List of Prompts and Variables |3 - ﬁ - m @ B’
Announcement | Gap |
Restore Defaulks | OF I Cancel | Apply |

You are provided with information on handling recordings under Section 6.3.3,
““Announcements” tab”, on page 210.

“Grammars” tab

On this tab you can select one or several grammar files for speech recognition.
To this you need to select the corresponding file name of the grammar.

Each grammar file indicated by the .grxml extension is loaded by the speech
recognition system from the path <OpenScape Xpressions
install>\res\E\vogue\ASR\ . For the single language the files are stored
accordingly in subpaths such as \German. In the Application Builder you can
load every grammar file you select here on this tab from any path and for every
language configured in the workspace. Since the selected grammar file must also
be in path <OpenScape Xpressions install>\res\E\vogue\ASR\, you
should store all grammar files under this path. Please also note the structure
underneath these paths, i.e. the grammar files should be in the subpaths of the
corresponding language. For example, grammar files in German should be
stored in the German folder. Only in this way one of these files can be selected in
the Application Builder as grammar file and serve as base for the speech
recognition system.
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B Properties ll
Change Properties for AsrExpert
1
Specify the Grammars to be used for Speech Recognition,
General | Recognition | Announcements  Srammars | Resulks I
Recognition Grammar Lisk ﬁ m @ B’
(Erarmar |
Restore Defaulks | OF I Cancel | Apply |

The following icons are available on the Grammars tab.

Icon Description
% This icon lets you create a new rule. See under this table Adding a grammar
file.
% You use this icon to remove a selected grammar file from the list.
E Using these icons you can move a selected grammar in the list up or down. The

grammar files are queried for speech recognition according to the sequence of

E the list entries.

Table 75 Icons on the “Grammars” Tab
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Adding a grammar file
1. Click on [% . The following dialog opens.
x

Select the Grammars to add to the Grammar List:

O [ iGrammatik 1 [Workspace Grammar ‘Grammatik 1']

E’Zﬂ Create new Grammar...

0] 4 I Cancel |

In this dialog you can add new grammar files or select those already
configured for the workspace or application. If you want to add a new

Control Types

grammar file, click on the Create new grammar... link. The following dialog

opens:

a Create Yogue Application Grammar

Set Properties of the Application Grammar

Specify Mame and Description of the new Vogue Application Grammar,
Additionally vou can specify the corresponding Grammar Specification File,

2

Grammar Mame: | Grammar 1

Grammar Descripkion: |

Grammar File: |

o]

Browse. .. |

Cancel |

Continue with the steps described in Section 5.3.2.4, “Adding a grammar file”,

on page 125.
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“Results” tab

On this tab you can define keys the recognized values of which can be saved in
variables. In case of an announcement, the speech recognition system searches
the grammar for keys specified on this tab. In the grammar file specific values are
assigned to these keys. The speech recognition system checks whether these
values in the grammar file match the announcement or portions of it. Found
matches are stored in the defined variables.

NOTE: The based-on grammar file is not be analyzed so that the Application
Builder does not list the keys available in the grammar file. You thus need to
analyze the grammar file yourself for entering valid keys.

NOTE: You are provided with a description of how to use keys and their values
in the context of grammars for speech recognition in the OSR Developer Guide
manual. You find this manual in the documentation directory of the supplied
speech recognition system by SpeechWorks.

E= Properties |
Change Properties for AsrExpert —
Specify the recognized Tags from the ASR Grammar and the Variables ko |
store the corresponding Utterances into, =
General | Recognition | Announcements I Grammars Resulks |
Recognition Result Lisk ﬁ |j m @ B’
Recognition Tag | ‘ariable |
Restore Defaulks | OF I Cancel | Apply |

The following icons are available on the Results tab.

Icon Description
This icon lets you create a new key (result). See under this table Adding a
5 result.
Table 76 Icons on the “Results" Tab
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Icon Description

E A click on this icon enables you to modify the settings of an already created and
selected key in the Edit Recognition Result dialog (analog to the Create new
Recognition Result ) dialog.

% Via this icon a selected result is removed from the list.
E Using these icons you can move a selected key in the list up or down. The list
E entry sequence serves for clarity and does not affect the functionality.

Table 76 Icons on the “Results* Tab

Adding aresult

You add a new key with a click on [% . The below dialog opens, in which you at
first define a key in the Recognition Tag field . Then select a Target Variable or
define a new one via the Create new variable... link. Only when both fields are
filled in, an entry will successfully be generated.

[& Create new Recognition Result ': |
Create new Result for Recognition Result List
Select the tag and variable of the new recognition result, ==
The utterance recognized for the tag will be stored into the variable, :l‘
Recognition Tag: |
Target Variable: I LI
]34 I Cancel |

NOTE: The $Time and $Date variables are write protected and can therefore
not be used.

Connections

You can configure connections for the successful recognition of an entry
(Success), for an error in the language recognition process (Error), in case of an
invalid or unrecognized entry (No Hits) and for an entry timeout (Timeout).
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The Grammar files for the ASR Expert control

A grammar contains rules on the vocabulary of a language and on how they can
be interconnected. There are two ways to understand the structure and
functioning of a grammar file. On the one hand you can set up the sentences that
can be generated from the vocabulary (Method 1). On the other hand you can
observe how a grammar analyzes and arranges a large number of similar
sentences. The grammar then divides the sentences into single portions and
creates rules for sentence matching with the speech recognition (Method 2).

Method 1

When you compose a grammar you need to find out how to create general rules.
It appears easy to simply compile the possible sentences, for example:

e “Direct my calls to my home.”
e “Direct my calls to the office.”
« “Direct my calls to my car phone.”

Since all sentences contain the “Direct my calls” portion, adding further options to
these sentences seems an easy method. But with a growing number of
sentences and options the list will be long and unclear. In such a list it is very
difficult to check whether all sentence possibilities and options have been
included. For, a valid rule can only be created when all word order options are
considered.

A list might look like this:

Direct my calls to my home.
Direct calls to my home.

Send my calls to my home.

Send calls to my home.

Please direct my calls to my home.
Please direct calls to my home.
Please send my calls to my home.
Please send calls to my home.
Direct my calls to the office.
Direct calls to the office.

Send my calls to the office. etc.

Method 2

Creating a grammar renders are clearer and more efficient result when the
command that the user has in mind is first conceptionally realized. Instead of a
long list of all possible sentences, each sentence is divided into single portions.
These portions are collected in categories, so that each possible sentence can
be created from these categories. In our example, the following categorization
can be displayed as graphic representation:
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Phrase

X

Alternatives of
the command:
.Direct my calls”

Optional:

Target of the
JPlease”

calls

Instead of the long list of possible sentences the representation features only
three categories as general sentence portions: the optional “Please”, the versions
of the “direct my calls” command, and the routing destination with “to my home”,
“to my office” and “to my car phone”.

The command versions can be further divided:

Alternatives of
the command:
.Direct my calls”

.Direct” or
Send”

Optional:

“ LCalls”
Lmy

The following graphic representation contains the entire rules for the grammar:

Command

Please”

Oplional:
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The graphic shows that a grammar can be represented as tree. Starting from the
root as basis the tree branches to its single elements. A grammar can solely have
one root. The tree branches can be ordered in “Non-Terminals”, which are
represented as rectangles. The “Non-Terminals” represent a grammar rule and
determine and categorize vocabulary. The tree leaves are called “Terminals” and
are displayed as ovals. The “Terminals” are the single words of the vocabulary
that cannot be further specified, thus forming the end of the branch.

This representation simplifies integrating extensions and modifications. If, for
example, a test reveals that many users state“workstation” instead of “office”, the
terminal “workstation” can be added as variation of the non-terminal work.

While the grammar is visually represented by means of trees, it is implemented
as a set of rules in a text file. These rules are based on the Chomsky hierarchy
for classifying formal languages. Such theoretic fundamentals are not required for
understanding the given example and for the structure of speech recognition
grammars. The interested reader may find further information on this subject in
appropriate literature and in the Internet.

The following source text shows two versions for the implementation of the
presented example by means of XML:

Version 1

The first version shows how each single rule is implemented. Each rule contains a unique
name (rule id)and is either furnished with entries (“Terminals”) or with references to
other rules (“Non-Terminals”). <?xml version='1.0’ encoding=’'IS0-8859-1"'?>

<grammar xml:lang="en-US" version="1.0" root="ROOT" xmlns="http:/
/www .w3 .org/2001/06/grammar" >

<rule 1d="ROOT" scope="public">
<item> <ruleref uri="#CallCommand"/> </item>
</rule>
<rule id="CallCommand">
<item repeat="0-1"> please </item>
<item> <ruleref uri="#StandardCallCommand"/> </item>
</rule>
<rule id="StandardCallCommand">
<ruleref uri="#DirectMyCalls"/>
<ruleref uri="#Where"/>
</rule>
<rule id="DirectMyCalls">
<one-of>
<item> <ruleref uri="#Direct"/> calls </item>
<item> <ruleref uri="#Direct"/> my calls </item>
</one-of>

</rule>
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<rule id="Direct">
<one-of>
<item> send </item>
<item> direct </item>
</one-of>
</rule>
<rule id="Where">
<one-of>
<item> <ruleref uri="#Work"/> </item>
<item> <ruleref uri="#Car"/> </item>
<item> <ruleref uri="#Home"/> </item>
</one-of>
</rule>
<rule id="Home">
<one-of>
<item> to my home </item>
<item> home </item>
</one-of>
</rule>
<rule id="Car">
<one-of>
<item> to my car phone </item>
<item> to my car </item>
</one-of>
</rule>
<rule id="Work">
to the office
</rule>

</grammar>

Version 2

The second version implements the same example, but uses the XML
possibilities to a much greater extent. Each voice command (Cal1lCommand)
consists of an action (ACTION) and a destination for the execution of this action
(LOCATION). The action refers to the DirectMyCalls rule with the
corresponding entries, while the destination refers to the Wwhere rule. Optional
entries such as to my are enabled via repetitive commands that are either not
executed or once.

<?xml version='1.0’ encoding='IS0-8859-1"7?>
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<grammar xml:lang="en-US" version="1.0" root="ROOT" xmlns="http:/
/www .w3 .org/2001/06/grammar">

<rule id="ROOT" scope="public">

<item> <ruleref uri="#CallCommand" />

<tag>

ACTION=CallCommand.ACTION;
LOCATION=CallCommand.LOCATION;

SWI_meaning = ACTION +

</tag>
</item>
</rule>

<rule id="CallCommand">

' + LOCATION

<item repeat="0-1"> please </item>

<ruleref uri="#DirectMyCalls"/>

<tag>
ACTION='direct calls
</tag>
<ruleref uri="#Where
<tag>
LOCATION=Where.LOC
</tag>

</rule>

<rule id="DirectMyCalls

<one-of>

’

ll/>

LB

<item> direct </item>

<item> send </item>

</one-of>

<item repeat="0-1"> my </item>

Calls

</rule>

<rule id="Where">
<one-of>
<Item >

<ruleref uri="#Home"

/>

<tag>LOC='"home’</tag>

</item>
<Item >
<ruleref uri="#Car"

<tag>LOC='car’'</tag>

/>
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</item>
<Item >
<ruleref uri="#Work" />
<tag>LOC='office’</tag>
</item>
</one-of>
</rule>
<rule id="Home">
<item repeat="0-1"> to my </item>
home
</rule>
<rule id="Car">
to my car
<item repeat="0-1"> phone </item>
</rule>
<rule id="Work"> to the office </rule>

</grammar>
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6.3.25 DB Read Control

With the help of this control you can request and display data/data records from
existing databases. A caller is, for example, able to query the current state of his/
her order from a contact center.

The DB Read control is configured in a dialog and via the following steps .

1. Setthe Name and Description of the DB Read control. See also Section

6.2.1, “General Information about the Control”, on page 193.
= Properties ol x|

Change Properties for DbRead

Change the General Properties for the Control of Type DbRead.

E=

Mandatory
Mame: | DbRead Control 1

Description: |

V¥ Can be interrupted by the Contact Certer

[V Generates raw Data for Statistics

< Back I Mext = I Eimist | Cancel |

The Can be interrupted by the Contact Center checkbox is active by
default. In case of a previous registration of the call with an ACD contact
center via the ACD Start control, playing the configured prompts can be
interrupted. The playback can be interrupted for the attempt to connect the
call with an ACD agent of the contact center. If all prompts are to be played at
any rate, deactivate this checkbox.

The Generates raw Data for Statistics checkbox is ticked off by default, so
that this feature is active. The Vogue script thus delivers statistical information
about the execution of the control. Using the Report APL such data are stored
in the database tables and can subsequently be used by a report engine for
creating so-called reports. You find further information in Section 6.2.6,
“Creating Raw Data”, on page 203.
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2. Click the Next button. The following dialog opens:
E= Properties ol x|

Change Properties for DbRead

Specify the ODBC Configuration, the Database Access Values and the SQL |
Statement to be used for the Database Query, =
=l

i~ Database Connection

QDEBC Connection: I

Login User: |

Login Password: |

~Database Query

Enter the SQL Statement that is used as the Database Query. The Statement shall read
from the Database as desired and may contain Yariables,

The Query's Result will be a List of Database Records each consisting of a Mumber of
Database Table Columns, The Yalue of each Column from the first Record of the resulting
List can be stored into Yariables which can be specified on the next Page.

T B |’—|Einish ol |

3. Inthe ODBC Connection field you specify the name of the configured DSN
(Data Source Name). Here you can only access System Data Resources.
How to create a valid database link is described in Section 2.4, “Configuring
the Database Access”, on page 23.

4. Inthe User and Password fields enter optionally the user name and the
associated password that has been assigned in the ODBC Data Sources
Administrator. If you have any questions concerning data security in the
existing databases, please contact your database administrator.

NOTE: Verify that the user has the privileges for performing database
queries.

5. Inthe Database Query section you can enter an SQL command. Here you
can also use variables that are available in other controls of the Application
Builder. They may, for example, be used to query the status of an order.

NOTE: Please note that the SQL command may depend on the file type of
the queried table column and on the SQL used (for example ANSI SQL).

In the following examples the ID column is of a numerical file type, the
STATUS column is of a string data type and the STARTDATE column is of file
type:

SELECT * FROM tabellel WHERE ID=$GETID

UPDATE tablel SET STATUS='update string' WHERE ID=2
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UPDATE tablel SET STATUS="update string” WHERE ID=2
UPDATE tablel SET STATUS='update string' WHERE ID=$SGETID
UPDATE tablel SET STATUS="update string” WHERE ID=$GETID
SELECT * FROM tablel WHERE STARTDATE=#01/03/2007#

SELECT * FROM tablel WHERE STARTDATE={01/03/2007}

To receive further information about the syntax and semantics of the SQL
commands please refer to appropriate literature or tutorials in the internet.

NOTE: Please keep in mind that Vogue variables in the SQL command must
begin with a $ character.

NOTE: If you have specified a Microsoft Access Database as data source in
the ODBC Connection field, you can only indirectly enter SQL commands
that contain Vogue variables here. How to proceed: Enter an SQL command
without Vogue variable, for example SELECT * FROM tablel WHERE
ID=2. We assume that the Access Database contains a tablel. Click onthe
Columns tab and assign a Vogue variable to a table column, for example the
GETID variable to the Personal1d column. We assume that tablel in the
Microsoft Access Database contains a column PersonalId. When you click
the Columns tab, the Application Builder exchanges data with the database
to receive the names of the table columns. If the SQL command on the SQL
tab contained a Vogue variable at this time, an error message would be
created. The same happens if on the Data Source tab neither a data source
nor on the SQL tab an SQL command has been entered. Click on the SQL
tab and modify the SQL command in a way that it now contains your desired
Vogue variable, for example SELECT * FROM tablel WHERE ID=$GETID.

The query result is a list of database records, which consists of different
database table columns. The value of each single column of the first record
of the result list can be stored in variables. You specify this variable in the next
step by clicking on Next >.
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B Properties H=E3
Change Properties for DbRead ="
1
Assign Variables to each of the resulting Database Columns,
Database Column Assignment: Lisk ﬁ |j E @ B’
Database Column | ‘Variable |
Variable for Records Count: | <none LI
[ext = | Einish | Cancel |

In this dialog you specify with which variables the columns found in the
database are to be connected. At the initial call all database columns are read
out, which may take quite some time depending on the data amount. The
value in Database Column refers to the names in the database columns.

6. Click onthe [¥ icon. The Create new Column Assignment dialog opens,
in which you can assign a Target Variable to each Database Column found.
You can create new variables or use those already defined for the workspace
or application.

7. You can define a variable for storing the records count of the query by
selecting a variable in the Variable for Records Count field or creating a new
one.

NOTE: The $Time and $Date system variables are write protected and
cannot be used here.

8. Click on the Finish button. The configuration dialog closes and the
configuration is complete.

Connections

You can deploy connections for the following controls, if the database query was
successful, if the result of the database query is empty or the database query
has failed.
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6.3.26 DB Write Control

With the help of this control you can enter data/data records in already existing
databases. An application example is the database of a mail order service in
which the caller may store an order.

The settings dialog of the DB Write control does not contain any tabs and divides
the configuration in the following steps.

1. Setthe Name and Description of the DB Write control. See also Section

6.2.1, “General Information about the Control”, on page 193.
= Properties ol x|

Change Properties for DbWrite
Change the General Properties for the Control of Type Dbrite,

E=

Mandatory
Mame: | Dbierite Contral 1

Description: |

V¥ Can be interrupted by the Contact Certer

[V Generates raw Data for Statistics

< Back I Mext = I Eimist | Cancel |

The Can be interrupted by the Contact Center checkbox is active by
default. In case of a previous registration of the call with an ACD contact
center via the ACD Start control, playing the configured prompts can be
interrupted. The playback can be interrupted for the attempt to connect the
call with an ACD agent of the contact center. If all prompts are to be played at
any rate, deactivate this checkbox.

The Generates raw Data for Statistics checkbox is ticked off by default, so
that this feature is active. The Vogue script thus delivers statistical information
about the execution of the control. Using the Report APL such data are stored
in the database tables and can subsequently be used by a report engine for
creating so-called reports. You find further information in Section 6.2.6,
“Creating Raw Data”, on page 203.
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2. Click the Next button. You reach the following dialog:

= Properties gl =l
Change Properties for DbWrite

Specify the ODBC Configuration, the Database Access Values and the SQL |
Statement to be used for the Database Query, =
=l

i~ Database Connection

QDEBC Connection: I

Login User: |

Login Password: |

~Database Query
Enter the SQL Statement that is used as the Database Query, The Statement shall update
the Database as desired and may contain Yariables,

T B |’—|Einish ol |

3. Inthe ODBC Connection field you specify the name of the configured DSN
(Data Source Name). Here you can only access System Data Resources.
How to create a valid database link is described in Section 2.4, “Configuring
the Database Access”, on page 23.

4. Inthe User and Password fields enter optionally the user name and the
associated password that has been assigned in the ODBC Data Sources
Administrator. If you have any questions concerning data security in the
existing databases, please contact your database administrator.

NOTE: Verify that the user has the privileges for performing database
queries.

5. Inthe Database Query section you enter an SQL command that edits the
connected database. Here you can also use variables that are available in
other controls of the Application Builder. You can create new database fields,
edit existing ones or remove them.

Please note that the SQL command may depend on the file type of the
gueried table column and on the SQL used (for example ANSI SQL). In the
following examples the ID column is of a numerical file type, the STATUS
column is of a string data type and the STARTDATE column is of file type
Date:

SELECT * FROM tablel WHERE ID=$GETID

UPDATE tablel SET STATUS='update string' WHERE ID=2
UPDATE tablel SET STATUS="update string” WHERE ID=2
UPDATE tablel SET STATUS='update string' WHERE ID=$GETID
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UPDATE tablel SET STATUS="update string” WHERE ID=S$GETID
SELECT * FROM tablel WHERE STARTDATE=#01/03/2007#

SELECT * FROM tablel WHERE STARTDATE={01/03/2007}

For continuative information about the syntax and semantics of SQL
commands please consult appropriate literature or tutorials in the internet.

NOTE: Please keep in mind that Vogue variables in the SQL command must
begin with a $ character.

NOTE: If you have specified a Microsoft Access Database as data source in
the ODBC Connection field, you can only indirectly enter SQL commands
that contain Vogue variables here. How to proceed: Enter an SQL command
without Vogue variable, for example SELECT * FROM tablel WHERE
ID=2. We assume that the Access Database contains a tablel. Click on the
Columns tab and assign a Vogue variable to a table column, for example the
GETID variable to the Personal1d column. We assume that tablel in the
Microsoft Access Database contains a column PersonalId. When you click
the Columns tab, the Application Builder exchanges data with the database
to receive the names of the table columns. If the SQL command on the SQL
tab contained a Vogue variable at this time, an error message would be
created. The same happens if on the Data Source tab neither a data source
nor on the SQL tab an SQL command has been entered. Click on the SQL
tab and modify the SQL command in a way that it now contains your desired
Vogue variable, for example SELECT * FROM tablel WHERE ID=$GETID.

6. Click on the Finish button to complete the configuration.

Connections

You can deploy connections for the following controls if the database query was
successful in each case or the database editing failed.
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6.3.27 Correl DB Read Control

Using this control you can retrieve and put out data records from the XPR server
Correlation Database.

The configuration dialog of the DB Read control is divided in the tabs General and
Database.

“General” tab

On the General tab you can set the Name and Description of the Correl DB
Read control. See also Section 6.2.1, “General Information about the Control”, on
page 193.

B Properties

Change Properties for CorrelRead

il §

Change the General Properties for the Control of Type CorrelRead,

General | patabase |

Mandatory

Mame: | CorrelRead Control 1

Description: |

V¥ Can be interrupted by the Contact Certer

[V Generates raw Data for Statistics

Restore Defaulks | Of I Cancel | Apply |

The Can be interrupted by the Contact Center checkbox is active by default.
In case of a previous registration of the call with an ACD contact center via the
ACD Start control, playing the configured prompts can be interrupted. The
playback can be interrupted for the attempt to connect the call with an ACD agent
of the contact center. If all prompts are to be played at any rate, deactivate this
checkbox.

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.

“Database” tab
On this tab you define the data records used for queries to the Correlation
Database of the XPR server.
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= Properties i |

Change Properties for CorrelRead

1
Specify the Correl Record Values and the Variable storing the Result,

General Database

r—Correl Record Setup
Specify Yalues for exactly 3 of the 4 Correl Record Fields used for the Query,
The Query's Result will be a List of corresponding Correl Records, The Yalue of the

Correl Record Field left empty From the first Record of the resulting List will be stored
into the Result Yariable,

Classname: I

Class:

L L Lef 1«

|
Keyname: I
|

Key:

~Result Storage
‘ariable For Result: |$VARIABLE1

L

Restore Defaulks | Of I Cancel | Apply |

At least three of the Classname, Class, Keyname and Key fields must be filled
in. In case of a successful connection to the Correlation Database the fields can
be selected by list.

The first value of the query is stored as result in a Variable for Result.

NOTE: For furtherinformation about the Correlation Database please refer to the
Server Administration manual.

Connections

You can deploy connections for the following controls, if the database query was
successful, if the result of the database query is empty or the database query
has failed.
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6.3.28 Correl DB Write Control

Using this control you can enter data records in the XPR server Correlation
Database.

The configuration dialog of the Correl DB Write control features the General and
Database tabs.

“General” tab

On the General tab you can set the Name and Description of the Correl DB
Write control. See also Section 6.2.1, “General Information about the Control”, on
page 193.

B Properties

Change Properties for CorrelWrite

il §

Change the General Properties for the Control of Type Correlwrite,

General | patabase |

Mandatory

Mame: | Correlrite Control 1

Description: |

V¥ Can be interrupted by the Contact Certer

[V Generates raw Data for Statistics

Restore Defaulks | Of I Cancel | Apply |

The Can be interrupted by the Contact Center checkbox is active by default.
In case of a previous registration of the call with an ACD contact center via the
ACD Start control, playing the configured prompts can be interrupted. The
playback can be interrupted for the attempt to connect the call with an ACD agent
of the contact center. If all prompts are to be played at any rate, deactivate this
checkbox.

The Generates raw Data for Statistics checkbox is ticked off by default, so that
this feature is active. The Vogue script thus delivers statistical information about
the execution of the control. Using the Report APL such data are stored in the
database tables and can subsequently be used by a report engine for creating so-
called reports. You find further information in Section 6.2.6, “Creating Raw Data”,
on page 203.
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“Database” tab

= Properties i |
Change Properties for CorrelWrite
1
Specify the Correl Record Values and the Variable storing the former Yalue,

General Database

r—Correl Record Setup
Specify Yalues for all the 4 Correl Record Fields used For the Update,
In case the Update will overwrite an already existing Correl Record, the Former Key
Walue will be stared into the Former Yalue Variable {if specified).
Classname: I LI
Class: I LI
Keyname: I LI
e | =
—Former Value Storage
Variable for former Yalue: | <none> LI
Restore Defaulks | Of I Cancel | Apply |

At least three of the Classname, Class, Keyname and Key fields must be filled
in. In case of a successful connection to the Correlation Database the fields can
be selected by list.

The previous and now overridden value can be stored by Variable for former
Value. In case of a new entry in the database the variable remains empty.

NOTE: For furtherinformation about the Correlation Database please refer to the
OpenScape Xpressions Server Administration manual.

Connections

You can deploy connections for the following controls if the database query was
successful in each case or the database editing failed.
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A Time Zone Index

Times zones are used for the configuration of time profiles in the Time Profile
control (see Section 6.3.7, “Time Profile Control”, on page 224). Besides selecting
the time zone from a given list you can choose the time zone using the time zone
index. The time zone index must be stored as value in a variable.

A.l Selecting the Time Zone from a List

m DbTool - MRS_FR on GUSTAY (local machine)

File Edit Yiew Tools

When selecting the time zone in the Time Profile control from a list, the
corresponding time zone index is stored in the variable TZINDEX of the
Correlation Database. By means of the DBTools you can view the value:

IS[=] E3

BEEE $EE|F N

| Domain | Classname [ Class | Kewname | key «|
B GUSTAV/ $VOGLE #AEHMEIWSSGEOC  #BSHMEIWTFI31 RANDOMPLAYLIST
B GUSTAV/ $VOGLE #AEHMEIWSSGEOC  #BSHMEIWTFI31 STATISTIC ®
B GUSTAV/ $VOGLE #AEHMEIWSSGEOC  #BSHMEIWTFI31 T¥PE HANGUP
B GUSTAV/ $VOGLE #AEHMEIWSSGEOC  #BSHMIGVIGEQE DESTBOX_BREAK #BSHMETWSLNOH
B GUSTAV/ $VOGLE #AEHMEIWSSGEOC  #BSHMIGVIGEQE DESTBOX_CLOSE #BSHMEIWTF931
B GUSTAV/ $VOGLE #AEHMEIWSSGEOC  #BSHMIGVIGEQE DESTEOX_OPEN #B5HMETWSEZ0C
B GUSTAV/ $VOGLE #AEHMEIWSSGEOC  #BSHMIGVIGEQE INTERRUFTIELE ®
B GUSTAV/ $VOGLE #AEHMEIWSSGEOC  #BSHMIGVIGEQE LAST_UPDATE 23,/08,/2007 17:09:16
B GUSTAV/ $VOGLE #AEHMEIWSSGEOC  #BSHMIGVIGEQE HAME New 'Time profile' box
B GUSTAV/ $VOGLE #AEHMEIWSSGEOC  #BSHMIGVIGEQE STATISTIC ®
B GUSTAV/ $VOGLE #AEHMEIWSSGEOC  #BSHMIGVIGEQE TIMEFROFILE GROUP
B GUSTAV/ $VOGLE #AEHMEIWSSGEOC  #BSHMIGVIGEQE T¥PE TIME
B} | GUSTAV SVOGUE #ESHMETVSEGOC | #B5HMIGVIGECE TZINDEX
B GUSTAV/ $VOGLE #AEHWEIWSSGEOC  #BSHMIGV3GECE WAR_ANNDUNCE
B GUSTAV/ $VOGLE #WOICEGUIDE #85HWEYEIKPHY BLINDTRANSFER _
B GUSTAV/ $VOGLE #WOICEGUIDE #85HWEYEIKPHY DIALUPMUSIC
B GUSTAV/ $VOGLE #WOICEGUIDE #85HWEYEIKPHY LAST_UPDATE 14,/03,/2007 10:07:19
B GUSTAV/ $VOGLE #WOICEGUIDE #85HWEYEIKPHY MUSICONHOLD _
B GUSTAV/ $VOGLE #WOICEGUIDE #85HWEYEIKPHY HAME ContactCernter
B GUSTAV/ $VOGLE #WOICEGUIDE #85HWEYEIKPHY TIMEQUT &0
B GUSTAV/ $VOGLE #WOICEGUIDE #A5HMC 229 TWC0 ACCEPTCALLEARLY X
B GUSTAV/ $VOGLE #WOICEGUIDE #A5HMC 229 TWC0 BLINDTRANSFER
B GUSTAV/ $VOGLE #WOICEGUIDE #A5HMC 229 TWC0 DIALUPMUSIC
B GUSTAV/ $VOGLE #WOICEGUIDE #A5HMC 229 TWC0 LAST_UPDATE 21,/03,/2007 11:50:53
B GUSTAV/ $VOGLE #WOICEGUIDE #A5HMC 229 TWC0 MUSICONHOLD
B GUSTAV/ $VOGLE #WOICEGUIDE #A5HMC 229 TWC0 NAME New Application !
B GUSTAV/ $VOGLE #WOICEGUIDE #A5HMC 229 TWC0 TIMEQUT &0
::i EHETAW SDnEHE AN TEEGITRE HAGHMDEW A 3K ACCEPRPTCAII FARLY % _)ILI

o
m
o1
o

=

Loaded in 1,172 5 3460 Correl-Records [ o [

In the example depicted here the variable TZINDEX contains the value 110,
which represents the time zone (GMT+01:00) Amsterdam, Berlin, Bern,
Rome, Stockholm, Vienna. All time zones valid worldwide as well as their
index values are listed in Section A.3, “Time Zone Index Table”.

Depending on the time zone selected in the Time Profile control as well as the
valid time zone and the current server time, the time valid for each caller can be
calculated. According to this correctly calculated call time, the time profile and its
single states are executed.
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A.2 Selecting the Time Zone by Means of a Variable

If you use a variable to select the time zone, this variable must contain a valid time
zone index as value. You find the time zones and their associated index values in
Section A.3, “Time Zone Index Table”. You can assign variable and value, for
example, in the Definition control. The variable itself may carry any name.

If, for example, you assign the self-created variable $TimeZone the value 73 and
select the variable as time zone in the Time Profile control, each potential caller
is assumed to be in Greenland. Using the time zone for Greenland as well as

the current server time the call time valid for the caller is calculated and the time
profile executed according to this time.

A.3 Time Zone Index Table

The following table lists the single time zones with the corresponding index value:

Index Time zone description

0 (GMT-12:00) International date line (West)

1 (GMT-11:00) Midway, Samoa

2 (GMT-10:00) Hawaii

3 (GMT-09:00) Alaska

4 (GMT-08:00) Pacific time (USA & Canada)
-2147483579 (GMT-08:00) Tijuana, Los Angeles, Seattle, Vancouver
15 (GMT-07:00) Arizona

-2147483580 (GMT-07:00) Chihuahua, La Paz, Mazatlan - New

13 (GMT-07:00) Chihuahua, La Paz, Mazatlan - Old

10 (GMT-07:00) Denver, Salt Lake City, Calgary

33 (GMT-06:00) Central America

20 (GMT-06:00) Chicago, Dallas, Kansas City, Winnipeg
-2147483581 (GMT-06:00) Guadalajara, Mexico City, Monterrey - New
30 (GMT-06:00) Guadalajara, Mexico City, Monterrey - Old
25 (GMT-06:00) Saskatchewan

45 (GMT-05:00) Bogota, Lima, Quito, Rio Branco

35 (GMT-05:00) New York, Miami, Atlanta, Detroit, Toronto
40 (GMT-05:00) Indiana (East)

50 (GMT-04:00) Atlantic (Canada)

55 (GMT-04:00) Caracas, La Paz

-2147483576 (GMT-04:00) Manaus

56 (GMT-04:00) Santiago

Table 77 Time Zone Index Overview
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Index

Time zone description

60

(GMT-03:30) Newfoundland

65

(GMT-03:00) Brasilia

70

(GMT-03:00) Buenos Aires, Georgetown

73

(GMT-03:00) Greenland

-2147483575

(GMT-03:00) Montevideo

75

(GMT-02:00) Middle Atlantic

80

(GMT-01:00) Azores

83

(GMT-01:00) Cape Verde

90

(GMT) Casablanca, Monrovia, Reykjavik

85

(GMT) Greenwich Mean Time: Dublin, Edinburgh, Lisbon, London

110

(GMT+01:00) Amsterdam, Berlin, Bern, Rome, Stockholm, Vienna

95

(GMT+01:00) Belgrade, Bratislava, Budapest, Ljubljana, Prague

105

(GMT+01:00) Brussels, Copenhagen, Madrid, Paris

100

(GMT+01:00) Sarajevo, Skopje, Warsaw, Zagreb

113

(GMT+01:00) West-Central Africa

-2147483582

(GMT+02:00) Amman

130

(GMT+02:00) Athens, Bucharest, Istanbul

-2147483583

(GMT+02:00) Beirut

120

(GMT+02:00) Cairo

140

(GMT+02:00) Harare, Pretoria

125

(GMT+02:00) Helsinki, Kiev, Riga, Sofia, Tallinn, Vilnius

135

(GMT+02:00) Jerusalem

115

(GMT+02:00) Minsk

-2147483578

(GMT+02:00) Windhoek

158

(GMT+03:00) Bagdad

150

(GMT+03:00) Kuwait, Riad

145

(GMT+03:00) Moscow, St. Petersburg, Volgograd

155

(GMT+03:00) Nairobi

-2147483577

(GMT+03:00) Tiflis

160

(GMT+03:30) Teheran

165

(GMT+04:00) Abu Dhabi, Muscat

-2147483584

(GMT+04:00) Baku

170

(GMT+04:00) Eriwan

175

(GMT+04:30) Kabul

180

(GMT+05:00) Jekaterinburg

185

(GMT+05:00) Islamabad, Karatchi, Tashkent

190

(GMT+05:30) Chennai, Kolkata, Mumbai, New Delhi

Table 77
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Index Time zone description

200 (GMT+05:30) Sri Jayawardenepura

193 (GMT+05:45) Kathmandu

201 (GMT+06:00) Almaty, Novosibirsk

195 (GMT+06:00) Astana, Dhaka

203 (GMT+06:30) Rangun

205 (GMT+07:00) Bangkok, Hanoi, Jakarta

207 (GMT+07:00) Krasnoyarsk

210 (GMT+08:00) Beijing, Chongging, Hong Kong, Urumchi
227 (GMT+08:00) Irkutsk, Ulan Bator

215 (GMT+08:00) Kuala Lumpur, Singapore

225 (GMT+08:00) Perth

220 (GMT+08:00) Taipeh

235 (GMT+09:00) Osaka, Sapporo, Tokyo

230 (GMT+09:00) Seoul

240 (GMT+09:00) Yakutsk

250 (GMT+09:30) Adelaide

245 (GMT+09:30) Darwin

260 (GMT+10:00) Brisbane

255 (GMT+10:00) Canberra, Melbourne, Sydney
275 (GMT+10:00) Guam, Port Moresby

265 (GMT+10:00) Hobart

270 (GMT+10:00) Vladivostok

280 (GMT+11:00) Magadan, Solomon Islands, New Caledonia
290 (GMT+12:00) Auckland, Wellington

285 (GMT+12:00) Fiji, Kamchatka, Marshall Islands
300 (GMT+13:00) Nuku'alofa

Table 77 Time Zone Index Overview
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B Guaranteeing ready Agents in Offline Mode

This chapter is basically a special application case, which is realized enabled by
linking the ACD Info and Compare control. You can control the flow of an
application depending on specific conditions at will by using the data determined
by the ACD Info control for creating rules in the Compare control. For example,
you can determine the maximum waiting time for a caller in the queue.

If the Accept call at application start function is disabled, the so called Offline
Mode is active (see Section 6.1, “Deployment of an Application”, on page 181,
Step 8 on page 184 ). A call will not be accepted until the system is ready and
available for the call. A connection to the Vogue script and to the application will
only be established, if an interaction is demanded from the caller, no technical
problems occur or the application is in state “Open”.

IMPORTANT: The Offline mode may lead to undesired side effects if the function
and the ensuing consequences are not harmonized with the application's
structure. If undesired side effects occur, the application's structure must be
optimized accordingly.

It is possible to ensure that a call will not be accepted until free and ready agents
are available at a contact center. The call is accepted by the ACD Start control
and an ACD group started, if the application is in state “Open” and the call is
forwarded to a control that demands an interaction.

However, the ACD Start control does not check whether free and ready agents
are available in the ACD group at the time of the call. Such a check requires two
additional controls, type ACD Info and Compare, and the Offline mode. Using
these two controls for an existing application is explained in the following
sections.

B.1 Requirements

« Create a control of type ACD Info and name it. With the ACD Info control you
determine the data as to how many agents in your contact center are ready
to take calls. In the flow of an application, the ACD Info control must precede
the ACD Start control. A contact center must not be started until an agent is
sure to be free and ready to take a call.

* Create a control of type Compare and name it. With the Compare control you
use such data for creating a rule that determines the acceptance of the call
only in case of a free agent.
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B.2 Using the ACD Info Control

The ACD Info control can transmit statistical data about the ACD group before a
call has been accepted and an ACD group activated for a call. Execute the
following steps:

1. Open the created ACD Info control and select the General tab.

2. Select the ACD Group whose statistical data you want to determine. The
ACD group must be the same as the one selected in the ACD Start control.

3. Asregards the Finished condition, link the ACD Info control to the Compare

control.
Change Properties for Acdinfo ="
1
Change the General Properties for the Control of Type AcdInfo,

General | ACD status |

—Mandatory
Mame: | AcdInfo Control 1

Description: |

[V Generates raw Data for Statistics

ACD Group Settings

ACD Group: I-M LI
Restore Defaulks | OF I Cancel Apply

4. Switch to the ACD Status tab, select the data to be determined and assign it
to a variable. This variable serves as storage location for the data values. You
can fall back to an existing variable or create a new one.

Select the Number of free agents in the ready status option only if a caller
is always to be assigned to a free agent.
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B Properties [ %]
Change Properties for Acdinfo ="
Specify the Yariables getting a Value assigned and the used Contact Center |
Status, These Assignments can be used for statistical evaluation,
General
Assignment Status Information List ﬁ |j E @ B’
‘Variable | Contack Center Status |
|:_w $FREE @ Mumber of free agents in the ready status
Restore Defaulks | OF I Cancel Apply

5. Confirm your specifications with OK.

6. For the Error, Timeout and Group full connection conditions use the Exit
control of your existing application. If you do not have created an Exit control
yet, you need to generate and name it.
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B.3 Using the Compare Control

After the ACD Info control has determined the data, the Compare control starts.
Within the Compare control such data is processed according to specified rules.
Please heed the following configuration steps:

1. Open the configuration pages of the Compare control and select the Rules
tab. See:
“Rules” tab,
Section 6.3.17, “Compare Control”.

2. Click onthe [% icon to open the Rule Wizard for creating a new rule.

Create new Rule for Comparison Rule List

Select the values and condition of the new comparison rule. r,

The values will be compared using the selected condition {operator), + |
r~Left Yalue

Yariable ko Compare: |$FREE LI
~ Condition

Leading characters are equal ko
Leading characters are greater than
Leading characters are not equal to
Leading characters are smaller than
Text contained in

Text is equal o

Walue is equal to

Yalue is smaller than

Walue is greater than

Walue is not equal ko

r~Right Yalue
& Compare with Text: [

" Compare with Yariable: I LI

874 I Cancel |

3. Inthe Left Value field select the Variable to Compare that you have
configured in the ACD Info control for saving the data.

4. Select as Condition the Value is greater than option.

5. Inthe Right Value section and in the Compare with Text field determine the
minimum number of agents who are free and ready to take a call. If you select
value 0, at least 1 free agent who is ready to take a call must be available.
You can select a value that matches your contact center load.
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6. Confirm your entries with OK.

The rule appears now in the Comparison Rule List on the Rules tab. The
name of the created rule will automatically be generated.

B Properties [ %]
Change Properties for Compare ="
Specify the Rules with their left Yalues, Operators and right Values, |
Each Rule List Entry will represent an additional Event of the Contral,
General |
Comparison Rule List ﬁ |j E @ B’
Marme | Comparison Statement |
Rule 1 If value of '$FREE' is greater than ‘0"
Restore Defaulks | OF I Cancel | Apply |

You can change the rule's Name after clicking it.
7. Confirm your input with OK.

8. Link the Compare control to the ACD Start control, which registers the caller
with the desired ACD group. As link-up condition define the application of the
above created rule.

The configuration is now complete. If both controls thus configured are used in an
application, a call will only be accepted and the Offline mode terminated, if at least
one agent is ready to take a call.
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