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Using the ACME Sample Application 8.5

Using the ACME Sample Application 8.5

This document describes how to install, configure, and use the sample application (ACME) provided
with iWD 8.5. The web page from where you have downloaded these instructions also includes some
additional sample XML files and a couple of updated files to optionally use for the sample ACME web
site. These instructions assume you are using the latest version of ACME that is provided with iWD
Manager 8.5.0 or later.

These procedures assume that you have successfully completed at least the steps described in the
Installation chapter of the iWD 8.5 Deployment Guide, including the installation and configuration of
the Genesys Rules System (GRS). At the end of that chapter, if you deploy your Solution, you should
see on the iWD Services screen that all the services have started up, with no error messages
appearing. You should also be able to launch the Genesys Rules Development Tool (GRDT) and
successfully access your GRS rules repository, and successfully launch the Genesys Rules Authoring
Tool (GRAT) as well.

The ACME sample configuration itself consists of three files, all of which are provided on the iWD
DVD:

e acme.xml-This file will be imported into the iWD configuration database through iWD migration tool . It
will create a new Solution (ACME) that includes the technical configuration (iWD services) as well as the
business structure (iWD Solution, Departments, and Processes).

e acme_grat.xml—This file will be imported into your Genesys Rules System rules repository through
GRAT and contains the business rules for the ACME sample

e iWD ACME Rules—This is an Eclipse rule template project that you will import into the GRDT workspace,
and then publish to the GRS repository.

In order to use the ACME sample configuration, you should import it into its own iWD managed
tenant. You can link this iWD managed tenant to an existing tenant in your Configuration Server
environment, so you don't have to replicate all the iWD-related applications in Configuration Server to
use for the ACME sample (such as Interaction Server and its associated databases). You can reuse the
same iWD Manager and iWD Runtime Node applications you have already have.

Warning

The ACME sample application is just that—a sample. It is provided as a way for users
to familiarize themselves with a working example of iWD configuration and business
rules. Because it is a sample, it is not supported by Genesys Customer Care. Although
it has undergone basic testing, you may find errors or omissions as you work through
the examples.
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Prepare the Genesys Rules System for the
ACME Sample

1. In Genesys Administrator or Configuration Manager, create a Script object that will serve as the
connection profile to allow GRAT to connect to your iWD configuration database. This is required for
several rule parameters included in the iWD 8.5 Standard Rules Template, such as capturePoint. The
Script must be created under the Environment tenant because that is where the iWD Standard Rules
Template will be migrated to, since it is coming from the System tenant in the iWD configuration
database. Under the Environment tenant, create a new Script object of type Data Collection. Give
the Script object a meaningful name such as iWD Manager DB Connection Profile. On the Annex tab of
the Script object, add a single section called database. In that section, add four options with the
following values:

* driver—)DBC driver used by your database server. For example, for Microsoft SQL Server 2005 this
might be:

com.microsoft.sqlserver.jdbc.SQLServerDriver Refer to your database server documentation for the
exact syntax.

e url—JDBC url to connect to the iWD configuration database. For example, for Microsoft SQL Server,
the URL to connect to a database called IWD_CONFIG on the host name mcr810iwd might be:

jdbc:sqlserver://mcr810iwd: 1433;databaseName=IWD CONFIG

Refer to your database server documentation for the exact syntax.
* username—Username of database server user with access to the iWD configuration database
» password—Password of database server user

Save the Script. If you are in a multi-tenant Configuration Server environment, switch to your child tenant. Create an identical iwD
Manager DB Connection Profile object in the child tenant’s Scripts folder.

2. Launch the Genesys Rules Development Tool (GRDT). If you have not already done so, import the iWD
Standard Rules Template (iWD_Standard Rules) and the Acme Rules Template (iWD_ACME_Rules).
These are provided in the form of Eclipse projects, that you are importing into the GRDT workspace.
The iWD Standard Rules Template can be found on your file system, inside a ruleTemplates directory
where the iWD Manager supporting files were installed. The Acme Rules Template can be found inside
the acme\ruleTemplates directory where the iWD Manager supporting files were installed. The two
projects will appear in the GRDT Project Explorer view.

3. Right-click on each of the two rule template projects and select Properties. Navigate to Template
Properties and ensure that the iWD_Standard Rules project is associated with the Environment tenant,
and the iWD ACME_Rules project is associated with the ACME tenant, or whatever the appropriate child
tenant is in Configuration Server (if you using a multi-tenant Configuration Server). Click OK to save
the changes on each.

4. Open the parameters node of the iWD Standard Rules project. Double-click the capturePoint rule
parameter. For the Profile name property, select the iWD Manager DB Connection Profile created
earlier, if it is not already selected. Save the parameter.

5. Check that templates with the names iWD Standard Rules and iWD ACME Rules do not already exist in
the GRS repository in other tenants. If they exist, rename the template(s) in GRDT before publishing,
and update the acme _grat.xml file before importing in GRAT by changing the template name(s) in this
line:

Using the ACME Sample Application 4



Prepare the Genesys Rules System for the ACME Sample

<TemplateNamesAndVersions>iWD ACME Rules [41],iWD Standard Rules ACME
[40]</TemplateNamesAndVersions>

6. Publish both the iWD Standard Rules and the iWD_ACME_Rules project to the GRS repository.
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Import and Configure the ACME Solution In
WD Manager

1. Under the tenant System Import the standard iWD 8.5 configuration file iwd.xml using the migration
tool. Refer to the Migration to 8.5.0 section in iWD 8.5 Deployment Guide for usage details.

2. Start up iWD Manager and log in. Start your application server. Navigate to the iWD Manager URL as
described in the Installing iWD Manager procedure in the Installation chapter of the iWD 8.5
Deployment Guide. For the log in dialog, where it asks you to specify the name of the iWD Manager
application, you should use the name of the iWD Manager application you created as part of the
Installing iWD Manager procedure in the Installation chapter.

3. Import the standard iWD 8.5 media icons configuration. In iWD Manager, if you have not already done
so, under the System tenant you must import the standard iWD 8.5 media icons configuration file
iwd_media_icons.xml. iwd media icons.xml is located in the config directory that is created when
you installed iWD Manager.

4. Start up GAX (Genesys Administrator Extension) and log in. Start up your GAX application server.
Navigate to GAX URL as described in the “Installing the iWD GAX Plugin Component “ procedure in
Installation chapter of the iWD 8.5 Deployment Guide. Under the System tenant, create a new
managed tenant called ACME. Procedure for creating a new tenant is described in Creating the (Tenant
and) Solution in iWD GAX Plugin section in iWD 8.5 Deployment Guide.

5. Under ACME tenant import the acme.xml file using the migration tool. Refer to Migration to 8.5.0 section
in iWD 8.5 Deployment Guide for usage details.

6. Import the standard iWD 8.5 media icons configuration under ACME tenant In iWD Manager open the
ACME tenant in the tenant selection drop-down box and then select the Import/Export link in the left-
hand navigation menu, while in the General section. From the Import/Export screen, import the
iwd media icons.xml file. iwd media icons.xml is located in the ..\iWD Manager\config directory. If
everything went OK, you will see a message appear at the bottom of the screen informing you that the
import was completed successfully.

7. Under Services, select the Configure Ixn Custom Properties node, and check for any mapping
errors that are displayed. If there are any mapping errors, click the Configure Ixn Custom Properties
button to update your configuration. If any updates are made, you will need to restart your Interaction
Server.

8. Create Integrated Capture Points (Web Service Capture Point and XML File Capture Point). Refer to
eServices Integrated Capture Points Guide for details on creating Integrated Capture Points.

Using the ACME Sample Application 6



Import the ACME Rules Package in Genesys Rules Authoring Tool

Import the ACME Rules Package in Genesys
Rules Authoring Tool

1. Launch the Genesys Rules Authoring Tool (GRAT)

2. Select your tenant. Expand the ACME Solution node in the navigation tree and select the New Rule
Package link.

3. Click the Import Rule Package button. Navigate to the location on your file system where the
acme grat.xml file is stored. This file is located in the directory ..\acme\config\ that was created
when you installed the iWD Manager installation package. On the Import Rule Package dialog, fill in
the missing properties:

* Business Name—ACME Rules
 Package Name—acme

e Do not check the Auto-save each rule checkbox

Clicking Import will then import the ACME sample business rule package into your environment.

4. Select your new rule package in the GRAT navigation tree. Update the rule templates associated with
the rule package by first unchecking the version of iWD_ACME_Rules that is currently checked, and then
checking the latest versions of the iWD Standard Rules and iWD ACME Rules.

Warning

Exporting and Importing rule packages is meant to be done in conjunction with exporting/importing rule
templates. That is, a rule package contains a reference to the rule template(s) that were used to build the
package and thus the supported process is to build a rule package from one or more templates and then
export/import them together. The ACME sample rule package does not follow this standard process because it
is being provided by Genesys. It was based on the same iWD ACME Rules template that is included with iWD
Manager, but it is nevertheless important to understand that under normal operating procedures you would
not import a rule package without having access to the exact version of the rule template(s) that were used
to build the package.

5. Navigate to each rule to review and validate the rule. There are rules at the rule package level (which
you can view by clicking on the Rules tab while the rule package is selected in the navigation tree), at
the Finance Department level, at the Sales Department level, and at the Order level, which is a
Process under the Sales Department. There is a Validate option in the drop-down list in the lower-
left corner of the Rules tab, which you can select after selecting a particular rule.

6. Deploy the ACME rule package by clicking on the Deploy Rules node in the navigation tree and clicking
the Deploy Now button.
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Complete Final Configuration Steps

1. If you not already done so, import the IWDBP business process into your Genesys Configuration Server.
This would have been done for you already if you ran the iWD Setup Utility. If not, you can import it
through Interaction Routing Designer (IRD). In IRD, open the Interaction Design link on the navigation
bar and click on the Business processes icon. Double-click on any existing business process to open
the Interaction Design window. Use File>Import to navigate to the location of the iwdbp.wie file, to

import it. By default this file will be in the config directory where your iWD Manager supporting files
were installed on your file system.

2. Objects. Double-click the lwd_Esp_List List object. You should see this item there:
* GREServerlList

If it is not present, you should add it. To edit the GREServerList, click on it and then select the
downward-pointing arrow to the right of the item name. If it does not already exist, add a new key-
value pair where the Key is the Solution ID of the ACME Solution, and the Value is the name of the
Genesys Rules Engine application in your configuration, as it appears in Genesys Configuration
Manager or Genesys Administrator (for example, Genesys _Rules Engine). Click OK. Create a new list
object called lwd_Package_List if it does not exist, or edit the existing one. Create one item called
RulePackagelist, and edit it. Add a new key-value pair where the Key is the Solution ID of the ACME
Solution (ACME_I by default), and the Value is the package name (not the Business Name) of the ACME
rule package, as it appears in GRAT (for example, acme). Click OK.

This List object should have been created in your Genesys Configuration environment when you ran the iWD
Setup Utility, as described in the iWD 8.5 Deployment Guide.

3. Through Genesys Configuration Manager or Genesys Administrator, check that you have an agent group
in your Genesys configuration that matches the agent group used in the Distribution routing strategy
that is part of the IWDBP business process provided with iWD. The default agent group is called IWD and
it is created for you by the iWD Setup Utility. Ensure that you have at least one agent in that agent

group who has a capacity rule assigned that allows the agent to handle interactions of the media type
workitem.

4. Also while in Genesys Configuration Manager or Genesys Administrator, check that your GRAT Server
application has your Acme tenant listed on the Tenants tab.
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Configure the ACME Sample Web
Application

This procedure is optional. There are two ways to generate tasks that will be
processed by the ACME solution. One is to generate tasks through an ACME sample
web site. The second is to generate tasks by using some xml files that are provided
with the ACME sample. You need only follow this procedure if you wish to generate
tasks using the ACME sample web site.

1. Install a supported database server. The database scripts for the sample ACME Web site are provided for
both MySQL and Microsoft SQL Server.

Only scripts for the MySQL database are provided with the ACME sample that comes on the iWD Manager CD.
However, the Web site from which you downloaded these instructions includes a script for Microsoft SQL
Server, as well as some updated php files to use with your ACME web site, that support both MySQL as well as
MS SQL Server.

2. Create a new database for the ACME web application. Give it a meaningful name such as acme.

3. Execute the SQL script against your new database, to create the data that is used by the sample ACME
Web site.

a. If you are using MySQL, use the create.sql script that is located in the ..\acme\db\ subdirectory
inside the iWD Manager directory created when you installed the iWD Manager installation package.
By default this path will be:

C:\Program Files\GCTI\iWD Manager\acme\db\

b. If you are using Microsoft SQL Server, use the create mssql.sql file from the Web site where you
downloaded this document. This file can be found in the create mssql.zip archive.

4. Install Apache HTTP Server 2.2 You can find the software at http://httpd.apache.org/download.cgi

5. Install PHP 5.2 (thread-safe version of the Windows installer). You can find the software at
http://windows.php.net/download/archives/ Use the newest available
version(php-5.2.17-Win32-VC6-x86.msi. Installation options you should select:

* Web Server Setup—Select Apache 2.2.x Module Select as the Apache Configuration Directory
(assuming you picked the default path when you installed Apache 2.2; otherwise, select the path to
the \conf\ directory based on where you installed Apache 2.2:

C:\Program Files\Apache Software Foundation\Apache2.2\conf\

* In Choose Items to Install, select the following Extensions:
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6.

10.

11.
12.

* SOAP
e MySQL (if you are using MySQL as the database for the ACME Web site)
e MS SQL (if you are using Microsoft SQL Server as the database for the ACME Web site)

Edit the Apache httpd. conf file located here (if you accepted the default installation directory when
you installed Apache earlier):

C:\Program Files\Apache Software Foundation\Apache2.2\conf\httpd.conf
and add the following line to the end of the file:
DirectoryIndex index.php

Additionally, check that the values for PHPIniDir and LoadModule php5 module are correct, and update them if they are pointing
to the incorrect location of these items.

. Edit the php.ini file located here (if you accepted the default installation directory when you installed

PHP):
C:\Program Files\PHP\php.ini
and change:

short open tag = On

. Copy the content of the ..\acme\web\ subdirectory from the iWD Manager installation directory to:

C:\Program Files\Apache Software Foundation\Apache2.2\htdocs\acme

. Make a copy of dbInfo.template.php and rename the copy as dbInfo.php. Place this file into

C:\Program Files\Apache Software Foundation\Apache2.2\htdocs\acme, overwriting the version
that is already there.

Edit the renamed dbinfo.php and set the following properties. Save your changes when you are done:

$DBENGINE to either mssql or mysql

S

$USERNAME to the username of your acme database

$PASSWORD to the password for your acme database

e 0

$DATABASE to the name of your acme database

o

$HOSTNAME to the hostname of your database server

f. $WEB SERVICE to the correct Web Service Capture Point URL. You need to provide correct hostname
and port for your interaction server and the name of the Web Service Capture Point to be used.

g. $SERVER URL =to the correct URL for your ACME web site (e.g. http://localhost/acme/)

Start (or restart, if it is already running) the Apache 2.2 service

Open a Web browser and navigate to http://localhost/acme/ Verify that the web application works
correctly. For example, select United Kingdom -> Contact Us -> Information Request Form. All
the fields in the form should be pre-populated with values.
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Submit Tasks Through the ACME Web Site

One way to create sample tasks to see iWD in action is to create them through the ACME web site.
This assumes that you have followed the instructions Configuring the ACME sample web
application.

Prior to submitting the tasks, make sure:

e Your application server is started.
¢ iWD services under the ACME Solution are deployed and running.
¢ Genesys Configuration Server, Interaction Server, and Universal Routing Server are started.

e The IWDBP business process is present in your configuration and all the routing strategies in IWDBP are
activated.

1. Launch the ACME web site. Make sure your web server is running, and then navigate to
http://localhost/acme/

2. Select a country from the main page. It does not matter which country you select. There are several
different Web forms from which you can select. Each one will create a task in iWD that will be handled
slightly differently, based on the business rules configured as part of the ACME sample. Here are the
different forms you can submit, and how to navigate to them: Form name How to navigate to the form
on the ACME Web site Information Request Form From the Contact Us link on the main ACME page
Service Request Form From the Contact Us link on the main ACME page Catalog Request Form From the
Products link on the main ACME page Callback From the Products link on the main ACME page In
addition, there are three other forms you can submit, if you log into the ACME site using a customer
username and password. Acceptable username password combinations are: Username Password
john_doe qwerty jane_doe password jim_smith jimmy jane_smyth smyth james_macdonald jamesmac
This will allow you to access these additional forms: Form name How to navigate to the form on the
ACME Web site Complaint Form Acme Co. Customer Menu Address Change Form Acme Co. Customer
Menu Order Form Acme Co. Customer Menu

3. If your iWD services, Interaction Server, and URS are running, you will note a confirmation ID on the
screen after you submit each of these web forms. The confirmation ID will equate to the Capture ID of
the task.

4. If it's not already running, launch iWD Manager. Navigate to the Global Task List from the navigation
menu. Select a node in the Global Task List navigation tree to see the tasks at that node. For example,
you can select the ACME Solution node to see all the tasks at the Solution level. You can also select a
particular Department or Process to see the tasks at that level of the business hierarchy. The navigation
tree also has nodes for each Capture Point service you have running, so these tasks would appear
under the Web Service Capture Point node.

5. At this point, if you have Genesys Agent Desktop, Interaction Workspace, or some other agent desktop
configured, you can log in any agent who belongs to the IWD agent group, and accept a task in queue.
Otherwise, you can manually cancel any task through the Global Task List. Otherwise, it will remain in
Queued status indefinitely. Most of the tasks have business rules configured that include reprioritization.
This means that if you wait long enough, you will see the Priority of that task increase.

6. You can select a task in the Global Task List and review both the Attributes tab, which will show you all
the attributes (key-value pairs) of the task, as well as the History tab, which will provide an audit trail of
everything that has happened to the task since it was captured.

7. You may want to review the business rules behind the ACME sample. See the section Description of
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the ACME business configuration below.
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Submit Tasks Through the ACME Sample
XML Files

As an alternative to creating the ACME sample Web site, you can also create sample tasks in iWD by
using some or all of the sample XML files that are included with the ACME sample.

Prior to submitting the tasks, make sure:

e Your application server is started.
e iWD services under the ACME Solution are deployed and running.
¢ Genesys Configuration Server, Interaction Server, and Universal Routing Server are started.

e The IWDBP business process is present in your configuration and all the routing strategies in IWDBP are
activated.

The iWD Google site has two additional sample XML files that you can use, to
supplement the three that are provided on the iWD Manager CD. These can be found
in the extraACMESampleXMLFiles.zip archive on the Google site. Also note, there is
one change you need to make to CatalogRequest.xml if you want to use it. Open the
file, and change <RequestType> .. </RequestType> to <Request_Type> ..
</Request_Type>. Resave the file.

1. Be sure that your XML File Capture Point service has directories configured where you will place the
sample XML files in order to be captured. The directories should actually exist on your file system;
otherwise you should not have been able to deploy the XML File Capture Point successfully.

2. When you are ready, copy one or more of the sample XML files into the directory that is configured
under the incomingFileDirectory property of the capture point service.

3. If you refresh the Windows Explorer after a few seconds, you should see these files disappear, which
means they were picked up by iWD.

4. If the files were captured by iWD, they will disappear from the incoming file directory after a few
seconds, and a copy of each of the files will be written to the capturedFileDirectory directory.

5. If there are problems with your files, a copy of the problematic file will be placed into the
errorFileDirectory directory, along with a text file describing the problem. You can test this by
modifying one of the sample files by removing the closing XML tag for one of the task attributes.

6. If it's not already running, launch iWD Manager. Navigate to the Global Task List from the navigation
menu. Select a node in the Global Task List navigation tree to see the tasks at that node. For example,
you can select the ACME Solution node to see all the tasks at the Solution level. You can also select a
particular Department or Process to see the tasks at that level of the business hierarchy. The navigation
tree also has nodes for each capture point service you have running, so these tasks would appear
under the XML File Capture Point node.

7. At this point, if you have Genesys Agent Desktop, Interaction Workspace, or some other agent desktop
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configured, you can log in any agent who belongs to the IWD agent group, and accept a task in queue.
Otherwise, you can manually cancel any task through the Global Task List. Otherwise, it will remain in
Queued status indefinitely. Most of the tasks have business rules configured that include reprioritization.
This means that if you wait long enough, you will see the Priority of that task increase.

8. You can select a task in the Global Task List and review both the Attributes tab, which will show you all
the attributes (key-value pairs) of the task, as well as the History tab, which will provide an audit trail
of everything that has happened to the task since it was captured.

9. You may want to review the business rules behind the ACME sample. See the section Description of
the ACME business configuration below.

10. You may also want to experiment with changing some of the attributes of the tasks in one or more of
the sample XML files, and seeing how that affects what you see in the Global Task List.
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The ACME Business Configuration

The following describes the business configuration of the ACME sample tenant, including the business
rules. Once you study and understand the behavior of the ACME business rules, you will be able to
make changes to the rules and then submit new tasks to the system so you can observe the impact
of your new rules. When you make a change to a rule you will need to redeploy the rule package.

The general functionality of the business rules configured for the ACME sample is the following:
<tabber>

Package-level (Global) Rules=

Package-Level (Global) Rules

A rule that is configured at the rule package level is also known as a Global Rule. Such a rule is
evaluated for every iWD task, regardless of the eventual classification of that task (that is, regardless
of what department and process the task is pegged to). For the ACME sample configuration, there are
two types Global Rules configured. A rule to set an Archive Destination for all tasks Two rules to
assign tasks to the correct Process based on Capture Point, and some other criteria Archive
Destination rule

This rule will set an Archive Destination of Delete for all tasks. This is configured as a Classification
rule, which means it will run once during the lifecycle of a task, unless the task is Restarted at some
point in its lifecycle. This rule (as with all rules in the ACME sample) is set to be active starting on
January 1, 2010, with no fixed end date.

This Global Rule is an example of a Linear Rule, which is a simple rule expression where each
condition and action is represented as a separate row. In this example, there are no rule conditions;
there is only a single rule action. Thus, this rule action will be evaluated as true for all tasks, since
there are no rule conditions that are checked by the rule engine.

This rule specifies that all tasks, when they meet the archiving criteria described in the IWDBP
business process, will be deleted. These criteria are that the task has met its specific expiration date
(which is set in a different set of business rules) and is either Canceled, Completed, or Rejected. At
that point, it will be deleted from the Interaction Server database.

Set Archive Destination for all tasks Add Condition ~ | Add fction |~ Group -
Section | Expression Parameters
Wabkien
Then
Archive destination Delete
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Process Assignment Rules

These rules use the Capture Point as one of the criteria to determine the Process to which tasks
should be assigned, along with some additional criterion that depends on the Capture Point.

In iWD 8.0, it was possible to create Classification rules at the Capture Point level. In iWD 8.1, where
the Genesys Rules System is used, Capture Point rules do not exist. Thus, in order to simulate
Capture Point rules, you create Global Rules that use the Capture Point is rule condition.

The first rule is for the tasks coming through the Web Service Capture Point, and the second rule is
configured for the tasks coming through the XML File Capture Point. Of course only one of these rules
will be evaluated per task, depending on how the task was submitted. Both these rules are
Classification rules, which means they will be evaluated once.

Web Service Capture Point Rule

The rule evaluated for tasks coming through the Web Service Capture Point simply assigns each task
to an iWD process, based on the ID of the Web form, on the ACME sample Web site. This rule is in a
Decision Table format. This Decision Table has a single rule condition (Webform ID is) and a single
rule action (Assign iWD process). Since each Web form only has a single, unique ID, there is no
chance that multiple rows in this Decision Table will be evaluated as true.

Assign process based on Webform 1D Add Condition |v | Add Action |"
1D Hame Webform ID is & Capture point is = Assign WD process =
OTR-3 Information Reguest Webform 4711 4711 Wiehzervice Capture Point Sales Departiment = Information Reguest
OTR-9 Call Back Request Webform 4712 4712 Wiehzervice Capture Point Sales Departiment = Calback Reguest
CTR-10  Catalog Reguest Wehform 4713 4713 Wiehzervice Capture Point Sales Depattment = Catalog Request
CTR-11  Comglaint Form Webform 4714 4714 Wighzervice Capture Point Sales Depattment = Complaint
OTR-12  Address Change YWebform 4715 4715 ‘Wiebzervice Capture Point Salez Department = Address Change
CTR-13  Order Form Webform 4716 4716 ‘Wiebzervice Capture Point Sales Departmert = Order
CTR-14  Service Reguest Webform 4717 4517 ‘Wiebzervice Capture Point Salez Departmert = Service Reguest

Webform ID is a custom attribute of the iWD tasks. That is, it is not a core or extended attribute that
is common to all tasks, such as Product, Priority, etc. Because this rule uses a custom attribute, the
rule condition must be coming from the ACME Rules Template. This is a template that is provided as
part of the ACME configuration that includes both rule conditions and actions specific to the ACME
examples. It is used to supplement the rule conditions and actions that are included in the iWD
Standard Rules Template.

Looking at the ACME Rules Template, we can see the rule condition that evaluates a parameter called
webformid.
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Conditions 4 X Condition Details

o3 Order Total exceeds Name: | webform ID s

e(5 Order Totalis

#(5 Request Type is
o3 Task Channel is | WebForm 1D is "{webFormid}"
L q{_: Webform ID s

Language Expression:

Rule Language Mapping:

evall "{webformid}”.equals{ getStringValue"webformid”, $data) i),

We can see that the Language Expression of the rule condition defines the text that the business user
will see when he adds this rule condition to a business rule. The part of the Language Expression that
appears in quotes and brackets -{webformid}- defines what parameter is used in that rule condition.
In order to understand the behavior of that parameter that will be seen by the business user, we
need to look at the parameters of the ACME Rules Template.

= Parameters Editor [ACME Rules Template] H |
Parameters g 3 | il Select Enumeration Parameter Details
______ O chornel Mame: |wel:ufu:urmid
..... 'E] custamerSegment Description: il

----- IE- orderTatal
b orderTotal_1

- orderTokal_2 |
b E] praduckType 1 r
- Configuration

Enumeration: Iwel:nfnrrnid j

On this screen we can see that webformid is a parameter of type Select Enumeration, which means
that in the Ul where the user constructs business rules, the user will be provided a drop-down list with
a pre-defined (enumerated) set of items from which to select. The enumeration corresponding to the
webformid parameter is also called webformid. For parameters of this type, the rule template
developer must name-value pairs where the label is what the business user will see when
constructing the business rule, and the name is the actual value of the piece of attached data that
the rule engine will evaluate during runtime.
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G Enumerations Editor [ACME Rules Template] H|
Enumerations d ook K Enumeration Details
rﬂG chanel Marie: |webﬁ:urmid
B customerSegrnent Description: ;I

G productType
E requestbype
EB wehFarmid

LS 4711
4712

.
-
4

: 4713 Yalues
= 4714
I 4715 Marne | Latel Add...
0= 4716 = 4711 4711
LLTE a7 =471z 471z
=473 4713
I=4714 4714 Delete
L=4715 4715
I=4715 4716
I=4717 4717

Returning to the rule condition itself, we can see that the Rule Language Mapping defines how the
rule engine should evaluate a rule containing this condition, during runtime. For each task, the rule
engine will receive a data object called $data, which is a set of key-value pairs from the interaction/
task itself. These key-value pairs are coming from the attached data of the interaction/task. When the
rule engine receives this $data object, and it is evaluating a business rule with the rule condition
Webform ID is “{webformid}”, it knows that it must evaluate whether the value configured in the
instantiation of the rule is equal to the actual value of the webformid key, in the $data object of the
interaction/task. In other words, when the business user constructed the business rule, he selected
an actual value for webformid, in each row of the Decision Table. The rule engine will look at this
actual value and compare it with the value of the webformid attached data key and see if they two
are equal. If so, then the rule will evaluate as true; if not, the rule will evaluate as false.

XML File Capture Point Rule

The rule evaluated for tasks coming through the XML File Capture Point assigns each task to an iWD
process, based on the Request Type. The Request Type is a custom attribute of each task, which can
be found by looking at the actual sample XML files. For example, in the Complaint.xml file, you can
see the Request Type attribute specifies the Request Type as Product Issue. This attribute is
within the section of the file, which is where all custom attributes are specified.

<data>

<Request Type>Product Issue</Request Type>
<firstName>Jeff</firstName>
<lastName>Thompson</lastName>
<addressLinel>39 Rhonda Lane</addressLinel>
<city>Fredericton</city>

<state>NB</state>

<country>Canada</country>
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<contactNumber>5065551212</contactNumber>
<email>jeff@gmail.ca</email>

</data>
ASSI0N OIOCESS Dased on request me Add Condition = | Add Action *
i Hams Request Typeis & | capture point is @ | Assion w0 process @
OTR-1 Dddress Chance request tyos iz azcigned to Address Change  Address Change ML File Capture Point Ssles Deparment = Lddress Chanoe
OTR-2 Proclict E=ue request type = assigned to Complaint Product lzzue ML File Capture Point Ssles Depariment = Complairt
OTR-3 Provlicts | Seraces reruest type s azsigned to Order Products: §FServices Ml File Capture Point SAles Deparment = Order
OTR-4 Genersl mojdry redquest type = azsigned o Dunning senersl Fojury ML File Capture Paoint FrancsE Depatment = Dunning
OTR-5 Relund Fequest type 1S Assigned [0 Redund Remd FRL FliE Cagture Poirt FranciE Depattment = Marnd

This rule uses a rule condition that evaluates the value of a custom attribute, similar to the use of
webformid in the previous rule. In this case, the custom attribute is Request Type. You can take a
look at the ACME Rules Template to see how that rule condition is constructed. It is very similar to the
webformid rule condition in the previous section.

|-| Department Rules=

For the ACME sample, almost all business rules are configured at the Department level. This includes:

» Setting an expiration date for all tasks in the department, for archiving purposes

e Setting initial values for all tasks in the department, such as priority, business value, and due date
e Setting a time for the first reprioritization of the tasks in the department

e Setting a new priority for the tasks in the department, at the defined reprioritization interval

e Special reprioritization rule for tasks in the department that are overdue

Financial Department Rules

Based on the description above, you can see that the rules configured at the Financial Department
level have fairly self-explanatory names.

Rules Aucht Trail
11} Hame Description | Phase Calendai | Pending Deployment | Start Date
O7-54 | Fin. Dep. ! Set task expiration date for archiving Clazzification I | Jan 1, 2010
0157 Fin. Dep. F Set intal values fortasks clazgification Jan 1, 2010
DT1-72  Fin. Dep d el indlial repriorization time prioritization Jan 1, 2010
o1-78  Fin. Dep. F Reprioritization for tasks not cverdue prioritization Jand, 2010
07-81  Fin. Dep. f Reprioritzation for averdue tazks priaritization Jan 1, 2010

We can drill down into each of these rules to see what they do. Remember that for any of the rule
conditions or actions you see in these rules, you can review the rule template(s) to better understand
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what type of data the business rule engine is evaluating when it encounters a rule that includes this
condition or action. Some of the conditions and actions will be sourced from the Standard Rules
Template, and some will be sourced from the ACME Rules Template. The Standard Rules Template can
be found in the Modules & Components section of iWD Manager, under the System tenant.

DT-54: Fin. Dep. / Set task expiration date for archiving
This is a classification rule, which means it runs once, during the classification phase of the task

lifecycle. The only circumstances under which the rule will be re-evaluated is if a task is restarted
(either through the Global Task List or via a capture adapter).

Fin. Dep. ! Set task expiration date for... Add Condition |v | Add Action -
= A | o
1D Hame Process is @ Task expires in @ @
DTR-52 Archive Dunning  Financial Department = Dunning 12 days e
DTR-53 Archive Refund Financial Departmert = Refund 10 days 4 N

DT-67: Fin. Dep. / Set initial values for tasks This is also a classification rule. As you can see, it sets
initial values for business value and priority. It also sets a due date for each task. There is a separate
row in the decision table for each of the processes under the Financial Department.

Fin. Dep. / Set inital values for tasks | Add Condition |v | Add Action |v
D Hame Process is @ ‘ Set business value @ | Task Due in @ Set Priority =
DTR-E3 Initial Fefund valuess Financial Department = Refund 100 5] minutes 100
DTR-GE Initial Dunning values Financial Department = Dunning &0 10 minutes &0

DT-72: Fin. Dep. / Set initial reprioritization time This is a prioritization rule, which means it will be re-
evaluated whenever prioritization rules are called from a routing strategy. However, the rule condition
Is first prioritization thatis used in this decision table means that the rule will only evaluate
to true the first time that prioritization rules are executed. For that reason, it could have been
configured as a classification rule instead of a prioritization rule.

This rule condition checks for the presence of an iWD task attribute (key-value pair) called

IWD reprioritzeDateTime. If this attribute is not present yet in the interaction's attached data, then
this condition will be evaluated as true. The only purpose for this rule is to set an initial time that the
task should be reprioritized. The rule action Reprioritize after sets the value of

IWD reprioritizeDateTime, which determines the next time that a queued task should be
submitted to the Prioritization routing strategy, when prioritization rules will be executed.
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Fin. Dep / Set initial re prioritization ... Add Condition |v | Add Action |~
o Name Due Time is in & I= first prioritization = Reprioritize after =
DTR-69  Duein 20 mins or more 20 to G0 minutes Iz firat prioritization 10 minutes
DTR-T0  Duein10to 20 minutes 10 to 20 minutes Iz first prioritization 2 minutes
DTR-T1  Dusin0to 10 minutes 1] to 10 minutes Iz first pricritizetion 1 minutes

DT-78: Fin. Dep. / Reprioritization for tasks not overdue This rule defines the dynamic reprioritization
of tasks that are not overdue. Each row in the decision table defines the set of conditions (Due Time
is in—as an offset from the current time—and Business value is) that need to evaluate as true in
order for the task's priority to be increased. In addition to increasing the priority of the task, the rules
also set the next reprioritization time. This may or may not be the same as the initial reprioritization
interval that was set in DT-72.

The presence of the rule condition Is reprioritization ensures that these dynamic reprioritization
rules only evaluate as true when we intend to increase the priority of a task. In other words, we want
to avoid a situation where an initial priority is given to a task, and then the task priority is
immediately increased. Instead, we want to set an initial reprioritization time (for example, 10
minutes), at which point we would start to increase the priority above its initial value. And then we'd
continue to increase the priority at specified time intervals, depending on various conditions.

Fin. llep. / Reprioritization for fasks n. | Rdd Candition + Add Action ~
I Harme P — | Hueinees valus iz & le reprioritization | Increase | Beprioriize after
=] Priority |
=
CTR-T3 Fepreemize taske die N 20 min o mone 20 o =11] miruiez O 13 1000 | repriofbzation 1} 10 MmN s
DTR.T4 Fepriorilize tasks due in 100 20 min, value 30 or shove 10 o el ] miruies 50 o 1000 |= repriorti zstion 2 1 rminubss
OTR-T3 Fepriorilize faska due in 10 to 20 min, valie O ta 43 10 1o 20 miriies 0 ta 43 1= repriorlization 1 2 minues
CTR-TE Feprionlize faskx due in 010 10 min, walu= 50 or abowe a 1o 10 miruies 50 to 1000 |5 repriortication 1d 1 minub=x
LTR-T? Rispeioedize toshia ol in Oto 10 min, walues 010 49 a o 10 mirdes 0 ta 44 | repriortizabion b 1 minidzs

DT-81: Fin. Dep. / Reprioritization for overdue tasks This rule serves the same purpose as DT-78,
except it checks whether the task is overdue. Depending on business value, the priority of the task
will be increased appropriately, and this will continue to happen every minute, until the task is
distributed, completed, or canceled.

Fin, Dep. ! Reprioritzalion for overdue .. | Add Condition |"’ Add Action |'
1o Haime Uik Business valug iz & L = Reprioritize after =
overdue & L L) Priority &
@
OTR-73 Cwerdue, Business Welue is 30 or shove  Tosk B overdus 50 to 1000 |= repricritization 20 1 minute=
OTR-20 Cwerdue, Business Welue is 04050 Ta=k = overdue 0O to 50 |= repriceitization 10 1 minutes
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Sales Department Rules

The rules for tasks that are assigned to the Sales Department are very similar to those configured for
the Financial Department. The main difference is that the initial task values are set differently
depending on whether or not we know what the Request Type is for a given task. Also, if the task is
pegged to the Order process, there are specific values we want to set, so there is a unique rule for
that. That particular rule uses a rule condition that is only relevant for orders, which is why it requires
its own rule (DT-51), rather than just being included in DT-34.

Riules Ay Trall
mn Hame Ihe: s eripinm Phase Calendar Pending Stort Doke:
Dhe=p lemprriesnt
L7501 I Saiea Dep. /5ol evpration dates for archiang I cleasfication I l Jen 1, AH0
L7534 Seies Dep. £ Set Infis] el for taskes whars anly procass 15 Hyan cleEsiication Jen 1, 200
[7-47  Seies Dep. 5 Sel initisl valoes tor basks wwhere procees smd requaet byps ie van deesification Jend, 2D
DT-51 Sales Diep. f St inilisl values for order procexs tasks cle=zification Jen t, AHD
o753 Sees Dep f Sed inifial regriorizetion tine for tashs not overdue priceitization den 1, BHD
OT-A2  Sees Dep. S Repriodtization for tasks not overdus pricetizatian Jend, 20
OT-6d SEEs Dep. FRepHoHIEZatan FoF oy erolle tass pHoFtzElian Jen 1, 200

We can drill down into each of these rules to see what they do. DT-30: Sales Dep. / Set expiration
dates for archiving

Sales Dep. ! Set expiration dates for ar... | Add Condition - | Add &ction |~

1D Hame: Process is @ Task expires in < (4]

DTR-23 Archive Catalog Feguest Zales Department = Catalog Request 10 days \,Q @
DTR-24 Archive Addess Change Sales Department = Adokess Change 10 days \,ﬁ @
DTR-25 Archive Information Reguest Sales Department = INformstion Reguest 10 days 0@
DTR-26 Archive Callback Request Zales Department = Calback Reqguest 10 days \,Q @
DTR-27 Archive Order Sales Department = Order 10 dayz e
DTR-28 irchive Complaint Sales Department = Complaint 10 days 00
DTR-29 Archive Service Reguest Sales Department = Service Requast 10 days \.3’ @

This rule achieves the same purpose as DT-54 under the Financial Department. DT-34: Sales Dep. /
Set initial values for tasks where only process is given This rule serves the same purpose as DT-67
under the Financial Department, but it only covers a few of the processes under the Sales
Department. If a task belongs to processes that are not covered in this decision table, none of the
actions in this rule will be taken.
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Sales Dep. ! Set initial values for task... Add Condition |' | Add Action |
o Hame Procczs iz @ Tosk Ducin & G T e e | Set Priority @
DTR-31 Catalog Request Salez Dapartment = Catsloy Request 16 rminutes 200 200
DTR-32 Address Change Sales Department = Address Change 17 minutes 100 100
DTR-33 Complaint Sales Department = Comglairt 18 minutes 400 4d4

DT-47: Sales Dep. / Set initial values for tasks where process and request type is given This rule is
similar to DT-34 above, except it adds an extra condition, which checks for the task's Request Type.
Note that for the Complaint process, it is possible that this rule may override the values described in
DT-34 for the task's due date, business value, and priority. If a task is assigned to the Complaint
process and the Request Type is NOT Product Issue, Billing Issue, Customer Service Issue, or Other,
then the values for due date, business value, and priority would be set by DT-34. But if the Request
Type is one of these described in DT-47, then those attributes will be take the values from this
decision table. This is an example that shows why the order of the rules is relevant.

Salms Dep. | Set indtial values for task. | Add Condiion |- | Aodd Activn |-.-
A
o Harme: Process is = Reguesi Type is = Task Due in & | Set business value = Sel Priority &
OTR-35 Irmormstion Reguest ) Corporele niormetion Falee Depariment = ImMormslion Regues Corpoeste nfarmelion 14 minules 280 20
OTR-3E Irtanmatian Radlest J Press KR Salae Daparimert = Information Request  Prazs KR 1% mnutes 270 oy
OTR-32 Irfonmation Reguest | Shaveroider informebion Salzz Depardmert = Information Requesd  Shersioler infarmebon 12 minutes 300 200
OTR-3E Irormation Fegest ) HRErpoyment Opporiuniies  Sales Deparimert = miormstion Reguest  HEmployment Opparunties 14 mnules 220 230
OTR-38 camplsint Foim SPraduct lsus Salae Daparimert = Complsnt Procuct kv 7 mnutes  4ED a0
OTR-200 Compleirt Foom SBing |=s0e Sales Deparimert = Compleint Eilngls2ue 5 mnites 500 500
OTR-41 omplsirl Form # Sustomer Service krsus Fales Deparimert = Complsinl Custamer Sarvice [Fsum [:] minules 420 430
OTR-42 CamplEiTt Fomm Foeher ‘Zalae Dapariment = Compsnt CAMEr a mnutez 470 470
[TR-43 Calback Form ¢ Producks | Sarces Sales Depariment = Celback Requsst Products ) Seraces 10 mnutes 350 0
OTR-44 Zalback Farm f Senerd Irguiry Sales Deparmert = Celback Request Ceneral Inguiry 11 minules  S3E0 330
OTR-45 Zallback Form (bew Customar Inguiry Salkae Daparimert = Celback Reguast et Sustamer Inouiey 4 minules 400 400
OTR-46 | Serdce Request ) Sddezs Chanos Sales Departmert = Servce Reguest Adddress Chenpe A0 mnutes G5 G55

DT-51: Sales Dep. / Set initial values for order process tasks This rule sets initial values for the same
task attributes as DT-34 and DT-47, but only for tasks that are assigned to the Order process. In this
case, we are interested in the value of the Order, in order to determine its priority, business value,
and due date.

Sales Dep. / Set inilial values Mor orde.., Add Condiion |v Add AcThon |v
i P Procees e & order Toal s @ TagkDuein & | SETDUSINGSE | cot priory @
valuz &
OTR-48  Order iota betvesen 0and 239,59 Sdes Depariment = drder 000 to 100000 4 miruies 300 Eali]
DTR-4D  Order 1ot betvaen 100000 and 9,959 00 Saez Degarment = Qrder 1000.00 ta 10000.00 ] minuiez 910 /10
OTR-50  Ordler fiva befuveen 10,000 00 &nd 93 993 39939 Sdes Deparlment = Order  10000.00 to 100000000 00 2 mirifdes 420 320

You will note that the Order Total is rule condition has values that overlap from one row to the
next. For example, the value 1000.00 is used in both DTR-48 and DTR-49. To understand how this rule
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will behave when it's evaluated, we need to take a look at the Order Total is rule condition in the
ACME Rules Template. We can see that the rule condition with the Language Expression

Order Total is "{orderTotal 1}" to "{orderTotal 2}"
has this Rule Language Mapping:

eval( ((double){orderTotal 1}) <= getDoubleValue("Order Total", $data) &&
((double){orderTotal 2}) > getDoubleValue("Order Total", $data) );

Here we can see that this condition is checking for inclusiveness on the lower boundary of the order
total expression, but it's not inclusive on the upper boundary. We can also see that in the rules
themselves, the rule Name is useful to indicate this behavior to the business user.

DT-58: Sales Dep. / Set initial reprioritization time for tasks not overdue This rule is functionally
equivalent to DT-78 under the Financial Department.

Sales Dep. / Set initial reprioritizatio... | Add Condition |‘r | Add Action "

o Hame Due Time is in @ I= first prioritization @ ‘ Reprioritize after <
DTR-55  Duzin0to 2 minuwes 0 to 2 minutes Iz first priotiization 1 minutes
DTR-56  Duzto 210 4 minutes 2 ta 4 minutes I= first prioriization minutes
DTR-57  Duzin 4 or more minutes 4 to 9599 minutes I= first priotiization minutes

DT-62: Sales Dep. / Reprioritization for tasks not overdue This rule is functionally equivalent to DT-81
under the Financial Department.

Zales Dep. | Reprioritization for tagks ..

| Add Condition 1'| Add Action |1'

o Harme Due Time i in =] l= reprieritization =] Increase Priority = Reprioritize after =
OTR-59 Regwiortize tazks dus In 010 2 minues o 1o 2 mhfez & repricrtizstion g 1 minEes
LTR-80 Reariortize tazks cos in 240 4 minutes el to L minctes k2 repriortization 3 1 minLtes
DTR-B1 Rzriortize tazks doz in 4 or more minlie: 4 o === mincte: bz repricetization 1 zl minLte:

|-| Process Rules=

For the ACME sample, almost all business rules are configured at the Department level. There is only
one process that has a rule configured, which is the Order process, under the Sales Department. In an
actual deployment of iWD it may be more common to have process-level rules rather than
department-level rules, but this depends on the policies of the enterprise and whether the policies
are normally common across all processes in a department, or whether you need to drill down to the
process level to determine the appropriate rules to evaluate.
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Order Process Rule

Rules Auddit Trail

(1} Hame

Description

Phase

| Rule-6g | Mormalze arder product §F=set product Type task atribute based on Captured atiribute Praduct Mame 1

classification

RULE-68: Normalize order product / set productType task attribute based on Captured attribute
Product Name 1 We can see by looking at this rule that it's a simple linear rule with only one rule

action, and no parameters.

Hormalize order product / et productTyp...

Section Expression Parameters
YWhen
Then

Mormalize Order Product

Therefore, the only way to understand how this rule will behave when evaluated is to look at the
ACME Rules Template. In this case, the rule action with the Language Expression Normalize Order

Product has the following Rule Language Mapping:

setStringValue("IWD ext productType", getStringValue("Product Name 1", $data), $data);

All this rule condition will accomplish is to set the value of the task attribute IWD ext productType to
a single value. The Order Form on the ACME web site allows the user to order multiple products, and
for each product ordered, the user can select a product from the Product drop-down list. The possible
product names are just Product 1, Product 2, and Product 3. If the user submits an order, for
example, that includes Product 2 and Product 3, the Normalize Order Product rule action will set
the value of the task attribute IWD ext productType to Product 2, which is the first product to

appear in the order.
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