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All rights reserved

The content 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
display 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.

Scripted App Design
Last updated April 2024
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.
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THE SYNTHESYS™ INTERACTION STUDIO

Introduction

The Synthesys™ Interaction Studio is a powerful integration tool that allows contact centre
administrators to set up Workspaces under which to build the Scripted Apps that will
support the individual client campaigns.

Workspaces and Entities

Workspaces are directories used to store the Primary Entity and scripted apps associated
with specific campaigns.

Each workspace can be linked to one Primary Entity, which typically contains the essential
customer details that are to be used when creating and managing call lists.

Data from further Entities can then be utilized from within the individual scripted apps, for
example by using the Entity Input and Update actions, or Web Services.

Scripted Apps

A Scripted App, occasionally also referred to as webflow, is a map of all the routes an
interaction can take, from a simple transaction to complex interactions that are personalised.
Irrespective of their complexity, scripted apps can be built quickly and easily in the
Synthesys™ Interaction Studio, using a graphical interface.

Contact centre administrators can use Web Services APIs, to retrieve information from
relevant business systems or services across the internet, to ensure that agents have all the
necessary information at hand to handle any call in a knowledgeable and professional
manner. Web services can also be used to export data captured into external systems,
updating business systems and databases with the latest transactions performed in the
contact centre.

The information captured during customer interactions is readily reusable for business
purposes because it is stored in a database.

© Copyright Noetica Limited 7
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STARTING THE SYNTHESYS™ INTERACTION STUDIO

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

icon ! on your desktop.

The following screen is presented:

enu Bar Standard Toolbar
Conngctivity Toolbal

A Disconnected

The following section describes in detail the elements indicated above.

© Copyright Noetica Limited 8
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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

MNew
Open
Remove

Migrate

- r v ¥

Close Document

=l | Save

Save As...

3 Connect...

4l Synchronise

=
T Disconnect From TRAININGDOTNET

‘w# | Publish Scripted App

Version Control

LY Page Setup...
L8

¥ Print Preview...

= Print...
Recent Documents 3
Exit
Menu Option Used To
New Create a new Scripted App.
Open Open an existing Scripted App.
Remove Option to delete existing Scripted App.

Close Document
Save

Save As

Connect
Disconnect

Synchronise

Publish Scripted App

Version Control

Page Setup

Print Preview
Print

Recent Documents
Exit
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Close the currently displayed Scripted App.

Save the currently displayed Scripted App.

Save the currently displayed Scripted App on a different server and/ or under
a different workspace.

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
Scripted Apps and updates of Web controls.

Publish the currently displayed Scripted App 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 Scripted App, and to
check Scripted Apps in and out.

Display the standard Windows Printer Set-up window.

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

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

.
£ Cut
=4 Copy
) Pas
¥ Delete
= Lindo
(™8 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.

© Copyright Noetica Limited 10
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View Pull Down Menu

View |
| Entity ,
| Scripted App | ¥ Calculations
2] Toolbox Controls Used
¥ Internationalisation
we Properties Used
[E]| Scripted App ltem List
% Scripted App
Scripted App Gallery
| Scripted App Properties
Menu Option Used To
Scripted App
Calculations Display calculations used in the current Scripted App.
Controls used Display the Web controls used in the current Scripted App.
Internationalisation Shows all translatable elements of the selected scripted app.
Properties used Display any properties, for example branching, associated with the

current Scripted App.

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

Scripted App Display the Scripted App

Scripted App Gallery  To store Scripted App objects to a centrally located gallery and
allow users to reuse the stored items, which can include Sections,
Actions, Decisions and Collections of the former.

Scripted App Properties Display the Properties of the currently opened Scripted App,
including Scripted App Name, Help URL and Parameters used, the
History showing published versions, Encryption status, Abort
Reasons, Dashboard and Parked & Held information as configured
for the Scripted App and Default Styles used in the current
Scripted App. Please see the section Scripted App Property
Options for more information.

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

In the Section view, the Toolbox displays the Core Controls and
Custom Controls available.

© Copyright Noetica Limited 11



= Noetica

Tools Pull Down Menu

Tools

Customize...
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).
Scripted Apps: To browse for the Scripted App path

Servers: To add or delete servers.

Window Pull Down Menu

| Window

1. Scripted App
2. Customer

3. Request

[ Close &ll Windows

Menu Option Used To

1. Scripted App Show the section tabs displayed in the Scripted App design area.
2. Customer
3. Request

Close All Windows Close all open windows currently displayed in the Scripted App
design area.

Help Pull Down Menu

Menu Option Used To

About Display details about the Synthesys™ Interaction Studio.

© Copyright Noetica Limited 12
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TOOLBARS

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

The Scripted App 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.

Customisation

JJ Toolbars || Commands || Options |

Toolbars:

T
Status Bar -
Standard

Connectivity

[] Entity Toolbar

Scripted App

[] version Contral

|' 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 Scripted App design area.

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

© Copyright Noetica Limited 13
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The Standard Toolbar

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

Qr i Kol & a9 o3 Sl

Button Used To

] Create a new document, to create a new Synthesys™ Scripted App.

= Open an existing Document, to open an existing Scripted App.

Xz Option to delete a Scripted App.

= Save the currently displayed Scripted App. Scripted Apps are
automatically saved to the central server using a fixed format file name.
The file name is generated using the workspace prefix and the name of
the Scripted App.

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

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

ey Paste the contents of the Windows clipboard at the cursor/ insertion point.

L2 Undo the last action that was performed on the system.

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

Ie" Preview how the currently displayed Scripted App will look when it is
printed.

=3 Display the Print window for your default Windows printer.

Connectivity Toolbar

EE!H’E!

Button Used To

Connect the local client machine to the remote server.

Disconnect the local client machine from the remote server.

2 W IR

Synchronise the local client machine with the remote server, picking up
the latest Scripted Apps and any updates to Web controls.

© Copyright Noetica Limited 14
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Scripted App Toolbar

elEacl
Button Used To
" Publish the currently displayed Scripted App to make the latest version
available in the Synthesys™ Portal in the Web Browser.
= Display the properties of the currently open Scripted App.
® Zoom in / out of the currently open Scripted App.
= | Display the Print window for your default Windows printer.

Version Control Toolbar

- IRERAORN |

Button Used To

T Open the Select Version Control dialog.

iEA Check in a Scripted App. To be able to publish a Scripted App it must
be checked in.

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

K Undo Check out.

7y Get the latest Version of the Scripted App.

© Copyright Noetica Limited 15



Creating your own Toolbars

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

.
|

Noetica

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

Toolbars || Commands || Options |

Categories: Commands:

File ] Mew

Edit

Tools ' Qpen
Window =l Save

Entities X Remove
Scripted Apps )

Scripted App View B Migrate

Built In Menus [l Page Setup...
Description

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

Customisation

|' Toolbars || 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
Menu animations: | (System default)

Close

© Copyright Noetica Limited
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CONNECTING TO A SERVER

You can now choose to design your Scripted App off-line, and only connect to the server to
publish your Scripted App before taking a call in the Web 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.

Connect |z|

Server |PrnieclManagemenlServer Vl

Username |admin |

Password |-uu |

o) (oo

Select the required server from the drop-down menu.

Enter your username and password in the Username and Password fields displayed.

© Copyright Noetica Limited 17
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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.

Servers §|
Alias Server Tenant
Server Registration
Server | net20pm | [ Connect ]
Tenant
dlias | |
ox
Add... Update Delets
[ ] ] [ 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 |net2Upm | Connect
Tenant | General w |

Aliaz |ProiectManagementServer| |

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

Connect |X|

Server | Projecttd anagementSerser M |

Userame | adrmin |

Pazaword |uuo |

o) (o )

© Copyright Noetica Limited 18
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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 Scripted Apps 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 El

(i) Synchionisation Started

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

Synchronisation Status &|

@ Synchronization Started

L,D Synchronizing Server

v Server Spncronisation Complete

L_i) Licence Updated

v Licence and Key Syncronisation Complete

@ File Synthesys. Contrals. Custom. M atchcodedddress.dll. config S aved to C:A\Documents and SettingshBrigitte. MOE
L,D Synchronizing Templates

v Template Synchronisation Complete

L_i) Synchronizing Account and 'Wwebflow Detailz

L,D “Webflow Bank wizard (B ankwizard] Added to Account Test [TST)
v Account and Webflow Details Synchronized

v Sunchronisation Complete

£

>

Click OK to exit the Synchronisation Status screen.

© Copyright Noetica Limited 19
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SYNTHESYS™ SCRIPTED APPS

A Scripted App is a map of all the routes an interaction can take, from a simple transaction to
complex interactions that are personalised.

h Studio = o X

[ReqmsiSeectd L.l WfJ [C -

- o0

fBmcunT ?] [Emat ] (Buchare e

Brochure
Brochure

@ iy boput Addion — ﬂ - g 7777? Pem-yl
@ Web Service Input Action |
| “Eraumyouat
=

&) Database Output Action
&3 Email Output Action

3 File Output Action

@ Web Service Output Action
@ Entity Update Action —
@ Entity History Update Action
11 Voice Recording Pause Action
D Voice Recording Resume Action
() Custom Actions.

<

A Connected To TRAININGDOTNET

Scripted apps are created and stored under the relevant Workspaces.

CREATING A NEW WORKSPACE

A workspace is a directory, under which contact centre administrators build the scripted apps
to support the customer campaigns and where they select the Primary Entity, typically
containing the essential customer details used for managing call lists.

To create a new Workspace, go to:

e File / New / Scripted App

[Ele| Edit View Tools Window Help

(@) Entity

New »
Qpen 3
Remove »
Migrate »
Close Document

Save

Save ..

Connect...

Disconnect From TRAININGDOTNET
Synchronise

Version Cantrol »
Page Setup

Print Preview,

Print...

Recent Documents

Exit

# Connected To TRAININGDOTNET

© Copyright Noetica Limited 20
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Entering Workspace Details

To set up a new workspace

e Select the Server name und then <New Workspace>.

e Enter a name for the new workspace into the Workspace Name field.

¢ Into the Workspace Prefix field, enter a unique prefix for the workspace, consisting
of three alphanumeric characters.

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

Mew Scripted App

Server and Server and W
Workspace Select the Server and Workspace forthe Scripted App

Scripted App Details

Server | QADOTNETWEB-V2 ~

Workspace | <New Workspaces ~

Workspace MName |AEIC ORDER LINE
Workspace Prefix

Entity Prefix | opot assigned>

<Not assigned:>
CRAS

CRASZ2

CRAS3
CRMNEW
DATEDZ
ELECT

KIT

LARGE

MILLIZ

TEAMS

USERS nish Cancel

Selecting the Primary Entity for the Workspace

Each workspace can be linked to one main Entity which typically contains the essential
customer details that are to be used when creating and managing call lists.

Data from further Entities can then be utilized from within the individual scripted apps, for
example by using the Entity Input and Update actions.

To assign the Primary Entity to the selected workspace

e Select the Entity Prefix that you wish to use from the Entity Prefix drop down list.

Click Next> to move to the New Scripted App window, where you can enter a name for the
scripted app that will support the new campaign.

© Copyright Noetica Limited 21
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Adding a new Scripted App

In the Scripted App Details window

e Enter a descriptive name for your scripted app into the Display Name field.

i, 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 Scripted App Name field, which is stored in the
database, is restricted to 40 characters.

In our example, we used the name ‘ABC Order Survey’ for our scripted app.

Mew Scripted App

Server and Scripted App Details
Workspace Enter the Details for the Scripted App
Display Name |AEC Order Survey| | 16
Scripted App Name [ABCOrderSurvey | 14
< Back Finigh Cancel

Click Finish to display the Scripted App design area, within the Synthesys™ Interaction
Studio screen.

© Copyright Noetica Limited 22
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ADDING NEW SCRIPTED APPS TO EXISTING WORKSPACES

For existing workspaces, where the Primary Entity has already been assigned, the Entity
Prefix field will show the Entity in use. The option to select an Entity is disabled, as each
workspace can only be allocated one main Entity.

Script designers can however utilize information from further Entities as part of their scripted
apps, for example by using the Entity Input and Update actions.

To set up a new scripted app for a workspace with an allocated Entity

e Select the name of the server from the Server name drop down list.

o In the Workspace field, select the workspace under which you wish to create your
new scripted app.

e If no Entity has been assigned to the workspace yet, you can select the Entity Prefix
that you wish to use.

e If an Entity has already been assigned to the selected workspace the Entity Prefix
field will be greyed out, displaying the Entity in use.

Mew Scripted App

Server and Server and Workspace
Workspace Select the Server and Workspace for the Scripted App
Seripted App Details
Server | QADOTNETWEB-V2 ~
Workspace |CustomerServices e
Entity Prefix KT
Nest > Finish Cancel

Go to the Scripted App Details page and

e Enter a descriptive name for your scripted app into the Display Name field.

Click Finish to display the Scripted App design area, within the Synthesys™ Interaction
Studio screen.
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OPENING EXISTING SCRIPTED APPS

In the Synthesys™ Interaction Studio, you can create a hew Scripted App or select and open
an existing Scripted App.

To open an existing Scripted App, go to:
o File / Open / Scripted App.

| Eile| Edit  View Tools Window Help
N 5

| (E) Entity

P |E Scripted App

M Cannarted Ta TRAININGDOTRIET
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Understanding the Open Scripted App Screen

The Open Scripted App screen shows a tree structure, like the one in your Windows
Explorer and graphically represents the customer workspaces and scripted apps that are
stored within the system.

A Scripted App is created to support the campaigns that you are managing and is stored
under the appropriate customer workspace.

The Open Scripted App window, where all Synthesys™ Scripted App are held.

Eile Edit View Tools Window Help

43 TRAININGDOTNET
=31 ABC ORDER DEMO
ABC Order (ABCOrder)
ABC Quotes (ABCQuotes)

ASSESSMENT
Een
BK TRAINING

L

BR CityBreak & Webflow Launch (E
BR CiyBreak Entty (BRCityBreakEs
BR CityBreak B ScheduleCallback |
BR Email PopWebflow (BREmailFo
BR Web Controls (BRWebControls)
Passenger Webflow (Passengerie

Bryan Shelmire

Chris Feeney

Chris Workspace

DW Training

Bleni

0-E-E-E

~

._q_ 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 workspaces have been created for
that server. Click on ¥l to display the workspaces.

g Workspace. Displays each workspace, also referred to as account, set up on
the system. A [#l sigh next to the workspace icon indicates that one or more
scripted apps have been created for that workspace. Click on ¥ to display the
Scripted Apps.

9 Scripted App designed to support the interaction between agents and
customers is displayed under the appropriate workspace.
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Checking Out Scripted Apps

Scripted apps can be opened in a ‘view only’ mode or they can be checked out for editing.

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

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

e Click Yes to check out the Scripted App so that you can edit it.

e Click No if you only wish to view the Scripted App in read only mode.
# TRAININGDOTNET - BR Training Demos (BD) BR City Break (BRCityBreak) (Version 4.1) - Synthesys Interaction Studio - 0 X
File Edt View Tools Window Help
AR R 200, S| l l B
Toolbox S| B sowted Aow v x
|- Scripted App Blocks

[ Section R _— - — _— —

s BRCeyBmak | Customer 7 [Request A f Deatrator Everts

P Decision g sz | ] I
¥ Conclusion | g - - T 0 i =
[} Global Veriables Section st [ —s

#P Scripted App Launcher Section Mromts =

¥, MeticsSection (oo

£ Core Actions -

@ Entity Input Action o
@ Web Service Input Action

&) Database Output Action

{4 Email Output Action

{3 File Output Action

(@ Web Service Output Action

@ Entity Update Action This Scripteq App is checked in (read only), would you like to
@ Entity History Update Action try to check it out now?

11 Voice Recording Pause Action

B Voice Recording Resume Action ‘ Yes | I No I

[-] Custom Actions [ Dont show this dialog again

<
A Connected To TRAININGDOTNET

If the Scripted App that you wish to edit is already checked out on another machine, the
checkout will fail.

The message associated with the failed check out shows the name of the user and of the

machine on which the Scripted App is currently checked out, and the date it was checked
out.

Check Out Failed [X]

'@ The Scripted app s checked out by Clairs, on Machine Trainingd at 19/12/2019 |

The Scripted App 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 Scripted Apps

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

‘The Scripted App is checked out would you like to try to check it in now?

# TRAININGDOTNET - BR Training Demos (BTD) BR City Break (BRCityBreak) (Version 4.1) - Synthesys Interaction Studio
Eile [Edit View Tools Window Help
HRR R 1o, | l l B

Toolbox vax v x
[=] Scripted App Blocks

[ section . - -
% Deciion FUNGET) WWECEE) (WUNNCL) (— ﬁ

P Coninin B = = r °
[ Global Variables Section ) e (R
# Scripted App Launcher Section e,

"%, Metrics Section
[=] Core Actions
@ Entity Input Action
@) Web Service Input Action
@) Database Output Action
{54 Email Output Action
R Fie Output Action This Seripted App is checked out, would you like to try to
@ Web Service Output Action check it in now?
@ Entity Update Action
@ Entity History Update Action |
[ Voice Recording Pause Action
D Voice Recording Resume Action
[=) Custom Actions

= u] X

Yes | | No

[] Dont show this dialog again.

< >
A Connected To TRAININGDOTNET

It is advisable to click Yes and check the Scripted App 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 Scripted Apps
that are not currently checked out on another machine or by another user.
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The top of the Synthesys™ App (Interaction) Studio window now displays the workspace

and scripted app details, together with the version number.

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

Workspace & Scripted App details

Menu Bar‘ Toolbars gs selected and configured
# TRAININGDOTNE] - BR Training Demos (BTD)(City Break (BRCityBreak) (Version 4.1) - Synthesys Interaction Studio o o
Eile Edt View Jools Window
BOR R, S| | ey |
H i +)
Toolbox v e i‘ ) scripted App v X
) Scripted App Blocks
[ Section - o - o - o
P Decision B8 CoyBreac Caomer 7y  (Rewwst 7)) (Recowstseeci | Deatration 0
u - - 3} o) p— -
|P Conclusion s = s | S =
3 Globl Variables Section +Nomsiom | |['options J— — [
#9 Scripted App Launcher Section M rimrots
M, Metrics Section i:,:,“':,,f"': @ E’M_; Layout
] Core Actions g & Scripted App © Tabbed
@ Entity Input Action - b mﬁ:‘;‘"' ) Windowed
@ Web Service Input Action Severs
o) Data.base Output .Aaion o
93 Email Output Action 3 [2] Rems shownin Window meru
B3 File Output Action
£ 12 14| #ems shown in Recent Documents
@ Web Service Output Actiol
@ Entity Update Action
@ Entity History Update Actibn
11 Voice Recording Pause Acfion
D Voice Recording Resume Aftion
[=] Custom Actions
< >
A Connected To TRAININGDPTNET
Scripted App Blocks & Core Actions Scripted App Layout: Tabbed Environment

Scripted App Design Area

General and click Tabbed in the Layout section on the right.

To display tab headings in the Scripted App design area, go to Tools —
Options. In the Options dialog, under the Environment directory, select

To display the toolbox, go to View on the menu bar and select — Toolbox.
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Scripted App Blocks & Core Actions

The individual Scripted App Blocks and Core Actions are used to build Scripted Apps quickly
and easily. The following standard Features are available:

Scripted App Blocks Used To

] section Add a new section to the current Scripted App and add the
questions to be asked at run time in the web browser.

28 Decision Add a new decision to the Scripted App, to allow the Scripted
App to react to questions in different ways and to determine
the path through a Scripted App.

P Conclusion Add a new conclusion point, to end the Scripted App.

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

&P Scripted App Launcher Section ~ Allow users to launch Scripted Apps within a Scripted App
and pass parameters between the Scripted Apps.

Core Actions Used To

{g) Entity Inpuk Action Utilize specific CRM/ Entity details within a Scripted App, for
example to enable branching, in calculations or the
dashboard.

g web Service Input Ackion Enable connection to a web service to return data for use in a

Synthesys™ Scripted App at runtime.

b | Database Output Action Allow data from a Web call to be exported to a selected
Database.

G ¥ Emnail Qukput Action Enable users to send an instant email as part of the Scripted
App.

3 File Output Action Export data from a Web call as a comma separated file.

i 'web Service OUEpUE Action Enable connection to a web service to export data from a
Synthesys™ Scripted App at runtime.

g Entity Update Action Allows data to be written back to the Entity table.

) Entity History Update Action Allows data to be written back to the History table.
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The design area displays a section with the name given to the scripted app, to mark the
starting point of your Synthesys™ Scripted App. The end is signalled by a Finish flag,

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

the finish flag.

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

Scripted app Blocks

Scripted

app Properties Section

Conclusion Flags

File Edit Viey Tools Window Helg
HO R 100, &1 | I |

Toolbox
[=) Scripted App Blocks
[ Section
T Decision
JP Conclusion !
[ Global Variables Section o
#9 Scripted App Launcher Section
M, Metrics Section
[=] Core Actions
@ Entity Input Action
@ Web Service Input Action
&) Database Output Action
4 Email Output Action
133 File Output Action
(@ Web Service Output Action
@ Entity Update Action
@ Entity History Update Action
[l Voice Recording Pause Action
D Voice Recording Resume Action
[=] Custom Actions

<

A Connected To TRAININGDOTNET

Ll J[NET - BR Training Demos (BITD) BR City Break (BRCityBreak) (Version 4.1) - Synthesys Interaction Studio

] -
v RX|| T seripted Avp |

g M= My

“ Teksonone
: | Brochure r
o | srochure [

L

Sections containing the questions to be asked
during the live operation of the scripted app

© Copyright Noetica Limited
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Viewing Scripted App Content

Section Content

To view a summary of the section content, click the % icon 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 Scripted App Flow
View, or double click on the section itself.

# TRAININGDOTNET - BR Training Demos (BTD) BR City Break (BRCityBreak) (Version 4.1) - Synthesys Interaction Studio
Eile Edit View Tools Window Help
AR A2, | | e |

R @)

Toolbox vax

-] Seripted App Blocks

[ Section R - i
P Decision ERCayBwsk | [Customer * 1 Request L 1 | RequestSalectad.
¥ Conclusion ' (| | (|
[ Global Variables Section o sNemaim | |3 Boam - ; = ‘
#P Scripted App Launcher Section « RddressP _ PRl _v) [ | (- ‘

* Address
"%, Metrics Section Zlm. Brochure 0 _" . ) F
& * EmaiPromot 8rochure '
[=] Core Actions e = . ESS \

@ Entity Input Action 7
@ Web Senvice Input Action =) (] I

* EnquiryPrompt.
&) Database Output Action ST

{4 Email Output Action ﬁ
[ File Output Action

@ Web Service Output Action

@) Entity Update Action

@) Entity History Update Action

[ Voice Recording Pause Action

B Voice Recording Resume Action
[=) Custom Actions

% scrwted oo | -

<
A Connected To TRAININGDOTNET

Display Branches

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

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 Scripted App is running in a web
browser. A section will contain all 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 Scripted App, click the Save g icon.
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Adding a New Section to your Scripted App

To add a new section, select the section =**"

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

symbol from the Scripted App

e Press the left mouse button and drag the new section into the Scripted App 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.

e The Section Wizard is displayed, prompting you to enter a name for the section, in
our example, the section name in our example is ‘Request’. If the name is already in
use, a warning icon will prompt you to rename the section.

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

Section Wizard

Section Hame
Create or modify the name and display name for the section.

Section Mame

%

Help Page

Azzign a Dizplay Hame and an internal name for the section.

Dizplay Mame | Request

[ et > ][ Firigh ][ Cancel ]

i, Descriptive section names help users to navigate through the Scripted App.

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

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

It is 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.
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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.
o 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 green arrow to test the link.

Section Wizard

Section Name

Help Page

Help Page
Enter a web address for the help page.

Click Finish to add the section to your Scripted App.

© Copyright Noetica Limited
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Editing Section Details

To edit a section, for example to change the section name or to add a Help Page:

e Right click on the section and select the Section Wizard option.

¢ In the Section Wizard that will subsequently open, you can make your changes, as
required.

" Scripted App |
[BRCityBreck |, [CiStomer 2. (Beowesr =4 (B
u . D| Section Wizard...
A — il Cut
53 Copy
4 Paste
7 Delete
Add to Gallery...
Insert from Gallery...

Deleting a Section

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

Iy % Scripted App

[BRCityBrezk | [Customer =L ‘n . e =
L | Section Wizard...
Ismel=hf
=3 Copy
_,"_’o,I Paste
|}< Delete

Add to Gallery..
Insert from Gallery...
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SYNTHESYS™ WEB CONTROLS

Web controls are used to create the questions and prompts within a section that guide the
user through a Scripted App, 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

— Address control: capture postal address details.
EE Check Box: display a group of Windows style check boxes. Any number

of boxes can be created, and multiple items can be ticked.

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

1 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 several 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.

i & I

File Upload: upload files when taking calls in the Synthesys™ 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 Scripted App

IS

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

Image: allow the display of images as part of the Scripted App.
List Box: display a list.

The Macro web control allows users to invoke client-side macros.

& [ E

The Macro itself, a saved sequence of commands or keystrokes, is
written by the client to simplify tasks, for example the transfer of selected
data to a target application.

Memo: allows the entry of large amounts of text with formatting.

[
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Web control Used To

=t Multi Edit: display of multiple edit fields in multiple columns and rows that
== can accommodate numerical, currency, text or alphanumeric input.

Multi Memo: enter large amounts of text with formatting. Users can split the
memao 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.

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

Prompt: is used to prompt agent dialogue during a call. All characters are
acceptable but the combination of <% text %> is reserved exclusively for
calculation substitutions.

ﬂ The Multi Tab Prompt web control is used to hold multiple data sets of
information on one screen. Text can be formatted in the control or users can
format the content using Html.

I{_} The Next/ Previous web control is used to navigate between sections. The
control consists of two images that are displayed side by side, the size is
determined at design time.

%E Radio: allows a mutually exclusive selection to be made from several
configurable buttons.

ﬂ The TransferTolVR web control allows the transfer of a call to a specified
telephone number.

ﬂ The Transfer web control is used for the transfer (blind transfer or initiate a
consultation or conference call) of a customer from within a Scripted App to
a specified telephone number.

Reference Number: generates a unique reference number at runtime
according to a predefined configurable format.
Scripted App Launcher: to insert a Scripted App into another.

Custom

Web Controls Used to

Eﬁ 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.

':-i_-;] 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.

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.

L
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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

Iltems 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.

=1
e Select the desired control symbol, for example a Radio *® Web control, and drag it

into the Section design area.
e 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

Contiol Name Set the Contral M ame

Settings

Cantral Name | Request |
W alidation

Advanced Properties

< Back Mext > ] [ Finizh ] [ 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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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.

Selected:
Enabled:
Label:
Columns:

if ticked indicates that the specific option will by default be selected.

if ticked indicates that this option is available for the user to select.

if you like, you can attach a label to the control.

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

The focus is on the first line of the Display Text section.

Control Mame

Validation

Advanced Properties

Seltings

Display Text Selected

Enabled

Radia contral labet I:l

Columns: 1~

[ <Back ][ Wew> |

[ Finsh | [ Cancel

e Enter your first option that is relevant to your campaign.
e Press Return to move to the next line and enter your next option.
e Continue the process, until all entries have been made.

e 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 *.

Settings

Settings

Walidation

Advanced Properties

Displap Text Selected

Enabled

Baok a Holiday

Brochure Rlequest

E naquirg

Radio control label I:l

Columms: 1

[ «Back J[ mews |

[ Finsn ][ canea |

e You can add a label for the control and select the number of columns to be
displayed.

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

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

© Copyright Noetica Limited
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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 Narme: Validation

Settings

Advanced 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
Cortrol Mame ahdation

Iters

Validation

Advanced Properties
Mawimur items selected

< Back ][ Mest > ][ Finish ][ Cancel

Click Next>, to move to the Advanced Properties page of the Wizard.
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Advanced Properties of Web Controls

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 Hame Advanced Properties
Propeties
Settings = B
B2 [F]0 o
BliAccessibiby] -~
Validation T ablndes 0
[ Appearance
Advanced BackColor ]
BorderColor D 3
BorderStyle NotSet
Columns 1
ForeCalar D =
Items [Collection]
Label
SelectedT ext Yes
Gelertaddah e Vee ]

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

Advanced Properties

Coritrol Mame Properties
Sett —~
e g ] [
E Accessibily =
“alidation Tablndex f
[El Appearance
Advanced A [ 128.128.255 2E
Hiopettios BorderColar L[ custom MM— 1
BorderSiyle ot
Columns L R R
ForeColor 3
Items
s L ANEEEEEE
electedText i
Selertadizlie Yoo . . . . . . . . e
EEEEEEEE
< Back l_l_l_l_l_l_l_l_|
i i j—

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

& Appmaaancn
BlahiCie
B eseierCoadew

Fuslic
Pt s
Fomelliokoa
Paraaay
Iradany

| abuals

Click Finish, to display the configured web control in the Scripted App design area.

© Copyright Noetica Limited 43



= Noetica

Editing a Web Control

To edit a Web control, for example to change some of the entries or settings:

e Right click on the control and select the Properties.

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

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

Title: Mr v o

First name:

Initials: o Cut L
=k

Last name: & Sopy

8 Paste
7 Delete

| Properties |

Deleting a Web Control

To delete web controls

¢ Right click on the web control and select the Delete option.
e The stars indicate fields that have been set to be compulsory in the Validation page
of the control properties.

Title: Mr v 3
First name: %
Initials: | o cut
W o

Last name: | I

| 8 Paste

|>( 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 Scripted App.

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

Contral Hame

Value
- i Times Mew Roman 12 pt -|B I U A& |‘ # @] !

Advanced Fropetties How can | help Lou? \

< Back ][ Newt ][ Finish ][ Cancel

i, All characters are acceptable in the Prompt control. Note however, that the
combination <% text %> is reserved exclusively for calculation substitutions.

Click Finish, to display the configured Web control in the Scripted App 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 in the Text Prompt Box:

: Times Mew Roman = 12 pt - | B J U A A% 5y !

Option Used to...

Times Hew Roman = Change the typeface of the currently selected text.
12 pt 2 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.
Lo Change the Background colour. You can choose from the
standard colour palette that comes with Windows.
I Insert Calculation. Add a calculation to the text prompt.
& Remove the currently highlighted selection and place it on the
Windows clipboard.
£ Copy the currently highlighted selection to the Windows
clipboard.
B Paste the contents of the Windows clipboard at the cursor/

insertion point.
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CALCULATION SUBSTITUTIONS

You can use a calculation substitution to bring forward the customer’s 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.

IR Insert Calculation/Property ‘§|
Value = [ Celculable ltems ) Mew Calculatian ...
[+ System Instance Yariables ¥ B A | !
3 System Variables Edit Calculation
. [ Parameters
Advanced Properties 'E Cortrol Properties

" [3 Calculations

0k

Cancel

[ < Back ][ Next » ][ Finish ][ Cancel

Enter a Name for the Calculation

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

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

[ calculationsEditor |
Current Properties and Calculations Calculation Mame |EustumerNamE | Type |Stnng v|
(= [ Caloulable ltems 1 Function CustomerName () As 3tring
-3 System Instance Variables 2
[ System Yariables 3 Customerame = |
{1 Parameters F
({4 Control Properties 5 End Function
~[ 3 Calculations
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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 | CustomerName Type |Slring - |

= [ Calculable ltems Function Customerlame() As String
4 System Instance Variables
d System Variables
4 Parameters
=% Conliol Properties
=] PersDetails
@ MamePrompt
=} CustName
P
@ FirstName
@ MiddieMame
¥ Surname
@ Initials
# Honours
@ RestrictTolist
@ Fields
v Titles
@ Label:
W CompulsoryFields J

|2

[T

Customerlame =

End Function

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.PcalersonalDetails.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 Scripted App, 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
calculation 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™ applications server \\<applicationserver>\<Drive>\Program Files\Noetica\
Synthesys.NET\v2.2\Tenants\General\Gallery\Calculations.

Any dllI'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 dlI’'s in the tree within the Calculations Editor.

r TR
o5 Calculations Editor =
Current Properties and Calculations Calculation Name  Calculation Type Sting -
BB Calculable tems NI FEEN b AR R Y
[-{1 System Instance Variables k S— .
_,a System Variables 1 Function Calculation{) As String N
--m Custom Variables 2
i "ﬁ Parameters 3 Calculation =
4
5

End Function
-3 Calculations
-3 Buit-in Calculations
=3
)i MattSample. Matt TestCalc
. @3 Sample
{5 CustomerCalc
-3 Sample

£ Unbrella NotSyrihesys Hat
E-C3 Umbrella, Mot Syrthesys

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.Synthesys 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.

Example

Here an example code that would result in the above tree elements being created:

namespace SPB.Synthesys.CustomFunctions
{

public class CustomerFunctions

{
public static bool AddCustomerAudit(string UrlBase, string Customerld, string Audit)
{
try
{
Uri uri = new Uri(UrIBase, "/AddAuditltem");
/I ... Code to invoke web service and check return
}
catch (Exception ex)
{
/I Log exception
return false;

}

return true;
}
public static bool UpdateCustomerPhone(string UrlBase, string Customerld, string Number)
{
/...
return true;
}
}
}
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Using Custom Calculation in the Scripted App

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 calculation’s engine, e.qg.

e Script objects.

e Parameters.

e Results of web service calls.
e Results of other calculations.

e Etc.
} e
o0 Calculations Editor = « e I e T i — - -_ o T o
Current Properties and Calculations Calculation Name  UpdateCustomer Type Sting

£+ Calculable tems AR % RE X9~ M4
{2 System Instance Varz |
- Agent Fist Name 1 Function UpdateCustomer() As String
- Agent Id 2

% Agent Sumame 3

a* Agent Tile 4

a# Agent Usemame 5

# Cal Diregtion 3
~2f# Customer Cornec
~f# Customer Id

a# Sequence Id

7 Start Time:
{27 System Vanables

a# Accourt Name

af# Account Prefix
~fé Webflow Name
wzf# Webflow Version
{4 Parameters
{57 Cortrol Properties
] Notes (Notes)
4] Amange a calbac
5] Send zn emai
7] Online Form
-] Advice [
7] More than Gweek
7] Less than 6 week
[ Travel Plans

] Notes (Notes)
-] Appointment Infor
5] Embassy Advice
& UK national

] Where is the cust
7] Not Reported to F
] Police

] Customer Details

- Promet1

(i8] Image2

18] Image1

2 WhatlsThelss

£1-46F Customer  ~ i

[l T v ‘ m ] v

ijdatzl_st:r&: = CustomerFunctions.UpdateCustomerPhone (ServerName, SPB.Customer.Customer.Id, "Customer has a new tel")

End Function

I

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 Scripted App.

XML File with Regular Expressions

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 Scripted App

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

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

-
‘Wizard : 25
Control Name Validation “
L
Settings
Compulsory Custom Regular
Field Emor g‘egular_on Regular Expression
Validation Text Expression Emor Text
N This field is requir.. - The text does not.
Aty
Advanced Properties MNumeric
Digits
Email
Credit card
- Single Letter 1 s
Twro Lettere
Three Letters I
<Back || MNet> | [ Finsh | [ 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 SCRIPTED APPS

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 Scripted App, 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 Scripted App.

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

Branches Description

Default branch The default branch is created automatically on dropping a decision
point. It is the fallback logic that automatically gets used when NO
BLUE branch arrow  o1HER |ogic (branching based on answers) gets triggered.

The default branch displays a BLUE branch arrow.

Other branches Branches are created by the user to define the call paths through a
Scripted App, based on the response to certain questions.

GREEN branch arrow A GREEN branch arrow is displayed if the branch contains one or

multiple conditions.

RED branch arrow 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 Scripted App

In our example, the path through the Scripted App is to change, depending on the option a
user selects in the Radio Web control in the Request section. To enable branching, we
must drop a Decision on the line after the Request section.
e Select the Decision 2"
of the Toolbox.
e Holding down the left mouse button, drag the decision into the Scripted App design
area on the right, then release the left mouse button to drop the decision symbol.

symbol from the Scripted App Blocks column

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

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

Decision Wizard

Decigion Name

Decision Name Create or modify the display name for the decizion,

%

Decizion Basis

Azzign a Dizplay Mame for the decision.

Dizplay Mame | RequestSelected

Mame |FRequestSelected

Add Branches

[ Next > ][ Finish ][ Cancel ]

¢ 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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Decision Basis

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

. Decision B asis
Derision Name Select a walue on which to base the decizion. “
L ad
The decision is bazed on:
= & Calculable ltems A
#dd Branches 4 Swstem Instance Yariables B
{4 System ¥ ariables
4 Parameters
=) Control Properties
=] Request

() RequestText
=88 Request L

Iterms

Columnsz

Required

SelectedText

Selectedyalue

Label

RackCalar v

(O S O U O O €

[ < Back ][ Mext » ][ Firizh ][ Cancel ]

e 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.

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

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

- Add Branches
Decision Mame Add branches and canditions to the decision.

Decision Basis

@ Branches Condition

L. Default branch Book a Holiday
& Brochure Requsst
Add Branches Enain

Add Branch Remove Branch

Adding Conditions to Branches

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 Scripted App.

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.
e You can also drag and drop criteria from one branch to another branch, if required.

Add Branches

Diecision Name Add branches and conditions to the decision. i
»9
Diecision Basiz 2 | [Branches Candition
| =~ Boak & holiday
| & H i
Add Branches Sl
(=~ Brachure
| i Brochure Request -
- Enguing
-+ Default branch
=

Add Branch Fiemove 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 Scripted App.

e 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

e 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:

e Select the Condition lItis, followed by Before and the Value Type, i.e., Date, or Date
& Time.

e Next, select the ® ® field and click on the Calculation Bicon to open
the Insert Calculation Property dialog.

e Here you can now select or create the relevant calculation to define the variable
for the condition on which to branch.

Decision Wizard

Add

Decision Name Add branches and conditions to the decision.

%

Decision Basis

* | | Branches Condition
~— | i PreviousClaim @ ftis
O L —— & ki not

_d System Instance Variables - Mew Calculation
System Variables

_ﬂp Admin Connection String
—EP Application Server Name
3 EP Database Server Name ©)
EP More testing

- More testing BAD XML
- New\ariableCrash3 r
_ﬂp Published Base Server U i |
= EP Reporting Connection Str
3 EP SMTP Server Name
--mf® Tenant Connection String - [ Bt ] [ o
_lﬂp Tenant Name D
-t Test Data | | |
- Test String T
< mn 3

] Between

alue Type |Date & Time: -

© 12 January 2012~ [[12:06 ||

© [12 Januay 2012 ~|[1206 (=]

[

e 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 Scripted App, 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 Scripted App
o Select the [-Global Variables Section symbol from the Scripted App Blocks column of

the Toolbox in the Synthesys™ 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
Section Name Specify name for the section “
L

Global Variables

Display Name  Contacts|

Name Contacts

<Back || Net> | [ Fnsh | [ Cancel ][ hHep |

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

Define Global Variables and set initial values

Bt B

Mew Global Variable

) Global Variables
Section Name
B

Name  Firsthame

Type [T =
boolean
character

datetime

double

integer
ListttemCollection
string

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

EPT ETRR e = | -

To define the variable, click on the calculations fsicon.

e Locate and select the relevant information in the Insert Calculation Property dialog
e or create a New Calculation to define the variable.

Global Variables Section Wizard

! Global Variables “
Section Name Define Global Variables and set initial values ey

BB B

=3 Misc
- ®

sl Insert Calculation/Property - u

(¥ Custom Variables
-~ Parameters

=125 Control Properties

@ Details

-] Status

E-{] Cortact

= Email
Clig]\ | Telephone

i @ Fields
-9
- @ Honours
Initials
MiddleName

@ Sumame u
Cancsl

i~ @ Tile
14 Cther Properties ~
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Using existing Global Variables

To pick up existing Global variables for use anywhere in the Scripted App:

e Click on the calculations ficon.

e 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 Scripted App.

Value
Contral M ame

= ; . :
Insert Calculation/Property

Advanced Prope

El [£5 Calculable ltems

{_] Spstem Instahce Variables
-0 System Variables

Custom Y ariables
Parameters

+ Control Properties

-3 Input Action Results

-4 Caleulations

Elf_] Global ¥ ariables
@ FinalPrice

- @ Firsthame
@ InitalPrice

Mew Calculation .. |
Edit Caleulation |

i

Cancel |

4

| £ | % B @

[r

Finish

Cancel |

AUTOMATIC TYPE CONVERSION

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

.
|

Noetica

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.
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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 Scripted App 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 Scripted App.

However, an error should not preclude the subsequent run of the Scripted App 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 ’ ’ sbyte ‘ char ‘ decimal ‘ double ‘ float ‘ int
From bool X Y Y N Y Y Y Y
byte Y X Y Y Y Y Y Y
sbyte 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
shyte 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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SCRIPTED APP LAUNCHER SECTION

Using the Scripted App Launcher section in the Synthesys™ Interaction Studio, users can
launch Scripted Apps within a Scripted App and pass parameters between the Scripted
Apps.

When running calls in the Synthesys™ Portal in the Web Browser, users initially go through
the sections of the main Scripted App. At the appropriate point, the embedded Scripted App
will open. Having taken the relevant details, users will then return to the main Scripted App
to complete the call.

To add the Scripted App Launcher section to your Scripted App

e Pick up the [ Scripted App Launcher Section ;. from the Scripted App 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 ‘LaunchPassenger”.
e If the name is already in use, a warning icon will prompt you to rename the section.

Scripted App Launcher Section Wizard

Section Name
Specify name for the section
Scripted App
Selection
Scripted App Display Name |Laund1Passenger| |Q
Parametes Nare
Retum Valuss
Loop Conditions
= Back Mext = Finizh Cancel Help
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Scripted App Selection

In the Scripted App Selection page of the Scripted App Launcher Section Wizard

e Locate and select the Scripted App that you wish to launch in the scripted App
section.

e Click Next>, to move to the Scripted App Parameters page.

Scripted App Launcher Section Wizard

) Scripted App Selection
Section Name Select the Scripted App to be launched
Scripted App
Selection Selected Scripted App: General\CustomerServices'\BRPassengers
. El- General ~
Scrpted App (=) CustomerServices
Parameters
- BR Test
Retum Values - RevisedTestCSDInbound 13082019
SafeCopy
- TestDiary
Loop Condtions ) DashBoard
- Case22534
- DashBoard Test
- Restricted Branching
.. TestPatch
1] ama e
Refresh
< Back Mext = Finish Cancel Help

Scripted App Parameters

To pass information from the main Scripted App into existing parameters of the launched
Scripted App

e Click into the Parameter Value 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 displayed in the popped

Scripted App.
Scripted App Launcher Section Wizard L
" Scripted App Parameters 4
Section Name Set parameters to be passed to Seripted App
g;‘mad App L
ection Parameter Name Parameter Value [
-
Senpied | Apy BookingReference <% Synthesys. Parameter BRTest BookingReference %>
Parameters CityDestination
nsert Calculation/Property
Insert Calculation/Property
Retum Values
=-{zF Calculable kems Mew Calculation
-3 System Instance Variables
Looo Cont {3 System Variables Edit Calculation
op Londitions {3 Custom Variables
{5 Parameters
~-§® BookingReference
B "\ City Destination
{3 Control Properties
~{ 4 Input Action Results
~{4 Calculations L
-3 Built-n Calculations
{3 Custom Calculations =
{3 Scripted App Launcher Resutts | .

Cancel
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To pass information from the launched Scripted App back into the main Scripted App

e 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 Scripted

Select properties from launched Seripted App to be retumed

Scripted App Launcher Section Wizard
X Retum Values

Section Name

Scripted App

Selection Retum MName

Scripted App BookingRef

Parameters PassengerMame
PassengerTelephone
PassengerEmail

Retum Source

EE] Pick Return Value Sou... —

(- Retum Values

Loop Condtions

<New Retum Value>

i+ Caleulations

[=I- Control Properties

o E==mm

[+~ Contact Detail

H - PassengerName
- Global Variables

Input Action Results

.. Parameters

Loop Condition

Cancel

e

In the Loop condition dialog users specify the number of times that a selected Scripted App

is to be launched.

e Select Once only, or Loop to enter or create a calculation to determine how many
times the Scripted App is to be launched.

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

Scripted App Launcher Section Wizard

Loop Conditions
Section Name Set looping condtions
Seripted App
Selection
Seripted App
Parameters @ Orly once

Loop...
Retum Values oz
=
Loop Conditions 5
< Back Next > Finish Cancel Help
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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 Scripted App 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 /4 4. on the standard toolbar or

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

T sarpted Aop |

Errontest ,'m' B
| Em

— | 8 cu
_______ o=

M Paste
X 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.

/B scripted App |
2 Y, [SeectRequest X 1 (Moducts 7|  [CopyofRe.. *, [CopyofSelectRequest
- ) 1 =
} @ | x = Section Wizard... } 2
BrochureT. o <« [Copyof Bro... * )
- g 3 Copy o ==
=) \ = => ]
‘GenEnquiries © = SRR Fename Scripted App Rems o o Ge...
Y = =)
O Nome e Name _ Now Dagiay Mame
Reques (TSR | Comrof Reuent T

Rename the pasted sections and decisions in the Rename Scripted App Items grid,
entering the required names into the New Name (database) 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 ‘fnner decision’ to another part of the
Scripted App.

N scrpted Ave | - -
Ragant Reguest Choice
b SR |
L A (= I R @
Courery
= -3
N
vy
- s
o~

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

/T scripted App |
= -3 o)
T S 9
=) O - % o |
Gy
= - =
=
(Enquity ¥y
S5 -0
=
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Copying between Scripted Apps

As well as copying and pasting sections and decisions within a Scripted App, users can copy
and paste part of or even whole Scripted Apps from one scripted app to another.

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

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

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

" Scripted App |
et —_— Ty -
o] % @} - a—i o
Daliwte el
- L (5} -0
- -
b cu
- - -3 Copy
Yy Paste
X Delete
< >

In the target Scripted App, 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 g (#nfrageDets i |

= = T
‘Brochuere % ‘Email (Brochuere
= = e "
= J _ . =
Buskunft @ Suskunit
= = ”
ﬁ i Cut
N Copy
: Iﬂ Paste
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In our example, we have copied information concerning newspapers from the first Scripted

App onto a branch of the second Scripted App.

" Scripted App |

s

I}
Brochuere ¥y Emall 3 Broctwers

2N " 5 ‘ll

v ) e, )
(Ruskuntt ¥, (Auskunit

N =

N\ -

-/

NewpPapers

)

P
T
-
-

TheGuardinn |
-

When copying and pasting sections that contain calculations, the section
on which the calculation is based must be pasted as well, otherwise the

paste option will be greyed out in the target Scripted App.

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.

paste option will be greyed out in the target Scripted App.

To reuse a Scripted App including the Scripted App Properties section in
another scripted app, use the ‘Save As’ function described on the next page.
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SCRIPTED APP GALLERY

The Gallery Items feature allows users to save Scripted App objects to a centrally located
Scripted App 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 Gallery

The Gallery items view is accessed from the Synthesys™ Interaction Studio.

Go to View - Scripted App and select Scripted App Gallery.

File Edit | View | Tools Window Help

i (- gz | W Enity halasloal

Scripted Aﬁ%ﬂallery
F__ﬂl Scripted App Properties

.| | | Eenpiedinpily | ¥ Calculations
u E_-:jl Toolbox Controls Used
.Toqlhcm -0 X @ Internationalisation
[ Scripted App Blocks 4 Properties Used
[ Section [£] Scripted App ltem L
’} Decision |% Scripted Ap,u

P Conclusion

[ Global Variables Section
ﬁ Scripted App Launcher Section
M, Metrics Section
[Z] Core Actions
9 Entity Input Action
9 Web Service Input Action

This will enable the Gallery view.

Scripted App Gallery

QADOTNETWEB-V2 TRAININGDOTNET

MName Object Type  Description User  Webflow Date

CustBooking Section Date time and edit controls brigite  ZZTestSublnfo 20150418 12:24
Section with Name, Address and edit controls PatriksHolidayWebflow
EventTypes Section Event type with the box deelie Jim JCCityBreak 201801091255
JC Brochure Section list box with brochure options Jim JCCityBreak 20180109 1246
JC Enquiry Section Section with memo control Jim JCCityBreak 20180105 1247
Request Section Section with Radio control, Booking Brochure and Enguiry options ~ brigitte  PatriksHolidayWebflow  2020-01-14 13:36

The data held in the gallery includes:

Field Description

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

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

Description Information entered when the item was added to the gallery.
User Displays the user who added the item to the gallery.
Scripted App  The original Scripted App 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 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

e Right click on the item that you wish to add and select Add to Gallery from the drop-

down menu.
Toolbox L X| e % Scripted App
[=] Scripted App Blocks
[ Section JE—
- [BRCiyBre.. ¥,  [Customerinpe |,  [Customer ¥} [UpdsteRecord )  [Request )
P Decision u j D a D
F Conclusion ” ’ Section Wizard... e
@ Global Variables Section il cut
ut
9 Scripted App Launcher Section &N copy
=N
M, Metrics Section N pacte
i Pas
[=] Core Actions % | Delete
9 Entity Input Action | Addto Gallery
QWeb Service Input Action I Insert from Gallery
'b] Database Output Action
@ Email Output Action

The Add to Gallery dialog will open, with the name of the selected item displayed in the
Name field.

e Confirm or change the name for the Scripted App item, as required.
e Enter a logical description to identify the item to be saved.

Add to Gallery

Name |Customer |

Description

Section with name, address and edit web controls|

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.

© Copyright Noetica Limited 71



= Noetica

Adding Multiple Items

To add a collection of items to the gallery

e Select all items that you wish to add to the gallery.
e Right click on the items and select Add to Gallery from the drop-down menu.

[PersonalD... T}  [PhoneEmail ¥} [Incident 7,
[ - O
2| Copy |‘
j Paste
i Delete
| AddtoGallery.. |
] Insert from Gallery...

In the Add to Gallery dialog now displayed:

e Add a name for the items selected.
e Enter a logical description to identify the items to be saved.

r |

Update Gallery Item

Name Claiminfo

Description

Contains SectionPersDetails with name and address control; Section
PhioneEmail with telephone and email edit control and Section Incident with
Radic control listing claim options|

[ ok || Cancel |

e

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 Scripted App.
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Using Items from the Gallery

To pick up and reuse an existing gallery item in a Scripted App:

e Right click on the section, action, or decision that the gallery item should follow.
e Select Insert From Gallery from the drop-down menu.

Toolbox > 01X | /% Scripted App

[=] Scripted App Blocks

[ Section o o o o '

9} Decision |BRCity Bre... ¥} | Customerinput | [Customer ¥/} [UpdateRecord | 'Request 7

F Conclusion u | Q ) D Q D )
@ Global Variables Section Section Wizard...

9 Scripted App Launcher Section &  Cut

M, Metrics Section 531 Copy
[=] Core Actions ) Paste

{3 Entity Input Action X | Delete

{g) Web Service Input Action Add to Gallery...
ly] Database Output Action Insert from Gallery...
@ Email Qutput Action

In the Select Scripted App Item dialog now displayed:

e Select the item you wish to add from the list displayed and press OK.

[Toolbox v ax /" Scripted App | -x
[=] Scripted App Blocks
[ section o o o o o e
L [BRCHyBe. ¥ [Cowmeios | [BBlomer ¥ [UpdseRecod (P W ==
P Decision

S b }-oftat-o} ot

f= Global Variables Section
£ Scripted App Launcher Section

M Metries Section QADOTMETWEB-V2 TRAININGDOTNET
[ Core Actions Name Object Type  Desciption 3
@ Entity Input Action Section Date time and edit controls
@ Web Service Input Action Customer  Section Section wih Name, Address and edit controls
- ) EventTypes Section Event type with the box deelie
&) Database Output Action JC Brochure  Section lst box with brochure options
{4 Email Output Action JCEnquiry  Section Section with memo control
1 File Output Action Request  Section Section with Radio contrel, Baoking Brochure and Enauiry optic ¥
< >

fa Web Service Output Action

@ Entity Update Action T
(@ Entity History Update Action
[l Voice Recording Pause Action

[» Voice Recording Resume Action
[=] Custom Actions

Renaming Items

If the Scripted App already contains an item with the same name, the Paste Wizard dialog
will open, prompting you to rename the item to be added.

e Enter the new name(s) into the New Name and New Display Name fields.

Oid Mame  Mew Mame  Mew Displey Name
Personal... FPemonalD... Copy of Pemsonal Details
PhoneEmal PhoneEm... Copy of PhoneEmad
ncident Incidert 1 Cooy of Incident
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Updating Variables

If the item that is inserted from the gallery requires data that is not contained in the gallery
item, i.e., when picking up a Database Output action or a section containing a calculation,

then

e The Variable Replacements page will open, prompting users to provide a source for
this data by assigning values to variables.

-
Paste Wizard
Variable Variable Replacements “
Replacements Select replacements for required variables
*d
ol
B Misc

Parameter WFgalleryDECutput CustomerlD @
Parameter. \WFgallery DEQ utput. Surname
Parameter. \WFgallery DEQutput. Title

< Back Next > T

e Update the table below by clicking the [ﬂcon and select the 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 “
Replacements Select replacements for required varables
9
H
E Misc
Parameter.\WFgalleryDEOutput. CustomerlD <% Synthesys.Property WFgallery DEOutput. Cor
Parameter.\WFgalleryDEOutput. Surname @

Parameter. s} Insert Calculation/Property

FirstName
Honours
Initials
MiddleMName

(A Sumame| %
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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™ Interaction Studio

e Goto View - Scripted App and select Scripted App Gallery.
e Right click on the gallery item and select either Rename or Delete, as required.

Scripted App Gallery

QADOTNETWEB-V2 TRAININGDOTMET

Name Object Type  Description User  Webflow Date

CustBooking Section Date time and edit controls brigite  ZZ TestSublnfo 20159-04-18 12:24
Section with Name, Address and edit contris PatriksHolidayWebflow
Event Types Section Event type with the box deslie Ename Jm  JCCiyBreak 20180109 12:59
JC Brochure Section list box with brochure options Delete Jim JCCityBreak 2018105 1246
JC Enquiry Section Section with memo control Copy To y dim JCCityBreak 20180109 12:47
Request Section Section with Radio control, Booking Brochurerermerermeryoprorms=——brigite  PatrksHolidayWebflow 2020-01-14 13:36

Multiple Server Connectivity

If you have multiple servers configured within your Interaction Studio you can use gallery
items from either server within your Scripted App.

The Gallery view will change to a tabbed view, showing each server on a separate tab, as
below.

GQADOTMETWEB-V2 T INGDOTNET

Mame COhbject Type  Description User  Webflow
CustBooking Section Date time and edit contrals brigite ZZTestSublrfo
Section with Name, Address and edit controls R ) ‘e | PatriksHolidayW
Event Types Section Event type with the box deelie Ename.. JCCityBreak

JC Brochure Section list box with brochure options Delete JCCityBreak

JC Enquiry Section Section with memo contral Copy To . | QADEVD
Request Section Section with Radio control, Booking Brochure an QADEV02

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 scripted apps can be saved to another server under a
new or existing Workspace, or the option can be used to overwrite existing Scripted Apps.

On the Menu bar in the Synthesys™ Interaction Studio, go to File — Save As.

Selecting the Server and Workspace for the Scripted App

In the Server and Workspace section of the Save Scripted App As dialogue, select the
name of the server on which you want to save the currently open Scripted App.

e To save the Scripted App under an existing workspace, select the relevant
Workspace name. The Entity previously assigned to the selected workspace will be
displayed, with the Entity field greyed out.

e To save the Scripted App under a new workspace, select <New Workspace> and
enter a name and prefix for a new workspace. To link the new workspace to a
customer Entity, select the Entity to be used from the Entity Prefix drop down list.

New Scripted App

Server and Server and Workspace
Workspace Select the Server and Workspace forthe Scripted App

Scripted App Details

Server |QADOTNETWEB-VZ ~

Workspace | <New Workspace:> hd

Workepace Name |}\EC CORDER LINE

Workspace Prefix

Entity Prefic [ ot assigneds

=MNaot assigned>
CRAS

CRASZ

CRAS3
CRMMNEW
DATED2
ELECT

KIT

LARGE

MILLI2

TEAMS

USERS mish Cancel

Click Next, to move to the Scripted App Details page.

e To replace an existing Scripted App, select the name of the Scripted App that you
wish to overwrite and then click Finish.

e To create a new Scripted App, select <New Scripted App> and enter a name for the
new Scripted App and then click Finish.

‘Save As’ will save the current version of the Scripted App that you have
open. To replace an existing Scripted App, the destination Scripted App
must be checked out by you on your local machine.
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ADDING CONCLUSIONS
A conclusion is the last section in the web flow.

To create a conclusion, drag the conclusion flag | Cerduian éfrom the Scripted
App Blocks toolbar and drop it into the Scripted App.

e Enter a name for the Conclusion into the Display Name and Name field.

o Next, go to the Assign a Result section and select New to enter a new logical name
for the Conclusion, or select an already existing Conclusion name, if relevant.

e To edit an existing Result name, select the relevant name and click the Edit button.

Conclusion Wizard

Conclusion Name and Result
Create or modify the name, display name and Scripted App result for the conclusion

Sign-off Text
an Assign a Display Mame and an intemal name.

Display Name | Booking |

Conclusion Metrics

Mame | Booking |

Assign a Resutt.

Resutt <MNew..> o Edit

el Rt Tex:
G

S || Net> || Finish Cancel

Sign Off Text

o Click Next> or select Sign off Text on the left side of the wizard, to the Sign off Text
page of the Conclusion Wizard.
e Enter the conclusion text to be presented to the user into the Sign off text page.

Sign-off Text
Enter sign-off text in the HTML editor window

Sign-off text
Tahoma - 10pt -[Blz U Aw &% @
Cenclusion Metrics
Thank you for booking a City break with Us, <% C i o>

[}
4

iii
il

® Click on Conclusion Metrics and then on the activated Finish button.

e Configuring Conclusion Metrics is optional, please see pages 94-96 (Reporting
Metrics in Synthesys™) for more information.

e To edit Conclusion details, right click on the conclusion flag and select Conclusion
Wizard.
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EDITING LIVE SCRIPTED APPS IN TEST ENVIRONMENT

It is advisable to edit and test live Scripted Apps on a test server, before copying and
releasing them on the live server.

‘To ensure that you work with the latest version of the respective Scripted
Apps, both the test Scripted App and the live Scripted App need to be
checked out by you on your local machine first

. Connect to Test server.
. Check out Scripted App ABC ‘for update’.
. Close the Scripted App.

A W N P

. Disconnect from Test server.

5. Connect to the Live server.
6. Check out Scripted App ABC to be updated.
7. Use ‘Save As’to move the live Scripted App into the test Scripted App.

(File — Save As. Inthe ‘Open Scripted App’ dialog select the Test Server — Workspace &
Scripted App to be updated, to replace the test Scripted App with the current live Scripted

App).
8. Disconnect from Live server.
9. Connect to the Test server.
10. Edit — Save & Publish the edited Scripted App.

11.Test changes made in the Web Browser / Synthesys™ Portal.

You can keep the edited Scripted App open in the Synthesys™ Interaction Studio, while you do the
testing. Once you are happy with the changes made:

12. Use ‘Save As’ to move the test Scripted App into the live Scripted App.

(File — Save As. Inthe ‘Open Scripted App’dialog, this time, select the Live Server —
Workspace — Scripted App, to replace the current live Scripted App with the updated test
Scripted App)

13. Disconnect from Test server.
14. Connect to the Live server.
15. Save & Publish the Scripted App.
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SCRIPTED APP PROPERTY OPTIONS

Properties — Adding CRM Parameters

CRM parameters are created in the Properties section of a Scripted App in the Synthesys™
Interaction Studio, to enable branching and calculations on selected CRM information and to
display CRM/ Entity details in the Dashboard of the Scripted App. For information about
creating CRM/ Entity parameters, please see the next page of this document.

The CRM/ Entity (Customer Relationship Management) module is designed to manage
customer data, providing agents with the best possible help to deal with customers’
requests. For information about designing an Entity/ CRM table, importing customer data,
and creating Outbound campaigns and call lists, please use the document: Synthesys CRM
and Outbound.

Dashboard and Parked & Held Information

The Dashboard and Parked & Held Info options are used to display selected information
from a Scripted App 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 window.

The Dashboard and Parked & Held Info parts are constructed from the Calculable ltems
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 scripted App, 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 Scripted App Properties section of a Scripted App,
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.

Entity Settings

With the Allow Entity Edit setting enabled in the Interaction Studio, agents will be able to
edit and update Customer Entity details instantly, anywhere in the selected scripted app, via
the Contact option on the Scripted App toolbar in the Agent Portal.
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To use CRM/ Entity details as part of your Scripted App, the corresponding parameters need
to be configured in the Synthesys™ Interaction Studio, in the Scripted App Properties
section of your Scripted App.

o Double click on the Properties section displaying a traffic light, to open the section
and then select ‘Properties’ to display the Parameter page.

¢ In the Parameter section, select the field ‘(Click here to add new Parameter)’.

o 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 in 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 to 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.

File Edit View Tools Window Help

' scripted App + lScripted App Propertieq

Scripted App Launcher Res|

New Calculation

Edit Calculation

Properties

Display Name [Patrik's Holiday Webflow

History Help URL: |

Encryption  Defaut Conclusion Text | Thank you for caling, Goodbye

Abort

Reasans

Dashboard Name Visibility

Default

Styles

Parked &
Held Info

Entity
Settings

A Connected To TRAININGDOTNET

The names entered in 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 Scripted App to agents in
run time, in the Web Browser.

Introduction

The Dashboard is configured in the Synthesys™ Interaction Studio, in the Scripted App
Properties section of your Scripted App.

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 Scripted App screen.

Dashboard Position drop down menu.

File Edit View Tools Window Help
Toolbox ~ B X | ' saipted App / []scripted App Propertics] - X
i Caleulable hems
L3 System Instance Variables || Properfies  Dashboard Postian [ Snap ems To Grid
-3 System Varizbles :
-2 Custom Varisbles Histery Text for Nt Availablogrey -” EETETIN
-3 Parameters —Hidden SE— N — —
3 Cortrol Propeties ey [ A I ;
E-[23 Input Action Results - Ll il Ll il Ll
3 Caleulations Q‘;‘;‘Dm =
{23 Scripted App Launcher Rest -
Dashboard _
e | o Llnooiiinn Llnooiiinn Llnooiiinn
Styles - il Ll il Ll il Ll
Farked & _
Held Info
Entity B S R
Setings L D N I
e D S S I
o T
< > -
New Calculation i T e R R R R B R R R R I
100 200 300 400 500 500
Edit Calculation
A Connected To TRAININGDOTNET

Calculable Items Directory

The required items to construct your Dashboard can be selected from the Calculable Iltems
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 scripted App results. From the System Variables folder, you can
select the Workspace name and prefix and scripted App name and version. EXxisting
calculations can be selected from the Calculations folder.

The Control Properties folder contains all sections and controls of the Scripted App,
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.

o Select the Dashboard Position, i.e., Top, to display relevant information at the top
of the screen at run time in the Agent Portal.

e Select and drag the required field into the dashboard area on the right side, entering
a name in the Label box subsequently displayed. Click OK to add the information.

Eile Edit View Tools Window Help
o b o s ol

TN YR
Toolbox v 3 X | 2 saipted App /[ [Scripted App Properties - X
3 System Instance Variable a
-3 System Variables Properties Dashboard Positior Hidden v [ Snap ttems To Grid
-3 Custom Variables
{23 Parameters History _H Je rulA
4 Cortrol Properties || fHidden @ e e
vents ncryphion
E E
7] Deatination -
. Abort -
] Eraiy A
] BrochureType =
eque: as| -
jgn st Dashboard
=R RequestChoice —
59 tems Defaut | T00-
@ SelectedTex | M =
@ SelectedVal Eﬂmdf& =
-~ @ SortOrder st _| -
-3 Other Proper Entity
Q Request Prompt Settings = Cancel
-] Customer LU= o Sl
& Email o
-z EmailPrompt - o o Ll o o o o
() TelPrompt
£ Telephone -
=1 Address -
(=) AddressPrompt ¥ 300 -
< >
New Calculation

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 Scripted App to
the agents in the Parked or Held calls window in the Web Browser.

Parked & Held Info is configured in the Synthesys™ Interaction Studio, in the Scripted App
Properties section of your Scripted App.

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.

e 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.

File Edit Yiew Iools Window Help

R R, 8 TEN" N EEW N MR

i il | 2
Toolbox | E seripted App » [:-]Scripted App Properties - X
] BrochureType " y
=] Request Properties Label Information
=28 RequestChoice Customer Name <% Calculation CustFulName %>
@ hems History Town <% Synthesys Praperty. BRCity BreakOutbound Custamer. Address Li.
i @ SelectedTex
L @ SelectedVal Encryption

i @ SortOrder
{3 Other Proper
- RequestPrompt

Abort
Reasons

£ Custamer Deshboard =
-5 Email
=) EmailPrompt gﬁg"
=) TelPromet
£ Telepho Parked &
S rian Held Info
...... Entity
Settings

{23 Other Proper
=) AddressPromet ¥
>

New Calculation

Edit Calculation

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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The section Abort Reasons contains the options available for aborting Inbound and

Outbound calls for the selected Scripted App.

File Edit View Tools Window Help

3 - = = - TREE: W A o
T PR AR |
. ol _ R W RecROme)
Toolbox ~ A X 3 saipted App,+ L ]Scripted App Properties] - X
-4 Brochure Type ~
©” Request Froporicel o= Text Viewable Comments [
%7 RequestChoice S -
% hems History d Optional 10
i Selected Tex General Enquiry Optional -5
] r
- & SelectedVal, Encryption Add Inbound Abort Reason 2
& SortOrder Abort =
<. Other Proper Reasons Abort Reason Text Comments .
4% RequestPrompt Optional - B
=] Customer Dashboard 5
2 Email
EmailPrompt Defaut ok J[ Comce ] 4
TelPrompt e = = 2
Telephone Parked &
+ e Held Info Children On Line Optional 2
Linel Entity Mborted Order CC/CHQ Orders Only. Optional -1
- Settings i
- Line2
= Zdm [ Text Feschedule | Viewable | Comments D
& Lined o
w Line§ Add Outbound Abort Reason X -109
- i Line6 -108
- Postcode Abort Reason Text Comments 07
£ Cther Proper| “ | ‘D | |
Address Prompt EIETE ¥ 106
CustName Reschedule -105
-2 NamePrompt
% R
ot el Pends (LR Cancel 1os
< - > -103
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New Calculation
Reschedule fes Hidden -0
Edit Calculation
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To add further Inbound and Outbound abort reasons, as required

Noetica

Double click on the Scripted App Properties section displaying a traffic light, to open
the Scripted App 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.
Place a tick into the Visibility column, to display the option entered to the agents in
the Synthesys™ 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.

added to the Phoenix Recycling Result table.

© Copyright Noetica Limited

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
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Reschedule Personal and Group Call-backs

= Noetica

Personal and Group call backs are achieved in recycling by creating custom outbound abort

reasons in the Scripted App 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 In the Synthesys™ Interaction Studio, double click on the Scripted App Properties
section displaying a traffic light, to open the Scripted App Properties page.

e Select Abort Reasons and go to the Outbound Reasons section.

e Click the Add button, to open the Add Outbound Abort Reason dialog.
e Enter Reschedule (Personal) into the Abort Reason Text dialog, and select

Reschedule Yes, to enable personal call-backs.

e Enter Reschedule (Group) into the Abort Reason Text field and select Reschedule

Yes, to enable group call-backs.

Eile Edit View Tools Window Help
MR 0 TN WP N N RN N
TR P
* B X | suipted App T Scripted App Properties - X
&7} Brochure Type ~
. Froseries [ lnbound T Fo— o
** RequestChoice =hb
- % ltems Histary L4 Optional -10
L4 SelectedTex General Enquiry Optional 9
o 47 SelectedVal Encryption Wrong Number Optional 8
i SorOrder — = :
i Other Proper xrst“|=i Training Optional 7
Request Prompt Rude/Obscene Caller Optional Rl
;r:e: Dahi Other Required 5
ail
EmaiPrompt Default Line Dead Optional 4
Styles
TelPrompt kaed 2 Disconnection Optional E}
ar]
Held Info Children On Line Optional 2
i Entity Aborted Order CC/CHG Orders Only Optional -1
Settings Add
i Line2
i~ Line3 | Oubound | [Ten [ comments
i i Lined -
e Lineb Add Outbound Abort Reason * 109
e 3 LineB d -108
) Fosteodz Abort Reason Text 107
"% Other Proper’
AddressPrompt |Hesched|.||e {Group) ~ | -106
i1 CustName -105
%5 NamePrompt Reschedule
e [P -104
S fvput Action Results v Yes o |
< > -103
Thevertaf TUptorT -102
New Calculation
Reschedule Hidden 101
Edit Calculation
A Connected To TRAININGDOTNET

When taking calls in the Synthesys ™ 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

Operator Bias is enabled, or not.

Selecting Reschedule (Group) will always reschedule the current call to
None, i.e., without assigning an Agent ID, regardless of whether Operator
Bias is enabled, or not. When P is used as part of reschedule flags, the call

will be slept, no agent assigned.
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Special Reschedule
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Using the Special Reschedule option, calls can be rescheduled with the call data taken.

When the record is presented to the agent again, the scripted app will open at the point at
which the call was rescheduled, with the call information already collected being retained.

The agent can now finish the partially completed call, without having to re-enter information.

e In the Interaction Studio, double click on the Scripted App Properties section

displaying a traffic light, to open the Scripted App Properties page.

File Edit View TIools Window Help

Teolbox = AX 3 saipted App, [ ]Scripted App Properties -
(i Calculable tems
< System Instance Variables || Properties e Text Viewable Comments D
System Variables T
£33 Custom Variables History 4 = Optional 10
4 Parameters General Enquiry ] Optional 9
. Control Properties Encryption Wirong Number M Optional B
<. Input Action Resuts Abort = =2 ] 5
i aining onal -
4 Calouiations A s
{74 Scripted App Launcher Res| Rude/Obscene Caller =] Optional 5
Doshboad Other 5] Requied 5
Defait Line Dead =] Optional 4
es
< Di =] Optional 3
Parked &
Held Info Chidren On Line =] Optional 2
Entity Aborted Order CC/CHQ Orders Only =i Optional l
Setings
(& Tzl Text Reschedule Viewable Commerts D
Reasons
Faxtone No =i Optional 108
Other No %] Reaquired -108
Answerphone No =] Optional 107
No Answer No |5} Optional -106
Busy No =] Optional 105
" Optional 104
Add Outbound Abort Reason X sl
Optional -103
Abort Reason Text Comments Optional 102
|Special Reschedule | |Optional ~ Hidden 101
Reschedule Optional m

New Calculation

Edit Calculation

collected.
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Select Abort Reasons and go to the Outbound Reasons section.
Click the Add button, to open the Add Outbound Abort Reason dialog.
Enter Special Reschedule into the Abort Reason Text field.

Select Reschedule Special, to enable call-backs with access to call data already
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Entity Settings

With the Allow Entity Edit setting enabled in the Interaction Studio, agents will be able to
edit and update Customer Entity details instantly, anywhere in the selected scripted app, via
the Contact option on the Scripted App toolbar in the Agent Portal.

To activate the Allow Entity Edit setting for a selected scripted app.

e Go to File / Open/ Scripted App and select the relevant scripted app.
o Double click on the traffic light icon, to open the Scripted App Properties section.

File Edit View Tools Window Help

n,|\_,f,!

Toolbox v # X | 3 soipted app ¥ LlScripted App Properties = &3

Properties Use this setting to allow the update of Entity information via the Tontact’ button in the Scripted App toolbar.

History Allow Ertity Edit

el
SelectedVal. Encryption

SortOrder
Abort
Reasons

Dashboard
Default
Styles
Parked &
Held Info
Entity
Settings

-4 AddressPrompt ¥
>

New Calculation

Edit Calculation

e In the Scripted App Properties dialog, move to the Entity Settings section.
e Place atick into the Allow Entity Edit checkbox.

Publish the scripted app to commit the changes, before taking a call in the Agent Portal.
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Style templates can be configured in the Synthesys™ Interaction Studio, in the Scripted
App Properties section of a Scripted App.

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

of the Input fields for a web control

Change colour and font style via the drop-down menus and Change button.

Eile Edit View Tools

Window Help

NN, A RN NI EEN W NN

RN YRR

Toolbox

-1 X

Brochure Type -
Request
- RequestChoice
t- i lkems

i~ 4 SelectedTex
b SelectedVal
% SortOrder

£ 7 Other Proper|
RequestPrompt

% Postcode
£ 7 Other Proper|
AddressPrompt

i1 CustName

- MNamePrompt

- Input Action Results o,
o S N

New Calculation

App.

E Fort style: Size:
S S ;
Scripted App, | |Scripted App Properties| Bold
e

Properties Border style: | Double -~ Obit e
History Barder color: I- 128,128, 255 j'

Efects Sample
Encryplion  Label fort Button font [ Strgeout

] Underine EETHER
Abort Fort Tahoma, Spt Fort Tah L
Reasons Name Tahoma Name Tah

Size 9 Size 9 ==

gl Unit Poirt Unit Poir e
Default Bold False Bold Fals
Styles Haiic False halic Fal
Parked & [ Calos A
Held Info Change Change
Entity
Settings

Label back-color:

Label fore-color:

Input fort

e —
[ ]192 192, 255 -

Font
Name
Size
Unit
Bald
talic
[

Tahoma, 9pt
Tahoma

9

Point

False

False

Falea

v

Chanae

Button back-color: |

Button forecol

Csfle | |

Custom Web  System

FEECECEE
I
e
ENENEENE
EEEEEENE
EEEEEEEE

The style configured in the Scripted App Properties section will be applied
automatically to all sections, controls, and dialogs of the current Scripted

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
Scripted Apps 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 Synthesys™ Interaction Studio, in
the Scripted App Properties section of a Scripted App.

e Select the Default Styles page in the Scripted App Properties section.
e Click the Browse button =g next to the CSS File field to open the Style Selector

File Edit View Tools Window Help
-u-ﬁv)('ﬂ'al\ WA RN |
2 2% Clone Common (3 Refresh  View ~
iame o el Name Sze Dute Modfed
Toolbox > X :E V ‘bigndicator_orange of 313KB 23067201112
B4 Caloulable fems Sl Seruted Pt Saovl wenoe. SRS SN
w  BueExplorer of 208KB 18/07/2016 10:
- —_[ 1 Locak =
i Borderste: [Sold . blue Separator of 838 180772016 10
Hists Bordercobr. [ 1228226224 <] 2 calendar of 117K8 04102019 10
" ) clock gf 119KB 04102019 10:
orayine of 508 230620112
Encoyption Labelfort Button font ! logoot 29568 28/02201312
Abort Fort Tahoma, 10t Tahoma\Fpt ogo_placehcider of %88 2502201312
Reasons. Name Tahoma me T shoma noetcalogo png 217KB 150572019 10:
Sz 10 5 OrangeBxpiore of 10268 23067201112
Dashboard it Point Ut P - OrangeProgesa of 1588 2306201112
OrangeProgress_pla. 8168 25027201312
G oo _— 2 o
Parked & e e o e poweredvy_placehol. 8958 25027201312
- Ses  Eaen -
wabort g 31768 CUTS206 15
Held Info.
= [ e | | e wiabot_dasbied sng 135KB 0052016 15 o
ity : it idindia
Seti
e Label back-calor: |11 =] Butionbackcolor: ] \ s
Labelforecolor. ] =] Butonforecor:  [[] ooad 5
Input fort.
Fort | CssFie
Name
Size
Unit
Bold
halie
il v
= 5 Change
New Caloulation Input backecolor: L1 =
Edt Caloulation Iputforecalor: [ 2
g Connected To TRAININGDOTNET

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
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The Common folder holds the default CSS and images that are used for all Scripted Apps

by default.
F TTRREERE -
ol Style Selector e @Iﬂlﬂ
[ Clone Common  |£] Refresh | View -
E- "i"t:l’eb;tes Resources Name Size Date Modified
B Bue % WebflowRunner css 951 KB 23/06/2011 12:17:58
- SPB
File name
Dowrload | [iublpload ] | Open | [LGancsl)

Each folder has a CSS file which is always called WebflowRunner.css and a sub folder

that holds all the images.

M i =
ol Style Selector — e @I_lg
[ Clone Common [£] Refresh | View -
E- \'\:l’ebBlsites Resources Name Size Date Modified
7 b tmages " bigindicator_orange af 313KB  23/06/2011 12:17:58
Common bigindicator_orange_placeholder.gif 856 B 23/06/2011 121758
i) | BlueExplorer gif 124 KB 23/06/201112.17:58
i grayline gif BB 23/06/2011 121759
b= Jogo.gif 371KB 23/06/2011 12:17:59
! .. Purple logo_placeholder.gf 968 B 23/06/201112:17:58
-- Red || OrangeExplorer gif 1.02 KB 23/06/2011 121759
- SPB OrangeProgress gif 1588 23/06/2011 121755
CrangeProgress_placeholder.gif B16B 23/06/2011 121755
¥ poweredby gif 3.25KB 23/06/201112:17.59
poweredby_placeholder gif BS5 B 23/06/2011 121755
File name
Cancel

The next section will describe how you can create a new image folder and how to edit files.
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Creating a new Folder

To create a new folder the following steps are to be followed:

e Press Clone Common on the toolbar in Style Selector dialog.

e Enter a name for the new folder.

- SPB

r B
ot Mew Image Folder - E@g

Mame |

[~ i TR —
ol Style Selector e @@g
[ Clone Common €] Refresh | View -
B- "'\:‘rEbSﬂes Resources Name Size Date Modified

[=- Blug -
| i Images }Webﬂowﬂunner.css 551 KB 23/06/201112:17:58
- B
i [ Images

Cancel
Download | [yubpload ] [ Open | [L.Cancel
e Press OK to display the new folder in the tree.
a:l Style Selector - _ | e — E@g
[ Clone Commeon 4] Refresh | View -
E|--'||'l:|'eb5i‘tes Resources Name: Size Date Modified
:g:;mn [ WebflowRunner css 951 KB 23/06/2011 12....
. Geo
[ Green
- Pumple |
(- Red
=-5PB N
- Images |
i
|
|
File name  WebflowRunner.css
[ Dowrload | [ Upload | [ Open | [ Cancel |

.
e

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.

[ al Style Selector T — E@g1
i A
(% Clone Common 4] Refresh | View ~
=) Websites Resources Name Size  Date Modffied
& B!H-elmages " bigindicator_orange gi 313KB 23/06/2011 12:17:58
é--Common bigindicator_orange_placeholder gif 856 B 23/06/201112:17:58
.. Images __ BlueExplorer gif 124 KB 23/06/2011 12:17:58
- Geo grayline. gif BB 23/06/2011 121755
B Green b logo gt | 371KB 23/06/2011 12:17:59
- Purple logo_placeholder.gif 968 B 23/06/201112:17:59
-- Red ___OrangeExplorer.aif 102KB 23/06/2011 121759
£ SPE OrangeProgress af 1588 23/06/2011 12:17:55
Images OrangeProgress_placeholder gif 816EB 23/06/201112:17:58
v poweredby gif 325 KE 2370672011 121758
poweredby_placeholder gif 855 B Z3/06/2011 121755

File name  logo gif

/L Download | [ Upload | [  Cpen Cancel

e Press Downmwnload the files to your machine.
e Edit the files as required and then press Upload to select the edited files.

Please see next page for all the elements that can be configured from within the css file.
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Below a list of all elements that can be configured from within the css file.

Contentsltem

sectionsContentsBod
y

ContentsTitle
SectionTitle
MainView
DashBoard
Toolbar
ToolbarButtonCell
ToolBarButton
ImgLogo
PoweredByLogo
Hseparator
Separator
DashboardSeparator
ProgressBar

ProgressBarContaine
r

DialogBody
CTIPanelTitleCell
CTIPanelTitleLabel
modalBackground
modalPopup
standardButton
DialogStyle
DialogText
DialogHeader

© Copyright Noetica Limited

waiting For
ExternalValuesModal

Timer
Bar
PercentageBar

SessionTimoutTitle

SessionTimeoutContents

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_error

standardLabel
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REPORTING METRICS IN SYNTHESYS™

Introduction

Reporting metrics in Synthesys™ allow contact centre administrators to group Scripted App
outcomes such as Decision Maker Contact (DMC), Sales and Enquiries, to simplify running
reports and to assist with dialler performance.

Reporting metrics are defined in the Synthesys™ Scripted Interaction Studio, using either
the Metrics section or the Conclusion wizard. Both display the same grid with pre-defined
metric names. Scripted App administrators can assign a value to one or more of these
metric names, as required.

The specified metrics are written to the Phoenix_Metrics table at run time, when agents
pass through the Metrics section, or on finishing a call.

Using the Phoenix_Metrics table, together with the Phoenix_Metrics_Definition and
Phoenix_Statistics table, users can run call-centre wide reports on defined outcomes across
campaigns (e.g., number of calls, number of DMC contacts, number of sales and value of
sales), without having to look at Scripted App specific tables.
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Assigning Values in the Metrics Section

To add a metrics section to your Scripted App

o Select the "% Metrics Section . £rom the Scripted App Blocks column of the Toolbox.
o Enter a name for the metrics section in the Block Name page of the wizard.

e Inthe Metric Variables page, you can set one or more of the metric values, as
required, selecting the relevant option from the drop-down menu, or using a
calculation (ensuring data type match).

I . e
Block Wizard
Block Name “dsréchmi\f“aﬁbles values “
L ad

2|

El Misc
Call Outcome <% Synthesys.Property. BRMetricsWF Status. Co
T =
Secondary Success (no change)
Secondary Value 0.0
Success (no change)
Success Value (no change)

[ <Back | MNea> |[ Fmsh ][ Cancel

The available reporting metrics are as follows:

Option Data Type Description

Call Outcome String The Call Outcome Metric can be used to standardize the
outcome of a Scripted App across multiple campaigns.
I.e., in all campaigns mark the outcome to Sale, if a sale
has been made, as you can then total up the Sales for
an Agent in the database, irrespective of the campaign
the call was made in.

DMC Boolean True/ False. To specify if agents spoke to DMC
(Decision Maker Contact).

Secondary Success Boolean True/ False. Call was successful by some secondary
measure (for example upsell made).

Secondary Value Numeric Numeric. Value of sale, for example.

Success Boolean True/ False. Call was successful (for example sale
made, brochure requested, appointment made).

Success Value Numeric Numeric. Value of upsell for example.
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Assigning Values in the Conclusion Wizard

Metrics can also be defined in the conclusion flags, setting metric values in the Conclusion
Metrics page of the conclusion wizard.

o Select the ¥ Conclusion jcon from the Scripted App Blocks column of the Toolbox.
o Enter a name for the conclusion in the Conclusion Name and Result page of the
wizard.

¢ Inthe Conclusion Metrics page, set one or more of the metric values, as required,
selecting the relevant option from the drop-down menu, or using a calculation
(ensuring data type match)

F w — ; N
Conclusion Wizard AR "
Conclusion Name and Conclusion Metrics “
Result Assign metrics varables at the conclusion.
b
Sign-off Text
¢HE

Conclusion E Misc
Metrics Call Qutcome <% Synthesys.Property. BRMetrics\WF . Sale.Sales

DMC True

Secondary Success (no change)

Secondary Value 0.0

Success True

Success Value (no change)

< Back ted- | [ Fmsn ][ cancel |

Once the call has been concluded at run time in the Synthesys™ Portal, the results are
written to the Phoenix_Metrics table containing the sequence ID, the Metric ID, and the
value assigned.

This enables users to report on DMC, Sales, Sales value etc. in a standard manner across
campaigns, from a central location that stores the metrics assigned.
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PUBLISHING SCRIPTED APPS

Before you can test your Scripted App in the Web browser, you must publish the Scripted
App.

To publish a Scripted App, you need to be connected to the server and you
must have the Scripted App checked out.

Enter a reason for publishing the Scripted App and click OK. The entries will be recorded on
the Scripted App Version Control page.

If you wish to continue to edit the Scripted App after publishing it, tick the option ‘Keep
Scripted App Checked Out'.

Publish Scripted App

Please enter the reason for publishing this Scripted App
| Added Ertity Actions]

(] Keep Scripted App Checked Out

Once the Progress bar shows that the publication is 100% complete, click OK.

The Status section shows the name of the scripted App published and the server path.

Scripted App Published at http://TRAININGDOTMET:81/PK5-PatriksHolida...

Progress

I

Status :

Publishing to Server Group: Default Web Server Group ...
Publishing webflow Patrik’s Holiday Webflow
o]

Scripted App Published at hitp:// TRAININGDOTMET :81/PKS-
PatriksHolidayWebflow

If publishing the Scripted App should fail for some reason, a message dialog
will be displayed, providing further information.

When the Scripted App 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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SCRIPTED APP VERSIONS

In the Scripted App Version Control dialog, you can access comments that were entered on
checking in or publishing Scripted Apps and if required, check out an earlier version.

Every time a Scripted App is checked in, the version number will increase by
0.1, i.e. from Version 1 to Version 1.1; 1.2; 1.3 etc.

When publishing a Scripted App, 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

e In the Synthesys™ Interaction Studio, connect to the server, go to File on the menu
bar and select Version Control, then Scripted App Version Control.

¢ In the Scripted App Version Control dialog, select a Scripted App, to display the
associated version details on the right-hand side.

eneral ~ || Version  User Machine Date Reason
ﬁg;@ﬁ:ﬁmo 20 admin 18/07/2019 13:26:31  AutoRelease
Bon 11 jgass 17/01/2018 18:15:26Update
BK TRAINING [0 [igass 17/01/2018 17:33:13 | Test N
[ BRCtyBreak
- BRCtyBreakOutbound
[ DBOupulTest
B JGCtyBreak
[ JGCtyBreakOutbound
[ JTCityBreak
[ JTCityBreakOutbound
[ NJCityBreak
[ NJCiyBreakOutbound

+ -~ TiCiyBreakOutbound

£+ BR Training Demos v

< > < >

e 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 Scripted App to view
Check Out to check out the selected version of the Scripted App to edit

open the scripted app. To open the selected version of the scripted app, go to: File /
Open / Scripted App.

@ Selecting the scripted app version that you wish to view or edit will not automatically
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Checking out a previous Scripted App Version

To check out an earlier version of a currently open Scripted App

¢ Right click on the version that you wish to check out and select the Check Out.
o If the message ‘The Current Scripted App Has Changed. Do you want to Reload?’ is
displayed, click Yes.

Eile Edt View Took Window Help

HRETCLN 28 A= I W i ML= |
Toclbax = WX | /T scrpted App | (] Saroted sop tropertes o
[ Seripted App Blocks
[ Section
2 Deciion Catnatrss | [Gamew ) (Gaweeusme)  Rean | (Resesses
P e p? — =
P Conclusien o9 _ . _9 -4 r

B Global variables Section

49 scripted App Launcher Section
M, Metrics Section

[ Core Actions

Al Veson  User Machine Date Rezsen

= % Genenal
& ABCORDER DEMO

20 sdwn WOIZNS 132631 AdoRekesse werery
@ ™

@ Entiy Input Action . EEE“"E" 11 gas T7/01/2018 181926 Updets snd take copy »
@ Web Senvice lnpur Action -3 BCTRANING 7] etresn —

&) Database Output Action g BRCaybesk & et vesion

- BRACtyBeakOutbound

&4 Email Output Action DBOuuTest 2 checkou

B File Output Action

@ Web Service Output Action
@ Entity Update Action

D Entity History Update Action
B Voice Recording Pause Action
B Voice Recording Resume Action
1) Custom Actions

B Connected To TRANINGDOTNET

The selected version of the Scripted App will open.

If you right click on the version of the checked out Scripted App, you can select:

Check In to check in the scripted app immediately or after
editing
Refresh to refresh the list

Undo Check Out to undo the check-out action

¥ Conclusion o &’ o ’]’
{5 Globs! Varisbles Section
9 Scripted App Launcher Section

%, Metrics Section ‘Wackios | Do
User

£l Cors Adtions § fretentngd 20 sn 19072019 132631 AtoReesse el
@ Entty Input Action . :5 5 11 igess 17/01/2018 18:13.26 _ Updete and take copy o F
@ Web Senvice Input Action £ 8 e = e —
&) Database Output Action BRCtyBresk
e Fosgmdasans Gk

3 Undo Check Out
3 Fie Output Action oCtyBesk
@ Web Senvice Output Action SONEnAbeind
@ Entity Update Action
@ Entity History Update Action g

10 Voice Recording Pause Action
D Voice Recording Resume Action
] Custom Actions

When the Scripted App is checked in again, the version number will increase by 0.1, from
2.3to0 2.4. When publishing the Scripted App, the version number will go up to the next full
number, version 3.0.
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DELETING SCRIPTED APPS

Deleting an existing Scripted App will remove the Scripted App entirely, including all Scripted
App data, all entries for that Scripted App in Teams and all related Scripted App tables.

Scripted Apps are deleted in the Synthesys™ Interaction Studio.

e Go to File/ Remove/ Scripted App or use the Remove a scripted App icon.
¢ Inthe Delete Scripted App dialog, select the Scripted App that you wish to delete.

Edit View Tooks Window Help
»

luu
| 1 gpen

Do you want to delete scripted app BR Deleting WF1'?

PFETFICO0QP P R 3009

A Comnected TOTRAININGDOTNET

e Click Delete to remove the Scripted App, or Cancel, to cancel the action.
e Click OK, to close the Scripted App deleted dialog.

Scripted App deleted

Progress
I -ccr

Status

Deleting Scripted App "Delete test” ~
Directory deleted E:*Program Files“Moetica*Synthesys MET w2 2\ Tenants
“General ' WWebflows P KS-Deletetest

Directory deleted E:“Program Files“Moetica*Synthesys MET w2 2\ Tenants
“General\Source \F K5 \Deletetest
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If there are currently any ACTIVE outbound lists using the Scripted App, a message will
inform you that: ‘This Scripted App cannot be deleted, because the following active lists
are using it’, showing the names of the relevant outbound lists.

If there are any parked/ held/ special rescheduled calls using this Scripted App, you
need to clear these first, before deleting the scripted app.

Please note however, that Scripted Apps with assigned DE-ACTIVATED Outbound
lists CAN BE deleted, and that we do NOT check if this Scripted App is used as the
target of a pop-script or link launcher etc.

If you want to delete the workspace associated with the scripted apps as well, you need
to do this in the Synthesys™ Campaign Manager. Here, you first need to remove any
schedules, call lists and related campaigns, before deleting the workspace.
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