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Getting Started

The following sections provide an overview of the Ul.

Login

You can log into the Ul at the following URL:
<GMS Local Host>:8080/genesys

Use the login credentials that were configured during the Creating and Configuring the GMS
Application Object procedure. For example, default/password.

Note: The Ul supports both the latest versions of Firefox (version 24.0) and Chrome (version
29.0.1547.76 m).

Home

The Home tab displays the current health of the GMS nodes, and is the first screen that appears after
logging into the Ul.

The following figure shows an example of two GMS nodes. The green bar on the left shows that the
system status of one node is up. The red bar reflects a down system status for the other node. You
can remove the down node from the GMS cluster by using the X button, as shown in the upper right.
Important: If a node goes down for more than 45 minutes, you should remove it from the cluster.

The Home screen refreshes every three minutes.

Last Updated: 9252013 10.43:12

IP: IP:

Token: 104709218651630547573287423212260612818 Token: 62173922T8652223064036550T 283208586386
Status: Up Status: Down

Load: 4,87 MB Load: ?

Data Center. datacenteri Dala Cenler. datacenter1

Rack rack1 Rack rack1

Owni: 25,00% Cwn: 75,00%

Running Since: Wed Sep 25 2013 10042:02 GMT+0200 Running Since: Wed Sap 25 2013 1004312 GMT+0200
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Services

The Services tab enables you to manage the service templates, which contain defined parameters.
Before you can get started managing the services, you must first load the service templates through
the Tools tab. Once a service template has been loaded, the Services tab has the following features:

Configured Services

The service templates that you loaded will be available in the drop-down list on the right. You can
now add, and then manage your services based on the templates. The services and categories can
be collapsed or expanded for easier viewing. Key parameters for the service will be automatically
populated with the appropriate default values. For cluster configurations, all changes made in a
service will be replicated into the entire GMS cluster.

The service is also created in the service.{service-execution-name} section of your GMS
configuration. The URLs used by the Service APl are dependent on the name of the service that you
have just created. Services are available at the following URL:

http://host:port/genesys/1/service/{service-execution-name}

For instance, if you create a service named match-interaction, then {service-execution-name} is
match-interaction and the service is available at:

http://host:port/genesys/1l/service/match-interaction

The parameters have the following characteristics:

¢ Mandatory parameters - are identified with a lock icon; you cannot rename them or remove them.

e Optional parameters - you can rename them by hovering your cursor over the value field (you will see a
pencil icon), click, and then enter the new value. You can delete optional parameters by clicking on the
X on the right side.

* Advanced parameters - can be hidden by selecting the check box in the upper right.
¢ Request parameters - are identified with an i icon, which displays a hint when your cursor hovers over
it.

Important: Request parameters are usually provided within the request itself. Genesys recommends
that you do not configure the Request parameters through this Ul, otherwise the parameter within
the request will be overridden. If a value was entered through this Ul and you wish to remove it at
some later date, you can click the garbage can icon and the value becomes not specified.

The following figure shows an example of a service.
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-~
A Collapse All [ Advanced Parameters ) Add Sefvice Al Service Templales -
= callback x
~ General
Name Value Description
_business_hours_service oMice-hours Specifies a configured office-hours service. Request Desired Time is *

verified against the defined regular and specific calendar hours.

_call_direction g USERTERMINATED When value is USERORIGINATED, this implies the user (device) will
initiate the call to be connected to the agent If USERTERMINATED is
specified, then the enterprise will initiate the call to the specified target

_max_time_to_wait_for_agent_on_the_call 120 This is the maximum amount of time (seconds) to wait for the agent to
& accept and answer the call after customer is connected
_max_transfer_to_agent_attempts g This is the max number of times to retry transfer of the call to the agent
_media_type & voice Media type of the interaction the service is expected to handie. This is

required for URS to select agent with proper media capabilities.

Callback Management

The Callback Management tab shows the queue for Callback services. You can refresh this screen by
using the Refresh button.

& vome  X¥ services @ ReporTING oM ToOLs L 148

Configured Semvices Caliback Managament
O Refresh

Service ID - Desired Callback Time - Customer ID - Execution Name ~
168-BcbB8261-0367-daa3- 2013-08-06T20:17:21 874Z 5115 Callback _v1 %
b30S-f7c8e232bc2
168-199e8818-b1b5-472b- 2013-08-06T20:18:29 7322 91156 Callback _v1 »
9edf-5cd26758a18c
168-1038c299-88c7-450b- 2013-08-06T20:19:39 0762 5115 Callback _v1 *®
b2fD-a0514 84 Tdfge
168-101b7951-5aef-4d9b-a115- 2013-08-06T20:20042 6122 5115 Callback _v1 )
d4fBec9a226a
168-4ch28563-3a96-44b¢c- 2013-08-06T20:21:36 8272 5115 Callback 1 %
97ae-00d299b5cddb
168-Tebe496b- 11a5-4cd3- 2013-08-06T20:22:28 476Z 5115 Callback _v1 *®
b0E3-9d42020ef448
168-6ebecd 10-41bb-4717-a553- 2013-08-06T20:23:22 6492 9115 Callback _v1 %
acta1fd1bc32
168-b065f406-9e87-4dc3- 2013-08-06T20:24:14 7962 5115 Callback _v1 %
a549-aa23311827a1
168-88Mhb5e7-c3fd-deb1- 2013-08-06T20:25:13 4742 115 Callback _v1 %
b634-3d9538e37017
168-5f644f24-11f8-4baé-9e68-78224236dcaB 2013-08-06T20:26:27 2102 5115 Callback _v1 .

Reporting

The Reporting tab is a dashboard that displays current resource and service utilization. You can select
pre-defined date and time ranges, and export the reports into CSV, PDF, or Excel file formats. You
also have the ability to zoom into a selected area of the graph to view additional detail.

Service Management Ul Help 5



Getting Started

Three types of reports are available:

¢ Resources - Displays the usage history of the selected Resource group. Note: These are the Resource
groups that were defined in the Tools tab.

e Services - Displays the aggregated total a service was accessed for a given time period.

e Callback - Displays Callback services data, if the Callback services are active.

The following figure shows a report with the Zoom-in feature (bottom of the screen) being used.

A vome & services @ reporTING oM ToOLs X LAB

Report Type: From: 07/18/2013 00:00 To: 08/06/2013 23:59 Export - ] Refresh
Services v
Report Parameters: 12007
request-interaction» 1,200 -

1,100
Group data by S
A day b 0o
Report Range: 200 |
Specify Date Rang ¥ o

00 - - -
From: = -_— -

1 S00 - =

07182013 aoon

a0
A A 200
To: ey
08/06/2013 || 1100 il

] T T
P b 10|P~| " EM Avslmti ¢1:an-| 02 AM o@lnu 04|A~u os:m w:w W‘nru 08 AM oo'»w 10:»1 11IAN 1‘221\“
e o —
i\u-aust 1z IP“ FliIDZ 12z IPN S.ltltﬂ 42 IPM J\uu‘D‘i 1z IPH Ho;u 05 12‘PM Tu; 06

Tools

Patterns

The Patterns tab enables you to configure exceptions; for example, phone numbers. The Help button
displays the format for the expressions.

In the patterns group, you can test the value of a pattern against an entire group. Type a value in the
input field, and if a match is found, the corresponding table row will be highlighted.
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A vome  AF services @ RepoRTING oM ToOLS K LAB

Patterns Resaurtes Sewice Termplates
2

123 + New Pattern Group 2 Help

Callback_exceptions Name Value 123 %
exceptiont 555" x
ex3 a x
ddd 12345 x

=+ Add Pattern

URL: fgenesys/1/patterns/group/Callback_exceptions
Post: test_value=123

Resources

The Resources tab enables you to create new resource groups and add resources. It provides the
same functionality as Resources (Configuration Database Objects) in Configuration Manager.

& vome ¥ services @ REPORTING o~ ToOLs L LaB

Patterns Resources Service Templates
Test = New Resource Group
DNIS Name Value X
Keyl 1-800-1234 x
match-interaction Click here to set the value X

+ Add Resource

Service Templates

The Service Templates tab enables you to load the predefined templates that are included with GMS,
or you can load your own service templates. The GMS service templates are located in the <GMS
installation directory>/service_templates directory. After uploading the templates, you can configure
the services in the Services screen. The following templates are available:

e callback.zip
* match-interaction.zip

« office-hours.zip
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* request-access.zip
¢ request-chat.zip

* request-interaction.zip

= £dd Service Template

= Request Interaction x
Name Default Value Description

PhoneMumber Phone number of the mobile phone where the service request originated

Provide Access Code Pravide access code along with access number

Resource Group as DNIS Resource group from which accessnumber is to be allocated

configured in CME

Service Timeout 30 Duration starting from of service after which the service will be terminated

= Service Selection X
Name Default Value Description

Service Selection Another Service selection

Constraint

= Statistic Selection x
Name Detault Value Description

Statistic Selection Test Statistic selection

Constraint

Lab

Statistics

The Statistics tab displays metrics from Stat Server.

A vome & services @ REPORTING o TooLs X LB

Etatistics AP

Metric: Object Type:
AbandCallsPercentage Al | RegON
AyverabandCallTime =l | agent
Ay M tatus Time Place
AverConsultPlacestatusTime ZroupAgents
AverConsultStatusTime GroupPlaces
AverDistrinCall Time
AverHandieDNStatus Time
AverHandlipPlaceStatusTime il o
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API

The API tab is a tool that enables you to test your services, such as having access to the request and
response headers, and seeing how the response changes based on different arguments. Click the

service > URL to expand it, enter your values, and then click Try it out! You can also view the source
code by clicking Raw.

& nowe A services @ RepoRTING A TOOLS K LAB

Statistics AP

Istorage Showhide  ListOperstions  Expand Operations  Raw
LG f1/storagelitt} Creste
Implementation Notes
Allows for the creation of a new storage area in GSG.

Parameters
Paraimeter Vi Dezcription DCrata Type
tHl 30 The fime to live for this data, specified in sting
seconds. The data is automatically deleted affer
i has been stored for tl seconds.
eyl Fir ™ ( iiey
L Valuei irst Ram to store [Hew'valua ) ating
[ iiey
eyl Value? Second Ram to store [Hay/value) fing
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