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Email Applications Script Manager - User Guide

INTRODUCTION

This document describes how to use Script Manager for automated e-mail handling in
combination with routing to a Service Group of the contact center.

A tutorial based on a sample script is detailed.

SAMPLE SCRIPT FILES

The sample script files used in this document are available on the MiCC Enterprise product DVD.
See document Installing Sample Scripts for detalils.
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E-MAILS IN SCRIPT MANAGER

OVERVIEW

INBOUND E-MAIL HANDLING

In MiCC Enterprise, handling incoming e-mail messages not only means routing them to agents
who belong to a particular Service Group. A number of operations can indeed be automated by
Script Manager during the pre-termination routing phase.

For this purpose, the Email component library provides various blocks allowing a script to detect
and act on e-mail messages. The most common operations are possible, such as Reply,
Forward or Delete.

When an e-mail message is handled by Script Manager, many properties of this message are
available as system variables. These properties can therefore be used for instance to determine
the script execution flow, or to perform database operations.

This document demonstrates how to use the e-mail blocks and variables through a sample script.

OUTBOUND E-MAILS
A general-purpose Send E-mail block is also available in the Email library.

This block can be used in any context, making it possible to send e-mail messages while handling
voice calls or in any other kind of script.

The following sample script does not use this block, but it does include some Reply E-mail and
Forward E-mail blocks which are very similar.
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TUTORIAL
EMAIL.MFD

The script presented in Figure 1 shows how an incoming e-mail can be handled in an automated
way by Script Manager.

This tutorial focuses on several components (blocks) provided by the E-mail component library:
On E-mail, Reply E-mail, Forward E-mail and Delete E-mail.

Double-click on Email.mfd to open the script below.

@ Script Designer Application - [Email] E\@
E File Edit View Draw Script Build Object Window Help = |||
AAbeES (=T S P VARV = I3 | & ?
Section : |Event-Driven j 100% -
Name |Type | -
CustomerCareAddress String
ServiceAddress String 3
——————
On Email Condition
On E-mail Detact
unsubcribe
=1 = =
Reply E-mail Forward E-mail Delete E-tnail
Confirm Forward to Delete E-mail
unsubscription Customer Care
e
Reply E-mail Service Group
- Acknowledge Service Group
4 [ 3 I8
Script Wariables | System . 4 | )l t 1 '
Buid | Contact Center | 0DEC  E-mail | Fax | ASR Conral | Call Cortral | Media Cortral | saP « [ »
Typel Section | Namel Descript ~ a IE a :EI
,-*_EE... Bvent.. On.. [Failure] Delete Fatwatd OnEmail Reply _Send
%B--- Event.. Ack.. [Failurel _|pejete E-mail  Forward ~ OnE-mail  Reply E-mail Send E-mail
« [m o Y E-mail
Ready Tenant=[0,DEFAULT] MUM

Figure 1 - E-mail script in Designer

The execution of this script can be summarized as follows.
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Start on arrival of a new incoming e-mail sent to a monitored address.
Analysis of the message subject to determine it contains the “unsubscribe” word.

If it does, send a confirmation e-mail as a reply to the message received, then forward it to a
predefined address and finally delete it.

If it does not, send a reply to acknowledge the message received, and then route it to agents
who belong to a particular Service Group. In this case the e-mail remains in the Inbox when
the script ends: it is up to the agent to delete it after treatment.

SCRIPT VARIABLES

The following script variables are defined.

CustomerCareAddress

Type: String.
Dimension: Zero.
Initial Value: empty (none).

Configurable: yes (checked).

ServiceAddress

Type: String.
Dimension: Zero.
Initial Value: empty (none).

Configurable: yes (checked).

Figure 2 shows how these Script Variables are set from the Service Access Properties dialog in
MiCC Enterprise Configuration Manager.
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-

aﬁ Configuration Manager - < Administrator= E\@
File Edit View Tools Help
OB Ble| @s = 2]
l All Contact Center Objects l Contents of 'Service Accesses’
E--@ Contact Center Marne | Status Script Manager Type
) Service Accesses SA-Email-Script Active Yes E-mail
G-l Skills
[ Service Groups
[]--@ User Types
[]"@ Agent Groups Service Access Properties (Read-Only) @
@ Users
m-m Call Qualification M ame: |5ﬁ1‘~-Email-Script Call Manager: | ;l
{,;. vl _
@ N Variables - . . @
-y € Seipt Variables I Start Up Session | Event Dri V2riable Properties [&=]
- C Marme | Type | Commen| Varable
CuztomerCaredddress  Sting E-mail ag ICuslomerCara&ddress i0n requests.
Senvicetddress String E-mail ag Type
IString
Yalue
Ic:ustu:-mer.care@cnmpan_l,l.cnm
Commerts
E-mail address of the Customer Care service, -
which reviews unzubscription requests,
« [ b
|__ox |
QK | Cancel | Help |
[For Help, press F1 HVQ
Figure 2 - Script Variables
ON E-MAIL

Figure 3 shows how the Settings tab of the On E-mail block is configured.

A single e-mail address is specified using the configurable ServiceAddress script variable.
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On E-mail Properties @

General Settings l Branches ]

Manitor Addresses: |@S ervicedddress

QK | Cancel Applhy Help

Figure 3 - On E-mail Settings

DETECT UNSUBSCRIBE
Figure 4 shows how the Settings tab of this Condition block is configured.

The block looks for the “unsubscribe” sub-string in the Subject system variable exposed by the
EmailLib component library.
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I =

Condition Properties @

General Seftings | Branches ]

Operator

If |unsubscribe 155 »| |@@Emailib.Subject
Elze

L1

L2

L3

L4

L5

T

79797
:

0K Cancel | Apply | Help

Figure 4 - Detect unsubscribe Settings

Two branches connect this block to either the Confirm unsubscription block or the Acknowledge
block, depending on the L1 condition value.

CONFIRM UNSUBSCRIPTION
Figure 5 shows how the Settings tab of this Reply E-mail block is configured.

The Service Group field is left empty: the outgoing e-mail will thus be sent from the e-mail
address to which the current incoming message has been sent.

The To text box is empty: this reply will just be sent to the sender of the current incoming e-mail.

The Subject text box is also empty: it will be automatically built from the subject of the current
incoming e-mail.

The Body text area contains HTML markup defining paragraphs and a hyperlink. HTML will
automatically be detected thanks to the presence of <HTML> and <BODY> tags.

The Body is also a template that includes a dynamic parameter which will be replaced at run-
time: the SenderDisplay system variable exposed by the EmailLib component library.
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Reply E-mail Properties

General Settings | Branches ]

Service Group: |

To: |

Cc |

Beo: |

Subject; |

Body

<htmlx

<head:

Catpler

body { fart-family: Yerdana, sans-senf; }
< atyles

</head:

<body:

<P

Dear (1EEE mailib. 5 enderDisplay)t,

S

<strong: Y our subzcriphion haz been cancelled. </ strang:
<P

[f woLn want ta subzcribe again fallow

<a href="http: £ zomecompany. comdnfo s this link< ez
<

Best regards,

<P

<em>SomeComparny< /fem:

< /bodys

</htrl>

Attachments:

# | File

m
0z

03
4

oK | Cancel Lpply

Help

Figure 5 - Confirm unsubscription Settings

FORWARD TO CUSTOMER CARE

Figure 6 shows how the Settings tab of this Forward E-mail block is configured.
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The To text box specifies a single destination address using the configurable
CustomerCareAddress variable.

The Subject text box is left empty: it will be automatically built from the subject of the current
incoming e-mail.

The Body text area contains plain text: it will be converted to HTML when the message is sent.
It is also a template that includes dynamic parameters which will replaced at run-time: the
SenderDisplay and SenderAddress system variables exposed by the EmailLib component

library.

A copy of the original e-mail will also be concatenated to the specified body automatically.
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-

Forward E-rmail Properties

General Settings | Branches

To: |@Eustumer|:are.ﬁ.ddress

Cc |

Beo: |

Subject; |

Body

The falloving customer requested to unsubzcnbe:
{HiE@EmailLib. SenderDisplay}} < {{EEE maillib. S enderdddressh.

Fleaze follow-up.

Attachments:

#

m
0z

03
4

File

o |

Cancel

Lpply Help

Figure 6 - Forward to Customer Care Settings

DELETE E-MAIL
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This Delete E-mail block has no particular configuration options. It is connected to the Forward to
Customer Care block so that the incoming e-mail message will be deleted after having been
forwarded.

ACKNOWLEDGE
Figure 7 shows how the Settings tab of this Reply E-mail block is configured.
Its configuration is very similar to the Confirm unsubscription block, except that the Service

Group field contains the name of a particular Service Group. The outgoing message will thus be
sent from the e-mail address associated to this Service Group.

11
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Reply E-mail Properties

General Settings | Branches ]

Service Group: |"EustnmerEare" ﬂ

To: |

Cc |

Beo: |

Subject; |

Body

<htmlx -
¢head:
Catpler
by §
font-family: erdana, sans-zerf;

<Setples
</head:
<body:

m

£p

Cear {{@EE mailLib. 5 enderDizplay}}.

S

<ztrong: Thiz iz an aukamatic responge ta your message. < fstrongs
“'ou will zoon be contacted by one of our reprezent atives

who will take care of your request,

<

Best regards,

£

<emr SomeComparys e

Attachments:

# | File -
m
0z

03
4

oK | Cancel Apply Help

Figure 7 - Acknowledge Settings
SERVICE GROUP

Figure 8 shows how the Settings tab of the Service Group block is configured.

12
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Only the Service Group field is set, so that an agent of this Service Group will handle the
incoming e-mail message.

e "

Service Group Properties @

General  Seftings | Branches

Service Group: |"Eustn:|merEare" j

Preferred Agent: |

Call Pricrity: |

Agent Data

Data Description 1 |

Data1: |

Data Description 2: |

Data 2 |

Data D escription 3: |

Data 3 |

QK | Cancel Apphy Help

Figure 8 - Service Group Settings

USAGE

This sample script can be tested in two different ways.

E-MAIL SENT TO UNSUBSCRIBE

¢ Send an e-malil to the address configured as value of the ServiceAddress script variable.
The “unsubscribe” word must be present anywhere in the subject.

o Verify a few moments later that the automatic reply corresponding to the Confirm
unsubscription block is received by the sender of the original message.

13
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e Verify also that the forwarded message corresponding to the Forward to Customer Care
block is received at the address configured as value of the CustomerCareAddress script
variable.

E-MAIL SENT FOR OTHER REASON

As a prerequisite, at least one agent of the CustomerCare Service Group must be connected
using the Agent application, and made Ready for E-mail by clicking on the corresponding
toolbar button.

e Send an e-mail to the address configured as value of the ServiceAddress script variable.
Do not use the “unsubscribe” word in the subject.

o Verify a few moments later that the automatic reply corresponding to the Acknowledge block
is received by the sender of the original message.

o Verify that the incoming e-mail message appears in one of the Agent applications.
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