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INTRODUCTION

This document contains tutorials for a simple call handling script and more advanced system
components. The tutorials help with building powerful and complex scripts in a well-organized
way.

The following are described:

¢ Building a simple script to handle an incoming voice call

e Building an advanced script using sub-scripts and main-scripts.
e Building an advanced script by triggering the session at start up
e How to use the System Event and System Event handler

e How to use the User Exception and User Exception handler

e How to use the User Event and Global Key

e Using the JScriptExecute

e Using the VBScriptExecute

BEFORE USING THE TUTORIALS

Make sure the sample scripts are installed on your development PC. Refer to Installing Sample
Scripts, for installation instructions.

@" Note: For Subscripts an ODBC compliant database is required; see Database Component
Applications.
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INCOMING CALL HANDLER

The incoming call handler script (IncomingCallHandler.mfd) demonstrates how an incoming voice
call can be handled.

Open the script from Script Designer by opening the project named tutorials. £dp from the
SampleScripts directory. Double-click on IncomingCallHandler to open the script.

This tutorial emphasizes the OnCallDelivered, AllocateResources, MenuSelection and Play
components.

Answer incoming call. Ask for a digit input. Play a
message hased on the input digit.

Ciptian O

& ;? EE]|
drped o BF llayer &
™™ wete.. | [+

Cal Dafrared ABocate
onCallDelivered  AllocateRes

Qption 1

&

1 Option 2
Dieflee] Cal

DeflectCall

Figure 1. IncomingCallHandler script

The script receives an incoming call and allocates a player and tone detector resource. The caller
is prompted to select an option. The script plays a different message based on the user selection
and ends after the message is played.

The first block in the Event-Driven section is the OnCallDelivered block. This OnCallDelivered
block specifies the device(s) to be monitored in this script.
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ONCALL DELIVERED

OnCallDelivered Properties x|

General Setings | Eranchesl

Moritared Device List: I@MnnitDrDev

Delvered Device: I

Tirne-outks
[nitial [mnz]: RO00
Inter-digit [ms]: 2000

Default Destination for Mon-handled Calls: I@D efaultDest

Orphan Destination: I

Q. Cancel Apply Help

Figure 2: Settings tab of OnCallDelivered Properties dialog box

Monitored Device List

The monitored device is a Basic Virtual Device (BVD) defined in the OAS server. Incoming calls are
received via this device. One or more devices can be entered in the Monitored Device List input
field. Separate each device nhame by comma or semicolon.

For a single OAS server configuration, enter one or more BVD names. For example:

e SalesBVD
o MarketingBVD

e SalesBVD, MarketingBVD

For a multiple OAS server configuration, enter one or more BVD names prefixed with the OAS
server name. The format is the OAS server name followed by a colon, then the basic virtual
device name. For example:

e OAS-LA:SalesBVD

e OAS-LA:SalesBVD, OAS-NY:MarketingBVD,
e OAS-TX:SupportBVD
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e OAS-LA:SalesBVD;@MonitorDevicel
@MonitorDevicel is a string variable with the initial value of OAS-NY:MarketingBVD, or it can
be a configured variable which will be assigned with the value OAS-NY:MarketingBVD.

e  @MonitorDevicel, @MonitorDevice2
@MonitorDevicel is a string variable. The value can be configured as a script variable.

e @MonitorDevice? is a string variable. The value can be configured as a script variable.

E/' Note: The OAS server name used must match the defined Call Manager Server in the Site
Configuration of MiCC Enterprise Configuration Manager in the Name field. If the Call Manager
Server Name is defined as CallMgrl in the Site Details, the BVD should be defined as
CallMgri1:SalesBVD.

@" Note: The following formats are not valid and will cause the script to fail to start. In both examples
the monitor device contains more than one device in a single string or variable:

= “OAS-LA:BVD1,0AS-NY:BVD2”

@MonitorDevicel
Where @MonitorDevicel has the value “OAS-LA:BVD1,0AS-NY:BVD2”

Delivered Device

The user can supply a string variable that stores the name of the device when a call arrives. This
device name can be used to determine if a different path should be taken in the script. This
should be created as a session variable since the device could be different for each session.

Default Destination for non-handled calls

In the case that the script takes a branch for which the user did not define a connecting block, the
call will be transferred to this destination. The default destination can be a number within or
outside the OAS domain. Make sure proper access codes are included when sending a call to
another site.

Variables

In this example, configurable variables named “@MonitorDev” and “@DefaultDest” are used. The
advantage of using a variable is that it can be modified during service creation time without
modifying the script. These variables are defined in the script object pane.
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[ame | Type || Di. .. | ‘alue | ala... | Ca,.. | Pr... | Comments

DefaultDest  String  Zero False True False Default destination of a non-handled call.
ey Shring  Fero rnanitaoring d ( e defined i
MagInyali Llong  Fero False True False Message ID - The user has entered an invalid dic
Magione Long  Zero False True False Message ID - The user has selected option O - pl
MagR.etry Long  Zero False True False Message [D- Ask the user to re-enter a valid sel
MsgSelection Long — Zero False True False Message ID - Ask the user to enter a digit
MsgThree Long  Zero False True False Message ID - The user has selected option 2 - pl

MagTwo Llong  Fero False True False Message ID - The user has entered opkion 1 - pl:
operatorbo  String  Zero False True False Operator number
o | 3

Seszion Yanables  Script Variables |System '\-"arial:ulesl EventHandIersI LlserEHceptiu:unsl UserEventsl Elbiectsl

Figure 3: Script Object pane

Double click MonitorDev to open the Variable Information dialog.

¥ariable Information x|

Yariable Mame : IMDr‘litDrD e

Type: ‘

Diimenzior : IEETD |

Object Type : I J
I mitial % alue IServer'I BWDSales

[ Global % ariable
¥ Configurable
[ Protected

Comments :

monitonng device [basic virtual device] defined in 045 ﬂ

=
Ok I Cancel

Figure 4: Variable Information dialog box

In this example, the MonitorDev variable is defined as a Script Variable and has an initial value of
Serverl:BVDSales. The Configurable option must be enabled if this value is to be modified during
the Service Application creation time. If the configurable option is not enabled, the variable will
not be available for modification via Configuration Manager or Script Manager Configuration. Hence,
the value of MonitorDev remains with the initial value or empty. This could cause the activation of
the Service Application to fail if a valid BVD name is not configured.

MonitorDev is defined as a Script Variable since it will be used in all sessions for the same
Service Application. The value does not change from session to session.

11
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The default destination for non-handled calls is used when the script encounters a selected
branch which is not defined. If the call is still active, it will be diverted to the default destination, for
example an operator to handle the call. One possible use of this feature would be to perform a
customer survey at the end of the call.

After detecting an incoming call, the script allocates the play and tone detection resources to
prepare to play a message and collect DTMF digits.

ALLOCATERESOURCES

To allocate resources:

1. Select the settings tab of the AllocateResource Properties dialog box.

2. Select AllocateResouces and Answer Call for normal incoming call handling (see Future
call section for the usage of other options).

3. Select a Player resource to play a voice prompt
4. Select the Tone Detector to collect DTMF digits from the caller

5. Mark Selection in the Resource Characteristics field, and choose the system prompt
language from the drop-down list. Select the Call Manager from the list.

6. When resources are allocated, the success branch will go to the MenuSelection block. This
block prompts the user to enter a digit.

AllocateResource Properties x

General Settings lBlanches

Option
* Allocate Resources and Answer Call

" Allocate Resources for Future Call

Device Mame: |

Resources
¥ Player [~ Recorder
Iv Tone Detectar [ Tane Gerneratar
™ TexttoSpeech [~ Automatic Speech Recogrnition
r r

Resource Characteristic
Selection [0S_ENGLISH |

Call Manager | Default Server

U zer-defined Characteristic: |

Cancel | Apply | Help |

Figure 5: Settings tab of AllocateResource Properties dialog box

12
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MENUSELECTION

This block plays the messages specified in the Messages input fields. It is possible to configure
the messages. In the example below, @MsgSelection contains the message ID that will be
played in this block.

The Key Detection Options change the behavior of the block. If Flush Pre-entered Keys is
selected, any digit entered before this block will be discarded. The script will start the digit
detection when this block is started. This means the user will at least hear a brief message before
it is interrupted by the digit entered. If this option is not set and a digit was entered before the
block execution, the message will not be played.

MenuSelection Properties El

General  Setings | Branches

—Mezzages
I@M zg5election

— Key Detection Options
¥ Flush Pre-entered Keys

Digits Received: I@digit
Global Key: lexEI

— Timne-outs
Initial [ms): {5000
Inter-digit [ma]; {2000
Mo, of Retries: |2

Retry Mezzage: |@M sgHetry

— lreealid Drigit

Mo, of Retries: 2
Meszage: |@M zglrrvalid

k. Cancel Apply Help

Figure 6: Settings tab of MenuSelection Properties
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PLAY

14

The digit used in this block will be saved in the @digit variable. Hence the same digit will be used
to determine which path will be taken in the next block.

The Global Key is a sequence of keys that can be used to jump to different points in the script.
The Global Key takes precedence over the digit selection. For example, if the global key is“**5”
and one of the selections is “*”, there will be a delay, based on the inter-digit time-out setting
before the system can determine if a selection has been pressed or a global key has been used.
If the global key is detected, the block will take the Global Key Detected branch. The global key
inter-digit time-out is defaulted to 1 second.

One usage of the Global Key is to jump to a Help Menu. When the Global Key is detected, it can
add a block to send a user event. The user event has a user event handling block that plays the
help commands. At the end of the command, the script could return to the block that generated
the user event. This is another advanced technique to build a complex application.

See User Event and Global Key for more examples.

After the user enters a valid digit, the script continues on the selected branch to play a different
message to the caller.

The Play block, can play up to three messages. These messages can be set to allow or not allow
interrupt by digit. If interrupt is enabled, the digit that interrupted the message can be retained for
the next GetDigits block. An option is also provided to flush digits entered before the block. This
governs whether the user will hear at least some part of the voice prompt.

Play Properties x|

General Settings | Branchesl

Mezzages
’7 I@M zglne I

v itllows Inkerpt by Digik

[ Flush Pre-entered Keys
¥ Preserve Interupted Digit

(] I Cancel Apply Help

Figure 7: Settings tab of Play Properties
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VOICE PROMPTS

The voice prompts, and their default IDs, need to be recorded and configured as play messages
in the OAS server. If a different message ID is used in the OAS server, reconfigure the variables
with the new message ID when creating the Service Access.

Table 1: Voice Prompts

SCRIPT MANAGER VARIABLE MESSAGE ID

SAMPLE VOICE PROMPT DESTINATION

Msglnvalid 1200 “You have entered an invalid option”

MsgOne 1201 “You have selected... Thank you for calling.”
MsgRetry 1202 “Please enter your choice of service.”

MsgSelection 1203 “For Sales, press 0. For customer service, press 1...”
MsgThree 1204 “You have selected... Thank you for calling.”
MsgFour 1205 “You have selected... Thank you for calling.”

TESTING THE APPLICATION

To test the application:

1. Create a Service Access in Configuration Manager. Itis very important to configure the
monitored devices and the play messages; otherwise the Service Application will not operate

properly.

2. Click Variable... to configure the MonitorDev variable and verify that the other variables are

correct.

3. Activate the Service Application and test it.

4. Use SpyTracer to view what is happening in your application in real-time. For more
information on SpyTracer, see document Debugging Applications.

15
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SUBSCRIPTS

Subscripts are a useful way to reuse frequently used functions, and to separate functionality so
that a complex script is more readable and easier to maintain. Subscripts can, for example, be
used for validating a PIN code or retrieving user information. This tutorial demonstrates how to
use a subscript and how to pass data between the calling script and the subscript. This tutorial
requires an ODBC compliant database; see document Database Components Applications for
details.

If a subscript has been modified by adding or removing input parameters, or has changed its
configurable variables, the subscript must be recompiled for the changes to take effect. When
subscripts are modified, the calling script must be recompiled.

This tutorial demonstrates two different methods of passing and returning data between
subscripts and a calling script, with variable mapping and global variables.

DESIGNING SUBSCRIPTS

16

Before writing a subscript, identify which commonly used functions can benefit from being written
as a subscript. Then define the input and the return data to the subscript.

1. Define the function of a subscript
Each subscript must have a unique function that the calling script expects it to do. For
example, given the caller’'s phone number, the subscript could return the customer’s account
number.

2. Define the input and output of the subscript
Most of the subscripts require some input information. In many cases, the calling script also
expects an outcome from the subscript execution, whether it is returned data or just a result.

There are three ways to pass input data to the subscript: input parameters, variable mapping
and global variables.

INPUT PARAMETERS

The user defines input data to the subscript in the Input Parameters tab, available in the object
pane. The input parameters are the expected input from the calling script. If the calling script does
not provide the input data, the value of the data is undefined. In that case, the outcome of the
subscript should not be based on the undefined parameter.
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Parameter Mame | Cammenks |
iCallerMumber Caller Mumber (AN '
PIM Custamer PIM

Objects  |nput Parameters LI_"I

Figure 8: Input Parameters tab

Once the inputs are defined in the subscript, each parameter must map to a variable in the
subscript before it can be used. Double-click on the parameter name to open the Input
Parameter mapping dialog.

Input Parameter Mapping El
Parameter Mame FIM
— Script YW ariable Mapping
Add
Remove
— Sezzion Yanable Mapping
FIrM Add
Remove

Ok,

Figure 9: Input Parameter Mapping dialog

The input parameter can be mapped to a subscript session variable or script variable. The input
parameter value will be used as the initial value of the mapped variable. Changing the mapped
variable in the subscript does not change the value in the calling script.

17
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Calling script settings

The Input Parameters defined in the subscript will be displayed in the Parameters tab of the Sub-
script Properties block of the calling script.

Double-click on the parameter name to open the Setting Input Parameter Information dialog. If
no input is provided to the subscript, check the Disabled button. Otherwise, provide the input

data in the Data text box.

X

Sub-script Properties

Generall Seftings Parameters | Branchesl

MHame | Comments | Dizable | [ata Clear |

PIMN Cusztomer PIM Yes
Phone ez
Callerturmber  Caller Mumber [aMI] Yes
Setting Input Parameter Information i[

I arme : =]

Cormment ; |Custorner PIN ;l
N Disabled |

[rata: I@Pi”

ak I Cancel
(] Cancel Help

Figure 10: Setting Input Parameter Information
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VARIABLE MAPPING

The second method for providing input data to the subscript is to use variable mapping. This
enables the calling script to map a calling script variable to a subscript variable. The two variables
do not need to have the same name, but must be of the same data type. The calling script and
the subscript are referencing the same data. Changing the data in the subscript will be reflected
in the variable when returned to the calling script.

Enable the Configurable option for the variable in the subscript.

Yariable Information x|

Variable Name : | Callertumber

Type: | String -]

Dimenzian ; IEETD j

Object Type : I J
[ritial b alue : I

[™ Global Yariable
v Configurable

[ Protected

Cormments :

Caller Mumbed ;I
aE. Cancel

Figure 11: Variable Information dialog box
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The configurable variables defined in the subscript will be displayed in the Settings tab of the

Sub-script Properties block of the calling script. By clicking on Script Variable or Session
Variable, it is possible to map a variable of the calling script to a configurable variable of the
subscript. This enables the exchange of data between the calling script and subscript.

Sub-script Properties

General Settings | Parametersl Branches

Script Mame :

t apping Yariable

IVaIidateEustumer

Mame I Datet_l,lpel Derved F I Dimensionl i apping Namel td apping Type Scrpt Y ariable |
WorkPhone String Zela : :
HomePhone  Shing Zera Session Variable |
Calletumber — Sting -1 ] APartyMumber  Sezsion
Session Yariable List x|

i ame | Type | Derived Fru:uml Dimensiu:unl \-"aluel Gluball Configu

APartyMumber  String £em Falze Falze

name String £era True  Te
N

4| | |

ITI Cancel

Help |

Figure 12: Session Variable list selected from Settings tab of Sub-script Properties
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GLOBAL VARIABLES

The third method is to use global variables. Variables with the Global Variable option checked,

the same name, and same data type defined in the calling script and subscripts are referencing

the same data. Changing the data in the subscript will be reflected in the variable when returned
to the calling script.

¥ariable Information ;5:. d

Wariable MNarne : Iname

Type: St

Dirmenzian : IEETD j

Object Type : I J
Initial % alue : I

¥ Global Y ariable

™| Configurable

[ Protected

Comments ;

global referenced variables. ﬂ
Ok, Cancel

Figure 13: Global Variable option selected

Both the calling script and subscript must have Global Variable enabled. An easy way to
configure it is to use the copy and paste feature.

1. Create the variables and select Global Variable on the calling script.

2. Copy one or more variables from the Object pane, Session Variable or Script Variable tab.

21
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Mane | Tvpe | Detived From | Dirmension | Value | Global | Configurable | Pral
CallerMumber  String Zero False  True Fals
HomePhone  Skring Zero False  True Fals

False

InvalidMsg Long Zero

add. ..
Madifs...
Delete

J | i

Ceszion Variables | Scrpt Wariables | Svztem Y ariables EventHandIersI Uzer 4 | pl

3. Paste on the Object pane, Session Variable or Script Variable tab to the script that you want
the variables to be created for.

22
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USING VARIABLE MAPPING IN A SUBSCRIPT

This tutorial handles using of variable mapping. The scripts used are
CallingValidateCustomer.mfd andValidateCustomer.sfd. The
ValidateCustomer subscript validates the customer information via entered DTMF digits, and
returns the name and the age of the caller. The call is then sent to a different service group based
on the age group of the caller.

VALIDATECUSTOMER.MFD

This script returns four different results depending on the result of the database lookup. There are
four return labels that indicate different results:

e Failure
e Child
e Senior
e Adult

The results will show in the subscript block on the calling script as the branch options.

Walidates Customer ID and returns the name and age of the customer using SGL

ST;RT N % = nEs =
a & e air nie =
a Ennnn?uql:':cwn Htement atrnare Hrtmmerk cp“nqn:‘t‘|un
Start 1.0 [ - Py - Bind k- ut 5.c|\“ Inl:]
I s g

oy oy

Lo roc-:aea ¢ Lo roc-:aea ¢ Lo roc-:aea ¢ Lo roc-:aea ¢ Condidon
Success - Success - Success - Bind Success - - Condition

Connect DB Prepara Evacute

Failad - —‘ Failad Dmp] Failad Hind—‘

ConnectDB

Failure

Figure 14: ValidateCustomer results
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Input Parameter Settings
The script defines a Pin Input Parameter mapped to the Pin session variable in the subscript.

Parameter Mame | _amments |

Fin Providing a 4 digits pin
Input Parameter Mapping El
Farameter Mame : Fin
— Script *ariable b apping
Add
Remove
— Seszzion Yanable Mapping
Fin Add
Remove
u

OE.

Figure 15: Pin Input Parameter

CALLING VALIDATECUSTOMER.SFD

The Sub-script Properties dialog contains four tabs:

General

Parameters

Settings

Branches

24
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PARAMETER

The input to the subscript is set to the data in the variable @Pin.

Sub-script Properties x|

Generall Settings Parameters |Eranches|

Name| I:Dmmentsl Disable| Data | Clear |

Fir Frovidin,.. Mo @Fin

Setting Input Parameter Information il

Mame: |Pin
Comrent ;|Providing a 4 digits pin ;I
Data: I@F‘in
ak I Cancel
ak. | Cancel | Help

Figure 16: Select to set data in the variable @Pin

SETTINGS

The settings tab is shown in the figure below.

Sub-script Properties x|
General Settings IPalametEISI Branches
Script Mame : |'V'a|idateEustu:urner
tapping *arable :
Namel Datet_l,lpel Derived Froml Dimensinnl tapping Namel tapping Type | Script Variable |
Mame Shing Zern Hame Sezsion : :
ige  Long Zern Age Session : Session Varable |
LClear |

0k I Cancel | Help |

Figure 17: Settings tab of Sub-script Properties
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BRANCHES

Name is mapped to the session variable Name, and Age is mapped to the session variable Age in
the calling script. When a result is provided from the subscript, the value of Name and Age in the
calling script will be updated. The branches provided in the subscript properties list the same
number of subscript return labels used in the subscript.

Sub-script Properties

Generall Settingsl Parameters  Branches |

Branch Mame Ennnecting Block.

Failure

Adult Success - Adult
Senior Succesz - Senior
Child Success - Child

Figure 18: Branches tab of Sub-script Properties
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USING GLOBAL VARIABLES IN A SUBSCRIPT

This tutorial handles the use of global variables in a subscript. The scripts used in the tutorial are
CallingValidateSTPCustomer.mfd and ValidateSTPCustomer.sfd.

The ValidateSTPCustomer subscript validates the customer’s information via caller entered
DTMF digits, and returns name and the age of the caller. The call is then sent to a different
service group based on the age group of the caller.

VALIDATESTPCUSTOMER.SFD

The ValidateSTPCustomer subscript has the same function as the ValidateCustomer subscript
but it uses global variables. ValidateSTPCustomer provides the result of the name and age in the
global variables.

Both the calling script and subscript have the global variables. Name and age will be updated
when the subscript is completed with a successful result.

Mame I Type | Cim... I '-.-'aluel GIu:uI:uaII Can... I Praot... I Comments

Age Llong Zero 0 True  False False  Age of the customer

Mame  Skring  Zero True  False False  returns the custormer name

Pin String  Zero True  False False  customer PIN provided as a parameter

handle Long Zero 0 False False False  Handle of the database source connection
| | >
S ezsion Wariables ISu:ript "u"arial:ulesl Systenm "-p"arial:uleal Ewvent Handleral | zer E:-:u:eptiu:unsl Ilze 4 | >|

Figure 19: Session Variables
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CALLINGVALIDATESTPCUSTOMER.MFD

In the CallingValidateSTPCustomer main script, ValidateSTPCustomer subscript is used to
obtain customer specific information. If customer specific information cannot be retrieved, it will
go to a service group to be handled by an agent.

The calling script is similar to the previous subscript example, except that the calling script must
map the variables to a configurable variable in the subscript. A variable with the same name and
with the Global Variable option checked needs to be defined. This enables the exchange of the
data between the calling script and the subscript.

Marne Tvpe Dimen... | %... | Global | Configurable | Protected | Comments

Cuskamer ¢

CallerMumber  String Zero True  False False Caller Muml

HomePhone  String Zern True  False False Home Phor
Skrimg g Cuskarner

Fin Skring Zero True  False False PIM numbe

WWarkPhone 3kring Zero True  False False Wark Phon

Jd |

Ewvent Handlers | Il ser Exceptions | User Everts I Objects |

l;
TIT

Figure 20

TESTING THE APPLICATION

28

The sample scripts use the Text-to-Speech feature to play the messages.

1. Make sure Text-to-Speech is installed and configured in the OAS server before using these
sample scripts.

2. Create several service groups in Configuration Manager and modify the script to use the
created service groups.

3. Recompile the script and create a Service Access using the compiled script.
4. Configure the monitor device via Configuration Manager.

5. Activate the service access and test run it.
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TRIGGER AT STARTUP

It is not required for sessions to be started with an incoming call. A script that starts a session in
the Event-Driven section when the service access is activated can be created. This tutorial
provides an example of how to use this feature.

STARTUP SECTION

The Startup section is always executed when the Service Access is activated. From the Startup
section, the script can trigger a new session in the event-driven section. Double clicking on the
StartupSection.mfd opens the script. Select Startup section to display the script.

START

L# )

Cl

0

tart = ﬁm ? |
5]‘ P S ——
Send

Storl Event Dealay Row cvent
StartEvent Sect... Delay SendFlowEvernt

Figure 21: Startup script

The StartEventSection block indicates to start the Event-Driven section once it reaches the block.
This will trigger the Event-Driven section to be started, and wait for a triggering event.

Delay

The Delay block delays the process for 5 seconds. This will give sufficient time for the Event-
Driven section to be initialized and ready to receive events.

Delay Properties x|

General Settings |Erar‘u:hes|

Curation [gec): 5

k. Cancel | Apply Help

Figure 22: Settings tab of Delay Properties
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SendFlowEvent

The SendFlowEvent block sends an event to the Event-Driven section with the Event Name
called “OutgoingCall” and some data. The Event Data is provided to the Event-Driven section as
the input data.

SendFlowEvent Properties E[

General  Setings | Branchesl

Ewent Hame: OutgaingCall

Ewent D1ata: 1004

Ok, Cancel Apply Help

Figure 23: Event name and data, SendFlowEvent

EVENT DRIVEN SECTION

Select the Event-Driven section to switch to the Event-Driven script.

£
GpgE

Mo or Dewr
fonitor Dewvice

L | ag
Z| [2v] 2B e | &

@ @ - S
Flowr crent Alocate ldaka E:;i Play ClEar Cal

On Flow Event AlocateResa. .. htake Call Play ClearCall

Figure 24: Event-Driven script

OnFlowEvent

The OnFlowEvent block waits for an event called “OutgoingCall” and saves the data to the
variable @Data. Since the event was sent from the startup section, this triggers the session to
start and immediately process the allocated resource block. In this example, the script will make
an outgoing call to a number, play a message and then hang up. This example uses the @Data
as the called number in the MakeCall block.
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OnFlowEvent Propetrties

General Settings I Branches

X

Ewvent Mame: OutgoingCall
Event Data: (@0 ata
ok Lancel Apply Help

Figure 25: Event name and data, OnFlowEvent

MonitorDevice

A MonitorDevice is needed for this scenario to make the outgoing call. The MonitorDevice block
is added to the script and does not need to be connected to a block.

Monitor Device Properties

General  Setings | Branchesl

konitored Device:

I@M anitarD ey

ak

Cancel

Apply

Help

AllocateResources

Figure 26: Set Monitored Device

In this example, the AllocateResource block Allocate Resources for Future Call option is
selected. Since there is no existing call when this script is running, it must be set for a future call.
The Device Name must be entered to make a future call and should be the same device as in the

MonitorDevice block.
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AllocateResource Properties X

General  Settings lBlanc:hes

Option
" Allocate Resources and Answer Call

{* Allocate Resources for Future Call

Device Name: |"'Defau|t ServerBWDT'
Resources
v Player ™ Recorder
[~ Tone Detector [~ Tone Generator
™ Testto-Speech ™ Automatic Speech Recognition
| ™

Resource Characteristic
Selection [Us_ENGLISH |
=l

Call Manager | Default Server

User-defined Characteristic: |

ok | Cancel | Apply | Help |

Figure 27: Allocate Resource for Future Call selected
Device Name in the Allocate Resource for Future Call

The device name is used when allocating a resource used in a future outbound call. The device
name must be enclosed in single or double quotes, or be a variable containing the BVD name.

MakeCall

The MakeCall block makes an outgoing call from the BVD specified in the AllocateResource
block. It makes a call to the device specified in the @Data variable and waits for the called party
to answer. If the called party does not answer within the Answer Time-out, the block will clear the
call and branch to the No-Answer branch. In the case that the called party answers, it will play the
specified message and clear the call afterward.
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MakeCall Properties X

General Settings l Branches ]

Called Mumbeer; |@Data

Calling Murnber: |

Answer Time-out [sec); |2':|

L O | Caneel Aeply =

Figure 28: Settings tab of MakeCall Properties

VOICE PROMPTS

One voice prompt is used in this script to play a message to the called party. Make sure the voic
prompt is available and is configured in OAS as a play message.

Table 2: Voice Prompts to called party
SCRIPT MANAGER VARIABLE MESSAGE ID SAMPLE VOICE PROMPT DESCRIPTION

e

Msg 1210 “Welcome to... Goodbye.”

TESTING THE APPLICATION

Create a Service Access using the compiled script. It is very important to use Configuration
Manager or Script Manager Configuration to configure the called device, the monitor device and
the play message or the Service Application will not be able to start or run properly.

Activate the Service Application and test it.
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SYSTEM EVENT HANDLER

In this tutorial, the OverrideEventHandler.mfd scriptis described.

OVERRIDEEVENTHANDLER.MFD

This script uses the Block Not Connected event handler to demonstrate the definition of Event
Handler and the use of the OverrideEventHandler block. The objective of this script is to log
different messages depending on when the Block Not Connected event handler is thrown in a call

flow.

First, the Block Not Connected event handler method is defined to execute the ‘Pre Main Menu’
logmsg block.

Event Mame | Library Mame | Ewent Handling Bloct

Block Mok Connected SystemLib Log Pre Main Menu
Call Disconnecked Event  Medialib

Zall Diverted Event MediaLib

Svyskem Error SystemLib

Event Handler x|
Event Mame IEI-:u:k Mot Connected
Library Marme : ISystemLih

Connecting Block - IL':'EI FPre Main Menu

] | Eancell Clear |

‘| | ]

Syztern Yariablez  Event Handlers | User Exception: 4 | pl

Figure 29: Event Handler defined to execute Pre Main Menu

In the event driven section of the script, the OverrideEventHandler block redefines the handling
method for the Block Not Connected Event. It is set after the first main menu.
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OverrideEventHandler Properties x|

General  Setings | Branchesl

Library Name:  |EREEN _I
Event Mame: IEI-:u:k Mot Connected
Black Mame: ILDg FPozt bain Menu _I

Clear |

ak. Cancel Apply Help

Figure 30: Settings tab of OverrideEventHandler Properties

If the caller selects an undefined branch from the first main menu block, the Log Pre Main Menu
block will be executed. If the caller selects an undefined branch on the second menu selection,

the Log Post Main Menu block is executed instead.

® @, [x3] > 6

7 @ . @E [

2B © o] 86

Cal Dairared Alocate kry Jalcion Eeruine Group,

OnCallDelive. .. AlocateResa... higin hdenu higin Service
Group

— i 3]
: gLy | Gl
o T _ (3 Wkan ukaerkon
Lop neasepe Bl (Crell Owemide Bve. .. hznu Selection
Log Pre higin Log 1 Service
Tz Group [
ne End

= T

Lo i3 8L Eeruine Group,

Log Post higin Log 2 'Service

fukzriu Group

Figure 31: Log Pre Main Menu and Log Post Main Menu
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VOICE PROMPTS

The voice prompts and play messages must be configured in the OAS server before running the
script.

Table 3: Voice Prompts System Event Handler

SCRIPT MANAGER VARIABLE MESSAGE ID SAMPLE VOICE PROMPT DESCRIPTION

Msgl 1211 “Main Menu... Please press 1.”

Msg2 1212 “Second Menu... Please press 1.”

TESTING THE APPLICATION

36

To test the application:

Create a service access via Configuration Manager to use the compiled user exception script

Activate the service access

1
2
3. Make a call into the script and press 5 in the main menu
4. Check the event viewer for information

5

Repeat the procedure, but this time press 5 in the second menu selection and check the
event viewer again.
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USER EXCEPTION

This tutorial demonstrates the use of SetUserExceptionHandler, ThrowUserException and
UserExceptionHandler. The UserException component works much like the Goto block but with
the advantage that it works across the whole project including subscripts.

Common usages of these components are:

e Allow callers to exit a script quickly to a service group

e Allow callers to access a main menu from any subscript

SUBUSEREX.SFD

A subscript called subuserex.sfd is already created. The User Exception subscript contains a
MenuSelection block which allows the user to select to throw a user defined Exception block or
just return to the main script.

START
—Sohht [«3]
CiF =B

Q kary Jakacaion
Stant hdenuZ

i

Retum

Lh-rlEl-:-rpli;:n

BException to
higin

Figure 32: SubUserEx script
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USER EXCEPTION

The ThrowUserException block throws a user defined exception named Ex_Main whenever the
block is executed. The flow processor first searches the user defined exception handler within the
subscript. Since the Ex_Main user exception is not defined in this subscript, the exception will be
passed up to the calling script in search of the Ex_Main user defined exception.

ThrowUserException Properties

General  Setings

E wception Marme:;

Ok

Cancel Apply

Help

Figure 33: ThrowUserException

USEREXCEPTIONMAIN.MFD

The UserExceptionMain main script contains a selection menu. The MenuSelection block allows
the caller to branch to another ThrowUserException block (option 0), to branch to the subscript
created above (option 1), and to a Service Group (option 2).

B 7
JEE
B L ]
Cal Delrared Alocate
OnCallDelive... Alocate Resa...
Figure 34:

38

Lanu Salarsion Seryice Broup
higin hdana higin Service
Group
Sl Sorigml Seryice Broup
Sub hdenu henul’ Service

Group

U':IHEIOI‘Dﬁ\.:\n
ThrowserEx. ..

UserExceptionMain script
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The UserException defines the exception name Ex_Main. It defines the block to go to when the
exception is thrown, Main Service Group in this example.

Excephion Mame | Event Handling Block |
Ex_Main Main Service Group

User Exception El

Usger Exception Name : |E x_tdain

Connecting Block ; |Main Service Group B

] | Cancel |

| Event Handlers  User Exceptions ILlser Eventsl Ob 4 | r|

Figure 35: User Exception Name

VOICE PROMPTS

The voice prompt and play messages must be configured in the OAS server before running the

script.

Table 4: Voice Prompts
SCRIPT MANAGER VARIABLE MESSAGE ID SAMPLE VOICE PROMPT DESCRIPTION
Msg3 1213 “To throw an user exception, press 0, to go to

the sub-script, press 1, to go to a service
group, press 2”.

TESTING THE APPLICATION

To test the application:

1. Create a service access in Configuration Manager to use the compiled script

2. Activate the service access

3. Make a call into the script and press 0 at any time for the call to be routed to the Main service
group

The User Exception is always consumed whenever a valid ThrowUserException block is used.
For the second example, callers are allowed to return to a main menu selection from any part of
the script. A different method of defining User Exception is required in order to reset a consumed
User Exception.

Note: A system error event handler will be thrown if an invalid ThrowUserException (an undefined
user exception) block is executed.
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VOICE PROMPTS

The voice prompts and play messages must be configured in the OAS server before running the
script.

Table 5: Voice Prompts
SCRIPT MANAGER VARIABLE MESSAGE ID SAMPLE VOICE PROMPT DESCRIPTION

Msg3 1213 “Welcome... Please press 1 for ... and 0 at any time to
speak to an agent.”

Msg4 1214 “Please press 1 for ...”

Msg5 1215 “Welcome...Please press 1 for ... and 0 to return to the
main menu.”

USEREXCEPTIONREPEAT.MFD

Open the UserExceptionRepeat.mfd script for this tutorial. This script is similar to the
UserException.mfd script with one exception - the User Exception is defined using
SetUserException block.

B 2 EE]| ne f
= S ¥
L3 i [+d] =
Cal Delvered Alocate Ex=ption Hdr Lkar Jakaerion Seruice Droup End
OnCallDelive...  AlocatéResa... Set BEx_hbin tulgin hdenu hiin Service
Group
ne
i
Sl Sorim Seryice Group
Sub UzerEs Mnul Service
Group
SetUserExceptionHandler Properties x|

General Settings I Branches

Excephion Mame:

Block Mame: ISEt Ex_bain _I

Clear |

(] I Cancel | Apply Help

Figure 36: User ExceptionRepeat script

When SetUserException block is first executed, the “Ex_Main” user exception is defined for the
session. Once a ThrowUserException block is executed within the same session, the call will go
back to the SetUserException block and reset the “Ex_Main” user exception so that it can be
reused within the same session.
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TEST THE APPLICATION

The same subscript as the previous tutorial, SubUserEx. sfd, is also applicable in this tutorial
since the name of the user exception is the same.

Using the same service access created in the earlier user exception tutorial, change the service
access to use UserExceptionRepeat and restart the service access. Make a call into the
application and press 0 at any time during the script and the call will return to the main menu.

Note: The caller can repeatedly press 0 and the script will return to the same main menu.
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USER EVENT AND GLOBAL KEY

A subscript or subroutine within a script can be triggered using the SendUserEvent block and
returns to its originating or calling point when Event Continue block is used.

The SendUserEvent block is especially useful when there is a set of common global keys
defined for a project and a Help routine is required to play global key usage from any part of the
call flow.

In this tutorial, the Help subscript will be used to play a message that explains the definition and
usage of each global key and then returns to the originating calling point once the subscript is
completed.

HELP.SFD

A subscript called help.sfd has already been created. This subscript contains a Play block
that plays a help message and returns to the calling script.

Start Help 5539& Retum
for Global Key

Figure 37: Help.sfd

USEREVENT.MFD

42

The UserEvent .mfd main script is a simple script with a Branch block that branches to a
SendUserEvent block when a global key is detected. It is then followed by a Service Group
block.

Store Global Keys

A variable called @GlobalKey is created to store global keys. Global keys can be one or more
sequences of digits.
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Marne

Type | Derived From | Dimension | Yalue | Global | Configu

<

selection

Skring

Zera

False

False

Yariable Mame : ||3|D|:'~5|KE.'-J

Type:
Dimenzion :
Object Tupe :

Iritial W alue :

[ Global ¥ ariabls
[~ Configurable
[~ Protected

Comments :

IString j
IZeru:u j
|

[1.2:3:0:4°5

Defife a zet of common global key

Seszzion Yariables

o]

Cancel

Figure 38: Global Key

In the same main script, a subscript block is used to call the Help subscript. In order to return the
flow back to its originating point after the completion of Help subscript, an Event Continue block
is added at the end of the subscript Help block.

i

.1

P By | Ry e=2 =
L (=3 + (R
on @ ] [«
Call Delivered Alocate Play Lanu Salacrion
OnCallDelivered  AlocateResdu...  Welcome higin hbenu

=1

Sk w
Help Subscript

TS

Ewent Camnd.
Event Continue

Globgl Key

Diete

d

Servie= Oroup:

Service Group

E Fetum to
lugin
Condhdon User Bent
Global ey SendUserBvent Gata_hin
Condition henu

Figure 39: UserEvent.mfd

Note: EventContinue only works in the same script where the handler starts or is defined.
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Define user event

A user event named Evt_Help is defined to branch to the Help Sub-script block when the event is
sent.

Iser Event Mame | Event Handling Block.

X
IJzer Exvent Mame: IEVLH elp
Connecting Block ; IHE|F' Subscript
Ok, | Cancel |

l | B

Uszer Exceptions  |zer Events I DbiECtSI ]

Figure 40: Define user event

In the SendUserEvent block, enter Evt_Help for the user event that was defined earlier into the
User Event field.

SendUserEvent Properties El

General  Settings I Brar‘u:hesl

User Event: IEVLH el

k. I Cancel Apply Help

Figure 41. User event

When SendUserEvent block executes, it sends out the Evt_Help user event. The Flow
Processor catches the user event and determines if it is a valid event defined in the script and
triggers the execution of the Help block as the next block in the call flow.



Table of Contents

USEREVENTWITHSUB.MFD

The user event defined in a main script can also be used in a subscript without redefinition of the
user event handler in the subscript. When an undefined user event is used in a subscript’s
SendUserEvent block, the Flow Processor will automatically traverse up to the calling script in
search of a matching user event.

The main script is modified to call a sub script named SubTest.
By | |£ilem %E ’E 3
el } [l ' 1

Culll]imre-d Alocate wlanu Salarcion Serid o= Oroup.
OncCallDelivered  AlocateResou...  Wieleome hutgin hienu

Service Grodp

=

Ewent Com.
Help Subscript Ewerit Continue

SubTest

il

Candhlon Uszex Fent
Global Key SendUserEvent Goto_hin
Condition (]

Figure 42: UserEventWithSub script
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SUBTEST.SFD

In the SubTest subscript, the SendUserEvent Block is used in the subscript within the same
project even though there is no defined User Event in the sub script.

£ 1= a@
[
ISR ERC
Threr Faemt Ploy User Bent
Demideser... Play SendUserBrent Sugcess
SendUserEvent Properties El
General Settings I Branchesl
Izer Event: Evt Help Ritum

k. I Caricel Apply Help

Figure 43: SendUserEventProperties

Test the call flow by selecting the digit to execute subscript SubTest from the main script. The
same Help subscript will be executed when SendUserEvent block is executed in the SubTest
subscript.
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Override User Event

Override User Event is used if there is a different Help message to be played on a particular
subscript. In this case, subscript SubTest is modified to use OverrideUserEvent block to overwrite
the subroutine to be called when Send User Event is called.

User Fient
SendUserBuent

Success

OverrideUserEventHandler Properties x|

General  Settings | Branchesl

R
Uzer Event; E-t Hel St

Black Mame: IHE|F'2 _I

Clear |

k. I Cancel | Apply Help

Figure 44: OverrideUserEvent

In this SubTest subscript you will find that the Help2 play message is executed instead of the old
Help subscript being called.

VOICE PROMPTS

The voice prompts and play messages must be configured in the OAS server before running the
script.

Table 6: Voice prompts and play messages

SCRIPT MANAGER VARIABLE MESSAGE ID SAMPLE VOICE PROMPT DESCRIPTION

MsgHelp 1220 “Welcome to the automated system... For Service,
press 1...”
MsgHelp2 1221 “This is an alternate help menu...”
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JSCRIPTEXECUTE

The JScriptExecute block component in Script Manager has been developed using Mozilla’s
SpiderMonkey C implementation of JavaScript. For more information about the SpiderMonkey’s
JavaScript see the following link: http://www.mozilla.org/js/spidermonkey/ .

The JScriptExecute component can use pure JavaScript language. Replication of the behavior of
an ActiveXObiject is not part of the script engine. This means that it is not possible to use
ActiveXObjects to use Windows Jscript functionality. To make use of full compatibility under
Windows for JScriptExecute, COM integration should be added.

This tutorial demonstrates the use of the JScriptExecute and the Object data type. The
JScriptExecute block accesses the variable that was defined in the script. The block manipulates
the data, formats it to a string and sends the text string to MiContact Center Agent.

JSCRIPT.MFD

48

From Script Designer, open the tutorials project and click on Jscript to open the script.

- Pl Julzm * L F
CalDefvared Asglgn JEerio Write CDR. Beriice Broup
OnCallDelivered  Re=ign J5eript Bxecute Send Contact Service Group
Center Data

Figure 45: JScript.mfd

From the Script Object Pane, select the Objects tab, the Object Information dialog appears.

Obiject Mame | Type | Library | Comments |
InkerestTiers |Izer Mone
L Re o ——— x|
Reco ]
SlotIr
bdemb
Spee: General Members |
Times=
I ame | [ atatype | Ohject | Dimenzian | Comments Add
balanze Long Mone Zern balanze
interest Long MHone Zerm interest [ mdify |
MEmo String Mone Zermn memo o agent
Delete |
k. | Cancel | Help |

Ewvent Handlersl Ilzer E:-:u:epti-:unsl User Events  Objects | 1 I PI

Figure 46: Object Information
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A user defined object called InterestTiers is defined. Double click on InterestTiers and the Object
Information dialog displays the members that are defined. In this example, there are three
members defined: balance, interest and memo. Click on the Session Variables tab. A variable
called Interest is defined as a one dimensional array of the InterestTiers data type.

Mame | Type | Detived From | Dime. .. | alue | Global | Configurable | Protected |
Inkterest Ohject  InterestTiers One False False False

1

S eszion Y anables I Script Y anables I System Variables I Event Handlers I |zer E Rceptior

Figure 47: User defined object

After receiving an incoming call the script uses the Assign Block to set the balances.

ASSIGN BLOCK

The Assign block sets the balance of each element in the @Interest array to a different value.

Assign Properties El

General  Settings I Branchesl

ariable Mame Yalue or Expression Assigned
| @Interest[l] balance = [10000
|@lrterest1] balance = [20000
| @rterest[2] balance = {30000
| @interest[3]) balance = [40000
| @lrterest[4] balance = [50000

()% I Cancel Apply Help

Figure 48: Assigning values to variables

Note: EventContinue only works in the same script where the handler starts or is defined.
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JSCRIPTEXECUTE

The settings tab of the JScriptExecute Properties is shown in the figure below.

J5criptExecute Properties |

General Settings I Branchesl

[T UseJava

JavaScript function main(]

£ Thiz declares a FlowContextClags to access the vanables. =/
wvar flow = new FlowContextClazs;

£ Thiz iz to get the number of elements available in the variable *
war len = flow. GetvariableR owlen( @l nterest');

/# Thiz iz ta log the data to the log file ar to SpyT racer.
Thiz iz a uzeful way to zee the execution of the JavaScrpt. */
flows. LogD atal HEHEHEE len=" + len.taStinagl] 1;
var balance = 0;
war interest = 0;
war percent = 0.03;

£ Far each element in the aray, calchuates the interast, =/
for [wari=0;1< len; i++]

# obtain the value of the balance from each element. #/

£ when obtaining the value, the string provided will loak, =4
# like @l nterest[0] balance */

balance = flow. Gebanable] @ nterest]" + LtoStingl] + ''].be
interest = balance * percent

|
Check Svntax |

0k, Cancel Apply Help

Figure 49: JScriptExecute settings

{/* This declares a FlowContextClass to access the variables. */

var flow = new FlowContextClass;

/* This is to get the number of elements available in the variable
@Interest.*/

var len= flow.GetVariableRowlLen ("@Interest");
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/*This is to log the data to the log file or to SpyTracer. This is a
useful way to see the execution of the JavaScript. */

flow.LogData ( "###### len=" + len.toString());

var balance=0;

var interest=0;

var percent = 0.09;

/* For each element in the array, calculates the interest. */

for (var i=0; i<len; i++) {

/* obtain the value of the balance from each element. */

/* when obtaining the value, the string provided will look */

/* like @Interest[0].balance */

balance = flow.GetVariable ("@Interest[" + i.toString()+
"] .balance");

interest = balance * percent;

percent = percent - 0.01;

/*Logs the calculated interest */

flow.LogData ( "###### interest=" + interest.toString() );

/* save the calculated interest to the
@Interest[i].interest variable */

flow.SetVariable ("@Interest["+i.toString()+"].interest",
interest) ;

/* now prepare the data to present to the agent */

var memo = balance.toString() + ","+ interest.toString();

/* save the data to the @Interest[i].memo */
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flow.SetVariable ("@Interest["+i.toString()+"].memo", memo) ;

/* set the result to 0 */

flow.SetResult (0) ;

USE JAVA OPTION

The checkbox Use Java in the Settings tab of JscriptExecute properties window enables method
calls to Java. It enables the script to access standard Java class objects, that is, the Java classes
that are part of the standard Java package.

Note: Access to user defined Java class objects is not supported.

Code example for accessing standard Java classes:

function main ()

var flow = new FlowContext- Class;

/*Create an instance of class string which is part of java.lang
package. */

var myString = new java.lang.String();

myString.format ("Hello World");

/* Get the length of the string.*/

var length = myString.length();

flow.SetResult (0) ;
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SENDCONTACTCENTERDATA

The SendContactCenterData block sends the memo constructed in the JScriptExecute block to
the agent.

Send Contact Center Data Properties El

Gemeral  Settings | Eranchesl

[ SendDatato CDR

[” Send Data o IYF Feport

Ciescription 1: I"B alance/Interest"
Crata 1: I@Interest[ﬂ].memu
Description 2 I"Balances’lnterest"
Data 2 I@Interestﬂ ]-memo
C'escription 3: I"Balance.-"lnterest"
Drata 2 I@lnterest[E].memn
Ciescription 4: I"Balance#lnterest"
Data 4 I@Interest[S].memn
Description 5 I"Balances’lnterest"
Data & I@InterestH].memn

k. I Cancel Apply Help

Figure 50: SendContactCenterData settings

SERVICE GROUP

The Service Group block defines to which Service Group the call will be sent.
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MICONTACT CENTER AGENT SESSIONS WINDOW

Once the call is routed to an available agent, the constructed memo will be displayed in the
MiContact Center Agent Sessions window. The same information can also be sent to CDR
logging by enabling the Send Data to CDR option in the SendContactCenterData block.

| Sessions |
U Name: Call Type: Incoming Call
Number: 4200 Duraticn: 00:00-20
Service Group: Sales Queue Duration:  00:00:00
State: Talking
IVR:
Label Data
Balance/Interest 10000,500
Balance/Interest 200001600
Balance/Irterast 30000.2100
Balance/Irterast 40000.2400
Balance/Interest 50000,2500

Figure 51: MiContact Center Agent Sessions Window

TESTING THE APPLICATION

Make sure the Service Group name is configured in Configuration Manager. Create a Service
Access using compiled script via Configuration Manager. Use SpyTracer as a debugging tool to
see the execution of the script.
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VBSCRIPT EXECUTE

The VBScriptExecute Component in Script Manager has full integration with Windows. This
component relies on the Windows Script Host for its VBScript functionality. This will open
opportunities for communication with outside processes and web servers.

Running a process outside Script Manager and waiting for the result can be easily done using the
VBScript component.

This tutorial demonstrates the use of the VBScriptExecute and the Object data type. The
VBScriptExecute block accesses the variable defined in the script, manipulates the data and
formats it to a string. The text string is then sent to MiContact Center Agent.

VBSCRIPT.MFD

To use the VBScript block, do the following:

1. Open the tutorials project from Script Designer, and click on VBScript to open the script.

g E@ if t=y ; ne
| m |z k |40 pg
= Pl gelze | L 17 b
& e
| amocets B Seriot Yiite COR Berulte Dhoip
AocateRese, .. PGSHQTI WHSEnpl Exac. Sand Commact SRMIGE EI'CILIFI

Cemer Data

2. Select the Objects tab from Script Object Pane. A user defined object called InterestTiers is
defined.

3. Double click on InterestTiers and the Object Information dialog displays the members
defined. In this example, there are three members defined: balance, interest and memo.

Obiject Mame | Tvpe | Library | Comments |
InkterestTiers |Iser Mone
MLR.e + 3 -
T kA
Reco Object Information S x|
SlatIr
Members
Speer General |
Tirnes
I ame | [ atatype | Ohject | Dirnensgian | Comments Add
balarce Lohg Mone £ermn balanze
interest Long Hone Zerm interest tmdify |
MEmo String Mone Zermn memo o agent
Lelete |

k. | Cancel | Help |

EventHandIersl LlserE:-:ceptil:unsl User Events  Objects | 1 I bI
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4. Click on the Sessions Variables tab. A variable called Interest is defined as a one
dimensional array of the InterestTiers data type.

Mame | Type | Detived From | Dime, .. | alue | Global | Configurable | Protected |
Inkterest Ohbject  InterestTiers One False False False

1

S ession Yanables I Script Y anables I System Variables I Event Handlers I Uzer Exceptior

5. After receiving an incoming call the script makes use of the balances settings from the
Assign block.

ASSIGN
The Assign block sets the balance of each element in the @Interest array to a different value.

Assign Properties |

General Settings | Eranchesi

" ariable Mame Walue or Espression Azzigned
= |20000

|@lnterest[1] balance = |30000

|@lnterest[Z] balance = |40000

|@lnterest[3] balance = |50000

|@lnterest4] balance = [O000

0k, I Cancel Spply Help

Figure 52: Assigning values to variables

E/ Note The first element of the array has index 0. This value will be used in the VBScriptExecute
block to calculate different interests.
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VBSCRIPTEXECUTE

The settings tab of the VBScriptExecute Properties is presented in the figure below.

¥BScriptExecute Properties 3 g 5]

General Settings I Branches |

Type

Script:

¢ Script " Binary Script

imports System
imports SMScriptBox

<Seralizable()> Public Class Script
Sub New()

End Sub

Shared Sub Main()

' This is to get the number of elements available in the variable @&
Dim len as long
len = FlowContext. GetariableR owLen("'@Interest"')

Dim balance as long
balance =0

Dim interest as long
interest=0

Dim percent as Double
percent= 0.09

' For each element in the array, calculates the interest.
Dimi as long
fori=0 to len

' obtain the value of the balance from each element.
' when obtaining the value, the string provided will look like
' @Interest[0].balance

Check Syntax Generate Binary |

Binary Script Name: I

Reference Assembly List: I

0k | Cancel

Apply Help

Figure 53: Settings tab of VBScriptExecute Properties

Note: If the Reference Assembly List field is used to specify dependent assemblies for the script,
they must be accessible to the compiled script which by default is located in the Windows directory.
Alternatively, the dependent assemblies can be signed with a strong name and added to the Global
Assembly Cache with GacUtil.
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'This is to get the number of elements available in the
variable @Interest

Dim len as long

len = FlowContext.GetVariable- RowLen (“@Interest”)

Dim balance as long

balance =0

Dim interest as long

interest=0

Dim percent as Double

percent= 0.09

' For each element in the array, calculates the interest.

Dim i as long

for i=0 to len

' obtain the value of the balance from each element

' when obtaining the value, the string provided will look
like

' @Interest[0].balance

balance = FlowContext.GetVariable (“"@Interest
[“+i.toString()+”].balance”

interest = balance * percent

percent = percent - 0.01

' save the calculated interest to the
@Interest[i].interest variable
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FlowContext.SetVariable (“@Interest[“+i.toString()+”].inte
rest”, interest)

|l

now prepare the data to present to the agent

Dim memo as String

memo

balance.toString() + “,”+ interest.toString/()

' save the data to the @Interest[i] .memo

.memo”, memo)

FlowContext.SetVariable (“@Interest[“+i.toString()+"]

Next

|l

set the result to O

FlowContext.SetResult (0)
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SENDCONTACTCENTERDATA

This block sends the memo constructed in the VBScriptExecute block to the agent.

Send Contact Center Data Properties El

Gemeral  Settings | Branches

[~ Send Data to COF
[” Send Data o IYF Feport

Ciescription 1: I"B alance/Interest"
Crata 1: I@Interest[ﬂ].memu
Description 2 I"Balances’lnterest"
Data 2 I@Interestﬂ ]-memo
C'escription 3: I"Balance.-"lnterest"
Drata 2 I@lnterest[E].memn
Ciescription 4: I"Balance#lnterest"
Data 4 I@Interest[S].memn
Description 5 I"Balances’lnterest"
Data & I@InterestH].memn

k. I Cancel Apply Help

Figure 54: Settings tab of Send Contact Center Data

SERVICE GROUP

The Service Group block defines to which Service Group the call will be sent.
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MICONTACT CENTER AGENT SESSIONS WINDOW

Once the call is routed to an available agent, the constructed memo will be displayed in the
MiContact Center Agent Sessions window. The same information can also be sent to CDR by
enabling Send Data to CDR option in the SendContactCenterData block.

| Sessions |
U Name: Call Type: Incoming Call
Number: 4200 Duraticn: 00:00-09
Service Group: Sales Queue Duration:  00:00:00
State: Talking
IVR:
Label Data
Balance/Interest 20000,1200
Balance/Interest 300002400
Balance/Irterast 40000.2200
Balance/Irterast 50000.3000
Balance/Interest 60000,3000

Figure 55: MiContact Center Agent Sessions Window

TESTING THE APPLICATION

Make sure the Service Group name is configured in Configuration Manager. Create a Service
Access using the compiled script via Configuration Manager. Use SpyTracer as a debugging tool
to see the execution of the script. For more information on Spy Tracer, please see document
Debugging Applications.

VBSCRIPT COMMUNICATION WITH WEB SERVER EXAMPLE

This example shows how the communication abilities of the VBScript component can be used.

VBScript component will connect to a Web Server and retrieve an XML file thru HTTP and GET
methods. Later, it will save the XML file locally on the hard drive and parse through the file to find
out the number to call. This number will be passed to the Script Manager DeflectCall component
and the call will be deflected to that number.

In this example the deflected to number is an extension in use by MiContact Center Agent.
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Figure 56: VBScript communication with web server script
VBScript script has been implemented as shown below:
imports System
imports Microsoft.VisualBasic.Interaction
imports SMScriptBox
<Serializable()> Public Class Script
Shared Sub Main ()
' Query http server and use GET to retrieve a file
Const ForWriting = 2
Dim strURL
Dim WshShell
strURL="http://localhost/IMSSetting.xml"
Dim objHTTP
OobjHTTP = CreateObject ("MSXML2.ServerXMLHTTP")
Call objHTTP.Open ("GET", strURL, FALSE)
ObJjHTTP.Send
' Save the file on local hard drive.

Dim objFSO
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Dim objFile

objFSO = CreateObject ("Scripting.FileSystemObject")

objFile = objFSO.CreateTextFile ("C:\local.xml",ForWriting)

objFile.Write (0bjHTTP.ResponseText)

objFile.Close

' Parse XML file

Dim xmlDoc, objNodelList, plot, x

xmlDoc = CreateObject (“Msxml2.DOMDocument”)

xmlDoc.load (“c:\local.xml”)

objNodeList = xmlDoc.getElementsByTagName (“PublicUserId”)

If objNodelList.length > 0 then

For each x in objNodelList

Plot = x.Text

Next

Else

FlowContext.SetResult (1)

End If

' Pass the result to Script Manager

FlowContext.SetVariable (“"dSipUser”, plot)

FlowContext.SetResult (0)

End Sub

End Class
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Notes on the script:

e Itis possible to import the base classes inside the VBScript component.

e Parentheses should be used in function calls, even if in some function calls in common
VBScript they can be ignored.

e Result should be set by the script to Script Manager FlowContext. If the Result is ignored,
then the script will return failure.

e A server process such as the SM script engine (FlowProcessor.exe) must use a
"ServerXMLHTTP" object to send HTTP requests. (The “XMLHTTP” object is only valid for a
client process.
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