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Customizing the Chat Routing Strategy

When you create your Web Engagement application, Genesys Web Engagement also creates default
Engagement Logic and Chat Routing SCXML strategies in the
\apps\application_name\resources\_composer-projects\ folder. Orchestration Server (ORS) uses
these strategies to decide whether and when to make a proactive offer and which channels to offer
(chat or web callback).

The default Chat Routing strategy delivers chat interactions that are initiated in Genesys Web
Engagement to a specific target. Although this strategy is included as part of the Web Engagement
installation, it is possible to use your own existing strategy for routing. For example, a URS-based
chat routing strategy; however, in this scenario you will need to adjust the Web Engagement solution
to support the pacing algorithm functionality.

You can modify the Chat Routing SCXML by importing the Composer project into Composer. The
project is located here: \apps\application name\resources\_composer-projects\

WebEngagement_ChatRouting\. Refer to the sections below for details about the Chat Routing
strategy and how it can be modified.

Main Interaction Workflow

The default entry point to the GWE Chat Routing strategy is the Interaction Queue specified in the
webengagementChatQueue option on the Web Engagement Cluster application.

i GWE_85_Cluster... - Stopped - Exited - | Applications) GWE_85),

¥ cancel [l ssve  Close [l save [ Save & New |"4'.;nREbad I_:'Lhinstall B start [ stop EC—‘:—:&".. Stop
| Configuration | _{I FItI-IDI'E - | Permissions || Dependencies || Alarms | Logs
i|New itDelete  Export . Import view:  Advanced View {Options)
Mame = Section Crption Value
T | Filter Fitter Fitter Fitter
= chat (8 Items)
chat'connectionTimeout chat connectionTime... 10
chatidentifyCreate Contact chat identifyCreateCo... 3
chat'queuekey chat queuskey 1:webme
chatrefreshPoolSize chat refreshPoolSize 10
chat/refreshTaskPeriod chat refreshTaskPeriod 2
chat'requestTimeout chat requestTimeout 5
chat'sessionRestorationTimeout chat sessionRestorati.. 30
chat'webengagementChatlueue chat webengagemen... Webengagement_Chat

The Interaction Queue.

The interaction process pulls interactions from this queue and sends them through the chat workflow:
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[J] Configurati...

[J] AbstractFle...

Source of interactions for

this IPD is Chat Server

engage.workflow

[J] BackendCaonfi...

E Media Server

ChatServer
L J
webfne

@ webme_chat_w...

(@ Interaction Q...

WebME_[;hatQu...

ChatRoutihg. View

"‘-,._] webme_ct

Workflow
chatWorkWaorkflow
i::lr ________________ s U T
)@' Dynamic Target ‘ ‘ )@' Dynamic Target ‘ ‘
RouteCustomerservice RouteCustomerCare R
I
Markers | ] Properties 3 ' 4L Servers [ Data Source Explorer [BS Snippets & Console o Progress Search fff TestNG

> Interaction Queue

N
Core Property
Appearance 4 Alias
Mame

4 Annotation

Block Motes

Value

= WebME_ChatQueue

=

4 Configuration Server

Object Name

= Webengagement_Chat

The chat workflow

4 Cueue

If you decide to change the value of queueWebengagement, make sure to also
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adjust the name of the queue in the Chat Routing strategy.

The default Chat Routing strategy is straightforward and includes the following highlights in the
workflow:

1. Obtain information from the User Data of the chat interaction that is being routed. See the
AssignCategory block in the Chat Routing Strategy for details.

2. Send messages to the chat session from the routing strategy. See Sending Messages from the Chat
Routing Strategy into the Chat Session for details.

3. Branch the workflow based on categories obtained from the chat interaction User Data. See the
BranchingByCategory block for details.

4. Route to skill-based Virtual Groups. See the RouteCustomerServer and RouteCustomerCare blocks
for details.

5. Route to a static Agent Group. See Routing to a Static Agent Group for details.

Routing to a Static Agent Group

When you plan to route an interaction to a static Agent Group, you should specify the name of this
group and the name of the Stat Server in the Target property of the RoutelnteractionDefault block.
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rﬂ Targets 4 [ u

Targets
/I Mot connected to Configuration Server

Type Mame Stat Server
Variable(_data.5tatServerMame)

Add...

E.Agent Group Web Engagement Chat

Targets AtAgent Group(Web Engagement Chat)

limeout =200

The Target property of the RoutelnteractionDefault block.

In the image above, the Stat Server name is specified through the
Variable( data.StatServerName) variable. You can define this variable, or others like it, in
Composer and Genesys Administrator.

Specifying Variables in Composer

Start

1. Double click the interaction process - in this case, webme chat.ixnprocess.
2. Make sure that there are no elements selected in the opened interaction process.

3. Access the interaction process variables by clicking "Access Project Variables", marked with a red
square in the image below:
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C gl mieEEE D B@ R L CRBEE S ¢ 0@ IRINT R &
Tahcuma -9 H | .":__v Iy W v—}v|_'|5$5v’ﬂ%v§_—qﬂv| |}|i{j!{rEv
([ Project Explorer 532 == | @ ~ = 0 engage.workflow webme_chat_work.workflow
> E!_—‘,,J- develop-wmbackend -
b 2 develop-wmfrontend |
[ 1= WebEngagement_CEPRule_Ternplates_85multi
[ 1= WebEngagement_CEPRule_Ternplates_multi
4 % WebEngagement_ChatRoutin
il db 979 - J Source of interactions for
b= this IPD is Chat Server
[ = include
. = Reports E Project Variables
b & s Set the Project Variables
[» [ src-gen ) )
L = WEB-INF Set the Project Variables
a = Workflows .
%webme_chat_work.wor] - e
4 % WebEngagement_Engageme Variable Mame Category Value Descripticon |
| StatServerMame User Mame of StatSen

= db

[ = include

[» [ Interaction Processes

[» = META-IMF

[» [ Reports

[ [ src

[+ [ src-gen

[» [= WEB-INF

4 = Workflows
2| cleanworkflow
|| decisionworkflow
= default.workflow
=/ engage.workflow
&l getRESTinfo.workflow
=l noengageworkflow

[ = WebEngagement_Engagem Er‘t

Access the project variables

End

In the image above, the StatServerName variable is used in the default Chat Routing strategy.
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Specifying Variables in Genesys Administrator

The StatServerName parameter is set automatically by the Provisioning Tool when you install
Genesys Web Engagement, but it can be changed manually.

Start
1. Navigate to Provisioning > Environment > Scripts and find the script with the entry-point
Interaction Queue. In this case, the script is Webengagement Chat.Routing.
2. In the Configuration tab, open the Orchestration section.

3. Now you can see a list of parameters that are passed into the Chat Routing strategy, including
StatServerName.

il P2 o e el

PROVISIOMIMNG = Environment = Scripts = Webengagement_Chat.Routing
Navigation “ Webengagement_Chat.Routing - \Scripts}

| g Search +||| 3¢ cancel [l Save & Close | Save [l Save & New L%F‘.eluad () Check URI
I_E# Environment =
(g} Alarm Conditions

|E Scripts I | * General

Configuration I" Options H Permissions ” Dependencies ”E

(g} Application Templates * Mame: |

(gl Applications Tenant:

(gl Hosts * Script Type:

(gl Solutions Siate: Enzbled

[l Time Zones

(g} Business Units/Sites 4| Orchestration

Q Tenants LURI: http://OGRYUKOV-LT.us.int.genesyskab. com:9081/backend/ re
[} Table Access Points Parameters: Add . 3Edit [gRemove

(g} Formats Name

(g} Fields StatServerlams |
LEﬂ Switching + context_management_services password

| & Routing/eServi + context_management_services_url
outing/eServices

The StatServerName parameter.

End

Sending Messages from the Chat Routing Strategy into the Chat
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Session

There are times when you might need to send messages into the chat session directly from the
routing strategy. For example, this could be additional information messages, advertising messages,

and so on.

The default Chat Routing strategy contains an External Service block that provides this
functionality:

ngage.workflow @wehme_chat_wnrk.wnrkﬂnw &1 g# webme_chat.i OCESS

Entry block is used to began an application, and

Entry
. to define and initialize system( predefined) and
Entryl user{custom) variables
Assign Assign block is used to assign a category to a variable

) ‘categories’, depending on user data parsing
AssignCategorny
¥

It is possible to send message into chat session prior it is
] . routed to an agent. Enable this blodk to turn an
demonstration of this feature

(2 Markers [ Properties 52 4 Servers [ Data Source Explorer |5 Snippets [ Console & Progress - Search [ TestNG

4 External Service

Model Property Value
Appearance o
—_— Mame "= SendMsgToChatSession

4 Annotation
Block Motes

4 Exceptions
Exceptions

rice [Tetaile .

Application 1= Chat Server()

Method Mame = Message
Method Parameters U= MessageText="You can specify post

Service Mame 1= Chat .
Service Timeout =10

The External Services block lets you send message from the routing strategy.
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Important
The External Service block is disabled by default.
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