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All rights reserved

The contents of this documentation (and other documentation and training materials
provided), is the property of Noetica and is strictly confidential. You may not
reproduce any part of this document without the prior consent of Noetica.

We believe that the information in our documentation and training materials is
reliable, and we have taken much care in its preparation. However, we cannot accept
any responsibility, financial or otherwise, for any consequences (including loss of
profit, or indirect, special or consequential damages) arising from the use of this
material. There are no warranties that extend beyond the program specification.

You must exercise care to ensure that your use of the software is in full compliance
with laws, rules and regulations of the jurisdictions with respect to which it is used.

The information contained in this document may change. We may issue revisions
from time to time to advice of changes or additions. We operate a policy of constantly
improving and enhancing our application software. There is a possibility, therefore,
that the format of screen displays and printed output shown in this documentation
may differ slightly from that provided in the software. It is our policy to update this
documentation whenever a major release of software takes place.
SYNTHESYS.NET

Software Release Version 5.1

Document Version: 1.6

Notes prepared by Brigitte Reimer

Last updated August 2016

Synthesys is a registered trademark of Noetica.

Microsoft is a registered trademark and Windows is a trademark of the Microsoft
Corporation in the USA and other countries.

All other trademarks recognised.

© Copyright 2016 Noetica
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INTRODUCTION

Websites are increasingly used as a point of contact between an organisation and its
customers. Applications of Synthesys 5 are broad and ideal for Websites with any
requirement for interaction with customers. This can range from travel sites, to
Insurance companies providing quotations and policy renewal online and online e-
government forms, such as passport and housing applications.

The Synthesys Management

Synthesys Management is a Silverlight application, hosted on a web page or on the
desktop. The interface consists of a launch page with a number of applications,
including Synthesys User Management, Synthesys Teams and Call List.

If the Synthesys Management application is installed on the local machine, users are
also able to launch further applications to allow use of Customer Relationship
Management and Outbound functionality.

The Synthesys Interaction Studio

The Synthesys Interaction Studio allows Web designers, and even non-technical
people to create Webflows in just days, using the Synthesys Interaction Studio, a
simple graphical user interface.

A Webflow is a map of all the routes an interaction can take, from a simple
transaction, to complex interactions that are personalised. The Webflow guides
agents and users through the different routes and through the sections of the form
that they see on that route. The information gained is readily reusable for business
purposes because it is stored in a database.

The Synthesys Portal

Synthesys Portal is used to launch CRM websites and to run the associated
Webflows.

From the moment the Webflow appears, until the call ends, agents are presented
with all the information they need to handle the call in a knowledgeable and
professional manner.
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SYNTHESYS MANAGEMENT
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SYNTHESYS MANAGEMENT

Synthesys Management is a Silverlight application, hosted on a web page or on the
desktop.

The interface consists of a launch page with a number of applications, currently
including Synthesys User Management and SynthesysTeams.

Users that wish to use the Applications tab to launch CRM and Outbound
functionality need to install Synthesys Management onto their local machine.

To install Synthesys Management

Enter the URL address into the Address field of the Web Browser

¢ Log on and select the Applications tab.

Click the Install option to install Synthesys Management to the desktop.

& Noetica Synthesys Management

Launch Applications
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Synthesys Management Features

The access available to users in Synthesys Management depends essentially on the
permissions that have been assigned to the individual users.

Users with full administration rights have permissions to set up and maintain user
accounts and permissions, manage teams and view and manage call lists.

Option Description

Teams Are groups that contain users, i.e. team members fulfilling
different roles and work objects, for example Webflows,
Cases Inboxes and Outbound Call Lists.

If the system is Active Directory enabled Synthesys
Management users will be able to import Synthesys users
directly from the company’s Active Directory.

User Management  Depending on the permission rights assigned, allows users
to set up and maintain user accounts, adding and editing
user details, permissions and passwords.

Using Active Directory, users will be managed directly
through Active Directory, rather than in Synthesys. Please
see the section on Active Directory Integration for more
information.

DDI Maintenance Adding and maintaining DDI numbers for Inbound webflows

Assigning Outbound lists to a webflow and a webflows to an
Outbound list.

Search Enables the advanced user search, based on user skills and
attributes.
Call List The Call List option in Synthesys Management enables users

to view and manage Unprocessed, Held and Parked calls.

Applications Allows users to launch CRM, Outbound Wizard, Outbound,
Reports and Live Monitor for the creation and management
of customer data and outbound call lists.

Users that wish to launch applications, to allow use of
Customer Relationship Management and Outbound
functionality need to install Synthesys Management on their
local machine.
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User Login

To access the Synthesys Management application, either to an in-house server or an
outside website, users need access to a Web Browser and the relevant URL
address.

e Enter the URL address into the Address field of the Web Browser.

http://servername/Management/Synthesys.Management.ApplicationTestPage.aspx#/Login

Alternatively, if you wish to launch the Customer Relationship Management and
Outbound applications

¢ Open Synthesys Management by clicking on the Synthesys Workspace
Management icon on your desktop.

The next step is to log on to the system.

e Enter your User Name and Password as they have been set up for you.

¢ Click the Login button.

If you have not received the required URL address or your User Name and
Password, please contact your System Administrator. If the secure password option
is used, remember to enter at least 10 characters, including a number between 0-9
and one of the special "-_?!%&*#%%$8" characters.

Using Active Directory integration, users will be logged on automatically.

The Synthesys Management main screen will open.

Synthesys.Net Manual 14
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Synthesys Management Main Screen

From the Synthesys Management main screen users can access a range of different
modules.

The access permissions available to the individuals logged on reflect their role within

the company and the tasks that they will have to carry out.

Teams and User Management tabs, to open the Teams and Users pages

Search tab, enables skills based user search

Cal List tab, to view and manage unprocessed, parked and held calls

Applj
Tick
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8 3 paride £ E; = £} = E; @ @ B
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ttempt 2011
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3 July NewC test NewCRM test List

Teams section, showing the Global team and any teams that will be created subsequently

Users, campaigns and teams that have been set up in Synthesys

Please see the following pages for a description of the User Management and
subsequently the Teams options.
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& Team Manager: This Team has not been assigned a Manager.

“@rorrica Synthesys Management

]
el

anager

Welcome brigitte

how Inactive Users

Noetica

logout

RMcDanald

=

yagna

@

CRM Testl

Eg

ablisty2

Test
NewCRM

&S

rScheimann

®

CRM
Test1Data

®

Outbound EL
Test 2nd
attempt.
campaign

®

test2

&3

AndrewM  automatic
4 @ G
emmanuel fred Frederic-
baud
jim lalo
# % w7
Manchent

newuser

1 2 &
Sharen sri test
2 83 B
zuly zuluz Amend

Customer

B B

@

CRMTest ‘Customer ddd
‘Consulting

Outbound W test1  Product

Test July Identification

2011

> P B

Training2  TRMarketing  ZaraOB2
t

BR Marketing

B

High Priority

E4

SEPCR1 0B

AmieTest

e

Testing43

Callbacks

E4

MRKTOBList

Eg

ServiceTick

Ana

TestingEl

CBout.

Y

New BR.
OBTest

4

SHOCRM

B8

Avance

[

e @
charles.mara Danny
# %

Tweeverink

New BROB.

E4

Single Fuel

@
Betty

.

v

wie
i

vim
Clearly Create
Business  Customer
Ourbound

Newlist and OBList

SMS Contact test

8 8

Blend blend 02

8 B8 8 8 8 8 8 8 8
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SYNTHESYS TEAMS

Introduction

Teams are essentially workgroups. Each team will be assigned to a manager who is
responsible for the team and contains users, i.e. team members fulfilling different
roles and work objects, such as Webflows, Cases Inboxes and Outbound Call Lists.

e Teams of users.

e Individual users.

e Webflows.

e CRM definitions.

e Outbound Lists.

e Cases Inboxes.

e Further object types.

Users and User Roles

User roles such as agents, team leaders, supervisors, administrators, or additional
roles that can be created as required, come with a set of permissions reflecting a
person’s role within the company and the tasks that they will have to carry out.

Each user has a primary team reflecting their line of reporting, but can also belong to
other teams. Team managers and supervisors in the topmost or higher team also
have the permissions associated with that role in teams lower down the hierarchy.
Accordingly they can supervise other lower teams, even if they are not in those
teams directly.

Using Active Directory integration, new users and roles will be created and managed
directly through Active Directory, rather than via Synthesys User Management. Please
see the section on Active Directory for more information

Work Assignment

Work is assigned to individuals by having the relevant work object in their team. So
for example:

o If a Webflow is in an agent’s team, then the agent has permission to work that
Webflow.

e |If a cases inbox is in an agent’s team, then the agent will be assigned cases
from that inbox.
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STARTING SYNTHESYS TEAMS

Initially, Synthesys Teams will display the Global Team, listing all users registered in
Synthesys and all campaigns (Inbound webflows & Outbound call lists) that have
been created in Synthesys:

e Click the Teams tab at the top of the Synthesys Management screen.

Teams displaying users, webflows, outbound call lists & subsidiary teams for a selected team
and the pame of the team manager, if assigned

5 Synthesys Management - apannsnatnosticacom |

.
GnorTica Synthesys Management
&
Admin Al AndrewM tomati ben BrigitteR breest1 brtest2 harles.mara  Danny 3
le
s . . % . % . |
linap litest ‘emmanuel fred Frederic- fred-jones fred-smith gerbil GMelyneux happy Iweeverin
baud
. . . 3 - . . . 2 .
Je jensz Jens3 jim lale Luke m2 m3 mani marky martin
& @8 @8 8 8@ & 2 8 8@ @
matt max mikehancock  Miinchenf newuser nick Oleg oran orange Paul peppe
8 8 @ 8 & 8 @ @ 8@ 88 &
RMcDonald  rScheimann Sh test Test1 Testingd3  TestingEl Upgrad vim wendy
5 2 2 P B B B B B
yag| Il lu2 Amend BR Marketing Callbacks CBout CBout2 Clearly Create
it
Bomworee | B B B B » B P P P P
CRM Testl CRM CRMTest Customer ddd High Ps ity MRKTOBList New BR New BROB  NewList and OBList
Test1Data Consulting OBTest Teams
oblisty2 Outbound EL Outbound OW test1 Product SEPCR1 OB ServiceTick SHOCRM Single Fuel SMS Contact test

Ali

t showing the Global team and any other teams that have been created

Agent - Primary team

Agent — Secondary teams
Inbound webflow

Outbound list
Outbound group

Teams

U9 R

The following section will give information about setting up New Teams and show
how agents and campaigns can be added and removed.
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Setting up New Teams

Any number of teams can be set up in the Teams page, to allow the grouping
together of specific agents and work objects, such as webflows and outbound lists.

To set up a new team, initially under the Global team, and subsequently under any
other existing teams:

e Click the Teams tab at the top of the Synthesys Management screen.

e Locate and right click on the team under which you want to set up the new
team and select New Team from the menu.

ol 5 |
1|

“Gvortica Synthesys Management

aaaaaaa

In the New Team dialog:

e Type the name for your new team into the Team Name field.
e Add a caption or brief description into the Team description field.

e Select the person that is to manage the team, from the Manager list.

New Team

Please enter the name of the new team and select a8 manager:

Team name: City Break

Team Description: Contains City Break Webflows & OB Lists

Manager: ade jones -

Happy Administrator @
alan smithy
Amina Group
Arthur Teacake

bert ernie

OK | | cancel |
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Copying Users to a Team

To copy specific users/ agents to a team:

e Click the Teams tab at the top of the Synthesys Management screen.

e Locate and right click on the relevant team, and select Add Users from the
list.

Welcome brigitte ogout:

Teams @5 Team Manager: This Team has not been assigned a Manager.

4 4 Global i a @ £ 4 4

&3 Avance ana brigitte Zara Brigitte - Brigitte - Zara

48 Blend e 1 BookingDB  TRN Scriptl ~ TRN Script2  Bookings - |
3 blend 02 Baoking Line T

s 02 |

Broadcast Teams Changes
&8 BookingLin
Cut

Copy

48 Brigittelna
/8 British Gag
- Paste
58 BRTest1 | =
| Add New User... |
Add Users...

Add Webflows...

&8 ClearlyBus

4 8 Demonstrg

48 Elliot Te

- Add Outbound Lists...
8 English

o Add Workfl

73 Germar| :
“ | Add Entit tations

8 EL Outbou

4 g3 Gigsset |  5etTeam Manager...

¢ Inthe Add Users dialog, select the agents to be copied to the selected team.

I e ——

| Add Users

Holding down the Ctrl key enables you to
select multiple names.

Flease sslect which Users you would like to add to the Team.

Administrator (Admin) “
Andrew Middleton (&ndrew) E
Automatic (automatic)

Bev Smith (Bev)

Brigitte Reimer (BrigitteR)
cclc)

Christoph Brandt (cbrandt)
Christof Grunden (cgrunden)

Christian Schoppen (cschoppen) i

| OK || cancel |

e Click OK to add the agents to the team, or Cancel to cancel the action,
without saving the changes.

A, Users that have been copied will remain in their original team(s), as well as being
part of the new team.

For team changes to take effect instantly, without agents having to log off and
back on again to pick up changes, click the Broadcast Teams Changes option.
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Primary Teams

L
The user b icon shows that a user or agent is displayed in his/her primary/ home
team.

Users can be represented in multiple teams, but the primary team reflects their line of
reporting.

Users, unless they have Administrator permission, will only be able to see or edit
teams of which they are members or teams that are lower in hierarchy to their current
teams.

A message to this effect will be displayed when users that are currently logged in
move themselves into a lower team.

Warning

Warning - You are about to move your User into a team lower in the Team
: ] "j hierarchy. If you choose to continue with this action you will no longer be able
: to Edit any teams higher in the hierarchy than the new Team.

I | ok || Cancel | l

The user in our example can only see her current team and teams lower in the hierarchy.

Welcome zoe

Teams & Team Manager: Zarah Zander [7] Show Inactive Users

oD & & - B
piti vera 208 Bargain  Zara

&8 Bargain Holidays Holidays  Bookings -

Booking Line

4 4 Zara Booking

When removing a user from his/ her primary team, a message will prompt you to
select a new primary team for that user.

Primary Team

| Yowu are remowving this User from it's Primary Team. Please select
& new Primary Team.

| x.d

I oK Cancel | I
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Copying Webflows and Outbound lists to a Team
To add specific webflows and/ or outbound lists, to a team:

e Click the Teams tab at the top of the Synthesys Management screen.

¢ Locate and right click on the relevant team, and select Add Webflows or Add
Outbound Lists from the list subsequently displayed.

Welcome brigitte

Teams J Team Manager: This Team has not been assigned a Manager. 5
. " = — — =
5 =
4 R ciobal ib Y @ B B d

A Avance

- ana brigitte Zara Brigitte - Brigitte - Zara

."; Blend Mew Team... BookingOB  TRMN Scriptl  TRMN Script2 :ootiﬂgsl;- L
- ooking Line T

blend_02

@ - Broadcast Teams Changes

&% BookingLif
a Cut

4B Brigittelng
o Copy
j» British Gayg

“ Paste

% BRTest1

3 CleariyBus Add New User...
F- s

Add Users...

N

% Demonstri
- Add webflows...
4% Elliot Te

Add OQutbound Lists...

48 English

58 Germar

4% EL Outbou
4 A Gigaset Set Team Manager...

e Inthe Add Webflows or Add Outbound Lists dialog, select the Webflow(s)
or Outbound list(s) that you wish to add to the selected team.

" Add Webflows

Please select which Webflows you would like to add to the Team.

Jaros - print

Brigitte - ProcuctOrderLine

GIGASET - ProdTest

Matt - ProductTest

GIGASET - PrototypeReturnRecordingProduct
Jaros - referenceNumber =
Jaros - refloProperties

Matt - RefMoTest

Matt - RegExTest h

OK || cancel |

e Click OK to add the webflows or outbound lists to the team. Click Cancel to
cancel the action, without saving the changes.

Work Objects that have been copied will remain in their original team(s), as well as
being part of the new team.

For team changes to take effect instantly, without agents having to log off and back
on again to pick up changes, click Broadcast Teams Changes.
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Using Cut & Paste to move Users & Work Objects

e
il

Noetica

To assign agents or work objects (webflows, outbound lists, workflows and entity
presentations) to a specific team, without these remaining in the original team(s), use

the cut and paste option, rather than copy and pasting,

e Click the Teams tab at the top of the Synthesys Management screen.
e Select the relevant source team, to display its content on the right hand side.
e Locate and right click on the relevant user or work object.
e Select Cut from the drop down list.
Teams &b Team Manager: This Team has not been assigned a Manager.
> s # ﬁd ﬁd ﬁd ﬁd
4 g4 Globa
“'-a BR Test Admin AndrewM automatic Bev brigitte
4% Brigitte & #® & #® &
1.": ClearlyBusiness d d d d d
43 Gigaset jaros, s Laurence Lawrence Lesley
3 # cut # # #
s Lucy Team
c
a,'; Rebecca d il d d d
Paul Remove 2McDonald Roxy rscheimann
Edit User...
P P P @
CBout CBout2 Clearly Create CRMTest
Business Customer
Ourbound
e Locate and right click on the destination team.
e Select Paste from the list displayed, to add the item to the selected team.

Teams &b Team Manager: This Team has not been assigned a Manager.

4% BE UBLISTS & WEeDOTIOWS &

b

bart

[

Ana4 OB PR WronghNr BR Declan - BR SeptOct -

BR City BR Main
Break Webflow

48 BR PersGroupCallback
48 anaz test team
45 BR RescheduleFlagTest
45 BR WF Lagunch
8 Brigitte New Team.:

45 Brigitte E Broadcast Teams Changes

S

48 BrigitteIn
% Matt A Copy

48 British Gz

will no longer be represented in that team.

Users and work objects that are removed from a team using the Cut & Paste option

For team changes to take effect instantly, without agents having to log off and back
on again to pick up changes, click Broadcast Teams Changes.
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Removing Agents and Work Objects

To remove specific agents, (callflows, outbound lists and groups) from a team:

e Click the Teams tab at the top of the Synthesys Management screen.
e Select the relevant source team, to display its content on the right hand side.

e Locate and right click on the relevant user, webflow or outbound list and
select Remove from the list displayed

Welcome brigitte logout

Teams 4 Team Manager: This Team has not been assigned a Manager.
& & & & P ] &
AJGIobaI ;‘ ;‘ ;‘ ;‘ ;‘ Cut ;i
= {
&» BR Test Admin AndrewM automatic Bev brigittei Copy mmanuel
- .
4% Brigitte & & L] L Jo L] Remove L)
a
ClearlyBusiness d d “ “ : d
& v Edit User...
4 _.‘;; Gigaset GMaolyneux guy IWeeverink jaros Kelly Lawrence
43 3rd Parties # # # LT Y A o #
43 Minchen “ “ “ “
o Lesley LesleyM Luke mani martin Minchenf oran
&% Repair Shap
o L (T W L] T # L1
4 8 waler s o o <& <& o o
% Call Team 1
@ Lall Team Paul rebecca RMcDonald Raoxy rScheimann Sharon su
45 call Team 2 @ & P
&8 walter Ha d @ @ @
4 % Lucy Team suj test yagna Amend CBout CBout2 Clearly
- Customer Business
& test Ourbound
s > » P P P P P
Create CRMTest Customer High Priority Product SMS Contact test
Customer Consulting Identification -

When removing a user from his/her primary team:

e Click on the arrow in the Primary Team message box displayed and select a
new primary team into which to place the user.

Primary Team

| You are removing this User from it's Primary Team. Please select
& new Primary Team.

I =

3rd Parties.

[B*”S‘ 0K Cancel | I
Call Team 1 S

Call Team 2

ClearlyBusiness
Gigaset
Global

Lucy Team

For team changes to take effect instantly, without agents having to log off and back
on again to pick up changes, click Broadcast Teams Changes.
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Broadcast Team Changes

Historically, changes made to teams required an agent to log off and back on again,
to pick up the changes.

Customers now have the option to use the system as before, i.e.

e Setting up new teams assignments in advance of a new shift, which will take
effect when agents log back in after a break, or
e to use the Broadcast Teams Changes option to broadcast the updates

instantly, so that agents can pick up any changes directly, without having to
log off and back on again.

To use the Broadcast Teams Changes option

e Click the Teams tab at the top of the Synthesys Management screen.

e Select the relevant team, click the right mouse button and select Broadcast
Teams Changes from the list displayed.

¢ Any updates will now be broadcast and the changes can be picked up
immediately by the agents currently logged in to Synthesys.

Welcome brigitte logeu

Teams &b Team Manager: This Team has not heen assigned a Manager. [] Show Inactive Users

2P P B

a»a ana BR OB1test PG Callback BR June - OB
@B Group2

48 A RescheduleFlag Test
&5 ATest
43 OB Lists |
48 AmieTest
£ Ana New Team...
&3 Ana Permission Broadcast Teams Changes
&% Avance cut
48 Betty Copy
48 Betty Sub Paste
48 Blend Add Mew User...
48 blend_02 Add Users...
4% BookingLine Add Webflows. ..
4% BR DynamicTez Add Outbound Lists...
4% BR Entities Add Workflows.
48 BR 0BGroup Add Entity Presentations
4B Anal SubTe; Set Team Manager...

/3 BR OBLists &
“ 1dle Timeout
48 BR OBGroup Te

o Delete Team
48 BR PersGroupC

" Rename
2 BR Reschedulel

Refresh
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TEAM SET-UP USING OUTBOUND GROUPS

Outbound Groups are used to present agents with a combination of calls from
multiple call lists of multiple Outbound campaigns.

To use outbound groups in Synthesys.Net you need to create two teams, a main

team to hold the outbound group(s) and agents assigned to the group, and a sub
team for the individual outbound lists within the group and associated webflows.

Main team
The main team will contain the outbound group(s) and agents assigned to the group.

e Set up a main team and give it a logical name.

e Move your outbound group icon into this team.

Next, add all agents that are to take calls on the outbound group into the main team.

e e BTN

% Noetica Synthesys Management

ications

& Team Manager: This Team een assigned a Manager.

Team has not b
BROBGROI BROBGROZ BR Declan- BR Declan -

o8 o8
GroupTestl  GroupTestz

&5 BR OBLists & Webflc
8 BR 0BGroup Test

5 erigite

Outbound List [BR OBGRO1] Properties

Webflow

Assigned Webflow: BR Declan - OB GroupTest1

Please select s Webflow to assign to this Outbound List:
<None=

BR Declan - OB GroupTest1
BR Declan - OB GroupTest2

oK ]| cancel |

Sub Team

The sub team will contain the individual outbound lists assigned to the group and
associated webflows.
e Set up a sub team under the main team that you have created.
e Move the individual OB lists that form part of your group into the sub team.
e Move the webflows associated to the individual lists into the sub team.

¢ Right click on each outbound list and via the Properties dialog, assign each
outbound list to the relevant webflow.
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DDI MAINTENANCE

The DDI option in Synthesys Management is used for adding, modifying and deleting
DDI (Direct Dial In) details.

Assigning DDI to an Inbound Webflow

To assign a DDI number to an Inbound webflow
¢ Right click on the relevant webflow and select Properties from the drop down
menu to open the Webflow Properties dialog.

e Select the DDI tab to view DDIs currently assigned to the selected webflow or
to enter a new DDI.

e To enter a new DDI, click the Add New DDI button on the right of the dialog.

e Enter the DDI number to be used for the webflow in the Enter DDI dialog.

Webflow [Brigitte - Insurance Claim] Properties

Qutbound Lists | DDI

Assigned DDIs: | add pDI... |

| RemoveDDI |

| oK [| cancel |

e Click OK to save the DDI number entered.

e Click Cancel to close the dialog without saving the changes.

To remove an existing DDI number from the selected webflow

e Select the DDI that you wish to remove and click the Remove DDI button.

A DDI can only be assigned to one Webflow at a time. If the DDI entered has already
been assigned, a message will be displayed: “The ddi <DDI Entered> has already been
assigned to <Webflow Name>.”

User then can either Cancel the current add DDI operations or select the

Change Assighment option to remove the assignment from the current campaign and
assign the new campaign.
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Assigning Outbound Lists to a Webflow

To assign an Outbound list to a webflow

¢ Right click on the webflow and select Properties from the drop down menu to
open the Webflow Properties dialog.

e Under the Outbound Lists tab Available and Currently assigned Outbound
lists are displayed.

e Select the Outbound list that you wish to assign in the Available list and use
the arrow > to move it into the Currently assigned section.

e Toremove an Outbound list, select it in the Currently assigned section and
use the arrow < to move it back into the Available list.

Outbound lists are only displayed in the Available section, if the lists are in a team that
the webflow is also in and if the user has rights to the team that holds the outbound list
(i.e. they can see the team).

Webflow [Brigitte - SPB DemoWF] Properties

Outbound Lists | DDI

Select Outbound Lists

Available: Currently Assigned:

AmieTest Team BR Marketing
BR OBTest
New BR OBTest

e Click OK to save the action or Cancel to close the dialog without saving the
changes.

An Outbound list can only be assigned to one Webflow at a time. If it has already been
assigned, a message will be displayed: “The Outbound list has already been assigned to
<Webflow Name>.”

Users then have the option to change the assignment from the current Webflow to the
new Webflow or to cancel the action.
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Assigning a Webflow to an Outbound List

To assign a webflow to an Outbound list

¢ Right click on the relevant Outbound list and select Properties from the drop
down menu to open the Outbound list Properties dialog.

e The Webflow tab shows the current webflow assigned to the selected
Outbound list, if any, and allows the user to reassign the list to another
webflow. If there is already a Webflow assignhed it is highlighted in the list.

e Select the webflow that you wish to assign to your Outbound list.

The webflows displayed only include the webflows that are in a team that the Outbound
list is also in and teams that are available to the user logged on, i.e. if the user has
permissions for and can see the team that holds the webflow.

| Dutbound List [Zara BookingOB] Properties

Webflow

Assigned Webflow: ZFara Bookings - Booking Line

Flease select & Webflow to zssign to this Qutbound List:

<Monex=
Brigitte - TRN Scriptl
Brigitte - TRN Scnpt2

Zara Boockings - Booking Line

oK [ cancel |

e Click OK to save the action or Cancel to close the dialog without saving the
changes.
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Synthesys User Management

% Nostica Synthesys Management

Welcome brigitte | logout
Users Search..

Username  Title first Name | Surmame | Home Team [ Rote |15 hctive. | Passmard Expiey Date

blendol e blend test Blend Agant True Passmard never expirss
blendoz e blend t Blend agent False  Passward never expires
blendo e blend t Blend agent True Passward never expires
blendos e blend blendDs  blend 02 agent True Passward never expires
Bab e Ban Bullcer Eockingline Agant True Passward never expires
brig ve 8rig Reimer BR AUg2014 Account Manager True Passmard never expires
brgtte M Brigite Reimer engute Administrator True Passward never expires
BrigiteR  Miss. Brigitte Reimer Giobal Account Manager True Passmard never expirss
brestl M BRTestl  Br-Newlserl StandBy Account Manager True Passmard never expirss

WoalPage[7  ot31[n om0

user Details | Personal Detals | Permissions | Skills

User Details

Title Ms
First Nome Brigitte
Sumame Reimer
Role | Administrator
Home Team | Brigi:
. Team Leader Fred
i User s Active

Home Team Manager: This Team has nat been assigned & Manager.

Add User,
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SYNTHESYS USER MANAGEMENT

Introduction

Depending on the permissions assigned to a user, individuals with access to the
User Management page will be able to:

¢ View details of existing users

e Add new users

e Assign permissions to individual users

e Assign specific skills and attributes to users

e Modify details and permissions of existing users

New user skills and attributes are initially added to the CS_USERS table via the Entity/
CRM control. They are then assigned to the individual users in Synthesys Management,
using the Skills tab of the User/ User Details dialogs.

Using Active Directory integration, users will be created and managed directly through
Active Directory, rather than via Synthesys User Management. Please see the section
on Active Directory for more information.
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STARTING SYNTHESYS USER MANAGEMENT

In the Synthesys Management main page:

e Click the User Management tab at the top of the screen.

e The Users page will be displayed, showing the first ten Synthesys users in
alphabetical order.

User Management tab, to open the Users pages

Users section, listing users set up in Synthesys Search option

Page navigation

& Noetica Synthesys Managpment

......
......

Biena

biend 02
BoskingLine
BR Aug2014
Brigite

W4 Page7_orair o m

User Petails section with Personnel Details, Permissions & Skills tabs

Add User button, for entering new user details

Please see the following pages for a description of the options available in the User
Management page.
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Viewing User Details

In the Synthesys Management main page:
e Click the User Management tab at the top of the screen, to display the Users
page, initially showing the first ten Synthesys users in alphabetical order.

e Todisplay further users on subsequent pages, enter a specific page number,
or use the arrow buttons ™/ «/Pe=2__|ot7 2] 15 move to the next page.

= Noctica Synthesys Management

e Select a specific user in the Users section, to display additional details in the
User Details section, including user name, the Role, Primary Team and
current user state.

e Click the Personnel Details tab, to view further personal information
associated with the user.

e Click the Permissions tab, to view the access permissions assigned to the
user.

o Click the Skills tab, to view skills and attributes assigned to the user.

Jer Detall | Perccrel Defeis Permissions ‘Sk\ﬂs‘ o e
Personal Information V] ki ? s il ’

Hehrisons

s Lne 1 Sules 6547 foxt z - o
: = P xm
Aderess Line 2 The Hop Exchange
o femebel 1 it "
Adcress Line 3 24 Southwark Street 1 (“‘ i i ok
i (i E
Adcress Line 4 London e - o -
e e sy s e
Adcress Line £ SELITY =
et ay EC
Tekphene +4 (0) 345 0181070 P Epetest ECY e
i tee
Vabile =
g
e
Date of Birth 17/10):96: m e Eth Indne Bl
; ] gt 2 :
o il i et
Evail offcemanage-@naet ca.com
i
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Locating individual Users

To look up details for a user or users assigned to a specific role, use the Search
option in the User Management screen.

e On the top right of the Users page, click Search.

WelcIwg brigitte

Users rch... [
Username | Title FirstName  Sumame  Home Team Role.
alan mr alan smithy MarkDe Administrator
Alli mr Alfred Smith Global Agent
amie s Amie Testy AmieTest Agent
aaaaa s Amina Group. BrigitteInactive Account Manager True
w Ana Smith Lifetimelegalissues  Account Manager True
na1 Anal Ana1 PGtest A Agent
anaz s Ana2 Test Ana Permission Agent
AndrewM M Andrew Middleton  Global Agent
ne. w Anne Fisher BR DynamicGroupMain Account Manager True
W 4[Page(s  Jof3t[» m| |
User Details | Personal Details | Permissions | Skills |
User D P
Title

This will open the Search dialog.

e Enter your search criteria, as required, into the relevant field(s).

¢ Click the Search button, to display the relevant information.

Welcome brigitte

Hide Search [

Users
Search
Username  brigitte Home Team | =
Title Role ‘ - ‘
First Name Is Active True () False @) Mot Specified
Surname Password Expiry Date Not Specified
User Locked () True () False @ Not Specified ,
Password never expires
| show Al L
Username  Title FirstName  Sumame  Home Team Rale Is Active  Password Expiry Date
brigitte Ms Brigitte Reimer Brigitte Administrator True Password never expires
| 14 4 |Page 1 of 1|y M|
User Details | Personal Details | Permissions | skills |
User Details i d
Title Ms

First Name Brigitte
Surname Reimer
Role | Administra
Home Team  Brig)

Team Leader Fred

e To edit user details, click the pencil icon & on the right.

e To show the list of all users again, click the Show All button.
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Adding New Users

Details for new users are added in the User Details page, permissions and skill are
assigned in the Permissions and Skills dialogs.

Using Active Directory integration, new users will be created directly through Active
Directory, rather than via Synthesys User Management. Please see the section on
Active Directory for more information.

To add details for new members of staff using Synthesys Management:

o Click the User Management tab at the top of the Synthesys Management
screen.

¢ Inthe Users page, right click on a user and select Add User... from the drop
down menu, or alternatively click the Add Users button at the bottom left of
the User Details section.

In the User Details dialog subsequently displayed

¢ Enter the personal details and login details for the new user and select a role,
a primary (home) team and add a team leader, as required.

User Details c

User Details | Permissions | Skills.

User Information

Title mr Address Line 1 Syites 45-47
First Name Jge Address Line 2 The Hop Exchange
Surname Bloggs Address Line 3 24 Southwark Street
Username Jpe Address Line 4 London
Role | Agent v | AddressLine5 sg11TY
Home Team | BR Aug2014 > | Telephone 144 (0) 845 0181070
Team Leader Brigitte Reimer Mobile
User is Active @) True Date of Birth 10/10/1984

() False

Email officemanager@noetica.com

Home Team Manager: Brigitte Reimer

oK | | Cancel

e Click the Permissions tab, to assign the required access permissions for the
user.

Please see next page for more information.
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Assigning User Permissions

When adding new users, the users are assigned to a role, reflecting the tasks that
they will carry out within Synthesys.

Each role, i.e. Agent or Account Manager, has a set of standard permission
associated with the role. Additional permissions can then be assigned to a selected
user via the Permissions dialog.

e Click the User Management tab in the Synthesys Management screen.

e Inthe Users page, locate and right click on the user, whose permissions you
wish to edit.

e Select Edit User.. from the drop down menu.

Users

Username | Title | First Name | Surname Primary Team  Role Is Active
Admin Administrator Global Account Manager True
ay Edit User... Automatic Global Programmer True

Al Add User... ndrew Middleton Global Agent True

¢ Inthe User Details dialog, select Permissions.

e The existing user permissions are displayed in the Role Permissions section.

To add additional permissions

e Select the permission in the Available Permissions section.
e Use the arrow > to move it into the Assigned Permissions section.
To remove additional permissions

¢ Use the arrow < to move the permission from Assigned Permissions back into
the Available Permissions section.

User Details ou?

User Details | Permissions | Skills

Role Permissions

CRM Launcher
Hold Calls
Park Calls
Take Calls

Permissi Assigned Permissi

Administrator - Live Monitor
Edit WebFlows
Manage Entities

Manage Outbound

)]

Manage Synthesys
Manage Teams

Manage Users

0K || cancel |

e Click OK to save the information.

e Click Cancel, to cancel the action without saving the changes.
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Available Permissions

Permission

Description

Administrator

The Administrator permission automatically allows access to all available
permissions.

CRM Launcher

Not applicable in the current version.

Edit Webflow

Permission to edit webflows in the Synthesys.Net Interaction Studio.

If the Use Team Based Webflow Edit Permission option is enabled, then
users without Administrator permission need to be a member or team
manager of the same team as the webflow, or of one of the parent teams
of the team containing the webflow, to edit/ publish webflows.

Hold Calls

Permission to Hold and retrieve held calls via the Synthesys Portal in the
Web Browser and to view call details of held calls.

Live Monitor

Permission to view real-time information of call centre activities in the
Synthesys Dialler Platform, with information about Queue distribution,
Agent State, Handled Call Results being visually represented in graphs.

Manage Outbound

Permission to access the Synthesys Outbound Manager to add, view and
manage outbound call lists.

Manage Teams

Permission to move users between teams in the Synthesys Management
module.

Manage Users

Permission to add and modify users in the Synthesys Management
module and to manage user permissions.

Parked Calls

Permission to Park and retrieve parked calls via the Synthesys Portal in
the Web Browser and to view details of parked calls.

Publish Webflows

Permission to publish webflows in the Synthesys.Net Interaction Studio so
that agents can take calls on the latest version.

If the Use Team Based Webflow Edit Permission option is enabled, then
users without Administrator permission need to be a member or team
manager of the same team as the webflow, or of one of the parent teams
of the team containing the webflow, to edit/ publish webflows.

Report Viewer

Not applicable in the current version.

Take Calls

Permission to handle calls via the Synthesys Portal in the Web Browser.

Manage Entities

Permission to configure the Entity control and Entity Input and Output
actions.

Manage Synthesys

Gives users the right to access Workspace Management and to manage
users and teams.

Manage Workflows

Not applicable in the current version.
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Assigning User Skills and Attributes

Skills and attributes are assigned to users via the Skills tab of the User Details
dialog.

New user skills and attributes are initially added to the CS_USERS table via the
Entity/ CRM control. They are then assigned to the individual users in Synthesys
Management, using the Skills tab of the User/ User Details dialogs.

¢ Click the User Management tab at the top of the Synthesys Management
screen.

¢ Locate and right click on the user and select Edit User.. from the drop down
menu to open the User Details dialog.

Users

Username | Title  First Name | Surname Primary Team  Role Is Active
Admin Administrator Global Account Manager True
ay Edit User... Automatic Global Programmer True

Al Add User... ndrew Middleton Global Agent True

¢ Inthe User Details dialog, select Skills.

¢ Inthe Skills page, all available user skills and attributes, as added to the
CS_USERS table via the Entity/ CRM control, are displayed.

User Details L

User Details I Permissions | Skills

User Skills

Double click on an item in the Value column to edit.

Mame Type Value
GermanSpeaker 0-10 Decimal 10

Sex Enum Female

ColdCalls Boolean False

Happy Boolean True

Sleepy Boolean True

Grumpy Boolean False L
Experienced Boalean True *

New Boolean -

AfterFixskill Boolean False

Date_of_Birth DateTime 29/11/1982

Calos Slill Eriim Euallant
L [ ’

OK || cancel |‘

e Assign the skills and attributes for the selected user, as required, in the Value
column of the Skills dialog.

e Click OK to save the information.

e Click Cancel, to cancel the action without saving the changes.
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Modifying User Details

To edit information for existing users:

e Click User Management in the Synthesys Management main page.
¢ Inthe Users page click on Search in the top right of the Users page

¢ Click your right mouse button on the user and select Edit User... from the list.

Users Hide Searcl

Home Team | =|
Role [ =|

Is Active True ) False ® Not Specificd

surname Password Expiry Date Not Specified

4 «|Page[L__Jof1|» »

d

Add User...

¢ Inthe User Details dialog now displayed, make any changes to the existing
details, as required.

e To change existing permissions, click the Permissions tab.

e To change existing skills, click the Skills tab.

User Details =

User Details | Permissions I Skills

User Information

Title mr Address Line 1 Sujtes 45-47
First Name Joe Address Line 2 The Hop Exchange
Surname Bloggs Address Line 3 24 Southwark Street
Username Joe Address Line 4 London
Role | agent v | Addressline5 sg11TY
Home Team | BR Aug2014 - | Telephone 144 (0) 845 0131070
Team Leader EBrigitte Reimer Mabile
User is Active @ True Date of Birth 1p/10/1984

() False

Email officemanager@noetica.com

Home Team Manager: Brigitte Reimer

oK || cancel |

Click OK to save the information, or Cancel to cancel the action without saving the
changes.

Using Active Directory integration, a user’s details will be modified directly through Active
Directory, rather than via Synthesys User Management. Please see the section on Active
Directory Integration for more information.
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To edit user details following a search in the Users screen

e Click the pencil icon & to open the Edit mode.

Exit the Edit mode by clicking on the pencil icon again, before selecting
another tab.

= Noetica Synthesys Management

Resetting an existing Password
To reset an existing user password:

Click User Management in the Synthesys Management main page.

In the Users page, click your right mouse button on the user and select Reset
Password... from the list.

e Enter and confirm the new password, then click OK

Reset Password

New password:

Confirm new password:

oK || cancel ||

Using Active Directory integration, a user’s password will be changed directly through

Active Directory, rather than via Synthesys User Management. Please see the next section
on Active Directory Integration for more information.
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To enable a user to log back into the Synthesys Portal after being locked out for
using an incorrect user name or password

e Click User Management in the Synthesys Management main page.

e Inthe Users page, right click on the user, and select Unlock User from the

drop down list.

Users Search...
Username Title First Name Surname Home Team Rale Is Active Password Expiry Date
Admin Administrator Global Account Manager True Password never expires
ben Mr Ben Smith Ben Agent True Password never expires
b Smith Bob Executive True Password never expires
Edit User...
gitte Reimer Brigitte Account Manager True Password never expires
Reset Password
ris Murphy Chris Account Manager True Password never expires
Unlock User
EnES vid Ong dave Administrator True Password never expires
EIf Global Administrator True Password never expires
Add User...
e — ~=had Bashir Global Account Manager True Password never expires
james James Heys James Administrator True Password never expires
4 4|Page[t  |of3[» M

Logoff User

Using the Logoff User option users can be ejected from the system. This is useful if,
for example, a user is logged out following a system crash and unable to log back in.

To force the simultaneous logoff from all Synthesys.Net modules, including
Synthesys Management, the Synthesys Interaction Studio and the Synthesys Portal

e Click User Management in the Synthesys Management main page.

e Inthe Users page, right click on the user, and select Logoff User from the

drop down list.

Lssrs
Lhamers Tide Fintleme  Somers moaTa Team
™3 — e e Ly Tesm
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“~ Reset Password b T
maton ==
Bary Unlock User Darteratration
Logoff User
Add User...

et o
TP iwriid Tres
hgert Tres

Pavascrd Eapery Cude
Puywesd raver guzeren
Fraword rever euzenr
Fridwend fover eagenr
e
Fatierisid Fuees mafersd

FRliAsdd Mt Eapard

Srarch

¢ A message will inform you that you are about to eject the selected user from

all Synthesys.Net modules.
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ACTIVE DIRECTORY INTEGRATION

If your system is Active Directory enabled you will have the ability to import users
directly from your companies Active Directory.

Running with active directory integration enabled does change the behaviour of
Synthesys User management as a lot of the management of users is managed
outside of Synthesys.

Using active directory, the following functions in Synthesys are not available or affected:

Changing passwords Is no longer managed in Synthesys User management but via the
windows change password mechanism.

Deactivating users This is no longer possible from within Synthesys. To deactivate a
Synthesys user they must be removed from Active Directory.

Synthesys will periodically scan Active Directory for removed or
deactivated users and will then deactivate them from within
Synthesys.

Reactivating users This is no longer possible from within Synthesys. If a user with
the same credentials (User name) is reactivated or recreated in
Active Directory the following behaviour can be enabled within
Synthesys when the user is reimported.

a. When the user is imported again Synthesys will reactivate
the user

b. When the user is imported again a new user will be
created.

The behaviour described above is determined by the System
administrators, only one of the above behaviours will be enabled.

Changing roles This is no longer possible in Synthesys. The roles of a user are
determined by the import mechanism, as part of the original
configuration, the Active Directory Security groups will be
mapped to Synthesys user roles.
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Importing Users from Active Directory
In order to import users from Active Directory

e Click the Teams tab at the top of the Synthesys Management screen.

e Select the Import Users option from the drop down menu.

Welcome brigitte Ingout
Teams li Team Manager: Brigitte Reimer [E] Show Inactive Users A
® n # =
< oo 2 2 P P P P
4GB ATest amie snne wilma AmieTest  BR Marksting BROBTest  New BR  Brigitte -
&5 0B Lists Team OBTest SPB =
B Ak Demo'WF
New Team..
Ana A
el g 5 B B
@B avan s itte Brigitte Brigitte Brigitte
j Betty ust2011  August2011 Feb2012 - Feb2012 -
e i tMand - cAM Add Webflow BR March WF .
3 Add New User... found Inbaund Item
bleng
Add Usegs....
A Boak A
SeRE ;
B ora Add Qutl d Lists...
“ Add
BF
j‘g Add EWPresentatuons...
BR O
& srgi |m“(\|ﬂﬁ...
. J Brigi Set Team Manager...
&8 Tdle Timeout
&8 riti4 Delate Team
&8 BRTe Rename
B pefresh
g Cleal Bropertics
P o

4 % Elliot Test

When selected, a list of available users will be shown. This may take up to 60
seconds to display whilst it is querying Active Directory.
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To import a user

e Select a user from the list and press the = arrow to move the selected user
into the Users to Import list
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If you need to search for a user

e Enter the user’s first name, surname or username in the search box to. The
search will start automatically when the second letter is typed.
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When you have added all the users that you wish to import into the Users to Import
list

o Press OK to return to the team view, displaying the new users.

Wi el NCTIC AT

i Fanm Mnig i Taa™ min vt Do it & Mifuip

= 1 1313131118050

a W el Vmee e e

$ PP PP BB DBBE P

" ppRReRRRRRRER |
= B B B B B B P P P P
> P PP PR PBEDP S S
¥gF B B B B B B B B B B
g ®F F F ¥ B F ¥F B B ¥

Synthesys.Net Manual 46



i
el

SYNTHESYS MANAGEMENT

SEARCH

User search based on skill sets and attributes

Search

Call List

A

% Noctica Synthesys Management

Advanced Search

Use this tool to help search and manipulate Users based on a specific selection criteria

@ Create search

O Use existing (saved) search

Search name:

German Speakers|

Click the ‘Filter..." button to specify the search criteria. I7 ry

Filter...

Save Filter and Search

Search Result

The following Users were found based on the specified filter.

27

1230

1296

1307

1347

1423

OR OO OO0 O

Name
brigitte
zara
Bob
jim
zoe

KimConstanting

Synthesys.Net Manual

Active Teams

true BookingLine

frue BookingLine

frue BookingLine

true Bargain Holidays

true Brigitte, BookingLine

frue Bargain Holidays, BR Aug2014

‘Welcome brigitte lagout
Create Condition
DataFieid | |
Data type: Boolean
Operator Equal
Operator True
Parameter
Condition Name USERS Experienced = True # Edit
Cancel Create Condition

CEICE

Noetica
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SKILLS BASED USER SEARCH

The advanced Search option in Synthesys Management enables contact centre
managers or supervisors to search for users based on their skills and attributes, and
to assign these users to the relevant teams.

From the Search tab, via the Advanced Search dialog, supervisors can specify
conditions for a new search or select a previously defined search.

Staff members that match the search criteria are displayed in the Search Result
dialog, from where they can be moved or copied to the appropriate teams.

New skills and attributes are initially added to the CS_USERS table via the Entity/
CRM control. They are then assigned to the individual users in Synthesys
Management, using the Skills tab of the User/ User Details dialogs.
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Selecting existing search criteria

e Click the Search tab in Synthesys Management.
e Select Use existing (saved) search in the Advanced Search dialog.

¢ Inthe Search name field, select the relevant search name from the drop
down list.

e To edit existing conditions created for the selected search name, click the
Edit Search button.

e To view the results for the selected search click the Search button.

I noetics Synthesys Management

Creating a new search

e Click the Search tab, to open the Advanced Search dialog.

e Select Create search, click into the Search name field, and enter a new
search name.

¢ Click the Filter... button, to define the new search criteria, as required.

- [

BE moetica Synthesys Management

Please see next page for more information.
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Defining Criteria for a new Search

In the Create Search dialog you can add conditions to search for Users based on a
specific selection criteria. You can create criteria for a new search, and edit or delete
the condition discs created. The condition discs can be displayed in auto layout or
via the text editor.

To define conditions for the first search criteria

e Click the Add Condition button, to open the Create Condition dialog.

e Use the Data Field drop down list, to select the criteria on which to base your
search, e.g. Experienced.

e Select the relevant Operator and Operator Parameter from the respective
drop down lists, i.e. Operator = Equal and Operator Parameter = True.

e The Condition Name field shows the search criteria set: USERS
Experienced = True.

Create Condition

Entity Property Experienced

e Click the Save Condition button, to save the criteria for the current condition.

e Click Cancel, if you do not wish to create the condition.

Save Changes + Add Condition % Auto Layout Switch to Text Editor |

I

e Create any further conditions as required following the above steps.
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Edit, Clone or Delete Search Conditions

To edit, clone or delete a condition created

e Select the condition disc that you wish to edit.

¢ Click on the condition name and select Edit, Clone or Delete as required.
¢ Make the relevant changes in the Edit Condition dialog.

o Click the Save Condition button, to create the condition.

e Click Cancel, if you do not wish to create the condition.

Saving Changes to Conditions set

To save all search criteria defined for the new Search name

e Click the Save Changes button.

e A message: Success! Filter saved will appear at the bottom right of the
dialog, to confirm that the condition has been saved.

[l Save Changes =+ Add Condition ¥ Auto Layout Switch to Text Editor 3

Experienced = True

Sales Skill = Exellent

Edit
Clone

m

Delete

—
J Success! ®
Filter saved

e Click the CLOSE button at the top right of the screen, to return to the
Advanced Search page.

The next page describes how to view the search results for your condition(s) set.
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To return the users that match either a newly created or existing search

e Check that the Search name field contains the name of the relevant search.

e Click the Save Filter and Search button, to open the Search Result dialog.

Advanced Search

Use this tool to help search and manipulate Users based on a specific selection criteria

@ Cieale seaich
© Use existing (saved) search

Search name:

Experiencea x

Click the ‘Filtler * button to specify fhe search criteria If no filler is applied all Lisers will be refumed by the search

Filter.

‘Save Filter ana Searcn

o All users that match the particular skills and attributes, as defined under the
selected search name, will now be displayed in the Search Result screen.

e The ID and Name columns in the grid show the User ID and Username of
staff members displayed. The Active column shows True if a user is active,
else False. The Team(s) column lists the teams of which the users displayed

are currently members.

Callist  Applications

Search Result

The following Users were found based on the specified filter.

1d Name
27 brigitte
1230 zara
Bob
1307 jim

1347 z0e

O o0ooooao
B
8

1423 KimConstantine

Active

Teams
Bargain Holidays
Zara Booking
English Offline work
Global

Brigitte

Bargain Holidays, BR Aug2014

Welcome brigitte

For idetails about assigning users to the required teams, please see the next page.
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Assigning Users to Teams

Any user displayed in the Search Result dialog can now be moved or copied to the
appropriate team.

To move users out of their current team(s) into a selected team

e Tick the checkbox next to the user(s) that you wish to move.
e Click the Move button at the top of the grid.
¢ Inthe Move User page, select the target team from the drop down list.

¢ Click the Move button at the bottom right of the dialog, to re-assign the agent
to the selected team, or Cancel the action.

Move Users

Please select a destination Team that the Users will be moved into.

| T |

To copy users to a another team, in addition to their current team(s)

e Tick the checkbox next to the user(s) that you wish to copy.
e Click the Copy button at the top of the grid, to open the Copy User page.

e Select the target team from the drop down list and click Copy to add the
agent to the selected team, or Cancel, to cancel the action.

The Search Result grid will update, listing the team(s) in which the users are now
represented.

Search Result

The following Users were found based on the specified filter.

Id Name Active Teams

27 brigitte: true BookingLine
1230 zara true BookingLine
1296 Bob true BookingLine
1307 jim true Bargain Holidays

1347 zoe true Brigitte, BookingLine

O OO0O0O0O o

1423 KimConstantine true Bargain Holidays, BR Aug2014
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Call List

Viewing and managing Unprocessed, Held & Parked Calls

| o Noetica Synthesys Management
I Welcome brigitte logout
Cailis Hide Search -
Search
| o
Customer Id
Call Result
|
|
¥
ind Time User Result Reason For Failure
/2015 12:36:02 Happy Administrator (Admin) Application Closed Failed to Process Output Action Synthesys.Action.Output.DataOl i
/2015 16:12:16 Nobby Noetica (NOETICAX\mark) Application Closed Failed to Process Output Action th Action.Output.DataOn g i
I /2015 16:08:09 Nobby Noetica (NOETICAX\mark) Application Closed Failed to Process Output Action ithy Action.Qutput.DataOr i i
/2015 15:11:13 Nobby Noetica (NOETICAX\mark) Application Closed Failed to Process Output Action Ithe Action.Qutput.DataOl il 1 - I
L /2015 15:08:14 Nobby Noetica (NOETICAX\mark) Application Closed Failed to Process Output Action th Action.Output.DataOn i g :.
o /2015 14:41:02 Nobby Noetica (NOETICAX\mark) Application Closed Failed to Process Qutput Action th Action.Qutput.DataO i » |
| /2015 11:30:50 Brigitte Reimer (NOETICAX\brigitte) Enquiry Failed to Process Output Action Synthesys.Action.Output. File. FileGutputAct
/2015 10:55:29 Brigitte Reimer (NOETICAX\brigitte) Application Closed Failed to Process Output Action th Action.Output.DataOn g
/2015 10:54:13 Brigitte Reimer (NOETICAX\brigitte) Application Closed Failed to Process Output Action th Action.Qutput.DataOl il
/2015 13:56:05 Emmanuel Tetteh (NOETICAX\Emmanuel) Finish Failed to Process Output Action th Action.Output.DataOn g
4 [ [ ] »
Page Size 10
Refresh || Reprocess | [ Allocate || pelee | L
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The Call List option in Synthesys Management enables users to view and manage
Unprocessed, Held and Parked calls.

To view Call Lists

Management icon on your desktop.

Select the Call List tab.

Open Synthesys Management by clicking on the Synthesys Workspace

The Call List page will open, displaying three tabs, Unprocessed, Held and Parked,
to allow users to view a list of unprocessed, held and parked calls.

Parked tabs show unprocessed, held and parked calls.
show/ hide search option for unprocessed calls

T Ea .

= B [ |

ement

logout

/2015 15:11:13 Nobby Noetica (NOETICAX\mark)
/2015 15:08:14 Nobby Noetica (NOETICAX\mark)
/2015 14:41:02 Nobby Noetica (NOETICAX\mark)
/2015 11:30:50 Brigitte Reimer (NOETICAX\brigitte)
/2015 10:55:29 Brigitte Reimer (NOETICAX\brigitte)
/2015 10:54:13 Brigitte Reimer (NOETICAX\brigitte)

/2015 13:56:05 Emmanuel Tetteh (NOETICAX\Emmanuel) Finish

=l 4
& Noetica Synthesys Manag
Teams User Management Search ‘Call List Applications
Welcome brigitte
Calls Hide Search
Search
Customer Id
Call Result
| Search | showan
Unpracessed | Held | Parked |
nd Time User Result Reason Far Failure
/2015 12:36:02 Happy Administrator (Admin) Application Closed Failed to Process Output Action Synthesys.Action.Output.DataOutputAction|
/2015 16:12:16 Nobby Noetica (NOETICAX\mark) Application Closed Failed to Process Output Action Synthesys.Action.Output. DataOutputAction|
I /2015 16:08:09 Nobby Noetica (NOETICAX\mark) Application Closed Failed to Process Output Action Synthesys Action.Output. DataOutputAction|

Application Closed Failed to Process Output Action Synthesys.Action.Output. DataQutputAction|
Application Closed Failed to Process Output Action Synthesys.Action.Output. DataQutputAction|
Application Closed Failed to Process Output Action Synthesys.Action.Output. DataQutputAction|
Enquiry Failed to Process Output Action Synthesys.Action.Qutput. File. FileQutputActi
Application Closed Failed to Process Output Action Synthesys.Action.Output. DataQutputAction|
Application Closed Failed to Process Output Action Synthesys.Action.Output. DataQutputAction|
Failed to Process Output Action Synthesys Action.Qutput.DataOutputAction|
[ I ] »

M 4 |Page (1 of2|» M

Page Size 10

Refresh || Reprocess Allocate Delete

Page size: Enter the number of items displayed
Refresh/ Reprocess/ Allocate & Delete options to update, process, allocate

or delete selected items.
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Viewing List of Unprocessed Calls

The Call List dialog will initially show a list of unprocessed calls.

Call List
Calls Search...
Sequence Id Account Webflow Call End Time User Resu
£a2959e3-4153-4eb6-a5d1-84220002000d MRK-Mark address (4.0) 24/11/2015 11:21:21 () Apglif
[] 8815bbf5-3216-4a0a-84b3-9345c1812f66  PAL-Paul Case16389 (49.0) 24/11/2015 10:26:11 () Appli
[[] e4a8b706-66ed-418f-ab37-30e64c27f038  PAL-Paul Case16389 (49.0) 23/11/2015 15:37:34 () Appli
[] b21b776e-0ed5-4b5f-927-dc290009e936  BDI-BR Declan CRMNOEmailField (87.0) 11/11/2015 09:12:58 () Appli
[] 0cB770a7-2081-4043-9c0d-b25ad56cdeel MB2- Matt Test TestWebflow2015 (1.0) 16/03/2015 10:13:21 Matthew Bryant (NOETICAX\Matthew)  Finis|
[] 1493fb03-c17c-deald-bed5-6840622e3F32  MTS-MetricsTest Metric2 (2.0) 16/0/2015 10:12:17 Matthew Bryant (NOETICAX\Matthew)  Finisl
[] Obefc3ef-1a68-4161-b6fc-ealff2a803a0  MTS-MetricsTest Metric2 (2.0) 16/09/2015 10:12:08 Matthew Bryant (NOETICAX\Matthew)  Finisl
[] dbi2safe-58c1-4fd8-968e-12909c5h3115  MTS-MetricsTest Metrics3 (2.0) 16/09/2015 10:11:23 Matthew Bryant (NOETICAX\Matthew)  Finisl
[[] 4952bc24-c41d-4r20-9381-385764e2d680  PAL-Paul SimplewsI (3.0) 15/09/2015 15:59:09 Paul Keyes (NOETICAX\Paul) Appli
[[] c781achb-f2fd-4751-a126-3¢501dd32565 PAL-Paul Alter (6.0) 15/09/2015 15:58:27 Paul Keyes (NOETICAX\Paul) Finis!
<[ [ | »
4 4|Page[1 Jofs|[» M
Page Size 10
Refresh || Reprocess Delete

View specific pages by entering the page number, or by moving through the pages
using the back 4 4 |orforward! * *! arrows.

Use the Page Size field to enter the number of items displayed on a page.

Viewing Details of Unprocessed Calls

e To display further details of a specific unprocessed call, double click the left
mouse button on the desired call.

CallDetails ek
w General
Tenant: General Account Name: Brigitte Feb2012
‘Webflow Name: UploadFile Account Prefix: BFE
‘Webflow Version: 3.0 Account ID: 106

‘Webflow ID: 527

| w Webflow Instances

Instance Call Direction Result Start Time End Time Duration  Agent User Name User Id Language

|1 Manual Line Dead 21/05/2012 17:07:28 21/05/2012 17:07:43 1 Mr Ben Bloggs ben 1330 en-GB

» Visited Sections

| w Call Parameters

Mame Type Value
| CI_Prefix System.String
CI_CustomerId System.String

CI_PluginConnectionInfo  System.String
Openerld System.String 9b58425f-2dbd-4b6f-5163-c91bafe74af1
PoppedWebflow System.String True

WebflowLauncherInstance System.String

WebflowLauncherName System.String

wWebflowLauncherReturns  System.String

w Technical Information

Sequence ID: {1bb2873e-b61c-456b-a5cl-dbb87d2ad2e7} -
«| i |
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Search Filter for Unprocessed Calls

The Search / Hide Search link at the top right of the Call List screen in Synthesys
Management, allows users to view or hide the search panel with Customer ID and
Call Result text boxes, and Search and Show All buttons.

To search for specific unprocessed calls you can use the Customer ID and or Call

Result fields:

e |f known, enter the customer ID into the Customer ID field.
e Enter the call outcome, as displayed in the Results column, into the Call

Result field.

o Click the Search button, to display the calls that match your search criteria.

Call List
Calls Hide Search
Search
Customer Id
Call Result Reschedule
| ShowAl |
Unprocessed | Held | Parked
Sequence Id Account Wwebflow Call End Time User Result Reason F
[7] 183b2b4b-e414-4cac-9ec3-0af3762d0214 MRK-Mark SpecResched (2.0) 24/08/2015 14:26:47 Nobby Noetica (NOETICAX\mark) Reschedule Method n
[[] 29b5492d-2b22-4044-a44d-f49469046354 BDI-BR Declan CRMNOEmailField (79.0) 24/08/2015 13:50:22 Kim Constantine (NOETICAX\kim) Reschedule Method n
D 3388659d-233b-49e2-9818-7b4f0af3275 BDI-BR Declan CRMNOEmailField (79.0) 24/08/2015 13:45:36 Kim Constantine (NOETICAX\kim) Reschedule Method ne

14 4 [Page|1 of 1|k k|

Page Size 20

| Refresh || Reprocess Allacate

¢ Click the Show All button, to display all unprocessed calls for the selected

page.

Synthesys.Net Manual

58



: Noetica

Processing Unprocessed Calls

In some instances it may be possible to simply re-run an unprocessed call, for
example if it failed to process because of a Timeout, or because the connection to
the database was interrupted.

To process an unprocessed call:

e Select the call(s) that you wish to process by clicking your left mouse button
into the check box next to the call.
e Next, click the Reprocess button at the bottom of the Call List screen.

Call List

Feaze wat

e Click the Refresh button, to update the list of unprocessed calls displayed.

If the call still fails to process, you need to contact you Systems Administrator.

Deleting Unprocessed Calls

It is possible to select and delete unprocessed calls, held and parked calls however
can’t be deleted:

e Select the unprocessed call(s) that you wish to delete by clicking your left
mouse button into the check box next to the call.
e Click the Delete button at the bottom left of the Call List screen, to delete the

selected items.
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Viewing List of Held & Parked Calls

To display a list of parked or held calls

¢ Click on either the Parked or Held tab in the Call List dialog.

Calls Search...
[Unprocessed | Heid | parked |
Sequence Id Account Webflow Time Parked User Park Reason
[[] cla7efc3-2cf2-49fd-b926-bd928b5269dd PAL-Paul Case16389 (54.0) 24/11/2015 11:22:29 Paul Keyes (NOETICAX\Paul) Auto Saved!!!
[] 3b506cfe-8d1b-4bd8-9ba1-b0243edeed81  PAL-Paul Case16389 (49.0) 23/11/2015 16:05:53 Nobby Noetica (NOETICAX\mark} Auto Saved!!!
[[] 38b0b4ad-5796-4dc4-809¢-3f369bal12802 PAL-Paul Casel16389 (44.0) 01/10/2015 13:01:34 Paul Keyes (NOETICAX\Paul) Auto Saved!!!
[] d3453ea5-466b-45(-9d2d-0e77a37352dc  PAL-Paul Case16389 (44.0) 01/10/2015 12:50:00 Paul Keyes (NOETICAX\Paul) Auto Savedit!
[[] 4c770f25-7dfd-4032-8939-1c6d3080c49f  PAL-Paul Case16389 (44.0) 30/09/2015 17:08:47 Chris Barnes (NOETICAX\Chris.Barnes) ;
[[] 168ce470-b994-4739-84d4-46c9d9ed0c4f BDI-BR Declan CRMNOEmailField (83.0) 11/09/2015 09:08:40 Kim Constantine (NOETICAX\kim) test transfer
[] S0e14d78-21d2-4302-a437-10acB8a75fa0 BDI-BR Declan CRMNOEmailField (82.0) 10/09/2015 16:54:03 Kim Constantine (NOETICAX\kirm) kim
[[] 06799884-ce35-49cc-bf66-bdeddes7e3bc  BDI-BR Declan  CRMNOEmailField (81.0) 26/08/2015 09:30:34 Kim Constantine (NOETICAX\Kim) kim 09:30
b2aed138-221e-4050-b76b-642107701810 BRI-BRJune  OBGroup2 (14.0) 26/08/2015 09:29:15 Kim Constantine (NOETICAX\kim) kim 09:29
[[] 03186980-8626-49b7-b48c-c12b4247642c BDI-BR Declan CRMNOEmailField (81.0) 26/08/2015 09:27:27 Kim Constantine (NOETICAX\kim) kim
| M 4|Page[1  fof2|r M|

Page Size 10

| Refresh | re

Delete |

Specific pages can be viewed entering the page number, or by moving through the
pages using the back 4 4 |orforward! * * arrows.

View Details of Parked/ Held Calls

e To display further details regarding held or parked calls, click the left mouse
button on the desired call(s).

callDetails =
Tenant: General Account Name: Jaros -
Webflow Name: nullDateTime  Account Prefix: JAR
Webflow Version: 2.0 Account ID: 48 H |

‘Webflow ID: 638

~ Webflow Instances

Instance Call Direction Result Start Time End Time Duration Agent User Name User Id Language
1 Manual 17/05/2012 10:49:27 17/05/2012 10:49:34 1 Jaros Wegner jaros 1204 en-GB
2 Manual 17/05/2012 10:50:31 17/05/2012 10:50:39 2 Jaros Wegner jaros 1204 en-GB

» Visited Sections

~ Call Parameters

Name Type value L
CI_Prefix System.String
CI_Customerld System.String

CI_PluginConnectionInfo ~ System.String
Openerld System.String
PoppedWebflow System.String
WebflowLauncherInstance System.String
WebflowLauncherName  System.String

WebflowLauncherReturns  System.String

‘ w Technical Information o

Sequence ID: {20f36e2d-8f63-440e-b604-2cb3854f21937
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Allocating Held Calls

To assign a held call to a specific user

e Select the held call that you wish to allocate, by clicking your left mouse
button into the check box next to the call.

Call List
Calls Search...
Unprocessed | Held | Parked
Sequence Id Account webflow Held Time user
[F] d35e13d3-f66e-dfe1-2269-bb1fB8344116  PAL-Paul Case16389 (44.0) 30/08/2015 17:08:07 Chris Barnes (NOETICAX\Chris. B
[[] B7dccad8-94c2-4182-9030-6a006035d7e1 BRI-BR June  OBGroup2 (14.0) 26/08/2015 11:46:14 Kim Constantine (NOETICAX\kim

[[] 2e3791a2-c352-4c2d-bSc4-fadeacobe370  BDI-BR Declan CRMNOEmailField (13.0) 04/09/2014 12:02:23 Happy Administrator (Admin)
[C] 8f48c419-f11c-d4ba7-bdeb-d59f26637e82 BDI-BR Declan CRMNOEmailField (13.0) 04/09/2014 11:47:24 Happy Administrator (Admin)

[[] 53de811b-5ddb-45dc-bal9-d88bc5375ceS BDI-BR Declan CRMNOEmailField (13.0) 04/09/2014 11:26:19 IHG hjJHGI (A1112)

[] ef3f74b-5136-4ac6-390e-4248b7b7309f  PAL-Paul Case17054 (7.0) 04/08/2014 11:22:32 Paul Keyes (Paul)

a-1 BDI-BR Declan CRMNOEmailField (12.0) 01/08/2014 17:08:35 Andrew Lewis (NOETICAX\Andrev|
[[] 78ee1695-3997-4054-9cb0-91a1cocabba0 BDI-BR Declan CRMNOEmailField (12.0) 01/08/2014 16:56:08 Happy Administrator (Admin)

] s2as. BDI-BR Declan (9.0) 01/08/2014 12:34:31 Happy Administrator (Admin)

[F] ds7asd BDJ-BR Declan i (8.0) D1/D8/2014 12:31:03 Happy Administrator (Admin}

<

1 »
W 4 [Page[i Jofalr W

Page Size 10

Refresh_|[ Reprocess Allocate || pelete |

¢ Click the Allocate button at the bottom left of the Call List screen.
e Select the user to whom you wish to allocate the call.

Select User

Please select a user to allocate this call to:

Admin (NOETICAX\Admin)
Alistair White (NOETICAX\Alistair.White)
Brigitte Reimer (NOETICAX\brigitte)

Camelia Suciu (NOETICAX\camelia)

Christopher Murphy (NOETICAX\Chris)

Chris Barnes (NOETICAX\Chris.Barnes)

Danny Singer (NOETICAX\danny)
Tetteh (NOETICAX!

Kim Constantine (NOETICAX\kim)

Nobby Noetica (NOETICAX\mark}

o

The allocated call will be displayed in the Held calls Web part in the Synthesys.Net
Portal.
= Held calls

Select to unhold: Page size:

BR DecJan -

[

CRMNOEmailField 12.0 458973475 01/08/2014 17:08:35

|111or1)p|| Go
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SYNTHESYS INTERACTION STUDIO

Introduction

Websites are increasingly used as a point of contact between an organisation and its
customers.

The Synthesys Interaction Studio allows developers to produce interactive,
personalised campaigns with complex functionality for the web. Web designers,
developers and even non-technical people can create Webflows in just days using
the Synthesys Interaction Studio, a simple graphical user interface.

A Webflow is a map of all the routes an interaction can take, from a simple
transaction, to complex interactions that are personalised. The Webflow guides
agents and users through the different routes and through the sections of the form
that they see on that route. The information gained is readily reusable for business
purposes because it is stored in a database.

Applications of Synthesys are broad and ideal for Websites with any requirement for
interaction with customers. This can range from travel sites, to Insurance companies
providing quotations and policy renewal online and online e-government forms, such
as passport and housing applications.
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STARTING THE INTERACTION STUDIO

Once installed, open the Synthesys Interaction Studio clicking on the Synthesys IDE

icon on your desktop.

The following screen is presented:

Connectivity Toolbar

There are Currzntly na lters to Display

The following section describes in detail the elements indicated above.
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THE MENU BAR

The menu bar at the top of the Synthesys Interaction Studio Screen provides access
to a series of menu options via pull down menus:

File Pull Down Menu

Menu Option Used To
New Create a new Synthesys Webflow.
Open Open an existing Webflow.

Close Document
Save

Save As

Connect

Disconnect

Synchronise

Publish Webflow

Version Control

Page Setup

Print Preview
Print

Recent Documents

Exit

Synthesys.Net Manual

Close the currently displayed Webflow.
Save the currently displayed Webflow.

Save the currently displayed Webflow on a different server and/
or under a different account.

Connect the local client machine to the server.

Disconnect the local client machine from the server.

Synchronising the local client with the server to pick up the
latest published Webflows and updates of Web controls.

Publish the currently displayed Webflow to make the latest
version available in the Synthesys Portal in the Web Browser.

Allow the rollback to a previous or older Version of the
Webflow, and to check Webflows in and out.

Display the standard Windows Printer Set-up window.

Preview how the Webflow displayed will look when it is printed.
Print the currently displayed Webflow.

Select a previously opened file.
Close the Synthesys Interaction Studio screen.
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Edit Pull Down Menu

Edit
Zuk
Copy
Paste
Delete
nda
Redo
Menu Option Used To
Cut Remove the currently highlighted selection and place it on the
Windows clipboard.
Copy Copy the currently highlighted selection and place it on the
Windows clipboard.
Paste Paste the contents of the Windows clipboard at the cursor/
insertion point.
Delete Delete the currently highlighted selection.
Undo Undo the last action that was performed on the system.
Redo Redo the last action that was performed on the system.
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View Pull Down Menu

Yiew

Synthesys. MET Webflow  »

i Toohox

Menu Option

Used To

Synthesys Webflow

Calculations
Controls used

Properties used

Webflow Item List

Webflow

Webflow Properties

Toolbox

Synthesys.Net Manual

Display calculations used in the current Webflow.
Display the Web controls used in the current Webflow.

Display any properties, for example branching, associated
with the current Webflow.

Display the number of sections, conclusions, decisions
images and Input & Output actions used in the currently
opened Webflow, together with associated details.

Display the Webflow

Display the Properties of the currently opened webflow,
including Webflow Name, Help URL and Parameters used,
the History showing published versions, Encryption status,
Abort Reasons, Dashboard and Parked & Held information
as configured for the webflow and Default Styles used in the
current webflow.

Please see the section Webflow Property Options for more
information.

Restore the Toolbox, if it has been closed down. In the
Webflow design view, the Toolbox displays the available
Webflow Blocks.

In the Section view, the Toolbox displays the Core Controls
and Custom Controls available.
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Tools Pull Down Menu

Tools
Cuskomize, ..
Options...
Menu Option Used To
Customize Create and configure toolbars as required.
Options Environment: To configure the layout of the Synthesys

Interaction Studio environment (i.e. tabbed or windowed).
Webflows: To browse for the webflow path

Servers: To add or delete servers.

Window Pull Down Menu

Wimdo
1. Webflow
2. Request

3. PersDetails

_T Close all Windows

Menu Option Used To
1. Webflow Show the section tabs displayed in the Webflow design area.
2. Request

3.PersDetails

Close All Windows Close down all open windows currently displayed in the Webflow
design area.

Help Pull Down Menu

Menu Option Used To

About Display details about the Synthesys Interaction Studio.

Synthesys.Net Manual 74



: Noetica

TOOLBARS

The Standard and Connectivity toolbars are automatically displayed on opening the
Synthesys Interaction Studio screen.

The Webflow and Version Control toolbars can be added to the Synthesys
Interaction Studio screen via Tools /Customise, by placing a tick in the check box
next to the toolbar name.

Taalbars | Cammands | Options

Toolbars:
b
Skakus Bar
Standard
Conneckivity
] webFlow

[ version Control

Close

How to create your own personalized toolbars is described in the section ‘Creating
your own Toolbars’.

The toolbars can be placed anywhere in the Synthesys Interaction Studio Screen.
They can also be positioned at the top, bottom, or to the left or right of the Webflow
design area.

Displaying all existing toolbars, many of the operations will be available via the
toolbar, rather than the file menu.
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The Standard Toolbar

The Standard Toolbar is positioned directly below the Menu Bar in the Synthesys
Interaction Studio screen.

IR TP e A NN |

Button Used To

B Create a new Synthesys Webflow.
= Display the Open Webflow window, where you can open an existing
Webflow.
[ Save the currently displayed Webflow. Webflows are automatically

saved to the central server using a fixed format file name. The file name
is generated using the account prefix and the name of the Webflow.

& Remove the currently highlighted selection and place it on the Windows
clipboard.

=3 Copy the currently highlighted selection to the Windows clipboard.

F e Pa_ste the contents of the Windows clipboard at the cursor/ insertion
point.

&) Undo the last action that was performed on the system.

o Redo the last action that was performed on the system.

& Preview how the currently displayed Webflow will look when it is printed.

=5 Display the Print window for your default Windows printer.

Connectivity Toolbar

Button Used To

| Connect the local client machine to the remote server.
= Disconnect the local client machine from the remote server.
€ Synchronies the local client machine with the remote server, picking up

the latest Webflows and any updates to Web controls.
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Further available Toolbars

Webflow Toolbar
X INERCHON
Button Used To
=Y Publish the currently displayed Webflow to make the latest version
available in the Synthesys Portal in the Web Browser.
=l Display the properties of the currently open Webflow.
@ @ Zoom in / out of the currently open Webflow.

Display the Print window for your default Windows printer.

i

Version Control Toolbar

iy INERATNCY

Button Used To

i@ Open the Select Version Control dialog.

I Check in a Webflow. To be able to publish a Webflow, the Webflow
has to be checked in.

e Check out a Webflow. To be able to work with and edit a Webflow,
you need to check it out.

L) Undo Check out.

3o Get the latest Version of the Webflow.
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Creating your own Toolbars

You can also create and configure your own toolbars as required.

Go to Tools /Customise and click the New button in the Customization window.
Enter a name for your toolbar and click Close to display the new toolbar.

Next, go to Tools /Customise again, but this time, click the ‘Commands’ tab in the
Customization window.

Select and drag the required icons onto your toolbar.

Customisation E|
Toolbars | Commands |Optic-ns
Categories: Commands:
b~
= 4
=
wiebflaws i 3
Page Setup...
WebFlow Wiew E )
Builk In Menus | Print...
Yersion Conkrol _}v Prink Preview. .. W

Drescription

Close

Further options to personalize your toolbar are available via the ‘Options’ tab.

Customisation &|

Toolhars | Commands | Options |

Personalized Menus and Toolbars

[ always show Full menus

Show Full menus after a short delay

[ Reset my usage data

Other
|:| Large icons
Show ScreenTips on toolbars

Show shortcut keys in ScreenTips

Meru animations:  |(System default)  »
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CONNECTING TO A SERVER

You can now choose to design your Webflow off line, and only connect to the server
to publish your Webflow before taking a call in the Webflow browser, or you can
connect to the server immediately.

To connect the Interaction Studio to a Synthesys server, go to File / Connect.

This will open the Connect dialog.

K

Connect

Server |Pr0iectManagementServer V|

Usemame | adrnin |

Password |uu. |

5] [eowa ]

Select the required server from the drop down menu.

Enter your user name and password in the Username and Password fields
displayed.
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Creating a new Server

To create a new server, go to File / Connect, select Servers in the Connect window
and click the Add button.

Alias Server  Tenant
Server Registration
Server |net20pm |[ Connect ]
Tenant
Blias | |
Add...
[ Ok ][ Cancel

Enter the name of the server and select Connect. Once connected select tenant
“General” and then give the server an appropriate name that you can remember.

Server Registration

Server | net20pm

Tenant | General v |

Aliaz |ProiectManagementServed |

I ak. H Cancel ]

Select OK and connect to the server by entering your username and password as
given to you by your administrator.

Connect |z|

Server | Projectt anagement3 erver hd |

Username |admin |

Pazeword |uu. |

Servers... ] [ Ok l[ Cancel ]
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Synchronising with the Server

Once you have connected to the server, you need to synchronize the client machine
with the server, to pick up the latest Webflows and any updates to Web controls.

|
Go to File / Synchronise, or alternatively click the Synchronize & icon.
Initially, the ‘Synchronisation Started’ line will appear.

Synchronisation Status fgl

i) Synchronisation Started

After a short while further lines appear, with the last line reading ‘Synchronisation
Complete’.

Synchronisation Status g|

i) Synchronisation Started
i) Spnchraonising Server
v Server Syncronisation Complete
i) Licence Updated
v Licence and Key Syncronisation Complete
i) File Synthesys. Controls. Custom. Matchcodefddress. dil. config Saved to C:\Documents and SettingssBrigitte. NOE
i) Synchronising Templates
v Template Synchronisation Complete
i) Synchronising Account and Webflow Details
i) wiebflaw Bank wizard [B ankwizard] Added bo Accout Test [TST]
v &ccount and Webflow Details S pnchronized
v Sunchronization Complete

<

|

Click OK to exit the Synchronisation Status screen.
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DESIGNING SYNTHESYS
WEBFLOWS

Noetica

Fle Edt View Tools Window
elanscl

el

)

Toolbox < 22| T webfiow | - x

] Webflow Blocks

[ section ) o . o X ) o

B Decision [BsakngCr 7'! ([Cormer 7 [Reguent gl [Passangerinie Iy i“ (DE0up

¥ Conclusion ﬂ - @ - @ 8 9 Il ? - ~ o
Global Variables Section - | SNomePrmgt || 4Remesn | T i . - o

%W:M!nw Launcher Section i::‘g?g;& | e [ Y E ) e

[=] Core Actions ] @ j B r

@ Entity Input Action e

@ Web Service Input Action

) Database Output Action

(1 Email Output Action

53 File Output Action

@ Web Service Output Action

@ Entity Update Action

@ Entity History Update Action
[ Custom Actions

| * EmaiPrompt

- m=
Brochure

| Brochure N

| o %)

N =

[EmaiCak. \

e tr

|4 Enaumeer.|

| Encpr

M Connected To Operationsnet
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OPENING EXISTING WEBFLOWS

In the Synthesys Interaction Studio window, you can select an existing Webflow, or
you can create a new Synthesys Webflow.

To open an existing Synthesys Webflow, go to:

File / Open / Synthesys Webflow.

Items to Display
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Understanding The Open Webflow Screen

The Open Webflow screen shows a tree structure, similar to the one in your Windows
Explorer and graphically represents the customer accounts and campaigns that are
stored within the system.

A Synthesys Webflow is created for each campaign that you are managing and is
stored under the appropriate customer account.

The Open Webflow window, where all Synthesys Webflows are held

Open Webflow @

= ‘-_f Project Management.net Server
=25 Bargain Holidays
Wweekend Brea

&0 Camelia
=

) Gareth Testing

S

7 Sitel

=

) Test

[ -

Open ] [ Cancel

Server. The name of the Server is shown to the right of the icon. A & sign
next to the server icon indicates that one or more accounts have been
created for that server. Click on [= to display the accounts.

o

Customer account. Each account set up on the system is displayed. A
sign next to the account icon indicates that one or more Webflows have
been created for that customer. Click on % to display the Webflows.

iE

A Campaign, for which a Synthesys Webflow has been designed, is
displayed under the appropriate customer account.
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Checking Out Webflows
Synthesys Webflows can be opened in a ‘view only’ mode or they can be checked
out for editing.

When opening a Webflow that has previously been published or checked in, the
Check Out dialog will open, asking users if they wish to check out the webflow:

‘This Webflow is checked in (read only), would you like to try to check it out now?’

e Click Yes to check out the Webflow so that you can edit it
e Click No if you only wish to view the Webflow in read only mode

Fe Eit Vew Dok Window Hes
Y J TR RNV |

o=
]
1
©i
&
&
=]
]
&

If the Webflow that you wish to edit is already checked out on another machine, the
check out will fail.

The message associated with the failed check out shows the name of the user and of
the machine on which the Webflow is currently checked out, and the date it was
checked out.

Check Out Failed &3

@ The webflow iz checked aut by Clairs, on Machine NEWTRAININGS at 09/07 /2008

The Webflow needs to be checked in by the listed user, on the named machine,
before you can check it out for editing.
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Checking In Webflows

On closing a Synthesys Webflow or on exiting the Synthesys Interaction Studio,
users will be asked, if they wish to check in the Webflow:

‘The webflow is checked out, would you like to check it in?

& Operationsnet - Brigitteluly201.2 (812) Booking CriyBreak (BookingCityBreak) (Version 5.2) - Studio TR %

FHle Edit View Tooks Window Help

l 1 ] 258
I TR |
Toolbox v AX| T Webflow | -
(5] Webflow Blocks
(Booking Passengerirfo. |ReqesiSsecar “Booking DBOuput
=
2 r ° = &
= i =
48 Webflow Launcher Section
=) =
5] Core Actions o & P
EmsiCaic [Encuiry
Input Action = ‘
45) Database Output Action v ol -
3 Email Output Action
B3 File Output Action =Y
@) Web Service Output Action — 5

@ Entity Update Action
@ Entity History Update Action
[5] Custom Actions

nnnnnn

7] Dont show tis diakog again.

S Connected To Operationsnet

It is advisable to click Yes and check the webflow in to ensure that it can be checked
out again for editing, on the current machine by other users or on another machine.

Remember that users can only check out, edit and publish Webflows that are
not currently checked out on another machine or by another user.
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CREATING NEW WEBFLOWS

To create a new Synthesys Webflow, go to:

File / New / Synthesys Webflow

| Page Setup...

Frint Preview, .

bl

Brint...

Recent Documents b

Exit
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Setting Up A New Account

You can choose to create a Synthesys Webflow for an existing account or a new
account.

To create a new Synthesys Webflow under an existing account, use the respective

drop down menus, to select the name of the server and the account, before moving
to the next window.

To set up a new account, select the Server name und <New Account>.

New Webflow

Server and Server and Account
Account Select the Server and Account for the \Webflow

‘wiehflow Details

Server | Projecttd anagementServer hd
Account | <Mew Accounts v
Account Mame  |EBargain Holidays

Account Prefiz | BHL

Entering Account Details
On selecting the <New Account> option, an Account Name and Account Prefix field
will be displayed.

e Enter a name for the new account and an account prefix in the respective
fields.

The Prefix that you enter must be unique and must contain three alphanumeric
characters.

The Prefix is used to identify all data held against the account and allows easy
identification of data held in database tables.

Click Next> to move to the New Webflow window, where you can enter a name for
your new campaign.
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Setting up a new Campaign

In the New Webflow window

o Enter adescriptive name for your Synthesys Webflow in the Display Name
field.

The display name should represent the campaign it is designed to support.

You can enter up to a maximum of 255 characters into the Display Name field.
The entry in the Webflow Name field, which is stored in the database, is restricted
to 40 characters.

In our example, we have called the Webflow ‘Weekend Breaks'.

r T
MNew Webflow -
Webflow Details
Serverand Account Enterthe Details for the Webflow
b
Webflow Details
Display Name  Weekend| Breaks 14
e — -
<Back | [ Fnsh | [ Cancd

Click Finish to display the Webflow design area, within the Synthesys Interaction
Studio screen.
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UNDERSTANDING THE WEBFLOW SCREEN

The top of the Synthesys Interaction Studio window now displays the account and
Webflow details, together with the version number.

The Webflow design area contains two sections. The first section displays a traffic
light to indicate the start of the Webflow; the other a Finish flag, to signal the end.

Account & Campaign Details

Menu Bar Tgolbars as selected and configured

5 Cperaibminet Bigiieliyarea

File Edit View Tools Window Help

Toolbox v 8%l T Webfiow | - x
(] Webflow Blocks
[ Section i ) i o
T Decision | e | ) B
¥ Conclusion U = @ | i
[ Global Variables Section e
#® Webflow Launcher Section -
[ Core Actions
@ Entity Input Action
@ Web Senvice Input Action -
4} Database Output Action Options pr— lﬂ
& Email Output Action
I File Output Action - Environment y
@ Web Senvice Output Action =5
@ Entity Update Action (=) Webflows @ Tabbed
@ Entity History Update Action . iE”EE“ ) Windowed
£ Custom Actions - Synthesys
Servers

Recent Files

8 % items shown in Window menu

12 |& items shownin Recent Documents

< i B
onnected fo Operationsnet

2 comectesfo O

Webflow Blocks|& Core Actions Webflow Layout: Tabbed Environment

Webflow Design Arera

the Layout section on the right.

To display the toolbox, go to View on the menu bar and select — Toolbox.

Synthesys.Net Manual

To display tab headings in the Webflow design area, go to Tools — Options. In the
Options dialog, under the Environment directory, select General and click Tabbed in
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Webflow Blocks & Core Actions

The individual Webflow Blocks and Core Actions are used to build Webflows quickly
and easily. The following standard Features are available:

Webflow Blocks

Used To

1 5eckion

2k Dedsion

FJ Conclusion

[T Global Variables Section

&) Webflow Launcher Section

Core Actions

Add a new section to the current Webflow and add the
guestions to be asked when the Webflow is running in a web
browser.

Add a new decision to the Webflow, to allow the Webflow to
react to questions in different ways and to determine the path
through a Webflow.

Add a new conclusion point to a particular area to end the
Webflow.

Allow users to set and/or create global variables and decide its
type, i.e. integer, double, character, string, datetime, boolean &
listitemcollection.

Allow users to launch webflows within a webflow and pass
parameters between the webflows.

Used To

{3 Entity Input Action

g Web Service Input Action

& | Dakabase Cukput Ackion

¥ Emnail Oukput Action

[E3 File Sutput Action

Q ‘Web Service Output Action

i) Entity Update Action

E' Entity Histary Lipdake Ackion

Synthesys.Net Manual

Utilize specific CRM/ Entity details within a webflow, for
example to enable branching, in calculations or the dashboard.

Enable connection to a web service to return data for use in a
Synthesys Webflow at runtime.

Allow data from a Web call to be exported to a selected
Database.

Enable users to send an instant email as part of the Webflow.
Export data from a Web call as a comma separated file.

Enable connection to a web service to export data from a
Synthesys Webflow at runtime.

Allows data to be written back to the Entity table.

Allows data to be written back to the History table.
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Designing a Synthesys. Net Webflow

The Webflow design area displays a section with the Webflow name, to mark the
starting point of your Synthesys Webflow and another with a Finish flag, signalling
the end.

To build a Webflow, and to develop the paths that can be taken, drag the sections
and decisions from the Webflow Blocks column and place them between the traffic
light and the finish flag.

The Webflow in our example contains sections, decisions with branches, conclusion
points and some output actions.

WWehflow Blocks
Webflow Properties Conclusion
= Hiykarid - Biigiee Faampley [ BLX) Citplireak labsund ([CHy#reakinbound) (Vernisn B.1) - Synthauy Hat Isteraciion Studie
- . I- [ R -1.
Biaz. .o

L SLE S & v -
[ Webflow Blocks )

[ Sasctin

" Dacinion, [ P Camtarras L e— L Vg L e

=] Gheal W asiabsbey Seannn Q- *Bagant

5 Vbl Loumschas Section b T | fem— T a—

T sy =

L Core Actioes Lot |y Tl ~ere—r— " F

i Erstity lopt Auctien S —r— | hwu-";wi

I Wi Servicn bngad Action Frres : T i L Lguamic

iyl Datibase Chlput Adticn by - =) M F

o Ernadl Cungast tiony

B Fie Chuiput Aciion Tt o

B Verh Sarvice Drusput Action “{,- 3 |

I Entity Updlats Action

il Erminy Hestory Update Artien

| Cusborm Aotiors

€ *

Hﬁmdh'ﬁbd

Sections containing questions to be Branches that determine the
asked during the live operation of the YWehflow path through the ¥Webflow
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Viewing Webflow Content
Section Content

To view a summary of the section content, click the % jcon at the top left of the
section. A drop down list displays the names of the web controls that have been
placed into the section.

To open a section, click on the corresponding section tab displayed in Webflow Flow
View, or double click on the section itself.

Fle Edit View Tools Window Help

I |
Toolbox = 8% T webfow | -x
=] Webflow Blocks
S
o | Beokrg  T)  [DBOWan
@ [ | o
| B
}lJ
\ VMFJ )

i) Database Output Action
{3 Email Output Action

i3 File Output Action

@ Web Service Output Action
@ Entity Update Action

@ Entity History Update Action R ——
(5] Custom Actions

gfc\onnenea To Operationsnet

Display Branches

Click the ¥ icon at the top right of the decision point, to expand or collapse the
branches of a Webflow.

To view the names of individual branches, move your cursor over the branch arrow.
A tooltip will appear, showing the branch name.
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Working with a Section

Sections contain the questions that are displayed when the Webflow is running in a

web browser. A section will contain all of the necessary web controls to enable the

user to perform the task required on the page.

A Section Wizard will guide you through the steps of setting up the section.

Initially, you will be prompted to enter a name for the section. Next, you can choose

to add a Help Page to the section clicking Next>, or to drop the section without
adding a Help Page, clicking Finish.

To save your Webflow, click the Save E‘ icon.
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Adding a New Section to your Webflow

1 Section

To add a new section, select the section symbol from the Webflow

Blocks column of the Toolbox, on the left hand side.

e Pressthe left mouse button and drag the new section into the Webflow design
area on the right. Your mouse pointer will change to a small black arrow.

e Point the arrow to the line between the traffic lights and the conclusion flag
and release the left mouse button, to drop the section.

The Section Wizard is displayed, prompting you to enter a name for the section.

Descriptive section names help users to navigate through the webflow.

The Display Name is shown as section heading in the webflow. The internal name
in the Name field is stored in the database and can’t contain spaces.

The display name and internal name can be different. The maximum entry for each
field is 50 characters.

Itis not advisable to rename the internal name in the Name field, especially once your
campaign is live, as this will put new columns into the Database and your reports will
have to be re-created to point to the new fields.

Section Wizard

Section Name “
Create or modify the name and dizplay name for the section.

Section Name

Help Page

Aszzign a Dizplay Mame and an intemal name for the section.

Dizplay Hame |Fegquest

Mame |Request

[ Mest > ] [ Finizh ] [ Cancel

The Section Name in our example is ‘Request’.

To attach a Help Page to a section click the Help Page option, or the Next> button.

Synthesys.Net Manual 96



: Noetica

Adding a Help Page to a Section
In the Help Page option of the Section Wizard, you can now assign a Help Page.
This can be any page that is accessible via the intranet or the Internet.

Enter the web address for the required Help Page.

Next, press Enter on the keyboard, or click the green arrow to test the link and to
display the Help Page for this section.

Enter the web address and press the arrow to test the link.

Section Wizard w

Section N gl
ion Heme Erter a web address for the help page.

Help Page
- Help page: http.//www noetica com/
CALL US +

Noetica oy WHO

WE ARE

mol ey

Click Finish to add the section to your Webflow.
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Editing Section Details

To edit a section, for example to change the section name or to add a Help Page,
right click on the section and select the Section Wizard option.

Changes can now be made, as required, using the section Wizard.

- 5 Webflow

‘Weekend Breaks --ﬁéquest Finish

4 ] —

Section Wizard, .,

Cub

d Copy
Paste

¥ Delete

Deleting a Section

To delete a section, right click on the section and select the Delete option.

- '.5 Webflow
wyaekend Breaks '-ﬁéquest "Finish
g £ —
Section Wizard. ..
Zuf
o Copy
Paste
|>( Delete

Synthesys.Net Manual 98



: Noetica

SYNTHESYS WEB CONTROLS

Web controls are used to create the questions and prompts within a section that
guide the user through a Webflow, ensuring that all relevant information is

completed.

Web controls are self-contained tools that can perform a variety of tasks, from a
simple data capture “Edit” control to more advance bespoke Web controls that
interact with other applications or databases.

Web control

Used To

og (1]

i &

@ & W

i

B 0 B

|

Address control: capture postal address details.

Check Box: display a group of Windows style check boxes. Any
number of boxes can be created and multiple items can be ticked.

Cascading Drop Down: create up to 10 drop down lists within the
control, which allow a mutually exclusive selection to be made from a
number of entries.

Date Time Picker: allow the capture of a past or future date from a
diary page, as well as allowing the capture of the time.

Drop Down List: display a Windows style drop down list, which
allows a mutually exclusive selection to be made from a number of
entries.

Edit: accommodate numerical, currency, text or alphanumeric input.

Entity control: pick up a specific CRM/ Entity table and to determine
how the information is displayed to users at run time.

File Upload: upload files when taking calls in the Synthesys.Net
Portal. Using calculations, users can specify which files to upload and
the location to store and view the files.

Hyperlink: launch a webpage via a hyperlink in the webflow

IFrame: launch a webpage as part of the webflow, when users reach
the section that contains the control.

Image: allow the display of images as part of the webflow.
List Box: display a list.
Multi Edit: display of multiple edit fields in multiple columns and rows

that can accommodate numerical, currency, text or alphanumeric
input.

Synthesys.Net Manual 99



Web control

: Noetica

Used To

Memo: allows the entry of large amounts of text with formatting.
Multi Memo: enter large amounts of text with formatting. Users can
split the memo control into up to three memo fields displayed next to
each other, and define a width for each field. Entries in each memo
field will be stored to its own database column.

Name: allows the capture of title, initials, forename and surname.

Prompt: is used to prompt agent dialogue during a call.

Radio: allows a mutually exclusive selection to be made from a
number of configurable buttons.

Reference Number: generates a unique reference number at runtime
according to a predefined configurable format.

Webflow Launcher: to insert a webflow into another webflow.

K
Custom Web
Controls Used To
$ EigerDebit: verifies bank account details given by a customer. The
control is integrated with the BANK WIZARD® (Software to be provided
by Eiger), to provide reliable bank data for your systems.
il Matchcode Address allows the capture of a postal address. Using
] Matchcode Address , the address will be completed automatically
based on the entry of a postcode.
é Media Code control: allows the capture of a media source code.

Based on a reference number of media name, full source details can
be displayed on screen. The control is used primarily for the purpose of
market research.
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Working with Web Controls

The available Web controls are displayed in the section editor under the Core
Controls column of the Toolbox.

A Control Wizard will enable you to configure the control as required.

Each Web control has its own set of available properties and the control wizard will
systematically guide you to each option, when you click the Next> button.

Available Option Used to

Name Enter a name for the control. The name must only contain
alpha numeric characters and no spaces.

Settings Choose and select from the options available, or add to,
remove or modify items in a list

ltems Add to, remove or modify items in a list
Value Enter free text, for example for the prompt control
Fields/ Titles Select from the available fields and add or remove existing

titles for the name control

Validation Set compulsory fields to instruct the user to complete and put
data in the Web control, before moving on to the next section.
A star will indicate which fields are set to compulsory.

Advanced Change the appearance and behaviour of a control, for

example set back and border colours or set properties using
calculations.
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ADDING & CONFIGURING WEB CONTROLS

To add a Web control to a section

e Double click on the section, to open the Section Editor.

The available Web controls are displayed under the Core Controls column of the
Toolbox on the left hand side.

H
e Select the desired control symbol, for example a Radio EE‘ Web control, and
drag it into the Section design area.

¢ Release the left mouse button, to add the control.

All controls will be aligned to the left and one above another. If you put many
controls onto a page, the page will have scroll bars at runtime, allowing the user to
scroll up and down the page.

Each Web control has a set of available properties. When you click the Next>
button, the Control Wizard will systematically guide you to each option.

Alternatively, simply click the desired option in the panel on the left hand side.
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Web Control Name

The first page of the Control Wizard displayed prompts you to enter a name for the
control.

The control name must be different from the section name. If you use the same
name, an error message will be displayed, when you click Finish.

It is not advisable to change the control name once the campaign is live, as this will

put new columns into the Database and your reports will have to be re-created to
point to the new fields.

Wizard

Control Name

Control Hame Set the Contiol Name

Settings

Control Mame ‘Hequesl ‘

Walidation

Advanced Properties

Mext » ] [ Finish ] [ Cancel

Click Next>, to move to the Settings page of the Wizard, to continue the
configuration of the Radio web control.

Alternatively, simply click the Settings option on the left hand side of the Wizard
screen.
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Web Control Settings
In the Settings window of our Radio web control, we can replace the existing options
‘Yes and No’ with our own options, as required.

Display Text: shows the text for the options that are displayed to the user.

Settings

Control Mame

m Display Text Selected Enabled

> .
Walidation | E ]

No ]

* ] [}

Advanced Properties

Radio contral label: l:l

Calumns: 1 &

[ <Back ][ Mews> ][ Fish | [ Cancel |

The focus is on the first line of the Display Text section. Simply add your own option.
Press Return to move to the next line, to enter your next option. Continue the
process, until all entries have been made.

Note: To edit the text entered, double click the option in the display text and type in the new
text. To add new options, double click in the display text column next to the *.

Selected: if ticked indicates that the specific option will by default be selected.
Enabled: if ticked indicates that this option is available for the user to select.
Radio control label: if you like, you can attach a label to the control.

Columns: you can select the number of columns to be displayed, i.e.’1’ column.

Settings

Control Mame

Display Text Selected Enabled

]

Validation Book & Holiday
Brochure Request @]

sl | =

Advanced Propeties = 0

Radio control label l:l
Colre: T You can add a label for the control

and select the number of columns to
[ < Back ][ MNext > ][ Finish ][ Cancel ] be dISp|ayed.

To delete an entry, highlight the row and click Delete on the keyboard.

Click Next, to move to the Validation page of the Wizard.
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Validation of Web Controls

To record specific information, necessary to produce accurate and meaningful
reports, you may wish to make selected fields within the control compulsory.

In the Validation page of the Web control, you can instruct the user to complete and
put data in the Web control, before allowing them to move on to the next section, by
marking selected fields or options as compulsory.

In case of the Radio web control, if ‘Choice is required’ is ticked, an option must be
selected to be able to continue.

Control Name Validation

Seftings

Adwanced Properties

Choice is required

< Back ” Mext » ][ Finish ][ Cancel

In case of the Check Box web control, you can select the minimum and maximum
of items that can be selected.

Validati
Control Hame aldation

Itermns

Validation
Minimurm items selected |0 B

Advanced Properties

Maximum items selected |0 E

< Back “ Mexst > ] [ Finish ] [ Cancel

Click Next>, to move to the Advanced Properties page of the Wizard.
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In the Advanced Properties page of a Web control, you can change the appearance
and behaviour of a control, for example, set background and border colours.

Contiol Hamne
Settings

Yalidation

Advanced
Properties

Advanced Properties
Properties

=24 [F]0

EliAccessibilly
Tablndex

& Appearance
BackColor
BorderColor
BarderStyle
Columns
FareColor
Items
Label
SelectedText
Selartardiale

>

1}

|

O

NotSet

f

| =2

[Collection]

‘es

Yao bt

To display, for example a back ground colour, tick the ‘BackColor’ box. Now use the
drop down menu subsequently displayed to open the colour panel, from where you
can select the desired colour.

Contral Name:
Settings

Walidation

Advanced
Properties

Advanced Properties
Properties

244 [F] 0

B Accessibily
Tahlndex

BorderGtyle

Columns
FareCalor
Items

Label
SelectedT ext
Celerted ah e

1}

[ 128,128,255 [alr2]
D Custom | web | Spstem

CCEECEC R
O
icolf [ N[ O[T
L
ool NN
A

]

L= T

(I i

To display border colours, tick the respective box ‘BorderColor’, select the desired
colour and then set a Border Style.

Bl Appearance
BackCalor

BorderColor

Fields

FirstMame

ForeColor
Honours
Initials

| ahel=

. ComflowerB lue

O

Double EHE

413

O

TiH=H

MotSet
None
Diotted
Drashed
Solid

Groove
Ridge ™4
Inset

o]

Clutset
Finizh Cancel

Click Finish, to display the configured web control in the Webflow design area.
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Editing a Web Control

To edit a Web control, for example to change some of the entries or settings, right
click on the control and select the Properties.

In the section control Wizard that will open, you can make any changes as required.

The stars indicate fields that have been set to be compulsory in the Validation page of the
control properties.

Title: Mr v =
First name: 5
3
Initials: Cut |
Last name: i | *
Paste =
7 Delste
| Propetties |

Deleting a Web Control

To delete web controls, right click on the web control and select the Delete option.

The stars indicate fields that have been set to be compulsory in the Validation page of the
control properties.

Title: Mr v &
First name: &
Initials: Cut
i
Last name: rid
| Paste
| X Delete
Properties
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ADDING AGENT DIALOGUE

To enter the appropriate text prompt to accompany the control, you need to use the
Prompt Web control.

The prompt control is used to add text to any page within your Webflow.

In the Value page of the Prompt control, you can enter your free text as required, for
example, ‘How can | help you?’ or ‘Can | take your name, please?’

Value
Control Mame

Value
- i Times MewRoman = |2pt -|/B I U A H || % 53 @ H

[Nert Calculation

Advanced Properties How can | help you? |

Click here, to add a calculation

< Back ][ Next > ][ Finish ][ Cancel

Click Finish, to display the configured Web control in the Webflow design area.

Information regarding the Prompt control ‘Formatting’ toolbar is described on the next
page.
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Prompt Control - Formatting Toolbar

The Formatting Toolbar is used to apply formatting to text entered into the Text
Prompt Box:

! Times MewRoman = 12 pt | B 7 U A LR Gy |

Option Used to...

Times Mew Roman = Change the typeface of the currently selected text.

12 pt B Change the font size of the selected text.

B Apply bold to the selected text. Click on the button again to
remove bold from the selected text.

Vi Apply italics to the selected text. Click on the button again to
remove italics from the selected text.

1} Apply underlining to the selected text. Click on the button again
to remove the underlining from the selected text.
A Change the Foreground colour of the selected text. You can
choose from the standard colour palette that comes with
Windows.
gan Change the Background colour. You can choose from the
standard colour palette that comes with Windows.
S Insert Calculation. Add a calculation to the text prompt.
% Remove the currently highlighted selection and place it on the
Windows clipboard.
23 Copy the currently highlighted selection to the Windows
clipboard.
e Paste the contents of the Windows clipboard at the cursor/

insertion point.
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You can use a calculation substitution to bring forward the customer name that has
been taken in a previous section.

e Click on the ‘Insert Calculation’ fe icon, and then click the New Calculation
button, to display the Calculation Editor window.

Eoutinliane Insert Calculation/Property E|
= [d Calculable ltems Mew Calculation ..
[ System Instance Variables [ B [F a
{_d System Variables LI ﬂ ‘
4 Parameters
Advanced Properties 3 Cortrol Propertiss
[ Calculations
[ carcel |
< Back ][ Mext » ] [ Finish ] [ Cancel

Enter a Name for the Calculation

Enter the name for your calculation into the Calculation Name field, i.e.
CustomerName.

Click your cursor into the calculation window, next to the equal = sign, to
display the new calculation name.

CalculationsEditor

Current Properties and Calculations Caleulation Mame | Customerame Tupe |Stnng w |
= [ Calculable Items 1 Function CustomerMame () As String |
d System Instance Vaniables -4
[ System Variables 3 CustomerMName = |
4 Parameters 4
{4 Control Properties 5 End Function
_d Caleulations

Synthesys.Net Manual 110



: Noetica

Selecting Calculation Properties

To select the required property for the calculation

e Gotothe Control Properties folder and select the section that contains the
control and the field within the control used to collect the customer’s name.

In our example, we have selected the PersonalDetails section, CustomerName control and
the Title.

CalculationsEditor

Current Properties and Calculations Calculation Mame | Customertame Type |Shing ~
= [ Cdlculable ltems ~ Function CustomerMame () As String
#-_d System Instance Variables
#-_4 Syetem Variables
4 Parameters
=% Control Properties
= :| PersDetails

Customeriame =

bW e

End Function

+ Q M amePrompt
=1 CustMams

L Title:

W FirstName

W MiddleName

@ Sumname

@ Initigls

W Honours

@ RestrictTaolist

W Fields

@ Titles

w Labels

@ CompulsoyFislds % J

e Double click your left mouse button on 'Title' to add the information from the
Control Properties folder on the left to the calculation section on the right.

e The operators +" "+ will be added automatically on selecting the second
option, i.e. the Surname. See the calculation example below:

Function CustomerName() As String

Calculationl =
Synthesys.Property.WeekendBreaks.PersonalDetails.CustomerName.Title+"
"+Synthesys.Property.WeekendBreaks.PersonalDetails.CustomerName.Surname

End Function

e Click OK, to enter your CustomerName calculation substitution into the agent
dialogue box.

Enter the remainder of your agent dialogue as required and remember to SAVE and
PUBLISH your Webflow, before testing your substitution in the Web browser.
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CREATING CUSTOM CALCULATIONS

The more technical users of Synthesys can also create dlI's (Dynamic-link library)
in an external application and embed them within the Synthesys calculations engine.

This will allow users to create code in VB.Net or C# and then make it available within
the calculations engine as Custom Calculations.

Creating DLLs for Custom Calculations

In order to create a custom calculation:

A dll should be created and placed on the Synthesys server. There will be a
directory on the Synthesys server called Calculations 2 Custom Calculations.

Any dII's put into this directory will be synchronised with the Synthesys Interaction
Studio when the user synchronises the client machine with the server.

Once Synchronised, users will see the dII's in the tree within the Calculations Editor.

-
o Calculations Editor l_lﬂlng—hj

-

Cumert Properties and Calculations Calculation Name  Calculation Type Sting -

E-{Zy Calculable tems SR|I¥%¥BRARX| 9 <Y
- System Instance Varables
3 System Variables Function Calculation({) As String
4 Custom Varables

I Parameters

4 Control Properties

3 Input Action Results

3 Calculations

4 Buitt-In Calculations

Matt Sample. Matt TestCalc
{14 Sample

CustomerCalc

{4 Sample
Umbrella. Mot Syrthesys Hat
-3 Umbrella. Mot Syrthesys

SE RS

Y

End Function

oK | [ Cancel

Please see next page for more information.
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Synthesys will interrogate each dll and use the information within the dll to generate
the tree for the end user to use.

The NameSpace will be shown as the top level in the tree (SPB.Custom Functions)
Any Public classes defined will be the next level in the tree (Customer Functions)
Any Public Static methods will be the final level in the tree.

To avoid name space conflict with our classes, please do not use Synthesys as part
of your NameSpace.

Example

Here an example code that would result in the above tree elements being created:
namespace SPB.CustomFunctions
public class CustomerFunctions

{
public static bool AddCustomerAudit(string UrlBase, string Customerld, string
Audit)
{
try
{
Uri uri = new Uri(UrlBase, "/AddAuditltem");
/... Code to invoke web service and check return

}

catch (Exception ex)
{
I/l Log exception
return false;

}

return true;
}
public static bool UpdateCustomerPhone(string UrIBase, string Customerld,
string Number)
{
/...
return true;

}
}
}
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Using Custom Calculation in the Webflow

To use a custom calculation users select and double click on the calculation
containing the required Method to pass in the parameters needed by the function.

Parameters can be anything available from the calculations engine, e.g.

e Script objects

e Parameters

o Results of web service calls
o Results of other calculations
o FEtc.

ol Calculations Editor - — - — - — —

Curent Propetties and Calculations Calculation Name  UpdateCustomer Type Sting

S+ Calculable tems NEEEYNE Y -2 A oy
{27 System Instance Variz

of# Aaert Frst Nome| ||| * Function UpdateCustomer() As String
a# Agent Id 2
a# Agent Sumame 3 praatecy
a# Agert Tile 4
~aff Agent Usemame | ||| 5
~-f# Call Direction & End Function
# Customer Connec
# Customer id
# Sequence Id
# Start Tme
£+ System Variables
~-aff Account Name

er = CustomerFunctions.UpdateCustomerPhone (ServerName, SPB.Gustomer.Customer,Id, "Customer has a new tel")

I

a# Webfiow Version

(3 Parameters

£+ Control Properties

[ Notes (Notes1)

7] Arange a calbac

] Send an email

7] Orline Form

7] Advice

2] More than 6 week

] Lessthan B wesk

-] Travel Plans

7] Notes (Notes)

] Appointment Infor

] Embassy Advice

Z1 UK rational

] Where is the cust

7] Not Reportedto F

& Police

=] Customer Details
-] Prompt1
-] Image2
-] Image
-85 WhatlsThelss
=468 Customer =

< m ’ J < m »

—

Maintaining Custom Calculations

If a change is required to a dll then the following process is adopted:
1. Change the dll in the directory on the server
2. Resynchronise the Interaction Studio

3. Re-release script

If changes have been made and, for example, an extra parameter is required,
the release will fail and the calculation will have to be amended.
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REGULAR EXPRESSIONS

Regular expressions are used within the Edit and Multi Edit web controls to create
input masks for data entered at runtime. The Regular expressions library allows
users to add their own regular expressions to a global library and to use these within

a webflow.

XML File to hold Regular Expression

Users need to create an XML file on the server that will hold the regular expression,
together with a short description. Authorised users can then add new regular

expressions to this file manually.
The XML file should look like the following example:

<Regular Expressions>

<Regular Expression Name = “My First Regular Expression” RegEx ="[0-9][A-Z][0-1]"/>

</Regular Expressions>

Using Regular Expressions in a Webflow

At design time in the Synthesys Interaction Studio all regular expressions from the
XML file will be shown in the Regular Expression column of the Edit and Multi Edit

controls.
To pick up a regular expression

¢ Tick the Data Validation check box.
e Select the required regular expression from the drop down menu.

‘Wizard
Control Name Validation ﬁ
>
Settings
Compulsany Custom Regular
Field Emor RE;:?;I:;O” Regular Expression
Validation Text Expression Emor Text
i Thig field is requir... The texdt does not ...
Aty
Advanced Properties Mumeric
Digits
Email
Credit card
Fl Single Letter I T »
Two Letters
[#] Compulsory M
[C] Minimum Width
] Madmum Width
2] Deta Vaidation |
I < Back “ Mext > ] I Finish ] I Cancel ]

If you wish to enter, rather than select a regular expression, select Custom in the Regular
Expression column and enter details into the Custom Regular Expression column.
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DEFINING BRANCHING IN WEBFLOWS

A decision point and associated branches will determine the flow of the call.

Depending on the answer entered, or the result of a calculation, a different path can
be followed through the Webflow, asking necessary questions or passing on specific

information.

A decision must be placed after the section that contains the web control
on which you want to branch.

Branches can contain multiple conditions, reflecting the path that should
be taken through the webflow.

When dropping a Decision, the Decision Wizard will open and guide you through the
steps of adding a hame, defining the basis for the decision and adding the required
branches. The default branch will be created automatically.

Branches

Description

Default branch

BLUE branch arrow

Other branches

GREEN branch arrow

RED branch arrow

The default branch is created automatically on dropping a decision
point. It is the fallback logic that automatically gets used when NO
OTHER logic (branching based on answers) gets triggered. The
default branch can’t be renamed.

The default branch displays a BLUE branch arrow.
Branches are created by the user to define the call paths through a
webflow, based on the response to certain questions.

A GREEN branch arrow is displayed, if the branch contains one or
multiple conditions.

A RED branch arrow is displayed to remind users that conditions
still need to be assigned to the branch.

Please see next page for information about adding decisions and branching.
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Adding a Decision to a Webflow

In our example, the path through the Webflow is to change, depending on the option
a user selects in the Radio Web control in the Request section. To enable
branching, we need to drop a decision on the line after the Request section.

2 Decision

e Select the Decision symbol from the Webflow Blocks

column of the Toolbox.

¢ Holding down the left mouse button, drag the decision into the Webflow
design area on the right, then release the left mouse button to drop the
decision symbol.

The Decision wizard will open to guide you through the process of adding a Decision
Name, selecting the Decision Basis, i.e. the control properties or calculation results
on which the decision is to be based and of adding the required branches and
associated conditions in the Add Branches page.

Adding a Decision Name

¢ Inthe first page of the wizard, the Decision Name page, enter a short logical
name for your decision into the Display Name field.

Decision Wizard

Decision Name

Decision Name Create or modify the display name far the decizion. ﬁ

Drecizion Basis

Azsign a Displap Mame for the decizion

Dizplay Mame | RequestSelects
Add Branches o a d

Mame |FequestSelected

Mext > ] [ Finish ] [ Cancel

o Click Next>, to move to the Decision Basis page of the wizard, to define the
decision.

Please see next page for more information.
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Decisions can be based on the properties of a control or calculation results.

In our example, we base the decision on the items selected in our Radio Web control

‘Request’.

e Open the Control Properties folder, select the Section and Web control,
on which the decision is to be based, and select Items.

Decizion Mame

Add Branches

Decision Basis

Select a value on which to base the decision.

Decision Basis L
- The decision is bazed on:

= [ Calculable Items
4 System Instance Variables
1 System “ariables

1 Parameters

=-{Z Control Properties
=] Request
Q FequestText

= 3@ Request]

CLCLCLLLLC

>
Mew Calculation...

Items
Colurninzg
Required
SelectedT ext
Selectedyalue
Label
RackCinlar

< Back ][ Mest » ][ Finish ][ Cancel ]

o Click Next> to move to the ‘Add Branches’ page of the Wizard, or
alternatively simply click the ‘Add Branches’ option on the left side of the

Wizard.

In the Add Branches page of the Wizard add any branches and conditions, as

required. Please see next page for further information.
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Adding Branches & Conditions

In the Add Branches page of the Wizard, a default branch has been created
automatically on dropping a decision point. The default branch will be used for
options not assigned to any of the other branches created for this decision.

e To add a new branch to the list under the Branches heading, click the Add
Branch tab and enter a name for the branch.

. Add Branches ) _ To rename a branch,
LRI 4dd branches and conditions to the decision. .

»e double click on the
Decision Basis ~ | I Condiion branch and enter a new

Diefault branch Eook o Holiday
s Broehure Femest name.
Add Branches Enquiry

The default branch
- can’t be renamed

Add Eranch

Adding Conditions to Branches

e Highlight your branch, select the appropriate condition(s) on the right hand
side, and use the arrow button to move the condition into the branch.

It is possible to add multiple conditions to a branch, reflecting the path that
should be taken through the webflow.

Branches that do not yet contain a condition are displayed in red.

e Torename a branch, double click on the branch and enter the new name.

et oniiane B bt and condiions o s deciion Itis pOSSIple to drag and
drop criteria from one

BRI T 1 Cranches Eameliam branch to another branch,

- Book a holidas Enguiny i i

=) T EE;;iif'QaHi"w if required.
E’nqs;:chule Request =
Default branch
=

When you have assigned the relevant conditions to the branches, click Finish.
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DEFINING DECISION VARIABLES

Decisions can be defined by comparing a variable (such as a control property,
calculation result, input action return value, etc.) to an immediate value, or against a

variable value. The name of a variable is defined through the calculation 2 dialog.

e Drop a new Decision into your Webflow.
Enter a name for the Decision and then move to the Decision Basis page of

[ )
the wizard, to select the value on which to base the decision.

In the Add Branches page of the wizard you have the option to compare a variable to
an immediate or a variable value.

To use an immediate value, for example when using a Date Time control

Select the Condition It is or It is not, followed by either After, Before,
Between, On and the Value Type, i.e. Date & Time and then select the

required date time range.

To use a variable value, for example to compare two DateTime (DT) controls, in
order to move through a particular branch, if the date selected in DT1 is before DT2:

Select the Condition It is, followed by Before and the Value Type, i.e. Date,
or Date & Time.
e Next, select the ® field and click on the Calculation @icon to

open the Insert Calculation Property dialog.
Here you can now select or create the relevant calculation to define the

variable for the condition on which to branch.

Decision Wizard

Decision Name | Add branches and conditions to the decision. Py
&

@& Branches Condition
PreviousClaim @ lhis

|- A ‘(;,- It is not
ol Insert Calculation/Property &J ifter
Before
Eetween

Decision Basis

--LJ System Instance Varables - [ Mew Calculation ] On
[-{_d System Variables | =
=53 [ slue Type |Date & Time -|
i o © [12 January 2012 1206 [=
“af = ©
..... - | .
""" g @ [12 January 2012 2.06
..... = 2
=
..... af* -
""" i tnng ENe: [ Finish ] [ Cancel ]
el | o 7
ol -
\

Add any branches, as required, move the associated condition into the branch

[ ]
and click Finish to save the information.
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DEFINING GLOBAL VARIABLES

Using the Global Variables Section users can set and create global variables, which
subsequently can be used to access the information set elsewhere in a webflow, for
example to accumulate price information or to build a list of items.

When creating new global variables, users first select its type, i.e. integer, double,
character, string, datetime, boolean or listitemcollection from a drop down menu, and

then define the variable by selecting the relevant information via the Insert
Calculation Property dialog.

Adding Global Variables Sections

To add a new Global Variables Section to the webflow

o Select the [ Glebal Variables Section symbol from the Webflow Blocks column
of the Toolbox in the Synthesys.Net Interaction Studio.

The Global Variables Section Wizard will open, prompting you to enter a
descriptive name for the section.

Global Variables Section Wizard

. Section Name :
Specify name for the section “
E

Global Variables

Display Mame  Cortacts|

MName Contacts

Ned> | [ Fnish || Canced ][ Heb

Click Next>, to move to the Global Variables page of the Wizard, to continue the
configuration of the section.
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Configuring Global Variables

In the Global Variables page of the wizard

e Click the Add New button and enter a name for your first global variable.

e From the Type drop down menu select the required type, i.e. integer, double,
character, string, datetime, boolean & listitemcollection.

Global Variables Section Wizard

_ Global Variables
Section Name Define Global Variables and set initial values Py

B B

MNew Global Variable

Name  FirstName

boalean

character

datetime

double

integer

ListhtemCollection
g

Type

Click on a property name and press Delete key to clear assignment

< Back Next > Frish | [ Cancel || Hep |

To define the variable click on the calculations #=icon.

e Locate and select the relevant information in the Insert Calculation Property
dialog

e oOr create a New Calculation to define the variable.

Global Variables Section Wizard

Global Variables
Section Name
+9

Define Global Variables and set initial values

B4E®

B Misc
Firsthlame {no change)

a2 Insert Calculation/Property R m

[+ Custom Variables - New Calculation ...

{1 Parameters

[=l{iz Control Properties Edit Caleulation

E Details

- 7] Status

B {T] Cortact
-5 Emal

Clig}| -8 Telephone

=- 1 Name1

- @ Fields

" N Firsthame |

- @ Honours i

- @ Initials —

- @ MiddeName | |

- @ Sumame

Title

[#-{_J Other Properties + Cancel

/
g
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Using existing Global Variables
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To pick up existing Global variables for use anywhere in the webflow

e Click on the calculations ficon.

Noetica

¢ Inthe Insert Calculation Property dialog locate the Global Variables folder.

o Select the Variable(s) that you wish to use at this point in the webflow.

Cantrol Mame

Advanced Prope

Value ﬂ
b
Insert Calculation/Property
o a
El [ Caloulable Items Mew Calculation .. | ﬂ
{1 System Instance Yariables
{4 Spstem Variables Edit Calculation |
{4 Custon Wariables:
{4 Parameters
{4 Control Properties
{1 Input Action Results
: {3 Calculations
[SREE Global Variables
@ FinalPrice 1
i @ FirstMame J
o i InitalPrice
Finish Cancel |
Cancel | 5
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AUTOMATIC TYPE CONVERSION

This allows the Synthesys™ Interaction Studio to feed all/any available values into a

property of a control. ALL properties are presented in the }; “Insert
Calculation/Property” dialog, regardless of the destination type.

Non-matching properties will be displayed using a different colour (blue = ok, red =
non matching), but be still useable.

When using a non-matching property (or calculation, or Web Service Input Action
return value, or system variable...) the system provides an implicit type conversion
from the source variable to the type of the destination variable.

Error handling

Should some type conversions result in errors, for instance an attempt to convert a
non-numeric string to an integer or a non-date string to a date, an error message will
be displayed containing the webflow name, source string, source and destination
types and any other relevant information and will also be recorded in the logs in order
to facilitate the debugging of the webflow.

However, an error should not preclude the subsequent run of the webflow as it

should simply generate a default value (such as an empty or “error” string or a zero
or 9999 value).

Logic for Conversion of types
Synthesys will attempt to convert any/all values by using the relevant TypeConverter
and call it's ConvertFrom() method to convert it to the desired type.

Converting a small number type to a larger type e.g. Short (2 Bytes) to Long (8
Bytes) or converting any value type to a string, for example, should always work.

If the conversion fails (for example the Short to Long conversion may fail going the

other way if the Long is too big to fit into the Short), then an exception will be thrown
and the default value for that type will be used, as described above.
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List of basic data types and their size in Bytes.

Going from less Bytes to more will always work, but not necessarily the other way
round.

Key- X — Same no conversion, Y — Will convert , N — Will not convert, M — Will try to convert (in
unsuccessful then default values will be set 0 for all the default numbers,"™" empty, default string and
01/01/0001 for default date

To
bool byte  shyte char decimal double float int
From bool X Y Y N Y Y Y Y
byte Y X Y Y Y Y Y Y
shyte Y Y X Y Y Y Y Y
char N Y Y X N N N Y
decimal |Y M M N X Y Y M
double Y M M N M X M M
float Y M M N M Y X M
int Y M M M Y Y Y X
uint Y M M M Y Y Y Y
long Y M M M Y Y Y M
ulong Y M M M Y Y Y M
short Y M M Y Y Y Y Y
ushort Y M M Y Y Y Y Y
string M M M M M M M M
datetime | N N N N N N N N
To
uint long ulong short ushort string  datetime
From  bool Y Y Y Y Y Y N
byte Y Y Y Y Y Y N
sbyte Y Y Y Y Y Y N
char Y Y Y Y Y Y N
decimal | M M M M M Y N
double M M M M M Y N
float M M M M M Y N
int Y Y Y M M Y N
uint X Y Y M M Y N
long M X Y M M Y N
ulong M Y X M M Y N
short Y Y Y X Y Y N
ushort Y Y Y Y X Y N
string M M M M M X M
datetime | N N N N N Y X
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WEBFLOW LAUNCHER SECTION

Using the Webflow Launcher section in the Synthesys.Net Interaction Studio, users
can launch webflows within a webflow and pass parameters between the webflows.

When running calls in the Synthesys.Net Portal in the Web Browser, users initially go
through the sections of the main webflow. At the appropriate point, the embedded

webflow will open. Having taken the relevant details, users will then return to the
main webflow to complete the call.

To add the Webflow Launcher section to your Webflow

o Pick up the #® Webflow Launcher Section jcon from the Webflow Blocks column of
the Toolbox, drag it into the Section design area and release the left mouse
button.

Section Name

e Enter a name into the Name field, in our example ‘Passenger Info’.

-
Webflow Launcher Section Wizard Wi A

. Section Name
Specify name for the section ﬁ
R

Webflow Selection

Display Name | Passenger Info

Webflow Parameters
MName Passengerinfo

Retum Values

Loop Conditions

< Back Ned> | [ Fnish || Cancel |[ Hep

Synthesys.Net Manual 126



Webflow Selection
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In the Webflow Selection page of the Webflow Launcher Section Wizard
Locate and select the webflow that you wish to launch in the Webflow section.

Click Next>, to move to the Webflow Parameters page.

Webflow Launcher Section Wizard

o

Section Name

Webflow Selection
Select the webflow to be launched

Webflow Selection
Selected Webflow: General\Brigtte \BR City Break

Fip—
Webflow Parameters

E| BranchTest
- Branch TestCollinson

Retum Values

Loop Conditions

=] Brigitte:
I CR City Break

i BR CustConsutting

R Entities

R Entity ControlTest

R Entity New Customer

R Entity Test

R ErtityCustomerData

i BR Translation Webservice
\... Clzin Renistratinn

T T

Finish

Cancel

Webflow Parameters

Noetica

To pass information from the main webflow into existing parameters of the launched

webflow

e Click into the Parameter Value field and then the calculation #icon.

In the Insert Calculation/ Property dialog select the folder (e.g. Parameters or
Control Properties) and fields that contain the information to be displayed in

the popped webflow.

‘Webflow Launcher Section Wizard

Section Name:

Webflow Parameters
Set parameters to be passed to webflow

“

=-{i£ Parameters

" g0 BT
&® CustomerlD

g Email

@@ Firsthame

@@ Postcode

-G Sumame

e Title

-3 Control Properties
{4 Input Action Results

Synthesys.Net Manual

[#-{_4 Calculations
-3 Buit-In Calculations
-3 Custom Calculations

m

»3
Webflow Selection
Parameter Name Parameter Value
; Fx
Webflow :im:”gﬂe{ &
Paramet irsthame i 2
= ol Insert Calculation/Property M
Sumame
Retum Val Postcode -
um Yalues Telenh [=-{ Calculable tems - New Calculation ...
Elephane [#-_d System Instance Variables | |
Payment -4 System Varables
Loop Conditions [#-3d Custom Variables

Cancel

p—
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Return Values

To pass information from the launched webflow back into the main webflow
¢ Click into the Return Name field and enter a logical name to reflect the data
that is to be passed.

e Click into the Return Source field and then the calculation #icon.

¢ Inthe Insert Calculation/ Property dialog select the folder (e.g. Parameters or
Control Properties) and fields that contain the information to be returned to
the main webflow.

-
Webflow Launcher Section Wizard Wi
X Retum Values “
Section Name Select properties from launched webflow to be retumed
>

Webflow Selection

Retum Mame Retum Source

<New Retum Value:
Webflow Parameters
Loop Conditions

Loop Condition

In the Loop condition dialog users specify the number of times that a selected
webflow is to be launched.
e Select Once only, or Loop to enter or create a calculation to determine how
many times the webflow is to be launched.

e Tick ..until the following condition is met: to base the decision on an option
created in the Return Values page.

Webflow Launcher Section Wizard =

) Loop Conditions ﬂ
Section Mame Set looping condtions

Webflow Selection

Webflow Parameters
1 Only once

@ Loop...
... for {up to) the following number of times:

L Condili 2
[ ... until the following condition is met:

Retum Values

e R ) —
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COPYING WEB CONTROLS, SECTIONS & DECISIONS

In the Synthesys Interaction studio you can cut, copy and paste web controls,
sections, decisions and branches, to increase the efficiency of webflow design.

Select the web control or section that you wish to copy, or hold down the left mouse
button and drag a line around multiple sections, decisions and branches and either:

e Select Cut or Copy from the Edit drop down menu

e Use the Cut or Copy icons # =< on the standard toolbar or

¢ Right click on the relevant section and/ or branch and select cut or copy from
the drop down list.

5 webflow | ] Request [ BrachureType | [—] GerEnquiries [ Praducts - X
Error test Request SelectRequest Froduct: Finizh
4] = - @ - v

BrochureT.
GenEnag

fay Cub :

| =3 Copy |
Paste
>( Delete

To paste, select and right click on either the web control, section or the green/ blue

branch arrow after which you want to paste your selection and choose the Paste
option.

o 15 Webflow j Request j GenEnguiries j Products - X

I 5 Selest Request 3 {Products & Copyof Re... © Copy of SelectRequest

- ‘3} Q@ = Section Wizard. .. 3} o

Copyiof Ero... ¥

=

Copy of Ge... ¥

Copyof Fro... &

Rename the pasted sections and decisions in the Rename Pasted Webflow Items
grid, entering the required names into the New Name and New Display Name fields.

To rename a web control, right click on the control and select Properties.
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Copying Decisions within Decisions

When copying a section and decision inside another decision, make sure that the line
created when you drag the mouse stays within the boundaries of that section, i.e.
inside the top, bottom and left border of the section, as shown in the screen print.

Once selected, you can cut / copy and paste the ‘nner decision’ to another part of
the webflow.

7 ".5 Webflow j Enquiry j Country

‘.ﬁequest | I‘Requ-e-stChoice

O by @
L, mem— -
e R
-
- o
N

If your selection goes outside of the boundaries of the section as shown below, the
‘outer decision’ will be selected and copied.

| *-5 Webflow ! [ Enquiry | (] Country

Reques (RequestChoice

= > )
BrochureT... ¥ BrochureSelect |
=) = o @
Country
= O
=
Enquiry
=
=
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Copying between Webflows

As well as copying and pasting sections and decisions within a webflow, users can
copy and paste part of or even whole webflows from one campaign to another.

When copying and pasting between two campaigns, two instances of the
Synthesys Interaction Studio can be opened on the PC, one for accessing the
webflow with the information to be copied, the other for opening the target
webflow into which the selection is to be pasted.

In the first webflow, hold down the left mouse button and drag a line through the
areas of the webflow that you wish to copy.

Right click on the selection and select Copy from the drop down list.

o bl e -
B i eied At Toan,
= e @ - @ -
Toa G Swm
LS = | i) = i Cut
|—'_1 Copy |
ﬂ" * Paste
7 Delete

In the target webflow, click your right mouse button on the section or green/ blue
branch arrow after which you want to paste the selection and select Paste from the
drop down menu.

Kundendeta... = Anfrage %! &nfrageDets 2 Reiseziel

oo - \_9} o .
Brochuera | Email Brochuere
= F |
= 5 f
Auskunft Anzkunft
— r y
: ‘ Ly Paste
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In our example, we have copied information concerning newspapers from the first
webflow onto a branch of the second webflow.

e '.5 Webflow 7

\Diets

Erochuere # Email Brochuere

fr
:D = ey }I.‘
:D

(Buskunft © Auskunft
napers & i 3 TelegraphSelected F3 Copy «
MewpPapers
TheGuardian ¥ TheTelegraph #

When copying and pasting sections that contain calculations, the section on
which the calculation is based has to be pasted as well, otherwise the paste
option will be greyed out in the target webflow.

A selection that includes Conclusion flags can only be pasted onto a branch
without a conclusion. If the branch already contains a conclusion, the paste
option will be greyed out.

When selecting sections and branches to copy a complete webflow, do not
include the Webflow Properties section in the selection, or the paste option
will be greyed out in the target webflow.

To reuse a webflow including the Webflow Properties section in another
campaign, use the ‘Save As’ function described on the next page.
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WEBFLOW GALLERY

The Gallery Items feature allows users to save webflow objects to a centrally located
Webflow Gallery to enable the reuse of these items. The types of objects that can be
stored are Sections, Actions, Decisions and Collections of the former.

Accessing the Webflow Gallery
The Gallery items view is accessed from the Synthesys.Net Interaction Studio.

Go to View > Synthesys.Net Webflow and select Webflow Gallery.

& Operations Net - Elliot (ELL) Gallery Ttems (Galleryltems) (Version 0.0) - Synthesys.Net Interaction Studio
File Edit | View | Tools Window Help
i3 Synthesys.NET Webflow || 5] Calculations
= | )| Toolbox =] Controls Used
[ Intemnationalisation

elEmna ol
= Properties Used

Toolbox —ax|[ oy
i] Webflow Item List
5] Webflow Blocks E]| webflow Item List
[ Section N ) Webflow K
n Galer Webflow Gallery’
F Decision

P Con ] Webflow Properties
onclusion

[Z] Core Actions
(@ Entity Input Action

This will enable the Webflow Gallery view.

& Onemonset e Ao R R S O S R B R Oy Sy i S
File Edit View Tools Window Help
e i il
Webflow Gallery
Operationsnet | Training Server
Name Object Type  Description User  Webflow Date
Cantains SectionPersDetails with name and address control: Section PhoneEmail with telsphone and email edit control and Section Incidert ... CRMinbound | 2012-01-05 13:40
DBOutput Action Database Output Action - Insert Only. Fields include SeqlD, Date, CustomeriD, Title and Sumame, Call Result brigtte  CRMinbound  2012-01-05 11:58
Order Section Section containing a Drop Down List control with order options brigite CRMinbound  2012-01-05 12:00
Request Section This section contains a Radio control with the options Order, Brochure, Enguiny brigite: CRMinbound ~ 2012-01-05 1153

RequestBranch Callection Section Request with options Order, Brochure, Enquiry and ClaimRegistration; associated branches with order, brochure type and enquiryinfo...  brigitte  CRMinbound 201240105 13:.01

The data held in the gallery includes:

Field Description

Name The name given to the item when it was added to the webflow gallery.

Object Type Describes what type of gallery item it is, i.e. Section; Decision; Action or
Collection (which includes multiple items from a webflow).

Description Information entered when the item was added to the gallery.
User Displays the user who added the item to the gallery.
Webflow The original webflow from which the item was added.

Date The date and time that the item was added to the gallery.
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Adding Items to the Webflow Gallery

Users can add an individual item, i.e. a section, a decision or an action to the gallery,
or they can add multiple items.

Adding an individual Item

To add an individual item, i.e. a section, a decision or an action to the gallery

Right click on the item that you wish to add and select Add to Gallery from the drop
down menu.

File Edit View Tools Window Help

R RN-2N ™ N EE NN ]

Toolbox
[Z] Webflow Blocks

v 8 X|| TL Webflow | ] My First Section

[ Section -

2 Decision Gy items fiyFimse. ¥ (Fman

¥ Conclusion B [T Ssection Wizard...
[Z] Core Actions &Y Cut

3 Entity Input Action =3 Copy
) Web Service Input Action Paste
L) Database Output Action % | Delete

G Email Qutput Action eadtolCallerner
3 File Output Action feitiioica
) Web Service Qutput Action
) Entity Update Action

3 Entity History Update Action

The Add to Gallery dialog will open, with the name of the selected item displayed in
the Name field.

Confirm or change the name for the webflow item, as required.
Enter a logical description to identify the item to be saved.

-

Add to Gallery

MName Reguest

Description

This section contains a Radio control with the options Order, Brochure,
Enquiry

oK | [ Cancel

Ensure that the description tells the user all they need to know about the
gallery item to make it as easy as possible to later identify and reuse it.

Press OK to commit this item to the gallery, or Cancel to close the dialog without
saving the changes.
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Adding Multiple Items

In order to add a collection of items to the webflow gallery

Select all items that you wish to add to the gallery.
Right click on the items and select Add to Gallery from the drop down menu.

:
%
E

B

= 1T My \

m o o -
-+
oo

Add to Gallery...

WN=2rL . gl

In the Add to Gallery dialog now displayed:

Add a name for the items selected.
Enter a logical description to identify the items to be saved.

r ~

Update Gallery Item

MName Claiminfo

Description

Containg SectionPersDetails with name and address control; Section
PhoneEmail with telephone and email edit control and Section Incident with
Radio control listing claim options|

A RS — .

Press OK to commit the collection of items to the gallery, or Cancel to close the
dialog without saving the changes.

Ensure that the description tells the user all they need to know about the
gallery item to make it as easy as possible to later identify and reuse it.

The next page will describe how you can pick up existing items from the gallery and
use them in your webflow.
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Using Items from the Webflow Gallery

To pick up and reuse an existing gallery item in a webflow

Right click on the section, action or decision that the gallery item should follow.
Select Insert From Gallery from the drop down menu.

| Reguest £ | ReguestSelect =
= =3 @
[BrochuraT . = Email (Brochurs
= = (EenEnguiny
= = P
: Add to G
[ Tnsert from G.allery...

In the Select Webflow Item dialog now displayed:

Select the item you wish to add from the list displayed and press OK.

/ 15 Webflow
CRM inbound ¥ Request ¥ | ReguesiSelec: S [Gnder E
b2
= ™ @ =
T = S
)
= = iy ™
B ey
= = =
E Select Webflow Item
Operationsnet | Training Server
Name Object Type Description
- TS s S S——
DBOutput Action Database Output Action - Insert Only. Fields include SeqlD. Da|
Order Section Section containing a Drop Down List control with order options
Request Section This section contains a Radio cortrol with the options Order, Bre|
RequestBranch Collection Section Reguest with options Order. Brochure. Enquiry and Claii
] 3

Renaming Items

If the webflow already contains an item with the same name, the Paste Wizard dialog
will open, prompting you to rename the item to be added.

Enter the new name(s) into the New Name and New Display Name fields.

e |
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Updating Variables

If the item that is inserted from the webflow gallery requires data that is not contained
in the gallery item, i.e. when picking up an Database Output action or a section
containing a calculation, then

o The Variable Replacements page will open, prompting users to provide a
source for this data by assigning values to variables.

i ~
Paste Wizard
Variable Variable Replacements “
Replacements Select replacements for required varables
L ad
¢ E
El Misc
Parameter.\WFgalleryDEOutput Customerl D @

Parameter \WFgalleryDBOutput. Surname
Farameter.\WFgalleryDEOutput. Title

< Back Next > Firish

e Update the table below by clicking the [E icon and select the webflow item
that should populate (i.e. provide a value for) each variable.

In our example, we need to populate the CustomerID, Title and Surname fields.

Paste Wizard
Variable ! Variable Replacements ﬂ
Replacements | Select replacemeants for required variables
L
B4+ |BED
= Mizc
Parameter \WFgallery DEOQutput. CustomerlD <% Synthesys Property.\WFgallery DEOQutput. Cor
Parameter \WFgallery DEOutput. Surname @
Y
Parameter.| at! Insert Calculation/Property M

{4 Parameters - New Calculation ..

Address1
- Name1

i @ Fields

- @ FirstName
- @ Honours
- @ Initials
- @ MiddleMName
@ ¥ £l

m
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Editing a Gallery Item

It is not possible to edit the description within a gallery item, but users can Rename
or Delete an item.

In the Synthesys.Net Interaction Studio

Go to View > Synthesys.Net Webflow and select Webflow Gallery.
Right click on the gallery item and select either Rename or Delete, as required.

Webflow Gallery
Name Object Type  Description User  Webflow Date

Collection | Contains SectionPersDetails with name and address cortrol; Section PhoneErtsttt il et control and Section Incident .. CRMinbound | 2012-01-05 1340
DBOutpLt Action Database Output Action - Insert Only. Fields include SeqID), Date, Customerl Rename... Resutt brigtte CRMinbound 20120105 11:58
Order Section Section containing a Crop Down List control with order options Delete brigtte CRMinbound ~ 2012-01-05 12:00
Request Section This section contains a Radio control with the options Order, Brochure. Enqui CopyTo » brigite  CRMinbound  2012-01-05 11:53
RequestBranch Collection Section Request with options Order, Brochure, Enquiry and ClaimRegistration; der, brochure type and enquiry info...  brigtte  CRMInbound  2012-071-0513:.01

Mutliple Server Connectivity

If you have multiple servers configured within your Interaction Studio you can use
gallery items from either server within your webflow.

The Webflow Gallery view will change to a tabbed view, showing each server on a
separate tab, as below.

Webflow Galle
Operationsnet | Training Server

Name Object Type  Description

User  Webflow Date

Contains SectionPersDetals with name and adaress conirol; Section PhoneEmal wih e/ et ol and Section Incidert ... CRMinbound | 2012-01-05 13:40

DEOutput Action Database Output Action - Insert Only. Fields include SeqlD, Date, Customer|D, Tile and Rename... brigtte  CRMinbound  2012-01-05 11:58
Order Section Section containing a Drop Down List cortrol with order options Delete brigtte  CRMinbound  2012-01-05 12:00
Request Section This section contains a Radio control with the options Order, Brochure, Enquiry Copy To v Training Server E'rtte CRMinbound ~ 2012-01-05 1153
RequestBranch Collection  Section Request with options Order, Brochure, Enquiry and Claim Registration; associate: . 1 1

jtte  CRMinbound ~ 2012-01-05 13:01

If you have multi server connectivity, you can copy gallery items from one
environment to another.

Simply right click on the item to copy and select Copy To > ServerName.
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SAVE AS OPTION

Using the Save As option, existing Webflows can be saved to another server under a
new or existing account, or the option can be used to overwrite existing Webflows.

On the Menu bar in the Synthesys Interaction Studio, go to File — Save As.

Selecting the Server and Account for the Webflow

In the Server and Account section of the dialogue, select the name of the server on
which you want to save the currently open Webflow.

1. You can save the Webflow under an existing account, selecting the
relevant account name.

2. You can save the Webflow under a new account, selecting <New Account>
and entering an account name and prefix for a new account.

Save Webflow As

Server and Account
Select the Server and Account for the Webflow

Server and
Account

‘whebflow Details

Server | project management M

Account | Demo v

Cemo rS
Gareth Testing

HomeCallCentre

Microsoft AdCenter

<Mew Account:

Click Next, to move to the Webflow Details page.

3. To replace an existing Webflow, select the name of the Webflow that you
wish to overwrite and then click Finish.

4. To create a new Webflow, select <New Webflow> and enter a name for the
new Webflow and then click Finish.

‘Save As’ will save the current version of the webflow that you have open.

To replace an existing webflow, the destination webflow has to be checked out
by you on your local machine.

Synthesys.Net Manual 139



ADDING CONCLUSIONS

A conclusion is the last section in the web flow.

To create a conclusion, drag the conclusion flag ¥ conclusion
Webflow Blocks toolbar and drop it into the Webflow.

: Noetica

from the

The Display Name you enter, is the name presented to the user.

You can then either select an existing Webflow Result, or create new result.

Conclusion Name Conclusion Hame and Result “
and Result Create or modify the name. display name and webflow result for the conclusion.
*9
Sigrroff Text Azzign a Dizplay Name and an internal name:
Display Mame |Bruchure |
Hame |Bmchure |
Agzign & Webflow Result.
whebflow Result | <Mew..> v Edit
Webflow Result Text: | SendBrochure]
0k Cancel

Sign off Text

To edit the Webflow Result
name, click the Edit button.

To move to the Sign off Text page of the Conclusion Wizard, either click Next>, or

select Sign off Text on the left side of the wizard.

Enter the conclusion text to be presented to the user in the Sign off text page and
click Finish.

Conclusion Wizard

Sign-off Text

Conclusion Mame and
Enter sigr-off text in the: HTML aditor window:

Result

iElzu A ssnn B
Thank you for booking a holiday with us, Goodbye.\

Sign-off Text Sigrvoff test:

i Arial - 1zpt

< Back. Fiish | [ Cancel

To open the conclusion wizard to edit details, right click on the conclusion section

and select Conclusion Wizard.
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EDITING LIVE WEBFLOWS IN TEST ENVIRONMENT

It is advisable to edit and test live webflows on a test server, before copying and
releasing them on the live server.

‘Use the Save As function, to copy your live webflow to the Test server,
into your test webflow for editing. When you have tested the changes,
copy the updated webflow back to your Live server and publish it.

To ensure that you work with the latest version of your test and live
webflow, check out both webflows on your local machine first.

. Connect to Test server.
. Check out your ABC test webflow.
. Close the webflow.

1
2
3
4

5. Connect to the Live server.

. Disconnect from Test server.

6. Check out your ABC live webflow.
7. Copy your ABC live webflow to the Test server, into your ABC test webflow.

To do this, still on the Live server, go to File — Save As. Move through the pages of the
‘Save Webflow As’ dialog, selecting the name of your Test server, and, under the relevant
account, the ABC test webflow.

Click Finish, to replace your ABC test webflow with the current version of your ABC live
webflow, so that you can safely edit it on your test server.

8. Disconnect from Live server.

9. Connect to the Test server.
10. Edit the copied ABC webflow on the Test server, then Save & Publish it.
11. Test the changes made in the Web Browser / Synthesys Portal.

You can keep the edited webflow open in the Synthesys Interaction studio, while you do the
testing. Once you are happy with the changes made:

12. Use ‘Save As’ again, to copy the updated newer version of the ABC
webflow from the Test server back to the live server.

13. Disconnect from Test server.

14. Connect to the Live server

15. Save & Publish the updated version of the ABC webflow so it becomes live
and your agents can take calls.
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Webflow Property Options

Properties Create parameters, for example to make
CRM details available in a webflow, to
enable branching and calculations and to
display CRM details in the Dashboard.

History Access the history of published versions,
including version number, date, username
and comments.

Encryption Encrypt details to keep the information
save. Encrypted data needs to be
decrypted before it can be read.

Abort Display a list of aborted reasons for
Reasons Inbound and Outbound calls.
Dashboard Display selected Information from a

webflow to agents in run time at the top or
bottom screen of a webflow.

Default Style  Configure colour and font style for input
fields, control labels, buttons and borders
of web controls.

Parked & Display selected Information from a
Held Info webflow in the Parked or Held calls
window in the Web Browser.
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WEBFLOW PROPERTY OPTIONS

Properties — adding Parameters

Parameters are created in the Properties section of a webflow in the Synthesys
Interaction Studio, for example to enable branching and calculations on selected
Entity/ CRM information, and to display Entity/ CRM details in the Dashboard of the
webflow.

The Entity/ CRM (Customer Relationship Management) module is designed to
manage data, providing agents with the best possible help to deal with customers’
requests.

For information about creating Parameters, please see the next page of this document. For
information about designing an Entity/ CRM table, importing customer data and creating
Outbound call lists, use the document: Synthesys.Net CRM and Outbound.

Dashboard and Parked & Held Information

The Dashboard and Parked & Held Info options are used to display selected
information from a webflow to agents in the Web Browser. Information added to the
Dashboard is displayed in each section; information added using the Parked & Held
Info option is displayed in the Parked or Held calls dialog.

The Dashboard and Parked & Held Info parts are constructed from the Calculable
Items directory in the Toolbox, selecting the required details from the appropriate
folders, i.e. the System Instance Variables, System Variables, Parameters, Control
Properties, Input Action results and Calculations folders.

Please see the sections Dashboard Configuration and Configuration of Parked & Held Info on
the next few pages for information.

Abort Reasons

This section contains the aborted reasons for the selected webflow, which are
displayed to the agent at run time in the Web Browser, when aborting Inbound and
Outbound calls.

Creating Style Templates

Style templates are configured in the Webflow Properties section of a webflow,
selecting the Default Styles page. Users can set the colour and font style for input
fields, control labels, buttons and borders of web controls, using drop down menu
options and Change buttons.

Synthesys.Net Manual 144



: Noetica

Properties - Creating CRM Parameters

To use Entity/ CRM details as part of your webflow, the corresponding parameters
need to be configured in the Synthesys Interaction Studio, in the Webflow Properties
section of your Webflow.

o Double click on the Webflow Properties section displaying a traffic light, to
open the section and then select ‘Properties’ to display the Parameter page.

¢ Inthe Parameter section, select the field ‘(Click here to add new Parameter)'.

e Next, move your cursor back up to the Parameter field and replace the option
‘New Parameter1’ with the name of the required parameter. The names
entered into the Parameter field must exactly match the names of the CRM
fields to be used.

e Click the Save button to move the parameter name entered into the list of
parameters. If you wish to make a parameter field compulsory, tick the
‘Required’ option.

o Repeat the above steps to enter the next parameter.

| DNAppServer - Brigitte Test (BRT) City Breaks (CityBreaks) (Version 14.4) - Synthesys.Net Interaction Studio
Ele Edt Y¥iew Tools Window Help

j Display Name | City Breaks
@ Hisory Help URL:
=&

=

&=

ssssss

Visibiity Requires d

The names entered into the Parameter field must exactly match the field
names in the corresponding CRM table.

When using Synthesys in conjunction with the Synthesys Dialler Platform,
open the CRM Maintenance table to check the CRM field names, before
adding or copying and pasting them into the Parameter field.

Special keywords that are reserved in programming language, i.e. a word
like "Custom" can’t be saved.
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Dashboard Configuration

The Dashboard is used to display selected Information from the Webflow to agents in
run time, in the Web Browser.

Introduction

The Dashboard is configured in the Synthesys Interaction Studio, in the Webflow
Properties section of your Webflow.

Initially, the dashboard is set to ‘hidden’. From the Dashboard Position drop down
menu, choose if you wish to display the Dashboard at the top or bottom of the
Webflow screen.

& DNAppServer - Brigitte Test (BRT) Brigitte Test (Test) (Version B.0) - Synthesys.Net Interaction Studio

Fle Edit Wew Inols iindow Help

HRR RN | |
= i@l
Toolbox 2 webflow -] Webflow Properties ~ X
= [ Calculable tems
(1 System Instance Variables || Properties
5[ System Variables Dashboard Posiion | Hi [] Snaptems To Grid
{3 Paiameters History | B L 1| A
5 L Contel uopertiss ‘ R I Dashboard
n
'%EMUW Encimtion T T \Hidden  ITTTTTT R R R R L
+ Country =
2 5 Bty sbon i Position drop
[ Contact LEETD =| - . . . . . . . . . . . . . . . . . . o . d
= ] Reauest Dashbourd [ own menu
i () RequestPrompt . . . . . . . . . . . . . . . . . . . . .
w85 Request! Default 100 —
Vodia Siyles A
{23 Input ction Resuls Parked & il
& 3 Caloulations Heldlnfo i
200 -
00 -
400 -
New Caiculation  [6hi SR S5 ey R T RO B SO R
100 200 a0 400 500 600
4 Connected To DMAppServer

Calculable Items Directory

The required items to construct your Dashboard can be selected from the Calculable
Items directory in the Toolbox on the left hand side.
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Calculable Items Directory

Available folders include: System Instance Variables, System Variables, Parameters,
Control Properties, Input Action results and Calculations folders.

From the System Instance Variables folder, for example, you can select information
about the Agent i.e. agent name and ID and information related to the Call, including
Sequence ID, call duration and Webflow results. From the System Variables folder
you can select the account name and prefix and Webflow name and version.
Existing calculations can be selected from the Calculations folder.

The Control Properties folder contains all sections and controls of the Webflow,

together with any associated call information, which can be displayed on your
dashboard via the SelectedText option of a Web control.

Configuring the Dashboard

To display, for example, call information collected in a specific web control, locate the
web control in the relevant section folder under Control Properties.

Select and drag the required field to the dashboard on the right side, entering a name
in the Label box subsequently displayed. Click OK to add the information.

“Eﬂe Edt  Yiew Tools Window Help ———
i0cisn ] R | B

=03 ]

0x

~| [ Snapltems Ta Giid

v 1
|- (27 Control Propenies
# [~ Copy of Request Encryption
= 7] Request
285 Choice_Made

- Customer <% Caleulation'CustName %6
Sbort

o ltems Reasone

@ SelectedText Dashboard
¥ Selecledvalie

Telephone <% Synthesys Property CityBreaks CustDetails Matchcode Address1 Posteode %>

Email <% Synthesys.Property. CityBreaks. CustDetalls. CustEmail Text] %>

(4 Other Propertizs || Defaut

& RequestPrompt Styles

® ] Meda Parked &

= tomer Details Heldlnig

Malchcodefddress]
Promptl

CustE mai 200 -

EmalFrompt - -

Name

[E3frucst Choice_Made SelectedText %6 | |

& rePrompt
3 Input Acton esuls
2 3 Coloudatons -

a
v

[ New Calculation

M fonnected To DMappServer

T e R O R S W Sy e
100 200 300

Calculable Items Directory

Add any further details as required, each time selecting the information from the
appropriate folders, i.e. the System Instance Variables, System Variables,
Parameters, Control Properties, Input Action results or Calculations folder.
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Configuration of Parked & Held Info

The Parked & Held Info option is used to display selected information from a webflow
to the agents in the Parked or Held calls window in the Web Browser.

Configuring Parked & Held Info

Parked & Held Info is configured in the Synthesys Interaction Studio, in the Webflow
Properties section of your Webflow.

The required details to be displayed as part of the Parked or Held calls window in the
Web Browser are selected from the Calculable Items directory in the Toolbox on the
left hand side.

e To add, for example, customer name and email address, go to the Control
Properties folder and locate the sections and web controls used to collect
these details.

o Next, select the relevant fields, i.e. FirstName & Surname, or in case of the
email address the Textl1 field of the Edit control and drag them into the section
on the right.

e Enter a suitable name in the Label box subsequently displayed and click OK
to add the details into the Label and Information columns.

Toolha > ax

'y wiebflow | ] Request .| Webflow Properties

= [ Calculable tems

Label X
Emailbddress

-~
v

Calculable Items Directory

Add any further details as required, each time selecting the information from the
appropriate folders: System Instance Variables, System Variables, Parameters,
Control Properties, Input Action results and Calculations.

For more information about the content of the Calculable Items directory, please see
the previous page.
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Noetica

The section Abort Reasons contains the options available for aborting Inbound and

Outbound calls for the selected webflow.

ow 22| Webflow Properties

= Ted
,
General Enquiry
Encryption Wrong Number
Abort Training
Rude/Obscene Caller
Dashboard Other
Default Line Dead
Disconnection
Children On Line
Aborted Order CC/CHQ Orders Only

Parked &
Held Info

Viewsble
£

9@ EEEEE E|E

Comments
Optional
Optional
Optional
Optianal
Optional
Requred
Optional
Optianal
Optional
Optional

D

-10

B T PR S

LiETy Text Reschedule
Reasons
Faxone No

Viewable

Comments

edul
Reschedule (Personial) Yes
Reschedule (Group) Yes

9|9 el

Optional
Optional

D

-109
-108

Other
Add Outbound Abort Reason e
No Answer Abort Reason Text Comments 1 108
Busy Special Reschedule |Optional - 108
Wrong Number Reschedule 104
Unootanae [ i
Never Cal No L 102
Yes - - -
[Special I Yes Hidden 101
» [Specal : Optionzl an

112
113

]

To add further Inbound and Outbound abort reasons, as required:

Double click on the Webflow Properties section displaying a traffic light, to
open the Webflow Properties page and go to Abort Reasons.

Select Inbound Reasons and click Add to enter a new inbound abort option.

Select Outbound Reasons and click Add to enter a new outbound abort
option.

If the aborted type is for rescheduling a call, select Yes to reschedule, or
Special (to abort and reschedule a partly completed webflow, retaining
entries), else select No from the Reschedule drop down menu.

Place a tick into the Visibility column, to display the option entered to the
agents in the Synthesys.Net Portal at run time in the Web Browser.

Select Optional or Hidden from the Comments drop down menu to show or
hide a comment box with the aborted type at run time, select Required if you
want agents to enter a reason when selecting the aborted type.

Please contact Noetica, if any of the new Outbound abort options entered
are to be used as part of call recycling, as the new reasons will have to be
added to the Phoenix Recycling Result table.
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Reschedule Personal and Group Callbacks

Personal and Group call backs are achieved in recycling by creating custom
outbound abort reasons in the Webflow Properties dialog.

The Reschedule (Personal) and Reschedule (Group) abort options will override the
Operator Bias and Reschedule Flags outbound list settings. Any other reschedule
results will continue to look at these advanced property settings as normal.

To add Personal and Group call backs

e Open the Synthesys.Net Interaction Studio.

¢ Double click on the Webflow Properties section displaying a traffic light,
to open the Webflow Properties page.

e Select Abort Reasons and go to the Outbound Reasons section.

¢ Enter Reschedule (Personal) to the outbound abort reasons, to enable
personal callbacks.

o Enter Reschedule (Group) to the outbound abort reasons, to enable
group callbacks.

Fonases o Text Viewsble Commerts 5]
Reasons

istory ’ 7 Optira 0

General Enauiry

Encryption Wrong Number

Abort Training

Rude Obscene Caller

Dashboard Other

Line Dead

Disconnection

Chidren On Line

Aborted Order CC/CHQ Orders Only

Default
Styles
Parked &
Held Info

JEEREEREEE
F

ild od g adas|d
i

Ll b ao Y

Reschedule Viewable Comments D
Optional 108
Required 108

106
105

A58HEHEE
SESEREE
]
g

103
Add Outbound Abort Reason (eS| Jption=! -0z
iden 101
onal A

o
Reschedule (Group) Optional -

Reschedule

Reschedule (Personal onal -1z

Reschedule (Group) ional 113

[ Add

When taking calls in the Synthesys.Net Portal, selecting Reschedule
(Personal) will always reschedule the current call to the current agent,
even if P is used as part of the reschedule flags setting, and regardless
of whether or not Operator Bias is enabled.

Selecting Reschedule (Group) will always reschedule the current call to
None, i.e. without assigning an Agent ID, regardless of whether or not
Operator Bias is enabled. When P is used as part of reschedule flags,
the call will be slept, no agent assigned.
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Creating Style Templates

Style templates can be configured in the Synthesy.Net Interaction Studio, in the
Webflow Properties section of a webflow.

Selecting the Default Styles page, users can set the colour and font style for the

input fields, control labels, buttons and borders of web controls, using the drop down
menus and Change buttons.

Option Used to

Border set the style and colour of the border line around a web control.

Label change font, font style, size, script style, background and forefront colour
of the labels for a web control

Button change the font, font style, size, script style, background and forefront
colour of the buttons for a web control

Input Set the font, font style, size, script style, background and forefront colour

= Operati

of the Input fields for a web control

Brigitie (BR) gaci2

Version 1.1)

File Edit View Tools Window Help

4 Connected To Operationsnet

Synthesys.Net Manual

The

| Font:
= Tahoma
Fm A |Fe
Tempus Sans [TC Italic:
e — O Times New Roman Sold
'@ webfiow -] Webflow Properties | O Trebuchet MS Bold Italic.
O Tunga
Properies  Bordersier [Nt - p R e
istory Bordercolor: [ =
Effects Sample
Encryption  Label font: Button fort: [ Shikeout
il ot e ot e i AaBbYyZz
Rezsons. Name Tahe Name Tah =
B Unit Point Unit Point Setipt
Default Bold False Bold False. \Westen v
Styles Hali Falst talic Fals: a
Rt e (e —
Label back-color: [ =] Buttonbackcolor: | I~
Laselforcotr: [ =] Butonforcaf 5T
mE Change
- 5| & mE colour and
: ‘ — .
: ] T font style via
-
e g == the drop
oo down menus
Input backcolor: |1 B
O o — and Change
button

style configured in the Webflow Properties section will be applied

automatically to all sections, controls and dialogs of the current webflow.

Should users wish to display different styles for selected web controls, the
styles can be set up, as required, in the Advanced Properties section of the
relevant web controls.
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Using Cascading Style Sheets (CSS)

Synthesys uses CSS (Cascading Style Sheets) to manage the look and feel of the
webflows at runtime. Users can define their own CSS file, to allow Synthesys to align
with any corporate style, as required.

Creating a new CSS file

Cascading Style Sheets (CSS) can be configured in the Synthesy.Net Interaction
Studio, in the Webflow Properties section of a webflow.

e Select the Default Styles page in the Webflow Properties section.

¢ Click the Browse button == next to the Css File field to open the Style
Selector dialog.

% o - Brigitte (BRI) gael2 (gael2) (Version 1.0) - Synthesys.Net Interaction Studie . " " = P
File Edit View Tools Window Help

kel l l =

2 webfiow ] webflow Properties -x
Properiies  Bordersyle:  |NotSet -
Hiatory Bordercolor:  |L_J =
Encryplion  Label font Button fort
Aport Font Tahoma, 95t
Reasons Name Tahoma
Size 9
Deshboard i Pt
Defait Bold False
Styles lalic False
Parked &
Held Info
Label back-color:  |[] >
Labelforecolor: ] =]
Input font:
Font Tahoma, St
Name Tahoma s _—=
Sne o J 1= tyle Selector XL
Unit Point 2 Clone Common |2 Refresh | View -
Bold Faise o
talic Fabse & Websies Resources Name Sze Date Modfied
S i g B‘”E‘mages . 0025 search g 127KB  29/09/2011 11:09:38
Change B Common " bigindicator_orange gif 313KB  23/06/2011 12 1: 58
T & images bigindicator_orangs_placeholder.gf 8568 23/06/2011 12:17:58
[T o N BusExplorer g 124KB  23/06/2011 12:17:58
Green grayine g 0B 23/06/2011 121759
nput forecolor: [ =] Purle Seulogo g 286KB 09/08/2011 11:3242
Red logo_placsholder gF 3688 23/06/2011 121753
B OrangeExplorer gF 102KB  23/06/2011 12:17:53
OrangsProgress g 1538 23/06/2011 12:17:53
OrangeFrogress_placeholder.gf 8168 23/06/2011 12:17.53
1 poweredby of 325KB 23/06/2011 12:17:59
powerschy placeholder.f 8358 23/06/2011 12:17.53
E= saflag.af 354KB 20/09/2011 163127
E= Usafiagaf 354KB 20/09/2011 16:41:58
File name

4 Connected To Operationsnet

The Style Selector dialog displays the list of available CSS and image collections on
the system.

Please see next page for more information.
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The Style Selector

The Common folder holds the default CSS and images that are used for all
webflows by default.

r = N
o Style Selector b [':' El ﬁ
% Clone Common  |£] Refresh | View =

&) Websites Resources Name Size  Date Modffied
Bl -
=”e|mages % WebflowRunner.css S51KB 23/06/2011 12:17:58
Images
Green
Purple
[#- S5PB
File name
e
L

Each folder has a CSS file which is always called WebflowRunner.css and also a
sub folder that holds all of the images.

r T — Eﬁ B
a5 Style Selector ot = LCl
[ Clone Common  |] Refresh | View -

Name Size Date Modfied
bigindicator_orange gif 313KB  23/06/201112:17:58
bigindicator_orange_placeholder gif 856 B Z23/06/2011 121758
Blue Explorer gif 124 KB 23/06/201112.17:58
grayline gif B0B 23/06/2011 121755

k. logo g 371KB 23/06/2011 121758
logo_placeholder gif 568 B 23/06/201112:17:55%
Crange Explorer gif 102KB 23/06/2011 121755
CrangeProgresz.gif 158 B 23/06/2011 121785
OrangeProgress_placeholder gif 8168 23/06/2011 12:17:59
% poweredby.gif 325KB 23/06/20111217:55
poweredby_placeholder gif 895 B 23/06/201112:17:85
File name
|
A

The next section will describe how you can create a new image folder and how to
edit files.
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To create a new folder the following steps are to be followed:

1. Press Clone Common on the toolbar in Style Selector dialog.

2. Enter a name for the new folder.

-
u) Style Selector

|

[ Clone Common (4] Refresh

View =

[=1- Websites Resources
(- Blue

- Images

i [#-Images
(- Geo

MName Size  Date Modified
% WebflowRunner css 951 KB 23/06/2011 121758

(- Green

-
- Puple | 85 New Image Folder

(- Red

- SPB
Name

oK

I
II @

Cancel

File name

3. Press OK to display the new folder in the tree.

L]
a5 Style Selector -

T — e

E—)

73 Clone Common  |£] Refresh | View =

[=- Websites Resources

-- Blue

-- Comman

-- Geo

-- Green

-- Purple

[ Red

= SPB

- Images

MName Size Date Modified
3Webﬂowﬂunner.css 351 KB 2370672011 12:..

File name  WebflowRurnner css

Download ][ Upload H

Cpen

] [ Cancel

Noetica

The system has automatically copied all files from common to your new folder and
you can now start to edit the css file or any of the images.
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Editing existing files
In the Style Selector dialog

e Locate and select the file and/ or images that you wish to edit.

F ™
) Style Selector SE—— [E=EERSC
75 Clone Common £] Refresh | View -

- Websites Resources Name Size Date Modified
B B!H?Images bigindicator_orange gf I13IKE 23/06/201112:17:58
E| Common bigindicator_orange_placeholder gif 856 B 23/06/201112:1758
©ivimages BiueExplorer i 124KB 23/06/2011 121758
w-Geo grayline gif 0B 23/06/20111217.55
- Green e 371KE 23/06/2011 121759
.. Purple logo_placeholder.gif 368 B 23/06/2011 121755
(- Red OrangeExplorer.gif 1.02KB  23/06/2011 121755
= SFB OrangeProgress. gif 1588 23/06/20011 121755
Images OrangeProgress_placeholder gif 816 B 23/06/2011 121759
v poweradby . gif 325KB 23/06/201112:17:59
poweredby_placeholder gif 855 B 23/06/2011 121755

File name  logo.gif

/L Download | [ Upload

¢ Press Download, to download the files to your machine.

o Edit the files as required and then press Upload to select the edited files.

Please see next page for all of the elements that can be configured from within the
css file.
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Contents of WebflowRunner.css

Below a list of all elements that can be configured from within the css file.

Contentsltem

sectionsContentsBody
ContentsTitle

SectionTitle

MainView
DashBoard
Toolbar
ToolbarButtonCell
ToolBarButton
ImgLogo
PoweredByLogo
Hseparator
Separator
DashboardSeparator
ProgressBar
ProgressBarContainer
DialogBody
CTIPanelTitleCell
CTIPanelTitleLabel
modalBackground
modalPopup
standardButton
DialogStyle
DialogText
DialogHeader

waiting For
ExternalValuesModal
Timer

Bar

PercentageBar

SessionTimoutTitle
SessionTimeoutConte
nts

SessionTimeoutButton
BaseBar
errorLabel
FooterRow
BigIndicator
default_section
default_webcontrol
default_border
default_label
default_input
default_button

CTI:
CTIContentsBody
CTITitle
CTlimageButton
CTIPanelTitleCell
CTIPanelTitleLabel
CTIModalBackground
CTIModalPopup
CTIModalPopup table
ModalPopupDialog

standardTextBox
standardTextBox_erro
r

standardLabel
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SYNTHESYS
OUTPUT ACTIONS

-

Email Output Action
File Output Action
Database Output Action
Web Service Output Action
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SYNTHESYS OUTPUT ACTIONS

Email Output Action

The Email Output Action enables users to send an instant email as part of the
Webflow.

File Output Action

Using the File Output Action users can export data from a Web call as a comma
separated file.

Database Output Action

The Database Output Action allows data from a Web call to be exported to a selected
Database.

Web Service Output Actions

The Web Service Output Action enables connection to a web service in order to
export data from a Synthesys webflow at runtime.
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Email Output Action

The Email Output Action enables users to send an instant email as part of the
Webflow.

In the Synthesys Interaction Studio, select £ " Email Output Action from the Core Action
part of the Toolbox and drop it at the desired part of the Webflow.

Email Output Name

The first page of the Email Output Wizard prompts you to enter a name for the Email
Output Action.

EmailOutputWizard

Name
Set Display Mame and Intemal name for the Action

Assign a Display Mame and an Internal name for the Action

Message Display Mame | Send Brochure
Name |5endBrochure

[ Mest> | [ Finish | [ Cancel |

|

Settings

In the Settings page of the Wizard, under the Webflow Filter option, you can choose
to include aborted calls, generate emails on aborted calls only, or exclude aborted
calls.

To specify the email server to be used, enter the name of the required email server
into the SMTP Server field, or alternatively create a calculation to stipulate the emalil
server.

EmailQutputWizard

Settings ﬁ
Name Select when the email should be generated, and which SMTP server to use.

*9

Message

“w/ebflow Filker | Include abarted calls hd |

SMTF Server |Manhaltan |

< Back ][ Next » ][ Finish ][ Cancsl ]

Message
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In the Message page of the Wizard, enter the email address of the recipient, the
sender and the subject matter of the email.

It is also possible to create a calculation to specify the email address of the recipient,
the sender and the subject matter of the email.

Next, write the content of the email into the text page provided, using the Formatting
Toolbar to apply text formatting and calculations as required.

EmailOutputWizard

Meszage ﬂ
Mame Compose the Email Message
»8

Settings
[l To...  |Brigitte@noetica.com Fe

Ll Fram... |Elliot@noetica. com F
Meszage Gdce. £
Subject: F

Brochure Request

i Times Mew Roman = 12 pt v|B L LT, A-:Elﬂ-l* EETF:Y H
~
To Brigitte

Thank vou for requesting a Brochure. You should receive the
brochure within the next couple of days.

Elliot =

v

Finish Cancel 4

Click Finish, to display the configured Email Output Action in the Webflow design
area.
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File Output Action

The File Output Action allows data from a Web call to be exported as a comma
separated file.

In the Synthesys Interaction Studio, select & File Qutput Actien o the Core Action part
of the Toolbox and drop it at the desired part of the Webflow.

File Output Name

The first page of the Wizard prompts you to enter a name for the File Output action.

Wizand

N Hame
ame Set Display Mame and Intemal name for the Action

Generation

Aszign a Display Name and an Intemal name for the Action

Fields Display Mame

Separators

Mext > ][ Finish ][ Cancel ]

File Generation

In the Generation page of the Wizard, under the Webflow Filter option, select if the
file that you generate should include aborted calls or not, or aborted calls only.

Using the File Generation option, you can specify to generate one file only,or one file
per record, per day, month or year and then enter the file name or prefix.

Next, select the file Type, Separated or Fixed Width, tick the checkbox if you wish to
export the file with column headings, and then Browse to your Output folder.

r - —
File Qutput Action Wizard

Generation
Name Select how often (and in what format) the fie shouid be generated.
Webfiow Fiter | Do nat includz aborted cals -

Fields

Fic Generetion One File Per Day -

Separators Filename Prefic  BR CityBreak

Type [Separsted -

Write Column Header as first line of file

Output Folder  C:\Syrthesys'\ Training\\FileOutput Test! Browse for folder

<Back || Net> |[ Fnsh | [ Cancel
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Fields

In the Fields page of the Wizard, from the Available Fields section, select and double
click on the data fields to be exported, to display them in the Field section on the
right. You can create any necessary calculations as required.

Fields ﬁ
Name Select the fields that you want to be exported,
*9
Generation
Auwailable Fields Field
@ Colurns A | Synthesys.Spstem.StantTime
w D CustM ame
w Label ‘weekendBreaks PersDetails. Telephone....
@ Required weetensgleats Eelsge:al:slzgpho?
. eckendBreaks PersDetails Address.Po...
Separators ¢ BokclodTeal Giizekandt ok Heguest Henusst e :

@ SelectedValue
& RequestTeat
d Input action results

© (7 Caleulations

# Calculation2
f Custtlame

< >

Mew Calculation

[ <Back [ Mew» | [ Finsh | [ Cancel

Separators

The Field separators (‘Tab’, ‘Semicolon’ or ‘Comma’), Text Field Delimiters (‘None’,
‘Double Quotes’, ‘Single Quotes’) and Line Separators (CR,LF, CR, LF) are selected
in the Separator page of the Wizard.

Separators
Hame Select the separatars that pou want to use in your expart

Generation

Fisid Separstor

Fields

Text Field Delimiter | Dovble Quotes (7] ~]

Lire Separator | Camiage Fietum Line Foed [CRLF] |

Click Finish, to display the configured File Output Action in the Webflow design area
and to create a file for the Webflow action in the Output folder on the .Net server.

The Output file, which can be viewed in the selected Output folder on the .Net server,
will hold the call information collected in the Web Browser, when running a Webflow.

[} BR BargainHol_200707.txt - Notepad

Eile Edit Format  ¥isw Help

FSynthesys. System. startTime’, "CalcUlat]onicUstName’, "Syrthesys. Property. weekendsreaks. PersDetal 1. Telaphone. Text ]
02/07/2007 16:51:48, "Mr Bloggs ", 2121212127, "232332232", "swll”, "sock a city Break”,'prague”,””

02/07/2007 16:32:43, "Ms Jones', "43434343", "5455a556", "E5", "Brochure Reguest”, "7, "atventure Holiday”
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The & Datahase Output Action i the Synthesys Interaction Studio allows users to export
data from a web call into a selected database, using the available Insert and Update
options or running stored procedures.

Users running a data export to another machine must enable the MSDTC (Microsoft
Distributed Transaction Coordinator) on the target machine, as well as creating a
System DSN to the target database on the Synthesys server'.

Database Output Name

Enter a name for the output action in the first page of the Database Output wizard.

Database Output Action Wizard

Mame
(e Set Display Hame and Intemal name for the Action

Settings
Assign a Display Name and an Internal name for the Action

Display Mame | DEOutpLY
Hans

Output Typs

D atabase Connection

Output Destination

Select Insert Data

Next >

J [

Finish

] [ Cancel

Settings

From the Webflow Filter option in the Settings page of the Wizard, select if the DB
output that you generate should include aborted calls or not, or aborted calls only.

Database Qutput Action Wizard
Settings

Select when the export should occur

Settings
‘whebflow Fier

Include aborted calls v

Include aborted calls
Do ol ed .

Output Type

i d calls

Database Conmection

Output Destination

Select Insert Data

<Back [ Newt>

] [ Fnish ] [ Cancel
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From the Output Type drop down menu in the Output Type page of the wizard, select

the method of DB output act

Option

ion to be used. The options available are:

Select to

Execute Stored Procedure

Insert Only

Update Only

Update Then Insert

‘Select Insert Da

use a SQL statement to run the output action, for example to
insert and update multiple records or records in multiple tables

insert single records into a designated database

update single records in a designated database, defining key
fields in the Database Output Action.

update and/ or insert single records in the designated
database defining key fields in the Database Output Action.

When the required Output type is selected, the associated options of either

ta’, ‘Select Update Data’, Select Insert Data and Select

Update Data’ or ‘Select Procedure Data’ are displayed in the left section of the
Database Output Action wizard.

Example: Update Then Ins

On selecting ‘Update Then |

ert

nsert’ in the Output Type page of the wizard, the

associated options ‘Select Update Date’ and ‘Select Insert Data’ are displayed in the

left section of the wizard.

Database Output Action Wizard

Output Type

Name Select what the oulput shauld do

Settings

Output Type

Database Connection

Output Type

Update Then Insert

Execute Stored Pro
Insert Only

Update Onlj
Update Then Insert

Dutput Destination

Select Update Data

Select Insert Data

cedure

[ <Back ][ Mew> [ Fiish ][ Coancal |

The options displayed in the left section of the wizard reflect the Output Type selected.
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Database Connection

In the Database Connection page of the wizard users specify the connection method,
i.e. Microsoft SQL Server Driver, DSN or Oracle Driver.

1. Click the Update button and in the DB Connection Dialog subsequently
displayed, select the name of the Server.

2. Next, choose the required Authentication, enter the Login and Password
details as required and select the Database to which you want to connect.

Database Connection “
Name Setup the database connection.
*®
Settings
Select Database Connection Method:
Dutpet Type @ Microsalt SEL Server
O ODBC
Database Connection O Oracke
MS5QLConnectionDialog |’._”E|rz‘
Connection String:
Output Destination B HYEBRID .
Authentication: “windows Authentication e
Select Update Data A
Select Insert Data
Connect to database: v
<Back | Met> | [ Finsh | [ Cancel |

When the required Connection string is displayed in the Database Output Action
dialog, click Next, to move to the next page of the wizard.

Database Output Action Wizard

Database Connection “
Name Setup the database connection
*®

Settings
Select Database Connection Method:

Qutput Type ) Microsaft SOL Server
() DDBEC
Onlade
Connection Sting: | Data Source=HYBRID Initial Catalog=T rainingD B Integrated Update
Output Destination Security=True ;]

Select Update Data

Select Insert Data

< Back I[ Mext » ][ Finish ][ Cancel ]
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Output Destination

In the Output Destination page of the wizard users select the destination database
table for the export and the columns to be used for the output action.

As we are using the output type Update Then Insert, we need to select both, the
Update and the Insert columns that we wish to use.

Selected Update columns display U in the selected box, selected Insert columns |I.

Database Output Action Wizard

Output Destination
Name Select which table and columns are to be used for the output

Settings

= [ HYBRID Col\mn Tope Allows Mulle
=} TrainingDB @@ ErochureType warchat True
Output Type =3 dho OO Customeame  varchar False
g E;;y:‘vem:;_”llﬁﬂutum O oae datetime True
[ Destination varchar True
Database Connection G Reaest S T
O SequencelD machar True

Output Destination

Select Update Data

Select Insert Data

[ <Back J[ News | [ Finsh | [ Concel |

In the next page of the wizard we need to define the data for the selected Update and
Insert columns.

Select Update Data

The data for the Update is moved from the Select the data for the selected column on
the right to the relevant destination column on the left, using the blue arrow.

Tick the key columns/ primary key fields for the output action, before moving to the
next page of the wizard.

In our example, the key column that we have ticked is the ‘Booking Reference’. This will now
act as a filter to update records in the other columns displayed, but not ticked.

Database Output Action Wizard

Select Update Data
Name Select the data to be Updated in each column from the e o the left

Settings

Tick Key Columns, select o set deta. Select the deta for the selected column
Type  AlowNulls | Value

.. warhar  False <% Synthesys Propeity Ci

ch

Dutput Type

Database Connection

DutpLt Destination

Select Update Data

Select Incert Data

Copy Values to Insert New Calculation,

[ zpack [ Mews ][ Fish | [ Concel |

Select Insert Data
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In this page of the wizard, select the required data fields for the Insert.

Again, move the data from the Select the data for the selected column on the right to
the relevant destination column on the left, using the blue arrow.

Database Output Action Wizard
Select Insert Data
Name Select the data to be Inserted inta sach column from the e on the left

Settings
Select the destination calumn. Select the data for the selected column.
Column Type | AlowNuls | VYalue = [ Calculable ltems -
Output Type BookingRefere. . varchar  False <% Spnthesys Property. Cit = System Instance Variables
Date smald..  True <% Synthesys. System. Sta... ¢ Abart Reason
Destination vaichar  True ¥ Agent First Name
Database Conrection nohdaﬂwe vaw:ar PUE # Agent Id
ame: vaichar  Tiue
Al Agent Sumame
Telephone varchar  True E] % Agent Tite
Output Destination af# &gent Usemame
5i# Call Dirsction
5% Call Duration
Select Update Data &* Sequence Id
Start Time

of WebllowResut  —
B et Tot
£ System Variables
{4 Parameters

=2 Cantrol Properties
7] Customer Detalls
] Request
& ] Event Type 3
S et P et

Mew Calculation.
7 |

Click Finish, to display the configured DB output action in the webflow design area.

s '_5 Webflow X
erD... Request k] | RequestSelection 3] /DB Outputtest CityEreak
- - ) ]
- Iy o e >
DB Outputkest
Brochure R... © Email
= = o
Enquiry
= |
Event Type  * City Break ¢
(=53 = =
< >

The selected call information, as collected in the Web Browser when running a
Webflow, will subsequently be exported to the destination Database, inserting or
updating records as specified.
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Web Service Output Actions

The Web Service Output Action enables connection to a web service in order to
export data from a Synthesys webflow at runtime.

In the Synthesys Interaction Studio, select & Web Servics Output Action ¢ the Core
Actions part of the Toolbox and drop it at the desired part of the Webflow.

Name

The first page of the Web Service Output Action Wizard prompts you to enter a name
for the Web Service Output Action.

Webservice Qutput Action Wizard

Name q
Name Set Display Mame and Internal name far the Action.
9
Settings
Aezign a Dizplay Mame and an internal name
‘wiebService LURL Dizplay Mame |WebSarwceDutpuﬂ
Mame |“WebServiceOutput
WebService
Properties
‘wehService Methods
MNext > ] [ Finish ] [ Cancel ]

In the Settings page of the Wizard, under the Webflow Filter option, you can select if
the output that you generate should include aborted calls or not, or aborted calls only

Webservice Output Action Wizard

Settings
Mame Select when the action should ocour.
2
m ‘webflow Flter | Include aborted calls I
. Include aborted calls
‘wiebService URL Do not include sborted call:
Only on aborted calls
‘webService
Properties
‘wiebService Methods
< Back. ][ Next > ] [ Finish ] [ Cancel ]
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In the Web Service URL part of the wizard, enter the details of the web service that
you wish to call.

If the URL that is used at runtime is different to that used at design time
when taking test calls, then you can enter or calculate the Execution URL
into the Execution URL field.

Ensure that the URL is set correctly, as otherwise the web service action
will fail at run time.

-
Webservice Output Action Wizard

Name

Settings

WebService URL

WebService
Properties

WebService Methods

WebService URL

Erter the WebService URL

>
WebService URL
hitp://dritest01 /st /NoProerties amx WS DL
Execution URL {if different)
<Back || MNet> |[ Fish | [ Cancel

WebService Properties

This page will display any properties that are available from the web service, and
allows the user to set the values to be sent to the properties.

Webservice Output Action Wizard

Mame

WebService Properties

Set values for the ‘WebService propertiss

Uy

o

Settings

webService URL

WebService
Properties

webService Methods

[T

I3

[ < Back ][ Hewt » ][ Finish

] [ Cancel ]
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Web Service Methods

The WebService Methods page displays the methods that are available from the web
service and allows users to specify any data that is required for these methods.

1. Select the web service method that you wish to call from the drop down list to
display the corresponding parameters available for this method.

2. Next, set the values to be passed to each parameter. These can be hard coded or

you can set a calculation using the calculations E’I icon, to make the parameter

dynamic.

Webservice Output Action Wizard

WebService Methods q
Name Select a'webService method to execute
3
Settings
WwebService Method
| DoStinglnsert w
WwiebServics URL Input Parameters
=24 ]
WebSe_rwc:e = DoStringlnsert e
Froperties
columnsFiped FirstN amel5Surname
webService table CityBreak
Methods valuesPiped <% Calculatior:Updatelnfo % [F2)cd
v
Finizh ] [ Cancel ]
4

Click Finish, to display the configured Web Service output action in the webflow

design area.

IR RN =2~ NI -CWE |

2 Hybrid - Brigitte Examples (BEX) CityBreak Inbound (CityBreakinbound) (Yersion 6.0) - Synthesys.Net Interaction Studio

Fle  Edt  Wiew Tools  Window Help

b |

Bials

e o Bindacll
2l

“

Toolbox
[=| webflow Blocks
[T section

P Decision

-3 X

¥ Conclusion
[ Core Actions

) Web Service Input Action
4] Database Cutput Action
| Email Qutput Action

[ File Output Action

£ Web Service Output Action
~| Custom Actions

A Connected To Hybrid

e 15 Webflow

| RequestSelestion

T

O

[Enquiy

[Brochure R... &

[EveniTope

DE Outputtest
o} j [
Emil
¥
b Output

9

[ty break .. ¥

a
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SYNTHESYS
INPUT ACTIONS

-

Web Service Input Action
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SYNTHESYS INPUT ACTIONS

Web Service Input Action

The Web Service Input Action enables connection to a web service in order to return
data for use in a Synthesys webflow at runtime.

The speed at which the data is returned depends on the speed of the external data
source that the input action is attached to. Synthesys has been configured to display
the message ‘Retrieving Data From External Source has timed out — please
retry’, if no data has been returned within 5 seconds. Pressing ‘Retry’ will eventually
return the required data.

In the Synthesys Interaction Studio, select [ B e T from the Core
Actions part of the Toolbox and drop it at the desired part of the Webflow.

Name

The first page of the Webservice Input Action Wizard prompts you to enter a name
for the Web Service Input Action.

Webservice Input Action Wizard

Name “
Set Digplay Mame and Internal name for the Action.
»d

Settingz
Azsign a Display Mame and an internal name
wiebService URL Dizplay Name IWeb Service Demd
Mame IWebServiceDemo
WebService
Froperties

WebService Methods

Output Parameters

< Back Mext » Finizh Cancel |

Za

Synthesys.Net Manual 172



Settings

: Noetica

In the Settings page of the Wizard, under the Webflow Filter option, you can choose
to make the web service request as soon as the parameters (set later) are available,
i.e. “As soon as possible”, or to make the request to call the web service “When
passed through”, i.e. when the agent passes through the input action (which is
invisible to the agent) in the webflow.

Webservice Input Action Wizard

Settings ﬂ
Select when the action should ocour.
EY

Settings

‘Webflow Fiter | “wWhen passed through B

A3 zoon as possible

webService URL ‘When passed through

Fie-Evaluate
WwebService
Properties
WwebService Methods
Output Parameters

< Back ” MHext > ] ’ Finish ] [ Cancel ] ﬁ
Option Used

As soon as possible

When passed through

Synthesys.Net Manual

to make a request to the web service as soon as the parameters
are available.

If the web service is only likely to be invoked once within a
webflow, it is more efficient to call the web service as soon as
possible, to ensure that the data is returned to the webflow and
available to the agents as soon as possible, avoiding possible
delays due to slow response of the web service.

to make a request to the web service when the agent passes
through the input action in the webflow.

If the same web service is likely to be invoked more than once in
the webflow, this option is preferable, to avoid returning invalid
data to the webflow.

Ticking the Re-Evaluate checkbox, the web service can be called
multiple times, and agents navigating backwards and forward in
the webflow can send new data in the parameters to return
different data, if required.
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WebService URL

In the WebService URL part of the wizard

e Enter the details of the web service that you wish to call into the WebService
URL field.

If the URL that is used at runtime is different to that used at design time
when taking test calls then, additionally, you can enter or calculate the
Execution URL into the Execution URL field.

Ensure that the URL is set correctly, otherwise the web service action will
fail at run time

Webservice Input Action Wizard
WebService URL ﬂ
Name Erter the WebService URL
2

Settings
WebService URL WebSenvice URL

Jhittp -10.100.100.86 Aestwebservice /noproperties.asmx
WebService
Froperties Please click update button if there is change in the webservice.
WebService Methods

Execution URL {f different)

I
Output Parameters .
[ < Back ][ Next > ] [ Finish ] [ Cancel

WebService Properties

This page will display any properties that are available from the web service, and
allows the user to set the values of these properties.

Webservice Input Action Wizard

‘WebService Properties “

Mame Set values for the WebService properties
2
Settings
5|4
\webService LIRL E CorrelationT okenValue
FhaEEe Conelationld 00000000-0000-0000-0000-000000000000
CorrelationUpdatedTime
WebService
WebService Methods
Output Parameters
< Back Mext > Finish Cancel I
4
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The WebService Methods page displays the methods that are available from the web
service and allows users to specify any data that is required for these methods.

1. Select the web service method you wish to call from the drop down list, to display
the corresponding parameters available for this method.

ebservice Input Action Wizard I

WebService Methods a

Nars Select a'WebService method to execute
P

Settings

“WebService Method

IFetch j
WebService URL B egin

Fetch

== —T
‘WebService Bl Fetch -
Froperties

adld
WebService arderld
Methods
Output Parameters
-
4| | E
< Back MNext » Finish I Cancel |
4

2. Next, set the values to be passed to each parameter. These can be hard coded or

you can set a calculation using the calculations &I icon, to make the parameter

dynamic.
Webservice Input Actionwizard
WebService Methods “
Narme Select aWebService method to execute
»d
Settings
WebService Method
IFetch j
WebService URL Irput Parameters
|4}
e o :
s [EE 7
WebService ordeild
Methods
Output Paraneters
B b
< Back Next > Finish Cancel
| |
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Output Parameters

This page will display any Output parameters that will be returned as a result of
calling the web service.

Within this interface you can set which pieces of data get stored in the Synthesys

database as part of the webflow data. Simply set the radio to Yes to store the data
or No to not store the data.

‘ebservice Input Action Wizard I
Output Parameters q
Name Select the WebService method output parameters
»d
Settings
Output Parameters [Mon Walue Tupes)
WwebService URL
—
WebService
Froperties i e @ No
s & Mo
webService Methads eror 0 Ves & Mo
fetchedadCopyType * “Yeg  No
fetchedfdStatus & Ve & Mo
Output Parameters fetchedddvertiserM ame * “Yes  No
fetchedddvertizerS egment * “Yeg  No
fetchedtdvertiserT ustLevel * es & Mo ;I
< Back | [t > | Firish | Cancel |
A

To manipulate individual elements of any complex-type output parameters returned
by the web service, select the name of the complex-type parameter from the drop
down list.

Webservice Input Action Wizard

Output Parameters ﬂ
Name Select the WebService method output parameters
»d
Settingz
Output Parameters [Mon Yalue Types]
IF!etVaIue [Customer] Select Fields |
WwiebService URL
WebService ClHEC =
Properties Fetvalus_Customer_name  Yes @ No
Fetvalus_Customer_type Ve @ No
‘wiebService Mathods Refvalue_Custamer_Value  Yes * No

Output Parameters

=
4| | E

< Back (F[=8 Finish | Cancel |

4

Next, click the Select Fields button.
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In the Non Value Type Fields Selection dialog, select any parameters that need to
be stored in the database or are required in the webflow.

Mon ¥alue Type Fields Selection {Ret¥alue) E
= [ Retvalue
=- [ Customer

O dse

e O dscS pecified
<O 1sMull

- IsMulSpecified
- [#] name

tpe

----- Walue

Cancel

They will then be added to the list of output parameters as below.

Webservice Input Action Wizard

Output Parameters “
Name Select the WebService method output parameters
o
Settings
Output Parameters [Maon Yalue Types)
I Retvalue [Custamer)
‘WwiebService URL
s} (I @ _
WehService EILTEE =
Properties Retvalue_Customer_narme O Yes & No
Fetyvalue_Custamer_type T Yes * No
wehService Methods Rty alue_Customer_Value i Yes # No
4| | B
< Back x> Firizh | Cancel |
4

Requirements of the Web Service:

1. The web service must be accessible from the Synthesys application server.

2. The web service must only contain Simple Properties, i.e. Int, String, Date
etc. Complex custom types are not yet supported.

3. Arrays are not currently supported as output parameters.
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Returning Data from the Web Service to Web Controls

The data that is returned to the web service is stored in the output parameters of the
web service.

To display information from the Web Service Input Action in your webflow, drop a
web control, for example a Memo control, into a section after the Web Service
Input Action.

In the Advanced Properties screen of the control, set a calculation to the property

Value pressing the calculations &I icon. In the Insert Calculation/Property editor
subsequently displayed, you can either

o select the value directly from the Input Action Results directory, or
e create a calculation to format the data to be displayed.

Advanced Properties
Contral Mamme :
Properties —"
Insert Calculation /Property “
(=l [ Caloulable tems - Hew Caleulation |
Properties =] 4 . [#-_d Swstem Instance Wariables
B System Variables Edi Cculdion | W—
Accessibily [ Parameters ~
Tablndex [#-{_d Contiol Properties
S Input Action Results
=l Appearance =
BackColor o
opyT vpe
BorderColor ; JO fetchedsdStatus
BorderStyvle @ Fetchedddvertizert ar
FareColar @ fetchedbdvertiserSeg
_P fetchedfdvertiserTru
M ; _P fetcheddpprovedCow @
i R @ fchedDesURLTy [ ok | [T
@ fetchedindustry -
Enabled 4 | » Cancel |
ToolTip
Wisihle Thie bt
T . e

Press OK to update the Advanced Properties page and then Finsh.

Advanced Properties
Properties

Control Mame

Advanced
Properhies

b

22l 5] 3 J

B Accessibilly Ee
Tablndex

B Appearance

B ackColor |
|

=)

BarderColor

BarderStyle MotSet

FareColor

e R
= Behaviow

Enahled Tiue

ToalTip
Wishla Tre

bl
)
=
2
=
7
-
#
m
£
]
3
'R
£
P
-3
g
é

~
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Returning Data from the Web Service to List type Web Controls

If you wish to return the data into a list type control, for example a Radio,
Checkbox, Drop Down list or List control, the property that needs to be set is
ltems.

The calculation type has to be a ListltemCollection. If you receive the data as a

comma separated string, a calculation must be written, to reformat the data as a list
item collection.

Advanced Properties
Control Mame Propetties “
»d
Seltings -
=24 =] 4 o |
& Accessibilty G
W alidation Tablidex 0
& Appearance
Advanc_ed BackColor l:‘
BorderColor l:‘
BorderStyle MotSet
Colurnris 1
ForeCalor l:‘ =
e o6
Label
SelectedT ext Yes
Selertadiéalie Ve b
[ Finish ] [ Cancel ]

T IPPERN T IS 1
A0 XH 2 webflow ra ListBox /] Returned Data List | v X

ListBox Cantrol Wizard |J

[=] Core Controls

=1 Address
Control Name
(=L}
oe CheckBox Control Name Set the Control Name “

1 DateTimePicker

=3 DropDownList Settings
% Edit Control Name  |ReturnedD ataSplitintoList

& tmage Valdation
£ ListBox

Memo

1 Name

&) Prompt

22 Radio
[=] Custom Controls

&) EigerDebit

Advanced Properties

3] Matchcodeaddress

=3 Media

<Back | MNew> | Fish | Cancel |

oV Tanthos [TET wehfio trem ier | ~

Create a calculation to reformat the ‘data comma separated string’ to a ‘List Iltem
collection’.
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Example of Calculation to Convert Comma separated string to a ListBoxltem:

5 Hybrid - 5 Test Account {S3T) 51 Test List Control {(S1TestListControl) {(Yersion 2.0} - Synthesys.Net Interaction Studio

File Edit View Tools Window Help
:0- 25~ | Baeg = B = ke ¥
[w "’x” " webflow | ] ListBox ] Returned Data List | v X
[=] Core Controls . -
ListBox Control Wizard l
=1 Address
Eg CheckBox Control Name: Advanced Properties ﬂ
! DateTimePicker 9
g DropDownList Settings B & C?Iculable Items ) New Calculation ..
2R {d System Instance Variables
S Edit {_d System Variables |
= = -
1] Tmage o {d Parameters -]
5 Validation {4 Control Properties
B R {1 Input Action Results
Mermo Aivanced =1{7 Calculations
% Name Properties F_Calculation2
i #x|Function ReturnedData() As ListItemCollection
Prompt “.{3 Bu|
& 2 - Dim lic As New ListItemCollection
28 Radio
Dim s As Strin
[=] Custom Controls " il 2
£7) EigerDebit For Each s In S)TestListControl. InputAction.listcontent, Text1.5plit(",")
) Matchcodeaddress Dim li As New ListItem (s}
= Media Jic. Add(l) =
Mext
ReturnedData = lic Cancel l
| End Function

The Calculation once added will convert the returned data into a List.

In the Synthesys Protal, the data returned from the Web Service is subsequently
displayed in a ListBox in the Webflow.

™' 51 Test List Control - ListBox - Windows Internet Explorer

q SYNTHESYS.net
»

[nputAction

istBax

ListBox

The speed at which the data is displayed depends on the speed of the external
data source used by the customer. If no data is returned within 5 seconds, a
message will inform users that ‘Retrieving Data From External Source has
timed out — please retry’.

Agents can press ‘Retry’ and eventually the required data will be returned.
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PUBLISHING WEBFLOWS

Before you can test your Webflow in the Web browser, you must publish the
Webflow.

To publish a Webflow, you need to be connected to the server and you
must have the Webflow checked out.

Go to File — Publish or use the Publish - ®. icon to open the Publish Webflow
dialog.

Enter a reason for publishing the Webflow and click OK. The entries will be recorded
on the Webflow Version Control page.

If you wish to continue to edit the webflow after publishing it, tick the option ‘Keep Webflow
Checked Out'.

Publish Webflow

Pleaze enter the reazon far publizhing thiz webflow

|Test Ennail output |

118 H Cancel l

[ Keep ‘Webflow Checked Out

Once the Progress bar shows that the publication is 100% complete, click OK.

Publication Complete

Statuz:  Publishing webflow

Progress

[lIllIllIllllllllllllIIIIIIIIIIIIIIIIIIIIIII 100%

If publishing the webflow should fail for some reason, a message dialog will be
displayed, providing further information.

When the webflow is successfully published, the version number will go up to the
next full number, from Version 1.3 to Version 2.0 or from Version 2.1 to Version
3.0
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WEBFLOW VERSIONS

In the Webflow Version Control dialog users can access comments that were entered
on publishing webflows, check in webflows and check out an earlier version of a
webflow.

Every time a Webflow is checked in, the version number will increase by 0.1,
i.e. from Version 1to Version 1.1; 1.2; 1.3 etc.

When publishing a Webflow, the version number will go up to the next full
number, from Version 1.3 to Version 2.0 or from Version 2.1 to Version 3.0

In the Synthesys Interaction Studio, connect to the server and then go to File on the
menu bar and select Version Control.

In the Webflow Version Control dialog, select a webflow, to display the associated
version details on the right hand side.

Right click on a Version number, to display the following options:

Refresh Update the list of published versions

Get Version  to open the selected version of the webflow to view

Check Out to check out the selected version of the webflow to edit

E8 Webflow Yersion Control
e

18/06/2009 11:16:55  Test Pa,

cermm
I

[=
o o's S

\\\\\\

DIZEZIZIFIE
o5 Taaszw

BB e e B0

4 Connected To DMApPServer

Selecting the webflow version that you wish to view or edit will not automatically
open the webflow.

To open the selected version of the webflow go to: File / Open / Synthesys
Webflow.

Checking out a previous Webflow Version
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To check out an earlier version of a currently open webflow, right click on the version
that you wish to check out and select the Check Out option.

Click Yes to the message: ‘The Current Webflow has Changed. Do you want to
Reload?’

=¥ Email Output Action
[ File Output Action

01/03/200917:17:20  test2
| Custom Actions

Ny
22 Bigt BELLINI 27/02/200318:11:38 checki —y

File Changed

10 The current webfiow has Changsd. Do you want to Relosd? @

B
v

The selected version of the webflow will open.
If you right click on the version of the checked out webflow, you can select:

Check In to check the weblow in immediately or after editing
Refresh to refresh the list

Undo Check Out to undo the check out action

-Net Interaction Studio

2 Connected To Synthesys.NET Demo SEFVEP

When the webflow is checked in again, the version number will increase by 0.1, from 2.3 to
2.4. When publishing the webflow the version number will go up to the next full number,
version 3.0

Synthesys.Net Manual 183



: Noetica

Synthesys.Net Manual 184



: Noetica

SYNTHESYS TRANSLATION TOOL
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THE SYNTHESYS TRANSLATION TOOL

The Synthesys Translation Tool forms part of the Synthesys Interaction Studio and
is used to translate webflow information into a target language.

To access the Translation Tool, you need to:

e Click on the Synthesys IDE icon on your desktop.

3. In Synthesys Interaction Studio, go to File / Connect, to connect the
Interaction Studio to a Synthesys server.

|
e Click the Synchronise % icon, to synchronize the client machine with the
server, to pick up the latest updates.

e Open and check out the Synthesys webflow that you wish to translate.

e Click on the Translation Tool icon, to access the Internationalisation
screen.

If no server is displayed, click Servers in the Connect window and then the Add
button, to enter a server name and to connect to the server.

If the webflow that you wish to translate is already checked out on another
machine, it needs to be checked in by the listed user, on the named machine,
before you can check it out.

It is recommended that you check in your webflow, before exiting the Synthesys

Interaction Studio, to ensure that the webflow can be accessed for editing on
another machine and/ or by other users.
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Understanding the Internationalisation Screen

Having opened and checked out your Synthesys webflow:

e Click on the Translation Tool
screen.

icon, to open the Internationalisation

This view shows all translatable elements of the selected webflow.

Filter to display
New\Modified and Translated items

Languages drop down box Actions to access

- X
3
Original Text Translation ~
EBrochures
Order
Aborted Order CCACHA Orders Only
Application Closed
Children On Line.
Disconnection
@ InboundibontTypeCallection. Divert_Test_Call Diwert Test Call
@ Inbounddbont TypeCollection. General _E nquiny General Enguiny
@ Inbounddbort TypeCollection.Line_Dead Line Dead
@ Inboundébort TypeCallection. Other Oither
@ Inboundébont TypeCallection Fude/Obscens_Caller Fiude/Obscane Caller
@ InboundAbort TypeCallection. T raining Training
@ InboundabantTypeCallectionwWrong_Mumber “wiong Mumber
@ Dutboundabort T ypeCollection Answerphone answerphone
@ Outboundébort T ppeCollection Application_Closed Application Closed
@ Duthoundébort T ypeCallection Busy Busy
@ Outbound®bort T ypeCollection Faxtons Faxtone
@ Duthoundsho T ypeCollsction Never_Call Mever Call
@ Duthoundshon T ypeCollection No_answer Mo Answer
@ Dutboundsbort T ypeCollection. Dther Other
@ Dutboundabort T ypeCollection. Reschedule Reschedule
@ Outboundébort T ppeCollection. Unobtainable Unobtainable
@ Dutboundsbort T ypeCollection Wiang_Mumber “wirang Mumber
@ Section Synthesys WebControls. BrochureT ppe Displayh ame BrochureT ype
@ Section Synthesys WishControls. CustorerD etails Displayh ame CustomerDetails
% ider
@ Section. Synthesys wWebControls. Request Display ame Request
@ Synthesys. Property.WebControls. Brochure T ppe. Brochure ltems. Handbags. Text Handbags
@ Synthesys. Property.webControls. Brochure T ype. Brochure ltems. Hats. Text Hats
@ Synthesys Property \WebContials Brochure T ype. Brochure ltems. Scarts. Text Scarts
@ Synthesys Propenty webContrals BrachureT ppe. Brachure Items. Ties. Text Ties
@ Synthesys Property webContrals. Brochure T ppe. Brachure MarimumSelecteditemsT ext. .. You can onl select 5 maximum of 0 items.
@ Synthesys. Property.webContrals. Brochure T ppe. Brochure. MinimumS electeditemsText.... You must select at lzast O tems.
@ Synthesys. Property.webContiols. CustomerDetails.Address Line1 Label I nitvalue Address:
@ Synthesys. Property.twebControls. CustomerDetails. Customert ame. Labels. Initvalue Title First nafe Middle name Last name.|nitials Honowrs
@ Synthesys Property WwiebContrals. CustomerDetails. Customert ame. Title. Initv alue Mr
@ Synthesys. Property W ebControls. CustomerD etails. Customert ame. Titles. Inifty alus Mo Mis Miss Ms M1 & Mrs Dr Prol Sir D ame,Fiev,Lord, Lady
@ Synthesys Property wsbContrals CustamerD etails. Email Labsl.Inifv alus Ernail
@ Synthesys Property W sbContrals. CustomerD etails.E mail Label 0. Initv slus Label 10
@ Synthesys. Property.webContrals. CustomerD etails.Email. Label2. Inifvalue Label 2 v
< >
Mame | Section Synthesys WebControls. ProductOrder Display | Default Text | ProductOrder
Name shows name of selected Default Tgxt shows the original text, selected for translation
web screens & controls

Original Text fields  Translation fields for entering translated text

Please see next pages for information about Setting Translation Language and
Webflow Translations.
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Setting Translation Language

To start the translation process, you must first define a translation language in the
Internationalisation page of the Synthesys Interaction Studio.

e Click on the arrow of the Languages drop down menu . = and
select New .

¢ Inthe Cultures dialog subsequently displayed, choose the language that you
wish to use for the translation of the selected webflow.

If a Cultures dialog box does not appear, check that that the webflow is
checked out.

Cultures EI

| - Arabic [ar] Al
| F- Bulgarian [bg]
[#- Catalan [ca]
| B Chinese [Simplifisd) [zh-CHS]
| @ Czech[cs]
| @ Danish [da]
| = German [de]
| German [Germany] [de-DE]
German [Switzerland) [de-CH]
German [fustia) [de-AT]
German [Luxembourg) [de-LU]
| German [Liechtenstein] [de-L1]
| - Gresk [&l]
| B English [en] |
| - Sparish [e5] il

[ Ok ] [ Cancel ]

e Press Ok to select the language and to start a new translation

For more information, please see next page.
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Starting the Webflow Translation

Having opened and checked out the webflow to be translated in the Synthesys
Interaction Studio and set the target language for the translation in the
Internationalisation screen, you can now start your translation.

e Select the text that you wish to translate in the Original Text column.

o Click your left mouse button into the adjacent field in the Translation column.

e Enter the translated text, as required.

i When translating items from a comma separated list, ensure that you enter the same

2 Operations Net - Brigitte (BRI) Procuct Order Line {ProcuctOrderLine) (Version 5.1) - Synthesys.Net Interaction Studio
File  Edt Yew Tools ‘Window Help

=] | | B
e
Y] B
Toobax -3 X% B jon | e
Fiter [4] New Translated Languages
Name Original Test Translalion A
) llection Fude/: Callr Riider/Dbsziner Arvufer
'@ InboundabenTypeCaliection Traiting  Trsining Schuung
@ InboundabortTypeCallection Wrary umber Falsche Hur
niakt ewiinscht
NoAnswer ht beantwortet
Fbar
@ Section. Synthesys ProcuctOr
'@ Section Synthesys Procuct DrderLin I
< >
Name |Section 3 prihesps Procuctl deiLine Request Display | Defaul Test |Request |
By webfon | X
Frooust Drder L, Customer 0. % Request  © Requestielected 2, (Oder El Finish
B | m| b [} | "
[Brachure T.
) =

A Connected To Operations Net

Save and publish the webflow, before opening the Synthesys Portal in the Web
Browser.

Test different language translations, by setting the language preference, as required
in the Web Browser (Tools — Internet Option — Languages)
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Using the Import / Export options, available via the Internationalisation page in the
Synthesys Interaction Studio, you can import or export translation xml files.

To start the Import or Export:

e Click on the Actions button and select either Import or Export.

Actions

Import...

| Export... |

¢ Inthe Browse For Folder dialog, locate the xml translation file that you
wish to import, or select the destination folder for your export.

e If required, you can click the Make New Folder button and create a new

folder in which to store your xml export file.
Browse For, Folder @

Select the Folder to export translations (file name
‘Brigitte-ProcuctOrderLine(de-DEY, xml’)

[’Ei Desktop -~
D My Documents
j My Computer
=] ‘ﬁ My aces
B {@ Entire Network
Y picrosoft Terminal Services
Y plicrosoft Windows Network
3 eb Client Netwark.
£ additional Installation Instructions on shan
4_(" «Z on Brigitte's laptop (Belin)
g cds on martini
% D on Buzzard b
< | »

Make Mew Folder

e Press Ok to import/ export the translation xml file.

e Press Cancel to cancel the action.

<7xml version="1.0" encoding="utf-8" standalone="yes" 2=
- <Webflow Account="Brigitte" Webflow="ProcuctOrderLine" Version="13.4" xmins="urn:il8nexportfile-schema">
- «Translations Locale="de-DE">
- <Translation Source="Header">
<Name =InboundAbortTypeCollection.Application_Closed </Name >
=originalvaluz =Application Closed</Originalvalue:
<Translatedvalue sApplikation geschlossen</Translatedvalue:
</Translation>
- <Translation Source="Header">
<Name =InboundAbortTypecCollection.Divert_Test_Call</Name:>
<originalvalue >Divert Test Call</Originalvalue:>
<Translatedvalue sAbgeleiteter Test Call</Translatedvalues
</Translation=
- <Translation Source="Header">
«<Name =InboundAbertTypecCollection.General_Enquiry</Name:>
=originalvaluz >General Enquiry </Originalvalue:
<Translatedvalue sAllgemeine Anfrage</Translatedvalue:
</Translation=
- «Translation Source="Header">
«<Name =InboundAbortTypeCollection.Wrong_Number</Name >
=Originalvalue >Wrong Number</Originalvalue:
<Translatedvalue =Falsche Nummer</Translatedvalue >
</Translation=
- «Translation Source="Header">
«<Name =InboundAbortTypecCollection.Training</Name:
=Originalvalue >Training </Originalvalue>
<Translatedvalue >Schulung</Translatedvalue>
</Translation=
- «Translation Source="Header">
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SYNTHESYS PORTA
WEB BROWSER

(¢ &)

T

% httpy/servemame/Synthesys/contents/defaul.aspx

P

% Synthesys.NET

® O

o e ©

0]

Logout

SynTAPL
ext. 738

Outbound

BR QAWINI0 COT NET
Wini0 DOT Net Test
BR QAWIN DB

&

Break Dial

¥ £)2 Noetica - Contact Centr... 78 Google Maps ] Nostica Streetmap G Wiki [ Cases &) Calendar &) Chat &) wel

Gallery (] Improvements to Do Not

Live Monitor

© Webflow launcher X|

Default

‘Select a webfiow to launch:

Seneral
53 Mat Test

$BR Calcuiation Test
4BR City Break

4BR Entity wit\CRM Email
4BR WeblaunchPOP
4BR WebLaunchSection
-Copy Entity Updat Acton
4CRM NO EmaifField

L CRM with EmaiField
$Entty Input Update Test2
EntityDemo BRENDE
408 GroupTest2

4 WebSenvice Inputaction

Webservice Input ActonTest
-8R JAN2016

gBranching| TST

LENtiy test
£4BR June
+£5BR Mortgage Applcaton
.pMortgage Applicaton

$BR Entiyinput Test
$0A WIN0 Inbound
$QA WIN10 Outoound
{$QAWIN EnttyoB
5/ JBR SeptOct
JBRAUgSeptOLt

4Entity CRM Update

Welcome to

, Brigitte Reimer
Logged in as: brigitie

&

There are no calls to unhold

Page size:

% Parked calls X|

Select to unpark

Webflow

BR QAWINID TEST -

Park reason

FirsiName - Harry
Postcode: W1

Park time ¥

1810712016 11:26:11

test park reasons

Page size

Parked by

Brigitte Reimer (brigitte)

Noboy Noetica

CRNOEnaiFa g0 Ao Savl BOG06 11654 (oETICAKMErk)
R oEraired 0gg s saeat wezoreors  NEHIEEE
giﬁiiﬁ\;mgm fii e EATSHL e :‘Nogg%ﬂ\:am
ROt g AdoSedt aveviesas0s (IS,

M {103 p u|:|69

© Agent Diary

Select calls) to perfrom an action

& O @ &

Due i

[ 20160624 13.06

Account

Zara Bookings

[ 201606181248

BR Mortgage Application

[] 2016.06-18 12:49

BR Mortgage Appication

[] 201606-18 12:40

BR Mortgage Appication

Page Size
& ¢ & &

o8 Customer,
Campaign o= Customer  S40
CRM 5 5
Bookiigs  CustomerSurvey
Wortgage Or Peter
Appleston NewMortoage  Newbloroage 19 ol 2
Mort Ms B
Apﬂp\\!g%in New Mortgage  NewMorigage_2 Wsa!ezny
Worigage Wi Henry
nion NewMorigage  Newtorigage 17 ! N
Loca T

Do more with less.

016. Allrghts reserved.

©Nocica
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THE SYNTHESYS PORTAL

Introduction

The access available to users in the Synthesys Portal depends essentially on the
access permissions that have been assigned to the individual users.

Users with full Synthesys Portal rights will have permissions to manually launch and
run all webflows, including permissions to park, hold, abort calls, open Web Help
pages and will be able to view and retrieve parked and held calls and to add and
configure new Web pages.

Other users may simply have the required permissions to take calls on selected
Webflows, including permissions to park, hold, abort calls, open Web Help pages.
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USER LOGIN

In order to run Synthesys Webflows, users need access to a Web Browser.

To access the Synthesys Portal to either your in-house server or an outside website, you need
to enter the corresponding URL address into the Address field of the Web Browser.

The next step is to log on to the system.

o Enter your User Name and Password exactly as they have been set for you.

o Next, enter the extension number assigned to your workstation. This is to
confirm that you are available to receive and take calls, which can now be

routed to your workstation.

CTI Login

Please type your device ID:
738 x

Please select switch
| SynthesysSwitch v

| Ok | | Cancel

If you have not received the required URL address or your User Name and Password,
please contact your System Administrator.

If Active Directory Integrated Authentication is used, the Login dialog will be skipped,
as the logon page automatically detects and authenticates the username from
Windows.

If the CTI Login is not displayed, contact your System Administrator.
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THE AGENT PORTAL SCREEN

Having logged into Synthesys, the Agent Portal screen is displayed.

Noetica

The appearance of the screen can vary, displaying different branding images and
background colours, reflecting, for example, the branding used by your company.

If no Web parts are displayed when an Agent logs on for the first time, go to the
Settings icon at the top right of the Portal screen.

Select the Catalog option to pick up the Webflow Launcher and other web parts.
Access to the web parts will depend on the permission level assigned to you.

The Synthesys.Net Portal consists of the Agent Status bar, three main toolbars and a
number of web parts, depending on the permissions assigned to the user.

Agent Status bar, showing Agent's log in status

Webflo

v launcher web part, for manually opening webflows
Hold & Park web parts for holding & parking calls

Agent Diary for managing sleepi

ng/ scheduled outboun

d calls

e T T

Qi

- | symthesyser " ‘

5 £]2 Noetica- Contact Centr... 2 Google Map:
Live Monitor

Defay|

‘Selest awebfiow t launch:

& Noetica Streetmap G Wi [ Cases &) Calendar £ Chat &) Web Slice Gallery v

(@ Imordvements to Do Not

Fefresh List

- Geners!

SynTAPL
ot.78

& BRDexan

&BR Calcuation Test
JBRCly Break

&/BR Entty withCRM Emal
&fBR WeblaurchPOP
&fBR WeblaurchSector
&Coay Entiy Update Acton
<{CRM NO EmailField
&4GRM with EmailField
<fEnity nput Update Test2
&EnityDemo BRENCE
0B GroupTest2
fWebService Input acton
&Webservice Input ActonTest
& SBRIANZUE

Branching| TST

Outbound
BR QAWIN10 DOT NET
Wini0 DOT Net Test

e g 6 6 0 ©

ity sl
3BR June

(= £5BR Morigage Apoication
Mortgage Application
% JBRNCEJune2015
©5BROAWINH) T=S™
&JBR Enftyinput Test
QA WINTD Ibound
QA WINTD Qutbound

QAN EntityOB
(5BR SeptOrt

& ZgBRAUCSeptOEt
Enity CR Update

v B v daev Sfeyr Tos @v
ome to Brgite Re &
A
Thereare nocals to urhod Page size
& Parked calls X
Seectto ungark Page sze
Webflow Park reason Parktime ¥ Parked by
Firtame: Hary
ERONEITs ) Aoieil 1807206 11:26:44 Brigtte Reimer (brigite)
festpar oasone
Decian - o Hobby Noctica
CRMNOEmaiFieig 105.0  Aulo Saved!! 20062016 14654 (opTICAXmark)
BR Decdan - iy Hobby Nostca
CRMNOEmaiField 105.0 Ao Savedtt IR (NGETICAXimark)
Dacian- g Hobby Nostica
GRMNOEMaiFeld 150 AU Saved! BOGROCTOLL4E  (oETICARWar)
Dscian- B Nobby Nostca
CRMNOEMaiFeld 150 A0 Saved! BOSROCTEB/OE  (oETIcARmar)
N dioih W[ |G
O Agent Diary X|
Seectcalls) o derrom an achon Page Size
&R @ © &4 & = & &
[ Gustomer,
N Dues Account Campaign 07 o Customer LR
e 3 CRU
[] 20160624 1306 Zaa Booings . [
[ 2016:06-18 12:4¢ BF Mortgage Application Zﬁai:%in NewMorigage  Newhlorigage 19 D1 e/
[ 20160618 1248 B Morigage Appliaton A2 NewMorgage  Newvorgage 2 {15
; : Wortzage M Herry
[ 2016-06-18 1248 B Morgage Aplcation 70 New origage  Newiorigage_17 »
2016, Al it resend.

The Portal toolbar, with Session control, Telephony & Work control toolbars

Please see next page for more information.
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SYNTHESYS AGENT TOOLBARS AND STATUS BAR

The Synthesys.Net Portal consists of the Agent Status bar and three main toolbars:

e Agent Status bar
o Portal toolbar

o Webflow toolbar

e Transfer toolbar

Agent Status bar Shows information regarding the Agent's log in status,
and System, Dialler and Phone status. Most of the
information is being obtained from the Live Monitor
Service, reflecting information used in the ‘Detailed
Agent States’ tab in the Live Monitor.

Portal toolbar Consists of three CTI toolbars, Session control with log
out and break buttons, Telephony toolbar with Dial, Hold
and Transfer options, and Work control, for requesting
the next record for a preview outbound call.

Webflow toolbar Consists of the Session control & Telephony toolbars, a
CRM section to enable agents to view customer profiles
and histories, and a Webflow/Script Navigation toolbar
for moving through the webflow, with Back, Next and
Submit buttons, open Help page button, and Hold and
Park calls buttons.

Transfer toolbar The Transfer toolbar is displayed when an Agent initiates a
transfer, consultation or conference call. In addition to the
Session control, CRM and Webflow/Script Navigation toolbars,
the telephony section of the Transfer toolbar includes Hang up,
Swap Lines, Confirm, Transfer and Cancel buttons.

The next pages provide a detailed description of the Agent Status bar and toolbars
available.
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The Agent Status bar shows detailed information of the Agent currently logged into
the Synthesys.Net Portal, including the General Status, System Status, Dialler
Status, Phone Status and Blender Status.

The Timer displayed shows the time in the current state and is re-set to zero, if the
state changes. The exception is when agents go on Break. In this instance a zeroed
timer will be displayed to show the length of time on break, but the logged in timer

will continue to run hidden in the background, and show a continued count when the

Agent comes off break.

Toolbar Icons

Description

General Status

SynTAPI
ext. 738

System Status

Dialler Status

Phone Status

Blender Status

Outbound

BR Mortgage Application
Mortgage Application
New Mortgage

Synthesys.Net Manual
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This is a summary of the system and dialler sections, and
displays the Switch hame in use and extension number.

A green tick shows that CTl is available.

A red cross shows that CTl is not available.

A green icon is displayed if the Agent is logged in and working.
A red icon is displayed to show, for example an error with the
Portal Heartbeats or Pop Info requests.

A break icon is displayed, when the Agent is on a break.

Green shows the status of the PD, ‘Available’, ‘Talking’,
Wrapping Up’ etc.

Red is displayed, for example, for states NotReady (On
Break), NotAnswering, InboundOnly.

This shows the status of the Agent’s extension.

A green icon shows that the phone is available.

A red icon shows that the phone is unavailable, it may be off
hook or in-use.

Shows the Agent is working Inbound.

Shows the Agent is working Outbound, displaying the current
account, webflow and Outbound campaign name. If the Agent
is assigned to an Outbound Group, the Group name is
displayed, without the account & webflow name.

Agent Profile. Placeholder to display Agent specific
information. Not available in the current version of
Synthesys.Net.
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The Portal Toolbar

The toolbar in the Agent Portal consists of three CTI toolbars, Session control,
Telephony and Work control.

Session  Telephony

O 6|~ O & & & | >

logout ek Hangup  hold  Transfor  Consuk  Confarance Bet Nest

Toolbar Icons Description

Session Control

. Log out. To log out of the Synthesys.Net Portal.

Lot Pending. Shows that logging off is in progress.

- Break. Opens the Break dialog, where the Agent can request a break,
Break change the break reason while still on break, or return to work.

Pending. Shows that the Agent is currently on a break.

Telephony

Dial. Will open the Dial Number dialog prompting for a number.

Dial

Hangup. Allows the Agent to disconnect and end the current call.

Hangup

Hold. Holds the call only, the webflow will remain open. The Agent state
in the Live Monitor will be ‘Talking'.

Jo T

Transfer (“Blind” transfer). Opens the Transfer call dialog, prompting for
Transfer a number. Transfers the current call to another agent or external
number, without waiting for the recipient to answer.

Consult. Opens the Initiate consultation call dialog, prompting for a
consult number. Initiates a consultation call with another agent or external
number, while putting the customer on hold.

B¢

A Conference. Opens the Initiate conference call dialog, prompting for a
Conference number. Initiates a conference call with another agent or external
number, with all parties (customer, agent and third participant) on the
phone, for example, to introduce the customer to the third participant,
before transferring the call.
Work control

Get Next. Request the next record to work. At present only used for
Get et preview dialing.
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The Webflow Toolbar

The Webflow toolbar is displayed when agents are in a webflow, and consists of the
Session control, Telephony, CRM and Webflow/ Script Navigation toolbars.

Session Telephony CRM Script Navigation
v = a ® 8 R B = & N 9 0L of GL O
Toolbar Icons Description
Session Control Contains the same icons & functionality as described for the Portal
toolbar.
Telephony Contains the same icons & functionality as described for the Portal
toolbar.
CRM
&e Contact. Displays customer details from the CRM/ Entity control.
Contact
® History. Displays history events associated with the customer.
History
NS Notes. To view and add customer notes.

Webflow/ Script Navigation control
Help. Open the Web Help page assigned to the webflow.
Hold. Saves the webflow information collected and closes script. The

Agent state in the Live Monitor will be ‘Previewing’. Only the Agent who
has put the webflow on hold can retrieve it again.

Park. Saves the information collected in a webflow and can be retrieved
by any Agent with access to the Parked call list, when the customer
phones back.

®

Abort. Cancel the session and close webflow without saving call data.

>
=7
=1
=

Back. Navigation button to move back to the previous page of the
webflow.

1®

Next. Navigation button to move forward to the next page of the webflow.

4O,

Submit. Finish the webflow and save details collected to the database.

w
&
&
3
=
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The Transfer Toolbar

The Transfer toolbar is a sub toolbar to the Portal and Webflow toolbars. It is
displayed when an Agent instigates a transfer, consultation or conference call.

When the transfer, consultation or conference call is initiated from within a webflow,
the Transfer toolbar consists of a Session, Telephony, CRM and Webflow/ Script
Navigation toolbar. If the transfer is initiated from the Agent Portal, the Transfer
toolbar simply shows the Session control and Telephony sections.

Session  Telephony/Transfer CRM Script Navigation

a QO .!:5 Vi & ©

Wargp  Svphes  Covbwers  Compleh el Ot Reoy s

Toolbar Icons Description

Session Control Contains the same icons & functionality as described for the Portal and
Webflow toolbars.

CRM Contains the same icons & functionality as described for the Webflow
toolbar.

Script Contains the same icons & functionality as described for the Webflow

Navigation toolbar.

Telephony/Transfer

Swap Lines. Only available for consultation calls. Allows the Agent to
alternate between the customer and the consultation call.

&l

)

Swap

Clicking the Swap Lines button will automatically place the active
consultation call on hold and activate the customer call. Clicking the Swap
Lines button again will place the customer call on hold and activate the
consultation call.

P Hangup. To disconnect and end the current call.
Hangup

Complete. Complete the Consultation or Conference call.
Complete

&Transfer- Icon to show that a transfer is in progress.

Cancel. Cancel the Consultation or Conference call.
Cancel
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PORTAL CONFIGURATION: PAGE LAYOUT

Clicking the Settings icon at the top right of the Portal screen you can change the
Portal page settings, add Web parts (e.g. the Webflow Launcher, Live Monitor and
Instant Messenger) using the Catalog option, set the Portal language and change
their login password.

Changing Page Settings

e Select the page that you wish to edit

e Go to the Settings icon and select Change page settings.

e To rename the selected page, enter the new name into the Title field.
e To change the page size, use the Zones width drop down menu.

¢ Click OK to save the new settings, otherwise click the Cancel button.

Change page settings
Title:

Zones width:

[ ok || cancel

Adding New Pages
e Gotothe Settings icon, select Add new page, then enter the page name
into the Title field, and the page size via the Zones width drop down menu.

¢ Click OK to save the new settings, or else click the Cancel button.

Add new page

Title: [New Page Title x
Zones width:
| Add | [ Cancel |

Removing New Pages

® Select the page that you wish to remove.

e Go to the Settings icon and select Remove this page.
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PORTAL LANGUAGE: INTERNATIONALISATION

When running webflows in the Synthesys Portal, agents can set any language, as
required, both for the Portal and specific webflows, thus displaying the Portal
language and webflow information in any desired language.

If no translation is available for the selected language, then the default language
will be used in the Portal.

If no translation is available for the selected webflow, the default language of the
Webflow will be used.

Setting the Portal Language

To set the language for the Synthesys Portal

o Go to the Settings icon at the top right of the Portal screen and select

Language.

¢ From the Language drop down list, select a language, as required.
e The language now used in the Portal will change accordingly.

¢ If no translation is available for the selected language, the default language
will be used.

Live Moniior

Default

Welcome to

ACAWINID nbound
ACAWINIO Cutbourc

CAWIN Ertty0B
5 Ser

BRASERICEt
&5ty CRM Upiae

43
ot Cancel

Hsalis) o oeriom an 2z

0 Webilow launcher X sddnewpage
3 M=o e Hn 2
Caog
@ SynTeF1 Reftesh
e Language
Selext o Ungark Change passuare
@ Webflow Park reason Park time ¥ Parked by
Fishane: Hary
ROANNMOTSS™-  Pos ; t
43R Enty WinCRM Email RN W) 1007201611261 Brigte Reimer bigtte)
o 43R WebLzunehPOP fest gt rezsons
21 43R WeblzunchSezion B3 Jecien- B ooty Nostcz
Ao Save 2082016 111654 .
oo Etty Ut cton RN (NOETICAKimerk)
AW o B3 3 e Nty Mo
SR WoEraifed R AsoSaregt! BONBITE opTicaxmang
R, o SORY il Zmaiield e
Z Ao Savedt! moats 00 (AR
Cale - - Nodgy Noetica
~=( Language Ao Savedtl BOEMERRE oD
rd 4
e s
BR QAWINI0 DCT NET g fresh 103 Go
) B sned | English (United Kingdom) V| = LRRESIN |
BRQAWIN DB S
bent Diary A

= PageSize

B2 e A ”

583 Motgage Agplation ‘% \9 @ @ é & & %
4vlotyage Aplcaton

AJBRNOZANE15 W Dues Account Campaign g:mﬂiin" Customer  {astomer
cAmN

e el T 0B0621E%  zar Baoings s €
JREntyino Test HETE s Bkings _ Oustorersiune; ©

2150618 1249 BR Moricage Appicaion

crigage
Aoplcaion e Mortze

Drpetr
Nenrgage_19 255

2016:06-18 1240 BR Moricage Appicaton

Wetiags  NewMoriage  NewMorga

Aoplcaton

01506121240 BR Moricage Appication

Me92g2 g orpage

NewMorigage_{7

Aoplcaton

Do more with less.

Get Next
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Changing Webflow Language

To set the language for the webflow
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e Select the target language, as required, from the drop down list at the top right

of the webflow screen.

¢ The language used in the webflow will change as soon as you press Next> or
<Previous to navigate to the respective page in the webflow.

¢ Any webflow that is subsequently launched will attempt to run in the language

the agent has selected.

¢ If notranslation is available for the selected language, the default language of

the webflow will be used.

72 QA WINIOOutbound - Catoner et v

Customer

usoner

satus

ene CastomerID TRYS

et Customer prof e
Postcode 1

Engiish (South Afica)
English (Trnidad and Tobago)
Engl i gdom)

(
(

ish (United Ki
(

[English (United States)
English (Zimbabwe)
Estonian (Estonia)
Faroese (Faroe Islands)
Filpino (Philippines)
Finnish (Finland)
Fronch (Belgium)
French (Canada)
French (

French (Luxembourg)
French (Principality of Monaco)

| e b 12 2545757 ‘

WorkNumber [223 454 5757
e —

0 &% iEe

Logout sk Dl Contact  History  Notes

French (Switzeriand)
Frisian (Netherlands)
Fuian (Senegel)

(Galcian (Galican)
(Georgien (Georgia)
(German (Austria)
(German (Gemany)
(German (Liechtenstein)
German (Luxembourg)
(German (Swizerland)
(Greek (Greece)
(Greenlandic (Greenland)
(Gujarai (Inda)

Hausa (Latin) (Nigeria)
Hawaian (Unied States)
[Hebrew (Israel)

7 0 ©

t Hold  Park
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CATALOG OPTION: WEB PARTS

To add web parts to the Portal page, go to the Settings icon at the top right of the
Portal screen and select the Catalog option.

Web Part

Remember that access to the individual web parts will depend on the permission
level assigned to the user logged in to the Synthesys Portal.

Description

Webflow Launcher

Held calls

Parked Calls

Agent Diary

Live Monitor - Queue
States

Live Monitor — Detailed
Agent States

Instant Messenger

Link Launcher

Access permission to the Webflow launcher enables users to select
and run Webflows.

Display a list of Held calls. Webflows can be put on hold with the call
data collected and can be retrieved again by the agent who has
originally put the call on hold.

Display a list of Parked calls. Webflows can be parked with the call
data collected. Any agent with access to the parked call list can
retrieve parked Webflows and associated information.

The Agent Call Diary displays a list of all sleeping and scheduled
outbound calls that are assigned to the agent currently logged into
the Synthesys Portal. The Agent can view associated CRM details,
and manipulate the calls, e.g. select and handle a call immediately,
or change the date and time for the callback.

Allows users to view, visually in a graph, the percentage of Queued,
Sleeping Due, Sleeping Non Due, Scheduled, Scheduled, Complete
or Running calls.

Allows users to view details of agents logged on to the Synthesys.Net
Portal, switch information, extension number and detailed call
statistics.

Enables users to send quick messages around the Contact Centre
to users currently logged in to the Synthesys.Net Portal. Messages
are stored in the Phoenix_Audit table.

The Link Launcher Web Part allows users to open pre-defined links
in a new window. Links can be represented as text, an image or both.
The launcher can pass parameters to the opened window, either user
provided or a selection of Synthesys variables. The links are defined
in an XML configuration file.

For a more detailed description about the use of the available web parts, please see
the section Synthesys.Net Portal Web Parts at the end of this manual.
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SYNTHESYS.NET WEBFLOWS

From the moment a campaign appears in the Synthesys Portal, until the call ends,
you are presented with all the information they need to handle the call in a
knowledgeable and professional manner.

The CRM/ Entity module is designed to allow access to customer profiles and
customer histories, providing you with the best possible help in dealing with
customers’ queries and requests.

Each screen in the webflow contains questions, supported by text prompts at the top
of the screen. This text can be actual dialogue that should be spoken, or prompts to
help you recognize areas of a webflow that need special attention.

As each section is completed, the corresponding headings are added to the left-hand
side of the screen, creating a summary of the call so far.

A mouse click on any one of these headings scrolls the relevant section back into
view. This is useful when a caller decides to change an answer given to a previous
question. For example, they may decide to ask for a brochure instead of placing an
order. In this case, you can instantly return to the appropriate area of the webflow
and make the necessary changes. All previous data that has been entered and is still
relevant, is retained. Moving forward in the webflow, you are presented with the next
logical question relevant to the amended data, enabling you to move through the
webflow without ever having to input the same information twice.
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Launching a Webflow

Having logged into the Synthesys Portal via the Web Browser, the correct webflow is
automatically launched when a call is routed through to your workstation.

For Inbound calls, the system launches the webflow by comparing the telephone
number dialled with the DDI nhumbers stored against each released webflow.

When taking Outbound calls, the list of customers to be phoned will have been
created by your Supervisor. The CRM record for the next call will pop automatically,

if it is a predictive Outbound campaign, or if ‘ldle Timeout’ has been enabled for a
preview Outbound campaign.

To load the next record for a preview Outbound campaign manually:

9:
e Agents must click the Get Next icon on the CTI toolbar.

76 QWi Oubound Cotomer TR o

English (United Kingdom) V|

Customer
il CustomerD TRY S

Customer prof Srecer
Postcode W1

(Gonl ke your name pease?

i
st name: iy

When an Outbound campaign is popped to the agent screen, customer details can
be displayed in the relevant web controls or as part of the dashboard, if associated
calculations and parameters have been created in the Synthesys Interaction Studio.

The next page describes searching for customer details when taking Inbound calls.
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WEBFLOW MAIN SCREEN

When a Webflow is launched, the first Section of a campaign is displayed together
with the initial questions.

The way the Webflow information in each section is presented to the agent can be
compared with the lay-out of a form. Each section, supported by text prompts in the
agent’s dialogue box, contains specific questions that need to be answered before
moving to the next section.

In our example we have opened the Webflow for the ‘City Breaks’ campaign.

Section|Area, with Section headings Dashboard & Form Area  Lapguage Selection
12 QA VN0 Ot - CstomerIntemet Explre T — [P

Engish Unicd

i Home Number[13 454 5757

Miork Number (223 454 5757

0 5|%C 04 alE O N IEEEEE]

Logout  Break Dal  Hod Trnsfer Consut | Contact History Notes

CTI Toolbars Script Navigétion Area

The Webflow consists of the following areas:

Section Area Displays the section headings of the Webflow

Dashboard Customizable, displays at the top of the Webflow screen selected
information from the CRM and Webflow sections

Form Area Displays the questions and enables the agent or user to enter relevant
information

Language Allows selection of language from drop down list

CTI Toolbars Includes Session and Telephony toolbars. It also show a CRM toolbar, if

CRM/ Entity data is used.

Navigation Area Enables agents and users to move through the Webflow
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VIEWING CUSTOMER DETAILS

Customer Details
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When using CRM/ Entity data, you can view customer profiles and histories and add

notes for the selected customer using the CRM toolbar.

ﬁ;

g DN
Contact History Notes
To view customer details, click the Contact K&
Customer Details
‘Customer ID TestID_ 290
Title Mrs
FirstName Tanja
Surmame Grace
Home 11xoocoox001
Work
Town London
Postcode SW1B
Email
DDI
[Close |

Customer History

icon on the CRM toolbar.

®
Clicking the History icon on the CRM toolbar, agents can view historical

information associated with the customer record displayed.

Customer History
EventID|Date Time |Agent Event |Details
Outbound =
Managed el
535 22/06/2016(11:03:07|brigitte Changed
Change
State State to
Queued
Outbound
516 14/06/2016[11:16:21 |brigitte E"ffbﬂow Busy
Aborted
472 09/06/2016(17:21:41 brigitte CallSlept
call Call
460 09/06/2016(17:20:37|brigitte 58374
Queued
queued
Pan ]

[Ciose |
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Adding and Viewing Notes
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To add notes containing information associated with the selected customer:

N
e Click the Notes icon on the CRM toolbar, or

e Select the Add Note option that forms part of the Entity control, if enabled at
design time.

Notes

Date

Time

|IAgent

[Note

22/06/2016

12:31:46

BRIGITTE

A second note with
information related to
selected customer

22/06/2016

12:31:02

BRIGITTE

Note

Maw note

customer

And here another very important detail associated with the

[dd ] [ Giose |

e Enter the required note or comments relevant to the selected customer into the
New note text field.

e Click the Add button to add the message, and then click the Close button to

return to the Entity control in your webflow.

Return

Mew MNote

Second note with details related to the
selected customer

Date

Time Agent Note

[ sad |

22/06/2016 13:52 brigitte First note with information associated with selected customer

e To view existing notes select the Notes icon, or Add Note in the Entity control,
as above.

e To add further notes, enter your message into the New Note text field, then
click the Add button.

e Click the Return link, to go back to the Entity control in your webflow.
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AGENTS DIALOG PROMPTS

Sections are supported by text prompts in the agent’s dialogue box.

Sections and prompts skilfully guide you through a call and ensure that all relevant
questions are asked and that the information is collected and entered in a consistent
format.

English (United Kingdom) v
Customer
cusamer
ey Customertd T3
ot Customer Prof sherer
Postcode W
0
| Hae Nuce|
WorkNumber (234545757 |
T —
00140
o | % B © N ® ® © ©

The text prompts can be the actual dialogue that should be spoken, or prompts
to help you to recognize areas of the webflow that need special attention. To
highlight the difference, different colours and font sizes are typically used.

Synthesys is easy to use and you can learn quickly how to handle a wide variety
of calls.
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NAVIGATING THROUGH A WEBFLOW

To move through the Webflow, use the tab keys on your keyboard, or the Next, Back
and Submit options on the Navigation toolbar at the bottom right of the screen.

8 B @ 6§ @

Help Hold Park Abort Back Next

Moving between Sections

)
To move to the next section of the Webflow, click on Next B&8 at the bottom right of
the Navigation toolbar, or press Ctrl + Enter on the keyboard to move to the next
section.

To move back to the previous page of the webflow, click on Backi&s .

Completing a Call

When you are in the last section of the webflow, the Next button changes to Submit.
Click Submit , to finish the call and submit the data collected to the database.

Moving between Questions

To move between questions within a section, press the Tab key on the keyboard.
To move backwards through these fields, press Shift + Tab.

Moving between Fields in a Question

Many of the Web Controls used within questions are made up of a number of fields,
for example, the Name Control may contain 4 fields: Title, First name, Initials and last
name.

Title: Mr v it
First name: *
Initials:

Last name: x

To move forward between these fields, press the Tab key on your keyboard.
To move backwards through these fields, press Shift + Tab.

The stars indicate that these fields have been set to be compulsory in the Validation
page of the control properties. Agents are required to enter details before they can
move on.
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Section Titles
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As you progress through the Webflow, Section Titles will be displayed on the left

hand side of the web page.

You can click on any section heading to display the questions associated with this

section.

75 QA WINI Outhound -Citomer Ikt

Customer

= CustomerID TRI_S
Customer oo Secer
Postoode 111

Engish (United Kingdom) v

|Can I take your name please?|

The: (o]
Fistrame: Harry
Last name: sherer

I Home Number[13 454 5757
Work Nomber [223 45+ 5757

T —

_5 @ N

Contact  History  Notes

When moving backwards and forwards in the Webflow, all relevant information that

you have entered will be retained.
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Web Help Pages

Help pages can provide additional information regarding a company, its products and
services.

This enables you to respond quickly and in a knowledgeable way to customers’
enquiries and allows you to check specific information, for example the make of a car
or the product number or price of a product, presenting the best image of the
company.

Help pages can be connected to a companies’ Intranet, i.e. their internal information
network and to the Internet in which case agents can draw on information from the
World Wide Web.

To launch an assigned Web Help Page, click on Help . icon at the Navigation
toolbar.

g AwLus s osss o 00 B8 D
[ ]

Noetlca WHO WHAT HOWWE WHYISIT WHO'S WHERE'S WHAT'S

h WEARE WEDO DOIT CLEVER USING IT THEDETAIL GOING ON

Synthesys Do more with less. IN THE SPOTLIGHT

NOETICA UNWRAPPED

2 Dialler
@ Campalgns More control. Less fuss
¢ Voice

@ Scripting
[

u __l :
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Holding and Parking Calls

Another feature of Synthesys is the ability to Hold or Park a call by clicking the park
or hold option on the Navigation toolbar.

In Synthesys.Net a call can be put On Hold using the CTI toolbar or using the
Hold Hold option in the Webflow runner.

If On Hold is selected from the CTI Toolbar, the script will stay on when the
call is held and the agent state in the Live Monitor will be Talking. The Hold
time here is added as Talk Time in the Phoenix_CallTimes table.

If On Hold is selected in the Web Flow Runner, the script will close and the
agent state in the Live Monitor will be Previewing. Hold time in this case is
added as Preview Time in the Phoenix_CallTimes table.

Only the agent who has put the Webflow on hold can retrieve it again to
access the information previously collected.

® The script will close and the call is parked. Any agent with access to the
Park Parked Call list can retrieve a parked Webflow and access the information
previously collected.

% Parked calls X
Select to unpark: Page size: |5 |wv
Webflow Park reason ¥ Park time Parked by
BR: DecJan - , :

ey 18/03/2016 Kim Constantine
T ;
ot 16-08:59 (NOETICAXkim)
: ; : 27/03/2015 i :
ChrisB - Test 2.0 with active call 42-21-00 chris b (chrisb)
BR QAWINID
TEST - will call back with extra D6/06/2016 Brigitte Reimer
QAWIN1OInbound  info 46:58:00 (brigitte))
BR: SeptOct - un-parking and parking 01/05/2014 Brigitie Reimer
FirstDYnOB 4.0 call 16:58:38 (brigitte)
BR: DecJan - : :
i 3 23/03/2016 Kim Constantine
&Rgﬂ NOEmailField testing 1000000000 102540 (NOETICAXWKim)
M 4 iotop M[ Go

Run parked or held calls

To retrieve a held or parked call to re-run the calls, click the left mouse button on the
relevant Webflow.

All call data previously collected has been retained and agents can now take any
further details as required, to complete the call.
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Aborting Webflows

®
To exit your Webflow without saving the information entered, click the Abort K
option on the Navigation toolbar, to open the ‘Abort” window.

Abort webflow

Please select a reason for aborting the webflow

Open the drop down menu and select the reason for aborting the call. If required,
enter further information in the text box now displayed.

Click ‘OK’ to Abort the call.

Abort Options Inbound Abort Options Outbound

Abort webflow

Abort webflow
Divert Test Call b T Please select a reason for aborting the webflow
ivert Test Ca
General Enquiry bl
‘Wrong Number
Training Please type a comment to abort
Rude/Obscene Caller
Cther
Line Dead

Disconnection
Children On Line
Aborted Order CC/CHQ Crders Cnly

Please note that the abort options available are different for Inbound and Outbound
calls.

To return to the Webflow without aborting the call, click ‘Cancel’.
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Reschedule and Special Reschedule

The Reschedule or Special Reschedule options are used when aborting a webflow to
arrange a callback for a specified date and time:

&)
e Click the Abort K& option, and in the Abort Webflow dialog select
Reschedule from the drop down list.

e Select Special Reschedule (or similar, depending on the entry in the

Outbound Abort Reason section), to reschedule a partly completed webflow,
retaining the information collected up to this point.

Next, specific the date, time and telephone number for the callback:

Click into the Date field and from the Date Time Picker page displayed, select
the date for the callback.

e Specify the time for the callback.

Abort webflow

Please select a reason for aborting the webflow

Reschedule w

Select a date and time for the rescheduled call
22/06/2016

4 June, 2016 3

Mo Tu We Th Fr Sa Su
38 3 * 2 3 4 5 v
& 7 & 5 1 1 1
13 4 5 % F 8 B
| 28 22[22) 3 24 25 26
27 28 29 30 1 2 3
4

5 6 7 8 9 10

Today: June 22, 2016

The Reschedule/ Special Reschedule dialog, depending on the set-up, either
simply displays the last number dialled or, if Reschedule Flags are enabled, allows
you to select or enter a telephone number for the callback.

Abort webflow

Please select a reason for aborting the webflow

Reschedule v

Select a date and time for the rescheduled call

22/06/2016
e

=Select a telephone number or enter one here=

Default: 11x00000x001

A webflow that was aborted using the special reschedule option, when re-presented to
the agent, will open at the point at which it was rescheduled, still containing the details

collected. Agents can then finish the partially completed call, without having to re-enter
the information collected previously.
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Going On Break

To notify the dialler that you wish to go on a break, use the Break option on the
Session toolbar.

Ol

Logout Break

hiiY

. o B . . -
e Click the Request a Break EZ3 icon on the Session toolbar, while still in a
call.

e After you have completed or aborted the current call, the On Break dialog will
open.

¢ If the On Break Reason function is enabled, select the reason for going on
break from the drop down menu, before clicking OK.

2 Soectioupar
® R ecsn 3

43R CakaionTest bt
R oty B oR Desson-

18002016

16
T

onB T ——————— e

Jatocwinera  vsos2ns
165200

barog ooy ons0te
6mE

Select Break Reason

e
0250

01000000000

Lunch - N9

Do more with less.
ot a7 e

The On Break dialog will display the break reason selected, e.g. Lunch.

e Select Return to Work, to return to work at the end of your break.

e Select Change Reason, to change the break reason selected, while still on
a break.

e To log out of the Portal, select Logout.

On Break

Current Break Reason : Lunch

| ReturntoWork | [ Change Reason | | Logout |
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USER LOGOUT

To log out of the Synthesys PD properly, click the Logout option on the Session
toolbar.

e Click the Logout K& icon on the Portal or Webflow toolbar

e The Pending
request.

icon is displayed while the PD processes the user logout

e = —rey
0 [ hit/jservemmame/Synthesys/contents/defaulaspx - 0] 8 symnegsner <[ ARARE)
5 )2 Notica - Contact Centr.. £ Google Maps &) Noetica Streetmap G Wiki (@ Cases &) Calendar ) Chat (5] Web Sice Gallery + [ Improvements to Do Not... B~ B - @ - Pagev Seyr Toosv @~ )
Welcome to . Bigitte Reimer
Loged nas.rgite
Defautt | Live Monior
© Webilow launcher SN e calls o
[T——— [—— Page sze
© mmw = @ceneral
ext.738 g vatt Test
o [Weaescalrez iR R ]
son
;’j‘mmm Selct o unparc Page sie:
® on acsn Tt Weiow Parkason Parktme ¥ Pared by
BR Cily Break FirsName : Harry
BR Entity withCRM Email 19/07/2016 11:26:11 Brigitte Reimer (brigitte)
- SR QANNIOTEST - Foscote: Wi
@ = S8R WenLaurcnPoR
w0 S8R Wenlaunrsestan o8 Decian- = Noooy Nocs
4Copy Entty Update Acton CRMNOEmaiFielg 1050 Auto Saved! 20ER016 111654 (NoETICAXMark)
RO EmaiFie oR Dscian- Noooy Nesics
ICRMNO Eap o) CRMNOEMmaiField 1060 A0 Saved! FHebR Y (NOETICAX\mark)
5 SCRIwin EmaiFis il il
5 ecin- =
(S Sty nput Ut Tes! e o rron Adosana meavewoe e
EnttyDemo BRENDE 25 Decian- Novoy ica
08 GroupTest2 ‘CRMNOEmauﬁe\nmﬁﬂ A0 oo UGN 18B08  (NoETICAXmar)
outbound
Weosenice ntacion
Wiio poT Ner 3 [Reiesn] T3 o
) Smsaupusooe & Webservice Input ActonTest 'Kl X
BR QAWIN DB SRR A5
@ Branching] TST © Agent Diary X
St est Select calls) to erfom an acton Pagesze
PR e ‘
SR Morgage Aplcaton @ O O & & & 1+
ongage Aopicaton
R NOEhne20ts W Dues Account campaign Customer
2 PN G =
R QANNIO TEST ———
REmaTes O wteten s zwasonnss oo Cumomesiny © g
QA WIN1D Inbound Mortgage Dr Peter
- o 01606101260 SR Norgage ppcaton on200  Newongase Neworgae_ 19 D4red
e B R e———— ]
A . e —— T
CELYELNRED Liodaace s Tania
""""""""" w100% ~

¢ When the PD logout is complete, the Login dialog will be displayed. You can
now either log back in again, or exit the Web Browser.

x S ——
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SYNTHESYS.NET
WEB PARTS

° | % it senvemame8L ynthesyscontents/defautaspe

w

SyrTAPL
s

® | ©
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ADDING SYNTHESYS.NET WEB PARTS

Having logged into Synthesys, the Agent Portal screen is displayed.

The appearance of the screen can vary, displaying different branding images and
background colours, reflecting, for example, the branding used by your company.

If no Web parts are displayed when you log on to the Synthesys Portal for the first
time, please go to the Settings icon at the top right of the Portal screen.

Select the Catalog option, to pick up the Webflow Launcher and other web parts.
Access to the web parts will depend on the permission level assigned to you.
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The Webflow Launcher
Users with access permission to the Webflow launcher can open and run Webflows.

To add the Webflow launcher web part to the Synthesys Portal

o Gotothe Settings icon at the top right of the Synthesys.Net Portal screen.
e Select Catalog, and place a tick into the check box next to Webflow launcher.
o Click the Add button, to add the Webflow launcher to your Web page.

The Webflow launcher screen graphically represents the customer accounts and
Webflows that are stored within the system.

A Webflow is created for each campaign you are managing and is stored under the
appropriate customer account.

© Webflow launcher 1
Select a webflow to launch: Refresh List “{

=-(@General

é--Jsrigitte Examples
| @ Card Application
- LgyCheckBox Branching
P Gty Breaks
i"ﬁDEmC

--ugpCustomer Service Generic

-y WebflowDemo

Users are only able to see the Webflow accounts and campaigns that have been
added as part of their current user permissions.
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Held and Parked Calls

The Held and Parked calls options enable users to view a list of held and parked
Webflows. To add the Held and Park web parts to the Synthesys Portal

o Gotothe Settings icon at the top right of the Synthesys.Net Portal screen.

o Select Catalog, and place a tick into the check box next to Held calls and
Parked calls.

o Click the Add button, to add the web part to your Web page.
¢ Click the Refresh button, to update the list of parked or held Webflows.

The number of calls displayed on a page can be adjusted using the Page size drop
down menu. To move to a specific page, enter the page number into the box at the
bottom right of the Parked/ Held calls window and then click the Go button.

e To re-run parked and held calls, click the left mouse button on the relevant
Webflow. All call data previously collected will have been retained and agents
can now take any further details as required, to complete the call.

% Parked calls X

Select to unpark: Page size: |5 |

Webflow Park reason ¥ Park time Parked by

BR: DecJan - : :

So 1810372016 Kim Constantine

gﬁl&ijDEmallFleld ID00D00D00D00D0000000L 160850 (NOETICAXKim)

ChrisB-Test2.0  with active call o chris b (chrisb)

BR QAWINI10

TEST - will call back with extra D&/062016 Brigitie Reimer

QAWIN10Inbound  info 16:59:00 (brigitte)

BR: SeptOct - un-parking and parking 01/05/2014 Brigitie Reimer

FirstDYnOB 40  call 16:58:38 (brigitte)

BR DecdJan - 5 :

CRMNOEmailField testing000000000 ol m’ggﬁrgmﬁ)

95.0 S

Mdio9p M| oo

Option Displays the
Webflow Name and Version number of the Webflow that is parked or on hold.
Park reason Reason the Webflow was parked or held. The Parked & Held

information can be configured in the Webflow properties section to
include other relevant details as required, for example customer name
and contact details.

Park time Date and time the Webflow was parked or held.

Parked by Name of the person who parked the Webflow or put it on hold.
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The Link Launcher

The Link Launcher Web Part in the Synthesys.Net Portal allows the user to open pre-
defined links in a new window.

The links can be represented as text, an image, or both. The launcher can pass
parameters to the opened window, either user provided or via a selection of
Synthesys variables. The links are defined in an XML configuration file.

To add the Link Launcher web part to the Synthesys Portal
e Go to the Settings icon at the top right of the Portal screen, and select
Catalog.

¢ Inthe Catalog page tick the options Link Launcher, to display the Link
Launcher WebPart in the Synthesys Portal.

T s =[5 [
ult.aspx B T 2

£~ 3 || # synthesysNET

8-

@ v Pagev Safetyv Tookv @

Welcome to . Brigitie Reimer

Logged n as: brgite

© Webflow launcher

Selectawebfow to launch

Refrosh List Therearenocalsto unhod
]
SynTAPT E-@General
.78 55 Mat Test

®©

S Catalog X
Spction
Page size: [ [v]
-3 Declan Choose the parts that you wish to add:
BR Calculation Test Park reason Park time ¥ Parked by
|-.48R City Break EirsiName : Harry
-14BR Entty WinCRM Enail ] © webfiow launcher FEsinici WL 1872018 112641 Brgite Reimer (origite)
48R WebLaunchPOP. o=
pie) Held calls
g [peeioi i = Auto Savealt 2010612016 11:16:54
4Copy Enty Update Acton [ &2 parked calls s
|-$CRM NO EmailField Auto Saveall! 281062016 19.07:45 e
$CRM with EmaiFieid O ® CRM launcher (NOETICAXimark)
|- Gy put st Tesz [ B Report Viewer Ao Savean 0eante 601
$EnityDemo BRENDE :
1408 GroupTest2 [ = instant Messenger Auto Savedll! 280612016 18:3808
Outbourd WebService Input action
ER GAINIO DOT NET @ ©
D oo i etsenice It ActonTest [ & Agent Diary
BR QAWIN DB ER JAN2016 (® Link Launcher
ranching] TST
[ ﬁm{w [ @ Live Monitor — Queue States
S8R June O EH Live Monitor — Detailed Agent States
£58R Morigage Appication
@orgage Appication

JBR QAWINITO TEST

oRM  zam
$BR Enttyinput Test o e i e Bookings _ Customersunvey * J
|-$0A WIN1O nbound Vorigage O Peter
@ S0AWN10 Oubound [] 2016-06-18 1249 SR Wotyage Appcation O7020% N Mongage  Newlloniage_19

®

(NOETICAXImark)

Noboy Nostca
(NOETICAXImark)

® | & O

Nobby Noetca
(NOETICAXImark)

Wty m[ oo

P
‘

Jant s I e e———— L
-8R SeptOct

Z§BRAUSEONt [ 20160618 1249 BR Morigage Appication 41 920¢

e Users can now click on any of the links, as pre-defined in the Link Launcher
Web Part, to launch the associated web page.

Synthesys.Net Manual 226



.
.l Noetica
© Agent Diary x
Select call(s) to perfrom an action Page Size
& O D 3 & = & &
; OB Customer
A .
B Due Account Campaign Campaign Customer Nanwe
2016-06- Zara CRM Zara
L] g g
2413.06 Bookings Bookings CustomerSurvey
BR
2016-06- Mortgage Mr Steven
] : Maortgage s Mew Mortgage  NewlMorigage_ 18
18 12:49 Application Application Weaver
BR
2016-06- lMortgage Dr Peter
] : Mortgage St Mew Mortgage  NewlMorigage_19
13 12:49 Appiication Application Parkers
BR
2016-06- lMortgage Ms Betty
] : Maortgage s Mew Mortigage NewlMorigage 2
13 12:49 Application Application Wales
] 2016-06- Eﬂ%rtgage Mortgag_e Mew Mortigage  NewlMorigage 15 Mrs Tanja
13 12:49 Application Application — = Gatsby
Moy W[ oo
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The Agent Call Diary

The Agent Call Diary enables call centre agents to view sleeping and scheduled
outbound calls and associated CRM information, with the option to manipulate these
calls.

The Call Diary displays a list of all calls that are assigned to the agent currently
logged into the workstation and enables the agent to view associated details,
including:

e The Date the call is due

e Account, Campaign and Outbound list name,

e Customer prefix

e Customer Name

Additional permissions can be assigned to allow agents to:

¢ Reschedule calls to a later date and time
¢ Remove calls from the outbound call list (optional)
¢ Reassign calls to another agent

¢ View customer details and history events associated with the selected call
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Starting the Agent Call Diary

If the Agent Call Diary is not already displayed in the Synthesys Portal you can add
the option, providing that you have the relevant access permission.
To add the Agent Call Diary to the Synthesys Portal

o Gotothe Settings icon at the top right of the Synthesys.Net Portal screen.

e Select Catalog, and place a tick into the check box next to Agent Diary.
e Click the Add button, to add the Agent Call Diary to your Web page.

Toolbar with icons and tool tips to enable manipulation of scheduled calls

O Agent Diary
Selgct call(s) to perfrom an action Page Size
& O Q3 & *° & &
_ 0 Customer
Account Campalgn Campaign Customer Name
O] 2016-06- Zara CRM Zara g 9
2413.06 Bookings Bookings CustomerSurvey
BR
2015-06- Mortgage Mr Steven
] : Mortgage sl Mew Morigage NewhMorigage 18
18 12:49 Application Application Weaver
201606~ BN Mortgage Dr Peter
] : Morigage s Mew Morigage  NewlMorigage 19
18 12:49 Application Application Parkers
] Sl Eﬂ?rtgage Moﬂgag_e Mew Morigage NewlMorigage 2 LR
18 12:49 Application Application =  Wales
201606 oR Mortgage Mrs Tania
] : Mortgage = Mew Morigage NewlMortgage 15
18 12:49 Application Application Gatsby
M 41o3p M[ |co
List of sleeping/ scheduled calls assigned to agent currently logged on

Refresh putton to update list

Please see next pages for a description of the Call Diary toolbar and the options
available for manipulating rescheduled and sleeping calls.
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Agent Diary Toolbars

The Agent Call Diary has one main toolbars:

& O © 4 & = & &

Icon Description

Call Next. Pick up the selected call to be taken immediately.
Reschedule. Schedule the selected call to be taken at another date/
P?rgr%ove. Remove the call from the Outbound list.

Reassign. Assign the call to be taken by another agent.

Filter. Set a filter to display selected calls only.

Refresh. Display the updated list of rescheduled and sleeping calls.

Details. Display customer details associated with the selected call.

PRV EPOOR

History. Display the history events associated with the selected call.
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[

To pick up and handle a rescheduled or sleeping call immediately:

e Select the record that you wish to call.

e Click the Call Next ‘r% icon.

© Agent Diary X
Select call{s) to perfrom an action Fage Size
& O 3 & = & &
i Customer
i 5
Bl Due Account Campaign Campaign Customer Nilvie
] 2016-06- Zara CRM Zara g g
24 13:06 Bookings Bookings CustomerSurvey
BR
2016-06- Mortgage Mr Steven
L] 18 12:40 rg;ﬁ:?a%zn Application sEL IS D B Weaver
2016-06- °R Mortgage Dr Peter
] iz 1p¢~ Morgage L7707 New Morigage  NewMortgage 19 - - o
Call Next
2016-0 Be
D 18 13:2 Do you really want to Call Next? Iestw
] 20180 Yes Tanja
18 12:42 Application LTI T watshy
M 4oz p M JGo

Noetica

¢ Click Yes to open the selected call on your screen, ready for you to

handle.

e Click No to cancel the action.

In the Call Diary, users are able to select and call records from outbound list that are
not currently assigned to their team.

However, to allow for the record to pop to the agent screen, supervisors must ensure
that the webflows associated with these outbound lists are part of the users’ team.
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Reschedule
To reschedule selected calls to be taken at a later date and time:

e Select the record(s) that you wish to reschedule.

e Click the Reschedule ® icon.

Noetica

O Agent Diary X
Select call{s) to perfrom an action Page Size
& O Q3 & = & &
. oB Customer
& &
H Due Account Campaign Campaign Customer e
O 2016-06- Zara CRM Zara g g
24 13.06 Bookings Bookings CustomerSurvey
BR
2016-06- IMortgage Mr Steven
] ; Mortgage o New Mortgage Mewhorlgage_ 18
18 12:49 Application Application ‘Weaver
BR
2016-06- Mortgage Dr Peter
Mortgage - New Mort MNewhiort 19
! 15 12:49 mta?mn Appiication gage 93021 parkers
BR
2016-08-
I:l S Mortgage Reschedule
: Application
R Please specify Retry and Latest time
O 2016-06- Mortgage
18 12:49

Application * Retry Time: 1000612016 T3 h m
Latest Time: 10/082016 7 h m

[ Reschedule | [ Cancel |

In the Reschedule dialog subsequently displayed:

e Select the date and time to reschedule the call.

e Select the latest date and time during which the call should be taken.

e Click Apply to display the changes.

e Click Cancel, to abandon the action.

The outbound call list will be updated automatically, displaying the new date and time

for the callback.
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Remove
To remove selected calls from the outbound call list;

e Select the record(s) that you wish to remove.

e Click the Remove @ icon.

© Agent Diary X
Select call{s) to perfrom an action Fage Size
K& O Q 3 & = & &
5 (8] Customer
Account campalgn Campaign Customer Name
- ara ra
0] 2016-06- Z CRM Za g g
24 13:06 Bookings Bookings CustomerSurvey
BR
2016-06- Iortgage Mr Steven
] : Mortgage oy Mew Mortgage  Newhlortgage_18
18 12:49 Application Application ‘Weaver
BR
IE 2016-06- Mm‘tga =y mﬂﬂge Meawr Martmano Mowbhdnrtnana 10 Dr Peter
18 12:49 gag
. Applicatl Remove
BR
2016-06-
L] 35 47-4g Mor0ag po you really want to delete the calls?
g Applicati
201606 OR
[ 38 12:49 Morioag
Applicati... |
M 4102y M[ oo

A message will ask if you really want to remove the selected call(s) from the
outbound list.

e Click Yes to delete the calls from the outbound call list.
¢ Click No to abandon the action, without removing the selected call(s).

e Click the Refresh -~ icon to display the changes.

The outbound call list will be updated automatically, with the removed call(s) no
longer showing as a queued item.

If you do NOT want your agents to be able to remove records from Outbound call
lists, please contact the Noetica technical support, and ask for the ‘Remove’ option
to be taken out.
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Reassign
To reassign rescheduled and sleeping calls to another agent:

e Select the record(s) that you wish to reassign.

e Click the Reassign ﬁg icon.

© Agent Diary X
Select call(s) to perfrom an action Page Size
K O3 & = O &
5 (8] Customer
Account Campalgn Campaign Customer Name
O 2016-06- Zara CRM Zara g 9
24 13:06 Bookings Bookings CustomerSurvey
BR
2016-06- Mortgage Mr Steven
] ! Mortgage ST Mew Mortgage  Newhlortgage 18
18 12:49 Application Application ‘Weaver
201606- X Mortgage Dr Peter
Wl g qpsn Mortoage ,  GTS0.  NewMortgage NewMortgage 19 5.
Reassign
] 2016-
1812 -
Please specify new Agent
2016-
L 18127 Agent|jim
e suj
Refresh 2k = T s oo .

The Agent drop down list in the Reassign dialog only shows the names of agents
that are able to work the outbound list, to which the selected record belongs.

e Select the Name of the agent to whom you wish to assign the call.

e Click Apply to confirm, or Cancel if you do not wish to reassign the call.

e Click the Refresh — icon to display the changes.

The outbound call list will be updated automatically, displaying the Agent ID and the
Agent Name of the agent that you have selected.

By default, a call can only be reassigned to agents that are members of a team which
also contains the outbound list associated with the selected record.

To allow the re-assignment of calls to any agent, regardless of team membership,
please contact the Noetica technical support with the request to enable this
functionality.
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If you wish to view selected calls only, use the Filter option to specify the date and
time, account, campaign and outbound list that you wish to display.

Click the Filter é icon, to open the Filter dialog.

you wish to display from the drop down menu.

© Agent Diary

Select call(s) to perfrom an action

& O Q &

Enter the date and time for your filter into the Between: and And: fields.

Select the Account, Campaign and Outbound list (OBCampaign) that

X

Page Size

~ d &

.0 Customer
Account Campalgn Campaign Customer Name
O] 2016-06- Zara CRM Zara g g
24 13:06 Bookings Bookings CustomerSurvey
BR
2016-06- Mortgage Mr Steven
J : Mortgage i New Mortgage  Newhortgage_18
18 12:49 Application Application Weaver
I E!Fr:ﬂga e 9308 p e Mort NewMart Lz
18 12:49 2 ON9%9%  apgiication gage 930812 parkers
o [Filter
] 2016-06-
1512149 please specify a filter
O] 2016-06- _

18 12-4g Between:  [15/06/2016 | [12:00 |
Lo i R 20/06/2016 | |13:DD X |
Account: BR Mortgage Application v

Campaign: Mortgage Application v
OBCampaign: |New Mortgage M|
| Apply | | Cancel |
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Click Apply to display the filtered calls only.

Click Cancel to close the Filter dialog without saving the changes.
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Details

To view customer details of a selected call

: Noetica

e Select the record that you wish to view, then click the % Details icon.

Customer Details

Customer Details:

Customer 1D
Hame

Home

Waork
Postcode

TRN_7

Peter

113 363 7877
221 363 7877
B2 RT4

=

In the View Details dialog now displayed you can view the customer details
associated with the selected call.

History

To view history events of a selected call

e Select the relevant record, then click the 1\1' History icon.

Customer History

Customer History:

Event

Import
Customer

Call Queued

Import
Customer

Call Deleted
Dial
Webflow
Dial

OpAssigned

Event Date and
Time

2013-02-11
16:00:22
2013-02-11
16:00:23
2013-02-11
16:03:05
2013-02-13
18:16:20
2013-02-13
18:18:41
2013-02-13
18:18:41
2013-02-13
18:18:57
2013-02-15
16:14:10

Event Text

Call 12432
queued

Call 12432
deleted

o A t C

Name HName HName LT
brigitte
brigitte
o BR
Bt DBGRO2
i B8R
brigitte OBGROZ
R
Bt Le ORGRO2
brigitte

1=

In the History for the customer dialog now displayed you can view history events
associated with the selected call.
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LIVE MONITOR WEB PARTS

Queue Distribution

& Live Monfor — Team Quews Siates

Tewr| Eargun ey ] &

Liwe Monitor — Quene States.

%l Cusand 4 (33.3%)
Sieeping due O (0%)

| B Seping non due 4 {33.3%)

| Schadcled cue 0 (T%)

EI Schedsled ron due 3 [26%)

| Compiets or Running 1 (2.3%)

Agent State

I Live Monitor — Detaiied Agent States

Tesrd Bugan ok ) &

Live Manitor — Detailed Agent States
User s | Agert | Fist nf Lask g Machin Swich, Bresion | Status Handed ¢ Firshe Tens k Totsly | O
BRIGITTE 27 Bi. Rei. 79 Sm. 73 oz virapeeind %1 5o Cescening Test o o ok o0
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The Live Monitor

The Synthesys Live Monitor web parts in the Synthesys.Net Portal allow Supervisors
with access permission to view real-time information of the Agent State and the
Queue distribution for a selected team.

Team based security ensures that users can only select and view
teams of which they are a member, or teams for which they are the
team manager and sub teams to the team of which the user is the team
manager.

To add the Live Monitor web part to the Synthesys Portal

e Click on the Settings icon at the top right of the Synthesys.Net Portal
screen, and select Catalog.

e Inthe Catalog page tick the options Live Monitor — Queue States and Live
Monitor — Detailed Agent States, as required.

e The selected options will be displayed as a Web Part in the portal.

¢ From the respective Team drop down menus select the relevant team to view
Detailed Agent States and Team Queue States.

Queue Distribution

The Live Monitor — Queue States dialog shows, visually in a graph, the number
and percentage of Queued, Sleeping due, Sleeping non due, Scheduled due,
Scheduled non due, Complete or Running calls.

@ Lrve Monfior — Team Queus States

| Live Monitor — Queue States

Onpnpndl £ (33.3%)
Seeping due 0 (0%
B Sesping non gus 4 {33.0%)
Cusue
B Schadeled s 0 10%
 Schaduled non Schaduled ron dus 3 [26%)

W Compiete o Running 1 (2.3%)

Please see next page for options available for the Live Monitor — Detailed Agent
States.
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Detailed Agent States

The Live Monitor — Detailed Agent States dialog shows details of the agents
logged on to the Synthesys.Net Portal, the switch used, extension number and call
statistics.

e To choose which columns to displayed and in which order, click on one of
the column headings, to display the options Ascending, Descending and
Columns.

e When selecting Columns, you can tick the columns for which you want to
display information, and un-tick the columns that you wish to hide from view.

e Selecting Ascending or Descending, you can sort the information displayed
in Ascending or Descending order.

I Live Monitor — Detaded Agent States e
Live Manstor — Detaied Agent States.
Lsar e Agart | First ry Lastng Machin Svatch, Eviension | Status

Hendled ¢ Finighe Time k Tollt | ©
ERIGITTE = B Rl 759 Syn. T8 e hratee i o0

The detailed agent state option is available for the selected team and shows real time
statistics for all agents logged into the Synthesys.Net Portal.

Option Displays:

User Name The name used to log on to Synthesys.

Agent ID The agent’s ID, as allocated in Synthesys Personnel.

First Name The agent’s first name, as entered in Synthesys Personnel.
Last Name The agent’s surname, as entered in Synthesys Personnel.
Machine The name of the workstation.

Switch The name of the switch / PBX used.

Extension The extension number for the workstation.

Status The current status of the agent, i.e. ‘Waiting’ ‘Previewing’ etc.

Detailed Status  The current agent state (‘Available’; 'Unavailable — Break’) or the agent’s
progress within a campaign, showing the campaign and current section
name, or ‘Wrap-up’ when the agent has reached the conclusion window.
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Detailed Agent States continued

Option

Displays:

Time in State
OB Campaign
Handled Calls

Finished Calls

Time Logged On
Total Talk Time

Avg Talk Time

Total Wrap-up Time

Avg Wrap-up Time

Total Idle Time

Avg Idle Time

Total Preview Time

Avg Preview Time

Total Unavailable Time

Avg Unavailable Time
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How long agents have been in the current Status.
The name of the Outbound list currently allocated to the agent.

All calls that the agent has taken. Aborted I/B calls are displayed as
completed calls, aborted O/B calls show the selected aborted type.

All Inbound and Outbound calls that an agent has completed, but NOT
the aborted O/B calls.

The time an agent has logged on and accessed ‘Start Work’.

The length of time an agent is both, connected on the phone and in a
Synthesys Webflow.

The average length of time the agent is connected on the phone and in a
Synthesys Webflow (ONLY THE FIRST DIAL IS COUNTED HERE, ANY
SUBSEQUENT DIALS ARE COUNTED IN WRAP).

The total time when an agent is not both on the phone and in a script
following a dial, whether the dial results in a connected call or not, plus
any switch wrap up time.

The average time when an agent is not both on the phone and in a script
following a dial, whether the dial results in a connected call or not, plus
any switch wrap up time.

The total time between an agent ending wrap up status and getting the
next screen pop.

The average ‘Idle Time’ between an agent ending wrap up status and
getting the next screen pop in any one session.

The total time an agent is in a Synthesys Webflow BEFORE the call is
connected.

In average length of time an agent is in a Synthesys Webflow BEFORE
the call is connected.

The total time of an agent being unavailable to take calls in any one
session.

The average time of an agent being unavailable to take calls in any one
session.
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The Instant Messenger

The Instant Messenger is a portal web part that allows users with the relevant
permissions to send messages to other users currently logged into the
Synthesys.Net Portal.

The message can contain a maximum of 200 characters. The text box can’t be left
empty, else an appropriate error message is displayed. Any html tags are stripped
from the text.

Messages sent will pop up at the bottom right hand corner of the Portal or webflow
screen and will be deleted automatically once the message has been read and is
closed.

Details of messages will be stored in the Phoenix Audit table, including information
about who has sent a message and to whom it was sent, the date it was sent and
from which machine, and the content of the message.

To access details of the Phoenix_Audit table, you need to either query the table
directly, or write a report to analyse audits for instant messages.

Users who don't have permissions to send messages are still able to add the
Instant Messenger web part to their portal via the Catalog and to receive
messages, but the message text box and send message button will be
disabled.

The message text box will contain a message explaining that they do not have
the correct permissions to send messages.

By default, only users assigned the role of Administrator in Synthesys
Management can send messages. If you require any other user roles, apart
from Administrator to be able to send messages, please contact the Noetica
technical support desk.

If permissions are changed, users will have to remove and re add the Instant
Messenger web part to get the updated setting.
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Adding the Instant Messenger

The Instant Messenger is a portal web part that allows users with the relevant
permissions to send messages to other users currently logged into the Synthesys
Portal.

To add the Instant Messenger web part to the Synthesys.Net Portal

e (Gotothe Settings icon at the top right of the Synthesys.Net Portal screen
and select Catalog.

¢ Inthe Catalog page, tick the Instant Messenger check box.
e Click the Add button, to add the Instant Messenger to the Portal.
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By default, only users assigned the role of Administrator in Synthesys
Management can send messages. If you require any other user roles to be able
to send messages, please contact the Noetica technical support desk.

If permissions are changed, users will have to remove and re add the Instant
Messenger web part to get the updated setting.

Users without permissions to send messages are still able to add the Instant
Messenger web part to their Portal to receive messages, but the message text
box and send message button will be disabled. The message text box will
contain a message explaining that they do not have the correct permissions to
send messages.
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Sending Permissions
Depending on the user role and permissions assigned to the individual in Synthesys

Management, instant messages can be send to ‘Everyone’ currently logged in to the
Synthesys.Net Portal, or to selected Agents and Teams.

Sending option Description

Agents Shows a list of agents currently logged in to the Synthesys.Net Portal,
with a checkbox for selection.
Administrators can send a message to all or selected logged on
agents. Other users will see a filtered list, showing only the logged on
agents in their teams or sub teams, or agents in teams of which they
are the team manager.

Teams Shows a tree structure of teams with currently logged in users. The
team and/or sub-team icons are displayed in colour if any of the users
currently logged on to the Synthesys.Net Portal are present in that
team.

Administrators see all teams with logged in agents, other users can
only see, select and send messages to users in their teams and sub
teams, or to users in teams of which they are the team manager.

Everyone This option is only available to Administrators and is used for sending
a message to all logged in users.
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Sending Messages

To send a message, either to everyone currently logged in to the Synthesys.Net
Portal (option only available to Administrators), or to selected teams or agents:

e Goto Send To at the top of the Instant Messenger screen and select either
Agents, Teams or Everyone.

e Use the Search field, to locate a specific agent (Agents option), or a specific
team (Teams option). When selecting ‘Everyone’, the Search is disabled, as
the message will go out to all users currently logged in.

e Select the users or teams that should receive your message.
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e Type the details into the Message field (max. 200 characters, Html tags will
be stripped from the text).

¢ Click the Send Message button to send the message.
T

£l ® ngerks T Teams Refresh

Search Agers
I o665 xe
P REMER Brigtte

Sl Message

e The confirmation ‘Message sent to xx recipients’ will be shown to the sender
at the bottom of the Instant Messenger screen.

The message that you send can contain a maximum of 200 characters. The
text box can'’t be left empty, else an appropriate error message is displayed.
Any html tags are stripped from the text.
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Receiving Messages

The dispatched message will appear at the bottom right of the Portal screen, allowing
the selected users or team members currently logged into the Synthesys.Net Portal
to read the information.

If users receiving a message are currently in a webflow taking calls, the message will
appear briefly, to notify users of the incoming message.

e Finish the call, to return to the Portal page, where the message is still
displayed.

¢ When you have read the information, click the cross on the right hand side of
the message to close and delete the message.
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Details of messages will be stored in the Phoenix Audit table, including
information about who has sent a message and to whom it was sent, the date
it was sent and from which machine, and the content of the message.

To access details of the Phoenix_Audit table, you need to either query the
table directly, or write a report to analyse audits for instant messages.
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