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Play Message Block

You can use the Play Message block in the Self Service and Assisted Service phases to play
audio messages to the caller. These messages or prompts might be an introductory welcome
message or instructions on how to proceed through the application.

These audio messages are defined as either:

e Text-to-Speech (TTS) — Strings entered directly in the block, or variables.

* Announcements — Audio files that were previously uploaded in the Audio Resources page, or variables
played as TTS.

Using this Block

Disable barge-in

Select this option to prevent callers from interrupting a prompt while it is still playing. For example,
you might want a "Welcome" message to play all the way through before the caller can enter another
command and skip to the next menu prompt.

If this option is not selected, barge-in is enabled, and the prompt can be interrupted by the caller.

* The selected barge-in setting applies irrespective of whether global DTMF commands are
used or not.

e This option is only supported if the Play Message block is used during the Self Service
phase. For Assisted Service, you can use the User Input block to control barge-in
settings.

Always play prompt and disable buffering

Select this option if you want callers to be able to interrupt a prompt while it is playing, but not have
those inputs applied to subsequent User Input or Menu block prompts. For example, if this option is
enabled and the caller interrupts a “Welcome” message by pressing 3, the input is ignored by the
next User Input or Menu prompts.

If this option is not enabled, the input is buffered and applied to the next block accepting input.

This option is only supported if the Play Message block is used during the Self
Service phase.
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Play Message Block

To create a new prompt, click Add Prompt and follow the instructions below.
In the Type column, select the type of prompt:

e TTS — Read a text or variable value to a user through TTS.

e Announcement — Play a prerecorded announcement. When using a variable, the variable value should
be the name of the audio resource to play.

¢ Intelligent Prompt — Intelligently convert a number into items such as a date, currency, or ordinal
number, and then read it with human audio to a user.

If Designer is not able to play an Intelligent Prompt in the caller's preferred language,
it will play the prompt in American English (en-US).

In the Variable? column, enable or disable the check box to identify the Value as a variable.

In the Value column, specify the prompt value. If Variable? is enabled, choose a variable in the
drop-down menu.

In the Play as column, select an option:

Some Play as options might not be available for certain prompt types.

¢ alphanumeric - The value is read as a series of letters and/or numbers.

e currency — Use the following format: UUUMM. NN, where UUU is the 1ISO4217 currency code. You can omit
the currency code to use the default currency for the current locale.

¢ date — Use the following format: YYYYMMDD. You can use ?7? or ???? for unspecified fields.

e day - A day of the week.

e dtmf - A menu item.

¢ ordinal — A positive integer.

e cardinal — A positive or negative integer or decimal number.

* character - A character.

¢ text - Text that should be read without special formatting (for example, a sentence or phrase).
e time

e TTS prompt - You must use the following format: hh:mm. For example, use 09:00 for 9 a.m. or 21:00
for 9 p.m.

* Intelligent Prompt - You can use the TTS format or the following format: hhmm[aph?], where a is
a.m., p is p.m., h identifies 24-hour time, and ? is unspecified. For example, you can use 0900 for 9

Genesys Designer Help 4



Play Message Block

a.m. or 0900p for 9 p.m.

* telephone or phone — Use a sequence of digits (0 - 9), optionally followed by an "x" and then
extension digits (0 - 9).

Example

Properties - Play Message
This block is used to play audio messages. These messages can be TTS (Text to
’ Speech), Audio Files ﬁ:urewou sly uploaded in Audio Resources page, or variables
played as TTS.
Specify prompts to be played
Disable barge-in @

¥ Always play prompt and disable buffering @

+ Add Prompt
Type Var? Value Play as Actions
TTS LA Welcome to text LARME AR 3N |
TTS v - varMyCompanyName v text B IR 2N
Scenarios

If you want to repeat the account number that the caller just entered:

1. First Prompt
* Type: TTS
* Variable?: Disabled
* Value: The account number you just entered is
* Play as: text
2. Second Prompt
* Type: TTS
* Variable?: Enabled

* Value: account_number_variable
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* Play as: telephone

If you want to allow barge-in on a "Welcome" message, followed by an informational prompt for a
Menu block input that has barge-in and buffering disabled:
1. In the properties for the Play Message block for the "Welcome" message:
* Do not select Disable barge-in.
* Select Play prompt and disable buffering.
2. In the properties for the Menu block that prompts for the caller's input:

* Select Disable barge-in.
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