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Notice

While reasonable efforts have been made to ensure that the
information in this document is complete and accurate at the time

of printing, Avaya assumes no liability for any errors. Avaya reserves
the right to make changes and corrections to the information in this
document without the obligation to notify any person or organization
of such changes.

Documentation disclaimer

“Documentation” means information published in varying media
which may include product information, subscription or service
descriptions, operating instructions and performance specifications
that are generally made available to users of products.
Documentation does not include marketing materials. Avaya shall
not be responsible for any modifications, additions, or deletions

to the original published version of Documentation unless such
modifications, additions, or deletions were performed by or on the
express behalf of Avaya. End user agrees to indemnify and hold
harmless Avaya, Avaya's agents, servants and employees against
all claims, lawsuits, demands and judgments arising out of, or in
connection with, subsequent modifications, additions or deletions to
this documentation, to the extent made by End user.

Link disclaimer

Avaya is not responsible for the contents or reliability of any linked
websites referenced within this site or Documentation provided by
Avaya. Avaya is not responsible for the accuracy of any information,
statement or content provided on these sites and does not
necessarily endorse the products, services, or information described
or offered within them. Avaya does not guarantee that these links will
work all the time and has no control over the availability of the linked
pages.

Warranty

Avaya provides a limited warranty on Avaya hardware and software.
Please refer to your agreement with Avaya to establish the terms of
the limited warranty. In addition, Avaya’s standard warranty language
as well as information regarding support for this product while under
warranty is available to Avaya customers and other parties through
the Avaya Support website: https://support.avaya.com/helpcenter/
getGenericDetails?detailld=C20091120112456651010 under the link
“Warranty & Product Lifecycle” or such successor site as designated
by Avaya. Please note that if the product(s) was purchased from an
authorized Avaya channel partner outside of the United States and
Canada, the warranty is provided by said Avaya Channel Partner and
not by Avaya.

“Hosted Service” means an Avaya hosted service subscription that
You acquire from either Avaya or an authorized Avaya Channel
Partner (as applicable) and which is described further in Hosted SAS
or other service description documentation regarding the applicable
hosted service. If You purchase a Hosted Service subscription,

the foregoing limited warranty may not apply but You may be

entitled to support services in connection with the Hosted Service

as described further in your service description documents for the
applicable Hosted Service. Contact Avaya or Avaya Channel Partner
(as applicable) for more information.

Hosted Service

THE FOLLOWING APPLIES ONLY IF YOU PURCHASE AN

AVAYA HOSTED SERVICE SUBSCRIPTION FROM AVAYA OR

AN AVAYA CHANNEL PARTNER (AS APPLICABLE), THE TERMS
OF USE FOR HOSTED SERVICES ARE AVAILABLE ON THE
AVAYA WEBSITE, HTTPS://SUPPORT.AVAYA.COM/LICENSEINFO
UNDER THE LINK “Avaya Terms of Use for Hosted Services”

OR SUCH SUCCESSOR SITE AS DESIGNATED BY AVAYA, AND
ARE APPLICABLE TO ANYONE WHO ACCESSES OR USES THE
HOSTED SERVICE. BY ACCESSING OR USING THE HOSTED
SERVICE, OR AUTHORIZING OTHERS TO DO SO, YOU, ON
BEHALF OF YOURSELF AND THE ENTITY FOR WHOM YOU ARE
DOING SO (HEREINAFTER REFERRED TO INTERCHANGEABLY
AS “YOU” AND “END USER”), AGREE TO THE TERMS OF USE.
IF YOU ARE ACCEPTING THE TERMS OF USE ON BEHALF A
COMPANY OR OTHER LEGAL ENTITY, YOU REPRESENT THAT
YOU HAVE THE AUTHORITY TO BIND SUCH ENTITY TO THESE

TERMS OF USE. IF YOU DO NOT HAVE SUCH AUTHORITY,

OR IF YOU DO NOT WISH TO ACCEPT THESE TERMS OF

USE, YOU MUST NOT ACCESS OR USE THE HOSTED SERVICE
OR AUTHORIZE ANYONE TO ACCESS OR USE THE HOSTED
SERVICE.

Licenses

The Global Software License Terms (“Software License Terms”)

are available on the following website https://www.avaya.com/en/
legal-license-terms/ or any successor site as designated by Avaya.
These Software License Terms are applicable to anyone who
installs, downloads, and/or uses Software and/or Documentation. By
installing, downloading or using the Software, or authorizing others to
do so, the end user agrees that the Software License Terms create
a binding contract between them and Avaya. In case the end user is
accepting these Software License Terms on behalf of a company or
other legal entity, the end user represents that it has the authority to
bind such entity to these Software License Terms.

Copyright

Except where expressly stated otherwise, no use should be made
of materials on this site, the Documentation, Software, Hosted
Service, or hardware provided by Avaya. All content on this site, the
documentation, Hosted Service, and the product provided by Avaya
including the selection, arrangement and design of the content is
owned either by Avaya or its licensors and is protected by copyright
and other intellectual property laws including the sui generis rights
relating to the protection of databases. You may not modify, copy,
reproduce, republish, upload, post, transmit or distribute in any way
any content, in whole or in part, including any code and software
unless expressly authorized by Avaya. Unauthorized reproduction,
transmission, dissemination, storage, or use without the express
written consent of Avaya can be a criminal, as well as a civil offense
under the applicable law.

Virtualization

The following applies if the product is deployed on a virtual machine.
Each product has its own ordering code and license types. Unless
otherwise stated, each Instance of a product must be separately
licensed and ordered. For example, if the end user customer or
Avaya Channel Partner would like to install two Instances of the
same type of products, then two products of that type must be
ordered.

Third Party Components

The following applies only if the H.264 (AVC) codec is distributed
with the product. THIS PRODUCT IS LICENSED UNDER THE AVC
PATENT PORTFOLIO LICENSE FOR THE PERSONAL USE OF A
CONSUMER OR OTHER USES IN WHICH IT DOES NOT RECEIVE
REMUNERATION TO (i) ENCODE VIDEO IN COMPLIANCE WITH
THE AVC STANDARD (“AVC VIDEO”) AND/OR (ii) DECODE AVC
VIDEO THAT WAS ENCODED BY A CONSUMER ENGAGED IN A
PERSONAL ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO
PROVIDER LICENSED TO PROVIDE AVC VIDEO. NO LICENSE

IS GRANTED OR SHALL BE IMPLIED FOR ANY OTHER USE.
ADDITIONAL INFORMATION MAY BE OBTAINED FROM MPEG LA,
L.L.C. SEE HTTP://WWW.MPEGLA.COM.

Service Provider

WITH RESPECT TO CODECS, IF THE AVAYA CHANNEL
PARTNER IS HOSTING ANY PRODUCTS THAT USE OR

EMBED THE H.264 CODEC OR H.265 CODEC, THE AVAYA
CHANNEL PARTNER ACKNOWLEDGES AND AGREES THE
AVAYA CHANNEL PARTNER IS RESPONSIBLE FOR ANY AND
ALL RELATED FEES AND/OR ROYALTIES. THE H.264 (AVC)
CODEC IS LICENSED UNDER THE AVC PATENT PORTFOLIO
LICENSE FOR THE PERSONAL USE OF A CONSUMER

OR OTHER USES IN WHICH IT DOES NOT RECEIVE
REMUNERATION TO: (i) ENCODE VIDEO IN COMPLIANCE WITH
THE AVC STANDARD (“AVC VIDEO”) AND/OR (ii) DECODE AVC
VIDEO THAT WAS ENCODED BY A CONSUMER ENGAGED IN A
PERSONAL ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO
PROVIDER LICENSED TO PROVIDE AVC VIDEO. NO LICENSE

IS GRANTED OR SHALL BE IMPLIED FOR ANY OTHER USE.
ADDITIONAL INFORMATION FOR H.264 (AVC) ANDH 3 (HEVC)
CODECS MAY BE OBTAINED FROM MPEG LA, L.L.C. SEE HTTP://
WWW.MPEGLA.COM.
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Compliance with Laws

You acknowledge and agree that it is Your responsibility to comply
with any applicable laws and regulations, including, but not limited
to laws and regulations related to call recording, data privacy,
intellectual property, trade secret, fraud, and music performance
rights, in the country or territory where the Avaya product is used.

Preventing Toll Fraud

“Toll Fraud” is the unauthorized use of your telecommunications
system by an unauthorized party (for example, a person who is not a
corporate employee, agent, subcontractor, or is not working on your
company's behalf). Be aware that there can be a risk of Toll Fraud
associated with your system and that, if Toll Fraud occurs, it can
result in substantial additional charges for your telecommunications
services.

Avaya Toll Fraud intervention

If You suspect that You are being victimized by Toll Fraud and You
need technical assistance or support, please contact your Avaya
Sales Representative.

Security Vulnerabilities

Information about Avaya’s security support policies can be
found in the Security Policies and Support section of https://
support.avaya.com/security.

Suspected Avaya product security vulnerabilities are handled
per the Avaya Product Security Support Flow (https://
support.avaya.com/css/P8/documents/100161515).

Trademarks

The trademarks, logos and service marks (“Marks”) displayed in this
site, the Documentation, Hosted Service(s), and product(s) provided
by Avaya are the registered or unregistered Marks of Avaya, its
affiliates, its licensors, its suppliers, or other third parties. Users

are not permitted to use such Marks without prior written consent
from Avaya or such third party which may own the Mark. Nothing
contained in this site, the Documentation, Hosted Service(s) and
product(s) should be construed as granting, by implication, estoppel,
or otherwise, any license or right in and to the Marks without the
express written permission of Avaya or the applicable third party.

Avaya is a registered trademark of Avaya LLC.
All non-Avaya trademarks are the property of their respective owners.

Linux® is the registered trademark of Linus Torvalds in the U.S. and
other countries.

Downloading Documentation

For the most current versions of Documentation, see the Avaya
Support website: https://support.avaya.com, or such successor site
as designated by Avaya.

Contact Avaya Support

See the Avaya Support website: https://support.avaya.com for
Product or Cloud Service notices and articles, or to report a

problem with your Avaya Product or Cloud Service. For a list of
support telephone numbers and contact addresses, go to the Avaya
Support website: https://support.avaya.com (or such successor site
as designated by Avaya), scroll to the bottom of the page, and select
Contact Avaya Support.
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Chapter 1: Introduction

Purpose

This document describes administrative procedures that you must perform to manage workflows

using Orchestration.

This document is intended for developers, account administrators, and business analysts.

Change history

Issue Date Summary of changes

45 January 22, 2025 Minor consistency updates throughout the document.

44 August 30, 2024 Added information about BYOBot SIP integration at:
+ BYOBot SIP virtual agent on page 134
+ Configuring basic settings for a BYOBot SIP virtual agent on

page 134

+ Configuring BYOBot SIP virtual agent details on page 135
+ Adding a BYOBot SIP virtual agent to a workflow on page 138
Added information about the new Get Queue Metrics task at Get
Queue Metrics on page 23.

43 July 26, 2024 Added support for the default event, OneCloud -
OUTBOUND_ENGAGEMENT_ESTABLISHED, for single step
transfer at Events on page 77.
Clarified Orchestration user role from "Expert" to "Administrator”
throughout.
Updated diagrams for greater legibility at Immediate Callback -
Customer First overview on page 141.
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Chapter 2: Overview

Application Center overview

Application Center is a management interface that provides a single administration experience
across the solution. The core administration services of Avaya Experience Platform™ Public Cloud
are available to configure in Application Center.

n Application Center

Welcome admin admin,

» @

January 2025

You have access to the following applications
Administration Audit Trail Historical Reporting
End-to-end configuration of your Date and time-stamped records of View and analyze contact center data
entire contact center events that involve user actions through historical interaction

dashboards and dossiers

b s
Orchestration Proactive Outreach - Preview Dialing Social Connections
Configure and manage your Configure and manage Proactive Social Connections
workflows to run your contact center Outreach - Preview Dialing
Workstream Automation 5
Create flows for automation,
treatment and survey scenarios (<]

Figure 1: Application Center dashboard

You can use Application Center to manage your contact center. The Application Center dashboard
has links to the Application Center Administration, Avaya Workspaces, Audit Trail, Orchestration,
Automation, and Analytics for Avaya Experience Platform™ Public Cloud applications and
interfaces, providing a consistent user experience across the solution. Application Center
Administration provides a navigation menu to configure different aspects of the contact center.

Application Center has a persona-based login, and configuration is done at the system and
account level. Avaya handles system level configuration. When you initially log in to configure your
contact center, you log in as an account administrator. Account administrators manage entities
that are specific to their account. Some initial default configuration exists in Application Center
Administration after you first log in with the account administrator credentials Avaya provides. For
example, the channels you purchased are enabled, and connectors are configured. Application
Center Administration supports a range of other roles, such as supervisors and reporting users.
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Workflows overview for Avaya Experience Platform™ Public Cloud

Application Center is based on industry standards and conforms with Section 508 standards.

Related links
Getting Started with Administration Center
Application Center (Administration, Orchestration and Automation)
Launching Verint Workforce Engagement
Using Audit Trail
Administering Avaya Social Connections

Workflows overview for Avaya Experience Platform™
Public Cloud

A workflow is a sequence of tasks arranged in a specific order to meet the needs of your
customers. An event triggers a workflow. An incoming contact center interaction is an example

of an event. When an event occurs, predefined business rules come into effect. These rules use
attributes or customer identification information collected from the customer to send the interaction
to the required workflow.

You can create workflows and manage them in Orchestration which includes the following
interfaces:

 Designer: Use Designer to create and edit your workflow.

* Orchestration Manager: Use Orchestration Manager to manage your workflows. For
example, to deploy or undeploy workflows and to configure business rules.

Some workflow tasks require additional automation to collect customer identification information or
attributes, determine the queue, and give wait treatment to the customers. For this purpose, you
need to create automation flows in Automation and assign them to appropriate workflow tasks in
Orchestration. Automation is the interface that you can use to create, edit, deploy, and undeploy
these automation flows.

Orchestration and Automation are available in the Application Center dashboard.

Related links
Workflow task overview
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Chapter 3: Getting started

Accessing Orchestration
About this task

Use Orchestration when you need to make changes to your Avaya Experience Platform™ Public
Cloud workflows. When you log in to Application Center for the first time, you must change your
password.

Before you begin

You must ensure that you have permissions to access Orchestration before you log in. Account
Administrators have permission to access Orchestration.

Procedure
1. In the address bar of the browser, enter the Application Center URL.
In the Username field, enter your username.
Click Next.
In the Password field, enter your password.
Click Sign In.

Click Orchestration.

2

The Orchestration user interface displays.

Related links
Application Center overview on page 10
Getting started with Orchestration

Designer interface description

Orchestration includes two primary interfaces: the Designer interface and the Orchestration
Manager interface. Use the Designer interface to create and edit the workflow. This section mainly
describes the Designer interface.

The Designer interface has the following four sections:

1. Menu bar
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2. Palette

3. Canvas

Designer interface description

4. Properties pane

Designer

Open  New,

Contact Center 2V
Business Hours

(I8 journey store

Connect Agent

Agent Connected

8 < 0

Journey Retrieve

Start Automation

Redirect To External

a & &£

Give Treatment

:Bg

Consult

Disconnect

@ G

Business Strategy

&

Add Virtual Agent

General >

- 83% +

untitled (edited) I 83% 7 = *. Deploy
Give Treatment v7.0 ‘ ancel |m
Labe 4
-
5 AutoReply
Add short description
4 2 Autorerty |
(C3 Send email auto response if configured
s »d ./ AgentConnecte —
I g e
b J b J =
b Y
3 L {
@ - Properties v
Treatment flow
OneCloud Auto Reply
Language en-us v
Exit Treatment
o Timeou t 30 Sec v
p >4 Q@ Disconnectont: ~
Errorand) — s
& | : @ Repeated Trestment
r - J
Error Handler <

Menu bar

Buttons and icons display in a menu bar along the top of the interface. Place your cursor over any
button or icon to see a brief description of its purpose.

Button/lcon Description
Open Click to open an existing draft or deployed workflow.
New... Click to create a new workflow, create a workflow from a template, or import an

existing workflow.

<workflow_name>

Click the name of the workflow to choose from options such as saving and exporting.

" Task alignment options — select a group of nodes on the canvas. Click this icon to
change the alignment of the selected nodes.
1009 Zoom — use this to zoom in and out or show and hide the layout grid on the canvas.
©) Click to contact Avaya Support, access the link to the Documentation Center, or to
learn the version of Orchestration.
Preview Click to display a preview of the workflow in a separate window. From this window,
you can select to print the workflow without the user interface surround.
Deploy Click to deploy the workflow from the Designer interface.
Palette

The palette lists the tasks that you can drag and drop onto the canvas as part of a workflow. Tasks
with common functions, such as contact center or general tasks, are divided into separate drawers
that can be collapsed or expanded. The palette is collapsible.
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Getting started

Canvas

The canvas is the section of the interface where the workflow displays as you build it. Drag tasks
from the palette onto the canvas to create the workflow. When dragging tasks across the canvas,
guidelines appear to aid alignment. When you drag a node onto the canvas, it automatically snaps
to the closest grid location.

The bottom corner of the canvas displays the validation area with the errors that you must fix to
deploy the workflow.

Properties pane

Orchestration displays the properties pane next to the canvas when you double-click a task on the
canvas. It displays the configurable task properties.

Related links
Getting started with Orchestration

Orchestration Manager

The Orchestration Manager interface is where you manage your workflows. Orchestration
Manager includes a number of tabs where you can deploy and undeploy workflows, configure
routing rules, manage interaction instances, configure global variables, and assign rules to
workflows.

Use the following tabs in Orchestration Manager:
» Workflows
» Workflow Drafts
* Instances
» Event Catalog
* Variables
* Routing
Workflows

The version number, description, and deployment status of each workflow, including the date the
workflow was deployed. From this tab, you can undeploy any selected workflow.

January 2025 Configuring Workflows for Avaya Experience Platform™ Public Cloud 15

Comments on this document?



https://documentation.avaya.com/bundle/AvayaExperiencePlatformOrchestrationVideos/page/Getting_started_with_Orchestration.html
https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=ConfiguringWorkflowsforAvayaExperiencePlatform%E2%84%A2%E2%80%8EPublicCloud&p3=56

Orchestration Manager

n Orchestration Q ev

%l Designer Orchestration Mana... x
— . Workflows Workflows Drafts Instances Event Catalog Variables Routing
:= Orchestration Mana... —_—
40 Undeploy Workflow Q [ -
O Workflow Name Version Description Deployed On |, Status
O OneCloud Chat 194 11112023, 937:48  [peagonl |
AM
O OneCloud Email 201 111112023, 93747 [peagonly |
AM )
O OneCloud Voice 7 111112023, 937:46  eagony |
AM
0 OneCloud Callback Delivery Customer First 7 ;1\;1/2023' 9:37:46 [ Read only |
u] OneCloud Messaging 289 ;1\;1/2023’ 9:37:46 | Read only |
O OneCloud Emergency notification 23 ;1\;1/2023’ 9:37:45 | Read only |
N O OneCloud Proactive Outreach Acquire 7 111112023, 937:45  [peagonly |

AM

Figure 2: Orchestration manager Workflows tab

Workflow Drafts
The names of the draft workflows and the file path to their location. You can:

* Deploy a selected draft workflow. When you deploy a workflow, it becomes available for use
by the contact center.

» Delete a selected workflow draft.
Instances

A list of all workflow instances, both completed and in progress. Select any instance in the list, and
do one of the following:

* View instance: Monitor active workflows or review completed workflows. The viewer can
show you the task the workflow is currently at, or if the workflow is complete you can select
and review the output results of each task.

» Terminate: Terminates an active workflow instance.
Event Catalog

The version number and schema name of the default events in the workflow. You can only view
events in Orchestration Manager.

A Caution:

Do not create, edit, or delete events in the Event Catalog. If you create or edit an event,
it does not become active in the workflow. Deleting an event is permanent and you cannot
restore it.

Variables

A list of global variables. You can create, view, edit, and delete global variables in Orchestration
Manager. If you edit a global variable, the change applies to all workflows where the variable is in
use.
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Getting started

Routing

A list of administered routing rules. You can:
* Create a new rule.
» Edit a selected existing rule.
* Delete a selected existing rule.

* Enable a selected rule. By default, Orchestration Manager enables rules after you create
them.

« Disable a selected rule.

Related links
Getting started with Orchestration
Managing workflows
Using Workflow Instance Viewer
Managing routing rules

Automation flows

Automation is the interface where you can create and manage assisted flows for Orchestration.
Automation supports the following assisted flows:

* Virtual agents
 Self-service flows
* Flows

Flows and self-service flows have the same functionality. A self-service flow is a new way

to present the functionality of the flows. A self-service flow is a set of tasks that Automation
visualizes on the canvas. The creation process is similar to building a workflow in Orchestration.
You can create versions of self-service flows.

The following table shows Automation flows with respective tasks in Orchestration and describes
their functionality:

Automation flows Task in Orchestration Function

Virtual agents Add Virtual Agent * Collecting attributes
* Collecting customer identification information

+ ldentifying a destination queue for agent
matching

Self-service flows Start Automation * Collecting attributes
* Collecting customer identification information

» Identifying a destination queue for agent
matching

Table continues...
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Accessing Automation

Automation flows Task in Orchestration

Function

Give Treatment

Wait treatment

Flows Start Automation

* Collecting attributes
* Collecting customer identification information

+ Identifying a destination queue for agent
matching

Give Treatment

Wait treatment

Related links
Getting Started with Automation

Accessing Automation
About this task

Use Automation only when you create flows for the Start Automation, Give Treatment, and Add
Virtual Agent tasks in Orchestration. When you log in to Application Center for the first time, you

must change your password.
Before you begin

Ensure that you have permission to access Automation before you log in.

Procedure

1. In the address bar of the web browser, enter the URL provided by an account

administrator.

In the Username field, enter your username.
Click Next.

In the Password field, enter your password.
Click Sign In.

Click Workstream Automation.

2L T

The browser opens the Automation dashboard.

Related links
Application Center overview on page 10

User roles
Use the following table to understand the Orchestration defined user privileges for managing
workflows:
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Getting started

Role: Business Analyst Role: Administrator
You can In Orchestration Manager: In Orchestration Manager: All the
« Create, modify, import, or export tasks that an analyst can do.
workflow drafts
» Deploy or undeploy non read-
only workflows and associate
rules with them
» Create, modify, or remove non
read-only routing rules
» Create, modify, or remove non
read-only events in the event
catalog
» Create, modify, or remove non
read-only global variables
In Designer: In Designer:
» Save workflow » Save workflow
» Export or import workflow » Export or import workflow
 Duplicate workflows * Duplicate workflows
» Read-only access to properties |+ Read and write access to
of administrator tasks properties of administrator tasks
» Read-only access to advanced |+ Read and write access to
properties of tasks advanced properties of tasks
» Modify properties of non- » Add or remove administrator
administrator tasks tasks for all workflows
» Add or remove non- » Modify properties of all tasks
administrator tasks for
. * Add or remove edges between
independent workflow
all tasks for all workflows
» Add or remove edges between .
. » Create, modify, or remove
non-administrator tasks for . . .
. interrupting events in all
independent workflows
workflows
» Create, modify, or remove
interrupting events in
independent workflows
Related links
Orchestration tasks and properties on page 21
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Chapter 4: Orchestration workflows

Orchestration workflows

In Orchestration, you can use a default workflow, create a new workflow, or import a workflow.
Default workflows

Default workflows are preconfigured to start routing interactions. Default workflows are read-only
and you can open a default workflow to view it. You can use a default workflow as a template for a
new custom workflow by opening the default and saving with a new name. Orchestration discards
edits to a default workflow unless you save the changes as a new workflow.

New workflows

For a new workflow, create a sequence of tasks and configure the task properties according to
your needs. When you complete and save the workflow, Orchestration saves it as a draft workflow.
If you need to introduce changes into the workflow, you can edit the workflow. Deploy the workflow
when it is ready for use in the contact center.

Imported workflows

You can import a workflow as a JSON file. When you import a workflow, Orchestration saves it as
a draft workflow. If you need to introduce changes into the workflow, you can edit the workflow.
Deploy the workflow when it is ready for use in the contact center.
Related links
Workflow task overview
Managing workflows
Using default workflows
Validating, deploying, and undeploying workflows
Using Workflow Instance Viewer

Default workflows
Orchestration provides the following default workflows:
* OneCloud Chat
* OneCloud Email
* OneCloud Messaging
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Orchestration workflows

* OneCloud Voice

» OneCloud Emergency notification

» OneCloud Proactive Outreach Acquire
» OneCloud Voice Callback Delivery

The list of available default workflows depends on the features that system administrator
configures for your account in Application Center Administration.

Your account also has default Automation flows for use with voice, messaging, email, and chat
interactions. You can use these workflows immediately. The workflows require no additional
configurations to start routing interactions. For more information about the basic configuration
required to route test interactions, see:

« Avaya Experience Platform™ Public Cloud basic configuration for messaging

« Avaya Experience Platform™ Public Cloud basic configuration for chat

 Avaya Experience Platform™ Public Cloud basic configuration for email

« Avaya Experience Platform™ Public Cloud basic configuration for voice

© Note:

For information on Avaya Experience Platform™ Public Cloud basic configuration for Proactive
Outreach, contact Avaya Support.

Default messaging, chat, and voice workflows

The default workflows for voice, messaging, and chat are similar, and you can use these
workflows as a starting point to design your own workflows. The following is an overview of how
the default voice, messaging, and chat workflows operate.

After these workflows initially trigger at the Start Task, the Start Automation task initiates

the default Automation flow which allows you to collect customer identification data, required
attributes, and routing data. If the customer chooses to connect with an agent after receiving
automated treatment, the Connect Agent task starts. The Connect Agent task includes two tasks
that trigger when no agents are immediately available: a Business Strategy task with a sample
customer wait time rule and a Give Treatment task that initiates the default Automation flow which
provides wait treatment to customers while they are waiting for an available agent. When an agent
accepts the interaction, the default workflow moves on to the Agent Connected task. The agent
can transfer the customer, initiate a consultation call, or end the interaction. For Voice interactions,
the Consult task provides wait treatment for the agent initiating a consultation. The Disconnect
task disconnects the customer from the interaction when the interaction is over, or an error occurs.

Default email workflow

The default email workflow is basic and allows you to quickly start routing email interactions to
agents when your basic configuration is in place. You can configure an automatic response that
Orchestration sends whenever your email account receives an email.

Default workflow for emergency calls

OneCloud Emergency natification is a read-only default workflow that OneCloud -
EMERGENCY_CALL_INITIATED event triggers when an agent performs an emergency call
from the contact center. Apart from the Start Task and the End task, the workflow contains a
SendEmergencyEmail task. The task is responsible for sending an email notification to the email
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Orchestration tasks and properties

addresses that a tenant administrator specifies in Application Center Administration. The task is
available only in the workflow. The palette does not include the task.

Default workflow for outbound calls with Proactive Outreach

After starting the interaction with the Start Task, Orchestration connects the customer with a
suitable agent using an Agent Connected task. The agent can transfer the call to an external
endpoint. In this case, the Connect Agent task ends with the Redirect To External output. The
Disconnect task disconnects the customer from the interaction when the transfer is over, or an
error occurs.

Workflows for Immediate Callback - Customer First

Immediate Callback - Customer First (IC-CF) requires two workflows, one for the callback offer
and one for the callback delivery phase.

Callback offer:

There is no default workflow available in Orchestration for the callback offer. You can create
a copy and modify the OneCloud Voice default workflow to provide the callback offer to the
customer. Design the callback offer workflow for your desired customer experience.

To facilitate a callback offer in a workflow, do the following:
» Add a Start Automation task before the Connect Agent task.

« Connect the Start Automation task to the OneCloud Callback Offer Self Service flow from
Automation.

» Use the variables from the self-service flow in the Properties of the Start Automation task.
Callback delivery:

OneCloud Voice Callback Delivery is the default workflow for the callback delivery. The workflow
automatically connects to the default OneCloud Confirm Callback Self Service flow in Automation.
Automation initiates the callback request. You can save the modified default workflow with a new
name to update the new version.

This task is available to only Administrator users.

Related links
Default self-service flows on page 85
Using default workflows

Orchestration tasks and properties

You can use different combinations of tasks in the workflow to customize the routing experience in
the contact center.

Role-based access

Access to Orchestration tasks or sections in some tasks depends on your user role. Analysts
cannot add or edit Administrators tasks or sections. For Analysts, Administrator tasks or sections
in the existing workflow are greyed out and marked with a lock sign. However, Analysts can view
the settings of these tasks or sections.
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Orchestration workflows

In the following table, the tasks are divided into two groups depending on their availability to

different user roles:

Analyst and Administrator

Administrator only

Start Task

Assignment

Business Hours

Azure Functions

Start Automation

Conditions

Add Virtual Agent

Journey Retrieve

Connect Agent

Journey Store

Give Treatment

REST API

Business Strategy

Agent Connected

Consult

Redirect To External

Disconnect

Error Handler

End

Task version indicators

Avaya provides a visual indication in Designer for the task versions in the workflow. The following
table describes the visual version indicators supported in Orchestration workflows:

Visual indicator Task type

Description

© Out-of-date task One or two versions older than the latest released version.
Orchestration supports out-of-date tasks. You can deploy a
workflow with an out-of-date task.

() Obsolete task Three or more versions older than the latest released version.

Orchestration does not support obsolete tasks. You cannot
deploy a workflow with an obsolete task.

If a deployed workflow has out-of-date or obsolete tasks, it continues to work as designed.
Obsolete and out-of-date tasks do not have the latest improvements and additional features
available in the latest task versions. When you update a workflow, replace obsolete tasks with the
tasks from the palette to deploy the workflow. The palette in Designer contains the latest versions

of tasks.

Orchestration shows the version of the task in the workflow in the Properties pane.

Workflow status

In Orchestration Manager, you can check the status of your workflows. The workflow status can

be the following:

 Latest: All the tasks in the workflow are of the latest version.

» Out-of-Date: At least one of the tasks in the workflow is out-of-date.

* Obsolete: At least one of the tasks in the workflow is obsolete.
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Orchestration tasks and properties

* Read-Only: A default workflow. Default workflows contain the latest versions of the tasks.

Related links
Designer interface description on page 12
Workflow task overview

Get Queue Metrics

You can use the Get Queue Metrics task to retrieve the metrics for a specific queue, channel,
attributes, and priority. The Get Queue Metrics task creates a snapshot of queue metrics based on
the current queue and attributes, and stores these metrics as task result variables in the workflow
cache for use in conditional or assignment expressions.

The Get Queue Metrics task contains two default, read-only outputs:
» Success: The task retrieves all the metrics successfully.
» Error: The task did not retrieve all the metrics within 10 seconds.

You can use the Get Queue Metrics task to create additional outputs with conditions using metrics
values. When you create new outputs, Orchestration adds the outputs above the default ones. You
can rearrange the output order as required.

When you create multiple output conditions, if you enter an invalid expression in the conditional
logic of any output condition, Orchestration skips that output condition and evaluates the next one
in the list.

You can also assign variables to the Get Queue Metrics task. The task stores the metrics in the
success result variables of the current task at the following path:

Current Task > success > metrics

The Get Queue Metrics task also stores the metrics in result variables, and hence, the metrics are
available in the expressions of the next task in the workflow.

Result Variables > <Task Name> > success > metrics

You can use the Result Mapping section of the Get Queue Metrics task to assign existing cache
variables, create new cache variables, or change the properties of the next task.

Example

You can use the Get Queue Metrics task to check whether an agent is currently available to
connect an incoming call to the agent. The Agent Ready Count metric in the Get Queue Metrics
task determines whether an agent is available.

If the Agent Ready Count value is greater than zero, indicating that agents are available, the
workflow proceeds to the Connect Agent task, successfully connecting the most suitable agent to
the interaction.

If no agents are available, the workflow proceeds to Start Automation.
Supported metrics
The Get Queue Metrics supports the following metrics:

» Agent Staffed Count

» Agent Ready Count
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» Agent Busy Count

» Waiting Engagement Count

* Processing Engagement Count

» Oldest Engagement Waiting

* Rolling Average Speed of Answer (ASA)
* Queue Occupancy

» Expected Wait Time

For additional information about these metrics, see Measures under the QueueByChannel
producer.

Start Task

The Start Task is the initial task in your workflow. This task specifies the event type that triggers
the workflow. With a Start Task, an Administrator user can customize engagement parameters of
the workflow.

Properties
Properties Description
Event Family Select OneCloud.
Event Type Select ENGAGEMENT_PREROUTED.
Event Version Select the latest version.
Add Filter Select a filter from the Default filters field and type the filter in the text
box. For example, if you select the channelld filter, type Voice, Chat,
Email, or Messaging in the text box.
Customize engagement Add variables to customize engagement parameters.
parameters Customizing of engagement parameters is available to Administrator
users.
Related links

Configuring a StartTask on page 58

Customization of engagement parameters

The engagement parameters are the key-value pairs containing contextual data related to an
interaction. For example, a calling line ID (CLID) or a customer type can be engagement
parameters. Orchestration receives the engagement parameters with the Start event.

To get information about the list of engagement parameters that Orchestration receives for the
workflow, you can open a workflow instance in Orchestration Manager and check the incoming
data in the Start Task.

As an Administrator user, you can customize the engagement parameters in the Start Task.

The customized engagement parameters are available in the workflow as cache variables. For
example, you can use the cache variables in the REST API or Azure Functions tasks. The path is
Cache Variables > startEvent > engagementParameters.
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If Avaya Experience Platform™ Public Cloud adds P-intrinsics SIP headers as engagement
parameters for a voice interaction, you can customize them in the Start Task.

Related links
Using the Start Task to customize parameters

Customizing engagement parameters

About this task

As an Administrator user, you can customize a list of engagement parameters to make them
available in the workflow as cache variables. For example, you can customize P-intrinsics SIP
headers as engagement parameters in a voice interaction.

Before you begin

Ensure you have a list of engagement parameters available in the workflow.

Procedure

1.
. Double-click Start Task.

o

In the Designer interface, open a workflow to customize engagement parameters.

2
3. In the Properties pane, in the Event Family list, select One Cloud.
4.
5

. In the Event Version list, select the version.

In the Event Type list, select ENGAGEMENT_PREROUTED.

For example, 1.0.

In the Customize engagement parameters, click Open Editor.

7. To add a new engagement parameter, in the Customize Engagement Parameters window,

click 4= and select Add String.

8. In the new string, type the name of the engagement parameter.
9. Click Save.
10. In the Properties pane, click Save.
Result

Orchestration shows the engagement parameter in the Customize engagement parameters
section.

Business Hours

The Business Hours task checks whether the customer calls within the working hours. You can
configure how the workflow proceeds depending on the timetable check:

« If the contact center is open, you can configure the workflow to connect customers with
agents.

* If the contact center is closed, you can configure the workflow to provide automated
treatment to customers or end the interaction.
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« If the contact center receives an error, you can end the interaction or proceed with the
workflow as it would if Orchestration used no timetable check.

Properties
Properties Description
Timetable Select the timetable that Orchestration uses to check the working hours
of the contact center.
Target tasks
The following table describes the outputs of the task and suggested target tasks for each output:
Output Description Target task
In business hours The timetable check shows that the contact center is in Start
business hours. Automation on
) page 26
You can configure the workflow to connect the customer
to an agent.
Out of business hours The timetable check shows that the contact center is out | Give
of business hours. Treatment on
. . page 31,
You can inform the customer about working hours and :
. . Disconnect on
end the interaction.
page 41
Error The timetable check shows that an error occurred during | Any task

the task execution.

You can manage the interaction with the Error Handler
task or proceed with the workflow as you would if
Orchestration used no timetable check.

Related links
Assigning business hours

Start Automation

The Start Automation task sends control of the interaction to Automation for automated treatments
and data collection. Orchestration sends variable values to the Input Variable property in

Automation.
Properties
Properties Description
Self Service Flow Type the name of the self-service flow to route the interaction. Use the
Type to search field to find the flow.
Language Select the language of the self-service flow.
Table continues...
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Properties

Description

Input Variables

select in the Self Service Flow field.

You can use the following variable types:
* Boolean

* Number

+ String

* Object

* Array

Configure the variables to send the variable values to Automation. The
variables available in Input Variables come from the self-service flow you

As a Business Analyst user, you can type a value in the variable field.

As an Administrator user, you can type a value in the variable field, or
click + and select a variable from the available options.

The data type you select must match with the data type in Automation. If
you select a wrong data type, Orchestration displays an error message.

Output Variables Configure the variables in Automation to send the variable values to
Orchestration. The variables available in Output Variables come from
the self-service flow you select in the Self Service Flow field.

After you create a variable in Automation, go to Orchestration and
open the workflow where you want to use the variable. Open the Start
Automation task connected to the SSF. Click Save to make the variable
available in the Orchestration workflow.
You can use the following variable types:
» Boolean
* Number
+ String
* Object
* Array
Target tasks
The following table describes the outputs of the task and suggested target tasks for each output:
Output Description Target task
Connect with Agent The customer requires help of an agent after the Connect
end of automated treatment. Orchestration forwards the | Agent on
customer to the suitable queue. page 28

No agent needed

The customer does not require help of an agent after the
end of automated treatment. Orchestration disconnects
the customer.

Disconnect on
page 41
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Output Description Target task
Error An error occurred during the task execution. ErrorHandler on
Orchestration handles the error with the error path that page 55
you configured for the Error Handler task.
Related links

Start Automation flow on page 109
Variables in a self-service flow on page 73

Add Virtual Agent

With the Add Virtual Agent task, you can add Google Dialogflow or BYOBot SIP virtual agent to a

workflow for automated treatments and data collection. You can configure integration with Google
Dialogflow or BYOBot SIP in Automation.

Properties

Properties

Description

Virtual Agent Flow

Type to search field to find the flow.

Type the name of the virtual agent flow to route the interaction. Use the

Language Select the language of the virtual agent.
Target tasks
The following table describes the outputs of the task and suggested target tasks for each output:
Output Description Target task
Connect with Agent The customer requires help of an agent after the Connect
end of automated treatment. Orchestration forwards the | Agent on
customer to the suitable queue. page 28

No agent needed

The customer does not require help of an agent after the
end of automated treatment. Orchestration disconnects
the customer.

Disconnect on
page 41

Error

An error occurred during the task execution.

Orchestration handles the error with the error path that
you configured for the Error Handler task.

ErrorHandler on
page 55

Related links

Managing Virtual Agents with Google Dialogflow

Connect Agent

The Connect Agent task finds the best agent to handle the interaction.

With the Connect Agent task, you can configure the following:

» Agent selection strategy

* Dequeue timeout
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» Working hours check

Properties

Properties

Description

Strategy

Select the strategy to use for agent selection:
* MOST_IDLE: The interaction routes to the agent who is idle for the longest time.

* OCCUPANCY: The interaction routes to the agent who statistically is the least
occupied.

Dequeue
timeout

Dequeue timeout is the time Orchestration waits before abandoning the attempt to find
an agent for the engagement.

When you set a timeout value, the Dequeue timeout output activates when the timeout
period elapses. The engagement dequeues.

When you set the timeout period, connect a suitable path from the Dequeue timeout
output. Similarly, when you connect a path from the Dequeue timeout output, ensure
to set the dequeue timeout period.

If no dequeue timeout period is set, Orchestration does not abandon the wait for an
agent. Eventually, if no agent is found, Avaya Experience Platform™ Public Cloud will
abandon the attempt, and Orchestration follows the error path.

Attempt to
connect the last
agent

Select to connect the customer with the last agent if the customer previously received
treatment in the contact center.

If Orchestration cannot find the agent, Orchestration uses a standard routing
procedure.

Check working
hours

Select to activate the working hours check for the queue.

If an interaction is queued to multiple queues, queuing succeeds if any of those
queues is in hours. Queuing fails, and Orchestration selects the Out of hours output
only if all the queues are out of hours.

If a queue is not associated with a timetable, the check is not applicable.

Target tasks

The following table describes the outputs of the task and suggested target tasks for each output:
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The target tasks for the Agent dequeue timeout output depend on
how the contact center wants to handle the situation.

Output Description Target task
Agent dequeue This output becomes active when the timeout period has Applicable tasks
timeout elapsed. Orchestration abandons the attempt to find an agent include: Give
and dequeues the engagement. Treatment on
page 31

Disconnect on

Connection with the further task is mandatory.

For example, the contact center might want to play a message page 41
and disconnect the customer using Give Treatment and Start
Disconnect. Alternatively, the contact center might want to Automation on
direct the customer to a different Automation flow to determine page 26
alternative queueing parameters before attempting to connect to
an agent again. In this case, the contact center can use Start
Automation.
Agent Available Orchestration successfully connects the most suitable agent to Agent
the interaction. Connected on
page 37
Waiting for Agent | The interaction is in the queue, waiting for an available agent. Only
Dotted lines connect the output with the target tasks. Dotted lines | Give
mean that while the customer is waiting for an agent, both the Treatment on
Connect Agent task and the target tasks are active. When the page 31
contact center connects a customer to an agent, Orchestration .
automatically ends the target tasks. Business
Strategy on
A\ Warning: page 34
Connect only the Give Treatment and Business Strategy
tasks to the Waiting for Agent output directly or indirectly.
Do not connect tasks of the Contact Center category such
as Start Automation, Find Engagement, or Add Virtual Agent
to this output. If you connect the Contact Center tasks
directly or indirectly to the Waiting for Agent output, the
interaction can follow an unexpected path when the agent
becomes available, or an agent dequeue happens.

Out of hours The queue is out of hours. Give
Orchestration shows this output when you select the Check Ireatment on
- page 31

working hours check box.

Orchestration does not trigger the output if the queue is not - .

associated with a timetable. Automation on
page 26

Error An error occurred during the task execution. ErrorHandler on
Orchestration handles the error with the error path configured for page 55
the Error Handler task.
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Give Treatment

With the Give Treatment task, you can configure automated treatment for the following cases:
* Queuing: If an agent is not immediately available in the Connect Agent task.

While the customer is waiting for an agent, Automation provides the selected wait treatment
to the customer. In this case, the Give Treatment task works in parallel with the Connect
Agent task and the Business Strategy task. Orchestration automatically terminates the Give
Treatment task when an agent is available.

* Non-queuing: If you make an announcement that is not related to queuing.

For example, in an error path that you configure for the Error Handler task, you can inform
the customer about an error.

The Give Treatment task sends control over the interaction to Automation for automated treatment
of the customer.

In the Playback mode properties, you can select one or two treatment flows that Automation
uses. The playback modes are preconfigured with looping sequences for the primary and
supplementary treatments. Ensure you select an appropriate playback mode for the channel. Not
every playback mode is suitable for every channel. For example, if you select the Play Primary
followed by Supplementary mode for Chat or Messaging channels, the customer receives
messages continuously as spam.

For more information about configuring wait treatment in Automation, see Give Treatment flow on

page 126.
Properties
Properties Description
Playback mode Select the primary and supplementary treatment looping options. You can select
from the following playback modes:
* Play Primary once and exit
* Play Primary in infinite loop
* Play Primary followed by Supplementary
* Play Primary and interrupt with Supplementary
* Play Primary and interrupt with Supplementary in the loop
Primary treatment Type the name of the Automation treatment flow for the primary treatment. Use
the Type to search field to find the flow.
In the Language field, select the language of the treatment flow.
Supplementary Type the name of the Automation treatment flow for the supplementary
treatment treatment. Use the Type to search field to find the flow.
In the Language field, select the language of the treatment flow.
Table continues...
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Properties

Description

Interval

° Note:

Enter the time interval in seconds, minutes, or hours. The Interval property is
available for the following playback modes:

* Play Primary in infinite loop
* Play Primary and interrupt with Supplementary
* Play Primary and interrupt with Supplementary in the loop

When using the interval with the Voice channel, ensure the duration of the
treatment is longer than the interval. If the treatment is shorter than the
interval, the customer hears silence and could abandon the interaction.

Playback Modes

You can select a playback mode to suit your business requirements. The following table describes
the playback modes available:

Playback mode

Graphic

Description

Play Primary once
and exit

QI

Play the primary treatment once until the end, then exit
the Give Treatment task.

This playback mode automatically generates the Exit
Treatment output.

You can use this playback mode for every channel. Use

this playback mode to set up automatic replies for email.

Play Primary in
infinite loop

Play the primary treatment and repeat. Give Treatment
plays this loop until a suitable agent is available.

When you specify a time in the Interval field, Give
Treatment plays the primary treatment again at each
interval. Use this playback mode with the interval for
Chat and Messaging channels. The customer is not
overwhelmed with constant messages with the interval
configuration.

Use this playback mode with the Connect Agent task.

Use this playback mode for the Voice channel.

Play Primary
followed by
Supplementary

Play the primary treatment followed by the
supplementary treatment and repeat. Give Treatment
plays this sequence in a loop until a suitable agent is
available.

Use this playback mode with the Connect Agent task.

Use this playback mode for the Voice channel.
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Playback mode Graphic Description
Play Primary and Play the primary treatment and interrupt with the
interrupt with ( o § P ) supplementary treatment at the time interval you specify
Supplementary in the Interval field. Give Treatment plays this sequence
in a loop until a suitable agent is available.
Use this playback mode with the Connect Agent task.
Use this playback mode for the Voice channel.
Play Primary and Play the primary treatment and interrupt with the
interrupt with 0 Eéj supplementary treatment in the loop at the time interval

Supplementary in
the loop

you specify in the Interval field. The primary treatment
plays once at the beginning. Then, Give Treatment plays

the supplementary treatment at each time interval until a
suitable agent is available.

Use this playback mode with the Connect Agent task.

Use this playback mode for Chat and Messaging
channels.

Email channel
The Email channel is compatible only with the Play Primary once and exit playback mode.

Use Auto Response to send a customer an automatically generated email response. Create an
email template for Auto Response in Application Center Administration to initiate an email with an
automatic reply. The email the customer receives is the Automation Email Response configured
for the Email channel, not OneCloud Auto Reply in the configuration.

If you do not configure an automatic response for the Email channel, no automatic reply is sent.
The task details show that the task is finished successfully however the Result Name shows the
message Auto response not configured.

Target tasks
The following table describes the output of the task and informs about the suggested target task:
Output Description Target task
Exit Treatment This output is available only when you select the Play None or
Primary once and exit playback mode. Disconnect on
page 41

ErrorHandler on
page 55

Error An error occurred during the task execution.

Orchestration handles the error with the error path you
configured for the Error Handler task.

Related links
Defining treatment

Find Engagement

The Find Engagement task facilitates the customer to directly connect to an agent when the
customer has had a recent interaction with the contact center. Find Engagement searches the
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Customer Journey service for an engagement between the customer and an agent in a specified
time range. If there is a successful recent engagement, the customer is connected to an agent
based on the previous queue and attribute information. The customer connects to any suitable
agent, not necessarily the same agent from the previous engagement. The customer does not
have to interact with Automation to re-enter information.

If there is no recent engagement, the customer is directed to Automation to determine queue and
attribute information.

Find Engagement is suitable for every channel. The task matches the channel type of the recent
engagement for the current engagement.

Transfer scenario

If the customer was transferred in the last engagement, Find Engagement selects the most recent
queuing and attributes information. For example, if the customer was first routed to a support
queue and transferred by the agent to the sales queue, Find Engagement uses the queue and
attribute information of the sales queue.

Properties
Properties Description
Time Range Type time window to search for the previous engagement.
Time Range Unit Select the time unit from one of the following:
» Seconds
* Minutes
* Hours
The maximum value is 24 hours and the minimum value is 10 seconds.
Target tasks
The following table describes the outputs of the task and suggested target tasks for each output:
Output Description Target task
Found When the information from the recent engagement is Connect
found, the Found output activates. All the engagement Agent on
information transfers to the agent in the queue. page 28
Not found When no engagement history found. the Not found Start
output activates. The customer goes to Automation to Automation on
determine queue and attribute information. page 26
Error An error occurred during the task execution. Start
The customer goes to Automation to determine queue Automation on
. . . page 26
and attribute information.

Business Strategy

The Business Strategy task can change the routing strategy for customers waiting in a queue
based on one or more of the following conditions:

» Customer Wait Time
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» Estimated Wait Time
» Agent Count

You can add one or more strategies depending on your business needs. For each strategy, you
can configure conditions and actions.

Properties

Properties Description

On Entry Use the On Entry section to configure how to change the routing strategy
when the Business Strategy task starts. It guarantees that Orchestration
immediately runs this strategy. Conditions are optional for this strategy.
When you do not specify a condition, Orchestration considers the start of
the task to be a condition.

The Immediate Exit functionality guarantees that the action you select
is fixed for the particular condition. When you select this check box,
you cannot configure further strategies. Orchestration selects the Exit
Strategy output when it runs the configured strategy. Orchestration
shows the output when you close the Properties pane.

Add Strategy Use Add Strategy to configure one or more strategies for the workflow.

Conditions
Conditions in the Business Strategy task use the following queue characteristics:

» Customer Wait Time: The time in seconds that the customer waits for an available agent. It
does not include the time before queuing started.

» Estimated Wait Time: The estimated time in seconds that the customer is expected to wait
for an available agent. Orchestration calculates the estimated wait time based on queue,
channel, and routing attributes.

» Agent Count: The number of logged-in agents with matching channels, queues, and
attributes to whom Orchestration can assign an interaction from the queue. Orchestration
does not consider the state of agents or the channel availability state.

The following table describes available conditions under which Orchestration performs the actions
you select in the Actions section.

Conditions Description

Customer Wait Time Use this condition to configure when to change the routing strategy
based on the customer wait time. For example, to take an action when
a customer is waiting more than 5 minutes, select >, type 5, and select
min.

Estimated Wait Time Use this condition to configure when to change the routing strategy based
on the estimated wait time. For example, to act when the estimated wait
time exceeds 10 minutes, select >, type 10, and select min.

Agent Count Use this condition to configure when to change the routing strategy based
on the agent count. For example, to act when one agent or no suitable
agent can handle an interaction, select <= and type 1.

Orchestration evaluates the strategies with Estimated Wait Time and Agent Count when the
Business Strategy starts. When a strategy contains Customer Wait Time, Orchestration evaluates

January 2025 Configuring Workflows for Avaya Experience Platform™ Public Cloud 36

Comments on this document?



https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=ConfiguringWorkflowsforAvayaExperiencePlatform%E2%84%A2%E2%80%8EPublicCloud&p3=56

Orchestration workflows

the strategy when the condition time has elapsed. In this case, if other clauses are present,
Orchestration evaluates them at that time. The Estimated Wait Time and Agent Count values in
the other clauses are the values when the Business Strategy task started. If all conditions in the
strategy apply, Orchestration performs an action you assigned to the strategy.

Actions

You must select at least one of the following actions for each strategy you configure. You can
combine the actions if required.

Actions

Description

Priority

Select this action to change the priority of the interaction. The available
range is between 1 and 10. A level of 1 is the highest priority level.

Before the update, Orchestration uses the value you set for the queue
in business rules. If the queue does not have a business rule with a
specified priority value, Orchestration uses the default value, which is 5.

Modify Requested Queue

Select this action to remove or add queues, increasing the likelihood that
an agent match occurs on time.

To ensure that Orchestration uses a queue that is in hours, select the
Add only if queue is in hours check box.

Replace with New Queue

Select this action to assign a new queue to the interaction.

To ensure that Orchestration uses a queue that is in hours, select the
Add only if queue is in hours check box.

Modify Attributes

Select this action to remove or add attributes to the matching parameters,
increasing the pool of agents who can treat the interaction.

You can select individual attributes or attribute categories.

Business Strategy task limitations

The Contacts Queuing count does not decrease when you use Business Strategy actions to
transfer an interaction to another queue and an agent on that queue responds to the interaction.

For example:

1. An incoming caller chooses option 1 for Queue A.

o g bk wDd

remains at 1.

Target tasks

After waiting for 20 seconds, the Business Strategy task transfers the caller to Queue B.
The Waiting Engagement Count displays as 1 on Queue A and 1 on Queue B.

The Contacts Queueing count displays 1 on Queue A.

An agent answers the call on Queue B.

Ideally, the Contacts Queueing count must decrease to 0. However, the count on Queue A

The following table describes the outputs of the task and suggested target tasks for each output:
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Output Description Target task
Exit Strategy Orchestration runs the configured exit strategy. Business
Orchestration shows this output when you select the %3%)1{ on
Immediate Exit check box for the On Entry strategy. pag
You can only connect the output to another Business
Strategy task.
Related links

Defining business strategy

Agent Connected

After an agent accepts the interaction, the workflow remains at the Agent Connected task and
waits for potential agent actions such as a transfer or a consult. For more information about
consult and transfer operations, see Supported consult and transfer operations.

Target tasks

The following table describes the outputs of the task and suggested target tasks for each output:

Output Description Target task
Agent disconnected Selected when all the agents or the last agent Disconnect on
disconnects. page 41
Customer Transferred Selected when an agent transfers the interaction to Connect
another agent or queue. Agent on
page 28

When an agent transfers a call to a queue,
Orchestration uses the initial attributes selected
during prerouting to connect the customer with an
agent in that queue.

Connection with the Connect Agent task is mandatory.

Redirected to External Selected when an agent transfers the interaction

to an external endpoint. Available only for Voice

End on page 56

interactions.
Consultation initiated Selected when an agent initiates a consultation call. Consult on
Available only for Voice interactions. page 37

Connection with the Consult task is mandatory.

Consult

January 2025

With the Consult task, you can configure wait treatment of the agent initiating a consultation call.
While waiting in a queue, the agent receives the treatment. A Consult task applies only to Voice
interactions.

Connect a Consultation initiated output of an Agent Connected task with the Consult task. When
a consultation is in progress, Orchestration shows the Agent Connected and Consult tasks as
active tasks in the instance.

For more information about the feature, see Supported consult and transfer operations.
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Properties

Properties

Description

Treatment Flow

Type the name of the self-service flow to provide wait treatment to the
agent initiating a consultation call. While waiting in a queue, the agent
receives the treatment. Use the Type to search field to find the flow.

Language

Select the language of the self-service flow.

Related links

Using the Consult task

Redirect To External

With the Redirect to External task, you can route a voice interaction to an external destination. You
can redirect a voice interaction to a SIP URI or an external direct-dial number. For example, you
can use the task during a dequeue timeout.

You can assign the variables as the destination type, destination address, or caller ID. You can
use the following variable types:

» Cache variables

* Global variables

* Result variables
Properties

Properties

Description

Destination type

Select a type of external destination. The following options are available:
- SIP
+ E.164

+ Select variable: The variable value must equal case-insensitive
variations of SIP or E.164. For example, the variable value can include
"sip", "Sip", "e.164", and "E164".

Table continues. ..
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Properties

Description

Destination address

Type the address of an external destination. The format depends on the
type you select in the Destination type field:

+ SIP: The format must comply with the RFC 3261 standard. For
example, sip:alice@atlanta.com.

* E.164: The format is +<country code>-<subscriber number with an
area code>. The number of digits is from 11 to 15. For example,
+11234567890.

+ Select variable: The format of the variable value must comply with SIP
or E.164 types.

Orchestration validates the format on the task level if you select SIP

or E.164 in the Destination type list. If the format is incorrect, you
cannot deploy the workflow. If you assign a variable for destination type
or destination address and the format does not match, Orchestration
displays an error after running the workflow.

January 2025
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Properties Description

Caller ID Select a type of internal source. The receiver of the redirected call views
the caller ID you select as the calling number. Select one of the following
options:

» Default: The receiver of the redirected call sees the caller ID as the
number you configure in the My Numbers section of Application Center
Administration. You must set a number as the caller ID in Application
Center Administration. If you do not set a number as the caller ID,
the workflow displays an error. For more information about setting a
number as the caller ID, see Administering Avaya Experience Platform™
Public Cloud.

« Anonymous Call: The receiver of the redirected call sees the caller ID
as anonymous.

» Search number or name: Search for a number or a name from
your list of phone numbers in Application Center Administration. For
more information about the list of phone numbers in the My Numbers
section in Application Center Administration, see Administering Avaya
Experience Platform™ Public Cloud.

+ Select variable(s): Assign a variable value as the caller ID. The
variable value you select must match one of the following values:

- One of the numbers in the My Numbers section in Application Center
Administration.

- Default: This value is case insensitive. The variable value you select
must equal "default" as a string or the default phone number you
select in Application Center Administration.

- Anonymous: This value is case insensitive. The variable value you
select must equal "anonymous" as a string.

If the variable value you select does not match any of these values or
equals "null" or empty, Orchestration uses the default phone number as
the caller ID. If you do not choose a default phone number from the

My Numbers section in Application Center Administration, Orchestration
sends the caller ID as anonymous. For more information about setting a
number as the caller ID, see Administering Avaya Experience Platform™
Public Cloud.

Context Data

The Redirect to External task sends contextual data about a call to the receiver of the redirected
call. You can create multiple key-value pairs to pass contextual data about the customer's call and
the redirected call to the external destination. You can type a static text for the key and the key
value or assign a variable as the value. You cannot create duplicate keys.

With the Redirect to External task, you can use global variables, result variables, or cache
variables to pass contextual data about the call to the destination party. You can use the following
variable types:

* String
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* Boolean
* Number
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Type the key-value pairs one under the other as in the following example:

* keyl
* valuel
* key2
* value?
* key3

e value3

The key-value pairs you enter combine into a single string as they are sent to the external
destination as in the following example: keyl=valuel, key2=value?2, key3=value3. The total
number of characters for the key-value pairs you enter, including comma separators, must not

exceed 400. If the total number of characters for the key-value pairs exceeds 400, the excessive
key-value pairs are not sent to the receiver.

Target tasks

The following table describes the outputs of the task and suggested target tasks for each output:

Output

Description

Target task

Redirect completed

Orchestration successfully ends the transfer to an external
destination.

End on page 56

Error An error occurred during task execution. ErrorHandler on
Orchestration handles the error with the error path you page 55
configured for the Error Handler task.

Related links

Creating a global variable on page 70

Variables overview on page 68

Start Task on page 24

Disconnect

The Disconnect task disconnects the customer from the interaction, for example, when no agent is
needed, or an error occurs.

You must add a Disconnect task for normal and error conditions to disconnect a customer from an

interaction.

Target tasks

The following table describes the outputs of the task and suggested target tasks for each output:

Output

Description

Target task

Customer disconnected

Orchestration disconnected the customer from the
interaction.

End on page 56
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REST API

The REST API task performs advanced customization of the workflow.
With the REST API task, you can:

+ Create and configure API calls to endpoints

* Process the response and declare new data to the workflow

» Configure and create task outputs based on task results

» Update information available in the workflow

You can use the REST API task to collect additional information from an external source for better
routing or providing this information to agents. For example, you can get additional information
from the CRM of your company or enrich your CRM with the newly received data.

Apart from making calls, you can rewrite the existing data in cache or in properties of tasks
downstream of the workflow with the REST API task. Using the REST API task, you can also
update the predefined set of outputs in the REST API task based on the results you receive.

You can view the variables used in the evaluated conditions of the REST API task for an instance
from the Instances tab in Orchestration Manager. You can also view the current state of all the
available variables.

This task is available to only Administrator users.

Related links
Using the REST API task

Properties

The REST API task makes API calls internal to Avaya Experience Platform™ Public Cloud
components and external to other endpoints. You can use the Properties tab to create a request
to the API endpoint: choose a method, specify REST URI, and identify header, body, and
parameters. To configure an API call, for internal API calls, see the Avaya Experience Platform™
Public Cloud API documentation at https://developers.avayacloud.com/. For external calls, see
APl documentation that the API vendor provides.

Properties Description

Method HTTP verb used for the request. The currently supported verbs are the following:
« GET

« POST

« PUT

DELETE

« HEAD

PATCH

« OPTIONS

Table continues...
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Properties Description
Rest URI URI of the REST endpoint.

To set Rest URI as a variable, click + and select from the list of available options.

If you update or create a new certificate for a workflow, you must create the certificate
with the full chain to prevent the workflow from failing and causing an outage.

Header A list of key-value pairs that you add to the request as headers. By default,
Orchestration uses the header key Content-Type.

No user input is required if you use the default key. When you change the body type,
the content type in the header changes automatically.

To set Header as a variable, click + and select from the list of available options.

Body Body of your request in the following format:
» Text
A multiline body type.
+ Json
A multiline body type. Default body type.
* Multipart
A body type represented as a key-value pair.
* Urlencoded

A body type represented as a key-value pair.

You can use variables in all body formats. To add a variable, click + and select from
the list of available options.

Param A list of key-value pairs that you add to the request as query parameters.

You can use variables as query parameter values. To set a query parameter as a
variable, click + and select from the available list of options.

Configuration

Properties Description

Retry count The number of times the request is sent if the request fails with an error. The
default value is 1. The available range is between 1 and 10.

Request Timeout The request timeout in seconds after the expiry of which the request fails with an

(sec) error. The default value is 5 seconds. The maximum value is 200 seconds.

Socket Timeout (sec) | The WebSocket timeout in seconds after the expiry of which the request fails
with an error. The default value is 5 seconds. The maximum value is 300
seconds.

Authentication
Orchestration supports the following authentication methods:

» Basic authentication
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» Bearer Token
* OAuth 2.0
You can select No Auth if no authentication is required for the REST endpoint.

To configure authentication, for internal API calls, see the Avaya Experience Platform™ Public
Cloud API documentation at https://developers.avayacloud.com/. For external calls, see API
documentation that the AP| vendor provides.

Response Schema

With a response schema, you can declare the properties received during an API call and make
them available to the subsequent tasks. To set up tasks in the workflow, in Orchestration, you

can use a set of predefined properties available to the workflow. However, the REST API task is
not limited to such a predefined set, as you can get any required information from an endpoint.
To provide Orchestration with information about the data you expect to receive and properties
that Orchestration can use later in the workflow, you use response schemas. Using response
schemas, you can enlarge the list of properties for the result mapping in the same REST API task
and the subsequent tasks.

In Orchestration, you can use schemas for success and error responses. You can take the
schema from the APl documentation of the REST endpoint or generate it with the dedicated
software. Alternatively, you can use the JSON Schema Editor in Orchestration. To open JSON
Schema Editor, click JSON Schema Editor.

With the REST API task, you can use the information available in the records of the CRM of

your company for better routing. For example, you can check in your CRM databases whether
the customer is a sales lead and provide the customer with appropriate treatment based on this
information. During pre-routing, Orchestration collects a set of data about the customer that you
can use to identify this customer in your CRM. Using an API call, you send this customer identifier
to your CRM to search for this customer and verify whether this customer is a sales lead. When
your CRM responds, to declare the received data to the workflow, you must specify a response
schema. The success response schema can look as follows:

{

"data": [
{
"Owner": {
"name": "Jane Doe",
"id": "397111000000273001",
"email": "Jjaned@xyz.com"
by
"Company": "Doe Motor Works",
"Email": "Jjane@doe.ie",
"Scurrency symbol": "$",
"Last Activity Time": "2021-09-30T21:49:23+02:00",
"Industry": null,
"Sstate": "save",
"Unsubscribed Mode": null,
"Sconverted": false,
"S$process flow": false,

"Street": null,
"Zip Code": null,
"id": "397111000000273184",
"Sapproved": true,
"Created By": {
"name": "Jane Doe",

"id": "397111000000273001",
"email": "janed@xyz.com"
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}y
"Annual Revenue": null,
"Secondary Email": null,
"Description": null,
"Rating": "Active",
}
1,
}

As a result, Orchestration can use the declared properties with those collected earlier in the
workflow for more effective routing decisions.

Outputs

Using outputs, you can configure a workflow based on results that you receive during the REST
API task. By default, all REST API tasks have success and error outputs. You can edit default
outputs and create customized outputs based on required conditions or timeout values. When
creating a new output, click Add Output and fill in the following fields:

Field Description
Output Label The unique output name that you can see in the list of task outputs. You can
connect this output with the next task in the workflow.
Choose output Output conditions based on logic or timeout values. You can choose the
condition following:
» Add Logic
In the Add Conditional Logic field, type the conditional expression that
triggers the output.

To use a variable in your expression, click the field and select the required
variable from the list.

For example, data.response.status=="success', where
data.response.status is the current task variable.

e Add Timer

In the Timeout field, type the required timeout value in seconds, minutes, or
hours. When the timeout expires, the task ends with the configured output,
and the workflow continues. You can use the timeout to terminate the task if
Orchestration receives no answer from the endpoint.

To change the order of outputs, click . and drag the output to the required position. Orchestration
checks configured conditions in a descending order. When one of the conditions is met,
Orchestration does not check the subsequent conditions. Order the conditions considering their
priority.

For example, to configure different treatments for active sales leads and ordinary customers, you
must create different outputs based on the results received from your CRM. From the response
schema you know that the property Rating shows whether the customer is an active sales lead.
When the value is Active, the customer is an active sales lead who needs to undergo specific
treatment. When the value is null, the customer is not an active sales lead, and Orchestration
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must provide another treatment to this customer. Consequently, it is enough to have a successful
result. Thus, you need to configure two success outputs:

1. Success - Sales Lead

Conditional logic data.response.Rating == "Active", where
data.response.Rating is the required current task variable.

2. Success - Other

Conditional logic result == 'success', where result is the result variable.

Result Mapping

With result mapping, you can manipulate the data available in the workflow: add new data to the
cache, rewrite the existing cache data, or change downstream task properties. As data, you can
use cache variables or results of the current and previous tasks.

To map the results with the places to store or use this data, fill in the following fields:

Field Description

Destination The destination point where you save data. You can save data in subsequent tasks
as properties or in the cache as cache variables.

To specify the required destination, click the Destination field and select the
variable:

« Cache Variables
» Task Properties

To create a new cache variable, type a new variable name in Type Custom
variable and click +.

Value The value that you pass to the destination point. As a value, you can use any data
available to the workflow:

« Cache Variables
» Global Variables
* Result Variables

e Current task Variables

To add a value, click + and select from the list of available options.

For example, you plan to receive information about the customer's location from your CRM and
use it for correct customer routing. With the REST API task, you make an external API call. When
you receive a response, on the Response Schema tab, you specify the response schema that
declares the properties that you receive from the CRM system. Now you can map the received
data with the place where you plan to store them.

To store the location, you must create a new cache variable. In the Destination field of the Result
Mapping tab, select Cache Variables. In the Type Custom variable field, type 1ocation. To
confirm the creation of a new cache variable, click +. Since you forward the results of the current
task, select Current task Variables > City as the value. You must create a separate mapping for
each property to store in the cache.
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You can define the mapping for the following results:
* error
* success
» Successful request but unable to parse response
To each result section, you can add multiple result mappings.

Related links
Updating workflow attribute lists on page 72

Target tasks

Target tasks are tasks located downstream of the workflow. Unlike other tasks, the REST API task
does not have fixed target tasks for its outputs. You can put the REST API task anywhere in the
workflow and connect it with any task.

Output Description Target task

Success Orchestration received a success response from the Any task
REST endpoint.

Error An error occurred during the task execution. Any task

You can handle the interaction with the Error Handler
task or proceed with the workflow as if Orchestration did
not perform a REST call.

Customized output Function depends on configuration of the customized Any task
output on the Outputs tab.

Conditions

You can use the Conditions task for making business logic decisions and branching the execution
path of your workflow.

If you have several conditions configured, Orchestration evaluates the conditions from top to
bottom and exits the task at the first matching condition.

All Conditions tasks have a default output to use if the set conditions are not met or there is an
error. You cannot edit or delete the default output. The default output is always placed at the
bottom of the Outputs section regardless of the outputs that you add.

You can view the variables used in the evaluated conditions of the Conditions task for an instance
from the Instances tab in Orchestration Manager. You can also view the current state of all the
available variables.

This task is available to only Administrator users.

Outputs

In the Outputs section, you can add conditions to determine the workflow. Orchestration selects an
output based on the evaluated conditions. If there are no matching conditions or there is an error,
Orchestration uses the default output. You cannot edit or delete the default output.

When creating a new output, click Add Output and complete the following fields:
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Field Description

Output Label The unique output name that you can see in the list of task outputs. You can
connect this output with the next task in the workflow.

Choose output Output conditions based on logic values. Click Add Logic and in the Add

condition Conditional Logic field, type the conditional expression that triggers the output.

To use a variable in your expression, click the field and select the required
variable from the list.

For example, cache.startEvent.queue.queueld=="'12345", where
cache.startEvent.queue.queueld is the ID of the customer queue.

For example, if you added a testVar variable as a cache variable, you can configure the
following condition to use a particular output if the HTTP status code is 200 OK: cache.testVar
== 200.

To change the order of outputs, click . and drag the output to the required position. Orchestration
checks configured conditions in a descending order. When one of the conditions is met,
Orchestration does not check the subsequent conditions. Order the conditions considering their
priority.

The default output is always placed at the bottom of the Outputs section.

Assignment

You can use the Assignment task to update existing cache variables, create new ones, and update
the other properties of the next tasks in the workflow.

All Assignment tasks have the default output that Orchestration Manager uses in all cases. If the
expression is invalid, the new variable value is ignored, and the variable value for the Assignment
task does not change. For example, if you set cache.myvVar = 5, and use the expression 100/
(cache.myVar-5), the new value cannot be calculated. In this case, the new value is ignored
and cache.myVar remains as 5.

You can view the variables used and the new assigned values of the variables in the Assignment
task for an instance from the Instances tab in Orchestration Manager. You can also view the
current state of all the available variables.

This task is available to only Administrator users.
To assign new values to variables and change the task properties, fill in the following fields:
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Field Description

Destination The destination point where you save data. You can save data in subsequent tasks
as properties or in the cache as cache variables.

To specify the required destination, click the Destination field and select the
variable:

» Cache Variables
» Task Properties

To create a new cache variable, type a new variable name in Type Custom
variable and click +.

Value The value that you pass to the destination point. As a value, you can use any data
available to the workflow:

« Cache Variables
« Global Variables

* Result Variables

You can also use methods or math operations as the value expression.

For example, the Connect Agent task uses the serviceAttributes cache object for agent
matching. You can use the Assignment task to update the serviceAttributes cache object with
new queues and attributes and use the updated parameters for matching. The serviceAttributes
cache object becomes available in the Cache Variables destination list when you connect the
Assignment task with the Connect Agent task. A direct connection between the Assignment task
and the Connect Agent task is not mandatory, and you can place other tasks between them.

The destination value serviceAttributes.queues is used to update the queue list. An
example of the serviceAttributes.queues is as in the following:

* [{"queueId": "d6e57655-8835-4a6c-9483-fal236£f568fe", "queueName" :
"Finance", "channelId": "Voice","priority": 10}]

The destination value serviceAttributes.attributelList is used to update the attribute
list. An example of the serviceAttributes.attributeList is as in the following:

* ["Language.German"]

Azure Functions

Using the Azure Functions task, you can invoke the Microsoft Azure functions created in the
Microsoft Azure environment to perform advanced customization of the workflow.

With the Azure Functions task, you can:
» Create and configure API calls to Azure function
* Process the response and declare new data to the workflow
» Configure and create task outputs based on task results
» Update information available in the workflow

You can use the Azure Functions task for scheduled data processing, Microsoft Azure service
event-based processing, serverless web applications, or any other Microsoft Azure functionality.
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Apart from executing Microsoft Azure functions, with the Azure Functions task, you can rewrite the
existing data in cache or downstream the workflow. Using the Azure Functions task, you can also
update the predefined set of outputs based on the results that you receive.

Avaya Experience Platform™ Public Cloud supports Microsoft Azure functions only of the HTTP
Trigger type. For authentication of OAuth 2.0 type, you can use only Microsoft as an identity
provider. Before setting up the Azure Functions task in Orchestration, make sure that the function
to which you refer is tested and published.

You can view the variables used in the evaluated conditions of the Azure Functions task for an
instance from the Instances tab in Orchestration Manager. You can also view the current state of
all the available variables.

This task is available to only Administrator users.

Related links
Integrating with Microsoft® Azure functions

Properties

With the Azure Functions task, you can make requests to the Microsoft Azure portal and process
the responses. You can use the Properties tab to create a request: choose a method, specify
Functions URI, and identify header, body, and parameters. To configure a request, check the
respective function on the Microsoft Azure portal.

Properties Description

Method HTTP verb that is used for the request. The currently supported verbs are the following:
« GET
« POST
« PUT

Function URI URI of the Microsoft Azure function consisting of protocol, function application

name, route, and function name. The pattern is https://{function
application}.azurewebsites.net/{route}/{function name}

For example, https://orchestrationfunctions.azurewebsites.net/api/
HttpTriggerFunction

To set Function URI as a variable, click + and select from the list of available options.

If you update or create a new certificate for a workflow, you must create the certificate
with the full chain to prevent the workflow from failing and causing an outage.

Header A list of key-value pairs that you add to the request as headers. By default,
Orchestration uses the header key Content-Type.

No user input is required if you use the default key. When you change the body type,
the content type in the header changes automatically.

To set Header as a variable, click + and select from the list of available options.

Table continues...
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Properties Description
Body Body of your request in the following format:
» Text

A multiline body type.
+ Json

A multiline body type. Default body type.
* Multipart

A body type represented as a key-value pair.
» Urlencoded

A body type represented as a key-value pair.

You can use variables in all body formats. To add a variable, click + and select from
the list of available options.

Param A list of key-value pairs that you add to the request as query parameters. You can use
variables as query parameter values.

To set a query parameter as a variable, click 4+ and select from the list of available

options.
Configuration
Properties Description
Request Timeout The request timeout in seconds after the expiry of which the request fails with an
(sec) error. The default value is 5 seconds. The maximum value is 200 seconds.

Socket Timeout (sec) | The WebSocket timeout in seconds after the expiry of which the request fails
with an error. The default value is 5 seconds. The maximum value is 300
seconds.

Authentication Settings

Orchestration supports the following authentication settings:

Authentication Settings Description

Enable Function Access Used for non-anonymous Microsoft Azure functions.
Key

OAuth Authorisation Used for functions with Microsoft as an identity provider.

The Azure Functions task supports the following grant types:

 Client credentials

» Password credentials

You can use one of the methods, their combination, or none, depending on function settings.

Ensure that the authentication settings in Orchestration match those of the respective function on
the Microsoft Azure portal.
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Response Schema

With a response schema, you can declare the properties you receive during an API call and make
them available to the subsequent tasks. To set up tasks in the workflow, in Orchestration, you can
use a set of predefined properties available to the workflow. However, the Azure Functions task

is not limited to such

a predefined set, as you can get any required information from endpoints.

To provide Orchestration with additional information, use response schemas. This information can

include the data you

expect to receive and properties that Orchestration can use later in the

workflow. Using response schemas, you can enlarge the list of properties for the result mapping in
the same Azure Functions task and the subsequent tasks.

In Orchestration, you can use schemas for success and error responses. You can take the
schema from the APl documentation of the REST endpoint, generate it with the dedicated
software, or use the JSON Schema Editor in Orchestration. To open JSON Schema Editor, click
View JSON Schema.

Orchestration can use the declared properties with those collected earlier in the workflow for
effective routing decisions.

Result Mapping
With result mapping,

you can manipulate the data available in the workflow: add new data to the

cache, rewrite the existing cache data, or change downstream task properties. As data, you can
use cache variables or results of the current and previous tasks.

To map the results with the places to store or use this data, fill in the following fields:

Field Description

Destination The destination point where you save data. You can save data in subsequent tasks
as properties or in the cache as cache variables.
To specify the required destination, click the Destination field and select the
variable:
» Cache Variables
» Task Properties
To create a new cache variable, type a new variable name in Type Custom
variable and click +.

Value The value that you pass to the destination point. As a value, you can use any data

available to the workflow:
» Cache Variables
* Global Variables
* Result Variables

» Current task Variables

To add a value, click + and select from the list of available options.

For example, you can use result mapping to replace the existing attribute list with the list received
from a Microsoft Azure function.
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You can define the mapping for the following results:
* error
* success
» Successful request but unable to parse response
To each result section, you can add multiple result mappings.

Related links
Updating workflow attribute lists on page 72

Outputs

Using outputs, you can configure a workflow based on results that you receive during the Azure
Functions task. By default, all Azure Functions tasks have success and error outputs. You can edit
default outputs and create customized outputs based on required conditions or timeout values.
When creating a new output, click Add Output and fill in the following fields:

Field Description
Output Label The unique output name that you can see in the list of task outputs. You can
connect this output with the next task in the workflow.
Choose output Output conditions based on logic or timeout values. You can choose the
condition following:
» Add Logic

In the Add Conditional Logic field, type the conditional expression that
triggers the output.

To use a variable in your expression, click the field and select the required
variable from the list.

For example, data.response.status=="success', where
data.response.status is the current task variable.

* Add Timer

In the Timeout field, you type the required timeout value in seconds, minutes,
or hours. When the timeout expires, the task ends with the configured output,
and the workflow continues. You can use the timeout to terminate the task if
Orchestration receives no answer from the endpoint.

To change the order of outputs, click . and drag the output to the required position. Orchestration
checks configured conditions in a descending order. When one of the conditions is met,
Orchestration does not check the subsequent conditions. Order the conditions considering their
priority.

Target tasks

Target tasks are tasks located downstream the workflow. The Azure Functions task does not have
fixed target tasks for its outputs. You can put the Azure Functions task anywhere in the workflow
and connect it with any task.
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Output Description Target task

Success Orchestration received a success response from the Any task
Microsoft Azure function.

Error An error occurred during the task execution. Any task

You can handle the interaction with the Error Handler
task or proceed with the workflow as if Orchestration did
not perform a REST call.

Customized output Function depends on configuration of the customized Any task
output on the Outputs tab.

Journey Retrieve

The Journey Retrieve task retrieves interaction-related information from the Customer Journey
service.

This task is available to only Administrator users.

© Note:

The Journey Retrieve task takes 5 seconds to run and interact with the Customer Journey
service. Use Journey Retrieve with Email and Messaging channels to minimize the apparent
delay with the end user experience. If you use Journey Retrieve with a more time-sensitive
channel such as Voice, the end user may interpret this delay as a disconnect.

Output Description

Data retrieved Task completed successfully.

No data retrieved Task completed with error.
Related links

Storing and retrieving customer journey

Journey Store

With the Journey Store task, you can send customer's intent, customer identifiers, and custom
data to the Customer Journey widget.

This task is available to only Administrator users.

© Note:

The Journey Store task takes 5 seconds to run and interact with the Customer Journey
service. Use Journey Store with Email and Messaging channels to minimize the apparent
delay with the end user experience. If you use Journey Store with a more time-sensitive
channel such as Voice, the end user may interpret this delay as a disconnect.
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Orchestration tasks and properties

Properties

Description

Conversation

Intent of the customer for the current interaction.
Using this data, you can combine a series of
interactions from the customer with the same intent.

Customer identifiers

A list of key-value pairs with data that helps to
identify customers. For example, phone number,
email address, or account id.

You can use a single identifier or a comma-
separated list of identifiers.

To set a Customer Identifier as a variable, click +
and select a variable from the available options.

Custom data

A list of key-value pairs where you can type the
custom data for the current interaction.

To set any Custom data as a variable, click + and
select a variable from the available options.

Task Output

Output

Description

Data stored successfully

Task completed successfully.

Failed to store data

Task completed with error.

Related links

Storing and retrieving customer journey

Error Handler

An Error Handler task is by default a part of all workflows. The Error Handler task can handle
workflow errors in the tasks with error outputs.

To connect the Error Handler task with one of these tasks, configure an error path on the Error
Handler tab of the respective task. The following table describes configuration options:

Action

Description

Create a new error path

When you create a new path, Orchestration displays a new output of the

Error Handler task.

Select an existing error path

The Error Handler task has an output with the required error path.

No selection

If you assume that an error does not have crucial impact on the further
workflow execution, you can decide not to use the Error Handler task.
Instead you can connect the error output of this task with a downstream
task. For example, if an error occurs in a Error Handler task, you can
choose to continue the workflow as if the contact center is in hours.
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Target tasks
The following table describes the outputs of the task and suggested target tasks for each output:
Output Description Target task
Error Path Error occurred during the task execution. Orchestration handles | Give
the error with the error path you configure. Treatment on
When designing an error path, ensure that the path does not page 31,
. . Disconnect on
forward the interaction to a task located before the erroneous page 41

task.

End

The End task is the last task in your workflow. This task completes the workflow.

Typical tasks for Automation

A workflow in Orchestration can contain one or multiple tasks for Automation flows. In the
examples below, you can see what tasks to configure for each flow.

© Note:

Automation supports announcements and questions in different languages. However, you can
select one language for each workflow in Orchestration.

Queues, attribute collection, and customer identification flows

A typical Orchestration workflow with queueing, attribute collection, and customer identification
includes the following tasks:

« Start Task

« Start Automation
» Connect Agent

» Agent Connected
+ Disconnect

* End

When the customer reaches the contact center, Avaya Experience Platform™ Public Cloud
provides the announcement and questions configured in the Automation flow selected for the Start
Automation task. After the customer answers the questions, based on the queue, and collected
attributes Avaya Experience Platform™ Public Cloud allocates the customer to a suitable agent.
The agent receives the customer information and intent and accepts the interaction.

Wait treatment flow
A typical Orchestration workflow with wait treatment includes the following tasks:
« Start Task
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Viewing a default workflow

» Connect Agent

* Give Treatment

+ Agent Connected
» Disconnect

* End

When the customer reaches the contact center, if there are no immediately available agents, the
customer listens to the announcement configured in the Automation wait treatment flow for the
Give Treatment task. When an agent is available, the agent accepts the interaction.

Viewing a default workflow
About this task

You can view a predefined default workflow for a channel before starting to use it. You can use

default workflows immediately as they do not require any additional workflow configuration to start
routing interactions.

Procedure

1. On the Designer interface, click Open above the palette.
Orchestration opens the Open Workflow window.

2. In the Open Workflow window, click the Draft Workflows tab.
Orchestration shows a list of draft workflows.

3. In the root folder, select the required default workflow and click Open.
For example, OneCloud Messaging.
Orchestration opens the default workflow.

Related links
Editing a workflow on page 61
Using default workflows

Creating a new workflow
About this task

Create a new workflow from scratch to start with a new canvas that includes only a StartTask.
Procedure

1. On the Designer interface, click New... above the palette.
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2. Click New....

3. In Workflow Name, type a workflow name.

4. In Workflow description, type a workflow description.
5. Click Save.

Orchestration shows the name of the workflow above the canvas.

Related links
Managing workflows

Configuring a StartTask

About this task

The StartTask determines when a workflow is invoked. It specifies the data that an event must
provide for the workflow to successfully trigger. Events trigger the Avaya Experience Platform™
Public Cloud workflows.

You can also configure filters for the StartTask. Use filters to trigger the workflow when the event
contains the data the filter defines. For example, use the default channelld filter to associate the
workflow with the channel.

Procedure
1. On the Designer canvas, double-click the StartTask.
Orchestration displays the Properties pane.

2. To replace the default value for the label displayed under StartTask, in the Label field, type
a unique name for the task.

The Label field must contain only alphanumeric characters.

3. To replace the default description for the task, in the Add short description field, type a
description.

From the Event Family field, select OneCloud.
From the Event Type field, select ENGAGEMENT_PREROUTED.
From the Event Version field, select the latest version.

To configure a filter for this workflow, click Add Filter.

© N o g A

From the Default filters field, select a filter and type the filter in the text box.
9. In the Properties pane, click Save.

Related links
Start Task on page 24
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Adding a task

Adding a task
About this task

As you design your workflow, drag and drop the various tasks onto the canvas.
Procedure

1. On the Designer palette, click a task to add to the workflow and drag the task to its correct
location on the canvas.

2. Double-click the task.
Orchestration shows the Properties pane.

3. To replace the default value for the label, in the Label field, type a unique name for the
task.

The Label field can contain only alphanumeric characters.

4. To replace the default description for the task, in the Add short description field, type a
description.

5. Enter values for the task properties as required for different tasks.
6. In the Properties pane, click Save.
7. To connect the StartTask or preceding task to this one, do the following:
a. Select the StartTask or the preceding task.
b. Click the blue dot and drag it to this task.
Orchestration connects the tasks with an arrow.

Related links
Orchestration tasks and properties on page 21

Completing a workflow
About this task

When you are ready to save your complete workflow, add an End task.
Before you begin

Ensure that you added a Disconnect task for relevant conditions, such as errors, to disconnect a
customer from an interaction. For more information about the disconnect task, see Disconnect on
page 41.

Procedure
1. On the Designer palette, click the End task and drag it to its correct location on the canvas.
2. Double-click the End task.
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3. To replace the default value for the label under the End task, in the Label field, type a
unique name for the task.

The Label field must contain only alphanumeric characters.

4. To replace the default description for the task, in the Add short description field, type a
description.

5. In the Properties pane, click Save.

6. Place the cursor on the final task to connect the final task to the End task. Click the blue
dot on the task and drag it to the End task.

7. Correct any errors displayed below the canvas.
8. Click the arrow next to the workflow name above the canvas and select Save.
9. In Workflow Name, type a workflow name.

10. In Workflow description, type a workflow description.

11. Click Save.

Validating a workflow
About this task

When you design a workflow, Orchestration continuously validates the workflow and shows you a
list of errors that you need to fix for successful deployment of the workflow.

Procedure
1. Open the workflow to validate.
2. At the bottom corner, click the validation area.
Orchestration opens the Validation window with a list of errors.
3. Correct all the errors from the list.
4. Save the workflow.

» To save the workflow with the same name, click the arrow next to the workflow name
above the canvas and click Save.

» To save the workflow with a different name, click the arrow next to the workflow name
above the canvas and click Save as .... Enter a workflow name and description, and
click Save.

Next steps
Deploy the workflow.

Related links
Validating, deploying, and undeploying workflows
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Deploying a workflow

Deploying a workflow
About this task

Deploy a workflow to make it available for use by the contact center. You can deploy one workflow
at a time. You can redeploy a workflow if you make changes in the workflow and deploy it again.

Before you begin

Validate the workflow.

Procedure

1.

On the Orchestration Manager interface, click the Workflow Drafts tab.

2. Select your workflow from the list and click Deploy.
3.
4

. If you deploy the workflow for the first time, in the Add Filters section, check the routing

(Optional) In the Description field, enter a description for the workflow.

filters and update them, if necessary.

Initially, the Add Filters section contains the filters you specified in the Start Task of the
workflow.

If you redeploy the workflow and all associated routing rules are inactive, in the Routing
Rules field, do one of the following:

+ Select the required routing rule from the list of available routing rules.
» Create a new routing rule.

If a routing rule is already associated with this workflow, this field is not available.

. To overwrite the earlier deployed workflow, select Overwrite Deployment.

For all the instances that used the deployed workflow you overwrite, Orchestration shows
the workflow as undeployed in the Deployed Workflow Name column of the Instances tab.

. Click OK.

Orchestration successfully deploys the workflow and activates the rule associated with the
workflow.

Related links
Workflow routing on page 76

Validating, deploying, and undeploying workflows

Editing a workflow

About this task
Edit an existing workflow to make required changes. You can also edit a default workflow.
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Procedure

1. On the Designer interface, click Open Workflow above the palette.
Select the workflow from the list of recent, draft, or deployed workflows, and click Open.
Make changes to the workflow.

Correct any errors displayed in the validation area at the bottom corner of the canvas.

o & DN

Save the workflow.

» To save the workflow with the same name, click the arrow next to the workflow name
above the canvas and click Save.

» To save the workflow with a different name, click the arrow next to the workflow name
above the canvas and click Save as .... Enter a workflow name and description, and
click Save.

Related links
Managing workflows

Deleting a draft workflow
About this task

Use this procedure to delete a draft workflow that has been saved. The procedure does not delete
deployed workflows.

Procedure
1. On the Orchestration Manager interface, click the Workflow Drafts tab.
2. Select the workflow to delete.
3. Click Delete Workflow Draft.
4. To confirm the delete, click OK.

Related links
Managing workflows

Undeploying a workflow
About this task

You can remove a deployed workflow. For all the instances that used the removed workflow,
Orchestration shows the workflow as undeployed in the Deployed Workflow Name column of the
Instances tab.
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Exporting a workflow as a file

You must remove or disassociate a workflow from the associated routing rule before undeploying
a workflow.

Before you begin
Remove any routing rules associated with the workflow.
Procedure
1. On the Orchestration Manager interface, click the Workflows tab.
2. Select the workflow to remove.
3. Click Undeploy Workflow.
4. To undeploy the selected workflow, click OK.

Related links
Validating, deploying, and undeploying workflows

Exporting a workflow as a file
About this task
You can export your workflow as a JSON file, that you can later import.
Procedure
1. On the Designer interface, click Open above the palette.
2. Select the workflow from the list of recent, draft, or deployed workflows, and click Open.
3. Click the arrow next to the workflow name above the canvas and click Export....

The workflow JSON file saves to the downloads folder for your browser.

Importing a workflow
About this task

Import a workflow from a previously exported JSON file.
Procedure
1. On the Designer interface, click New... > Import....
2. Click Choose file and select the JSON file to import.
3. Click Import.
Orchestration displays the workflow on the canvas.

4. Click the arrow next to the workflow name above the canvas and click Save.
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5. In Workflow Name, type a workflow name.

6. In Workflow description, type a workflow description.

7. Click Save.
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Chapter 5: Instances

Instances overview

When a new interaction arrives in AvayaWExperience Platform™ Public Cloud, it undergoes pre-
routing, and Avaya Experience Platform ~ Public Cloud triggers a correct workflow. Each case of
execution of a workflow with all the fulfilled tasks is an instance.

You can view a list of all active and completed instances with information about the used workflow,
runtime, status, and correlation ID of interactions. To identify an instance, use the WorkRequest ID
available in Avaya Workspaces client logs, which matches the correlation ID on the Instances tab
of the Orchestration Manager interface.

You can end an instance that remains in the active status because of an error. You can
simultaneously end up to 100 active instances.

For all the instances that used the workflow you overwrote or undeployed, Orchestration shows
the workflow as undeployed in the Deployed Workflow Name column of the Instances tab.

Instance visualization

To view more information about an instance, click it in the list of instances on the Instances tab. To
facilitate the search of the instance from the list, use the filters at the top of the page.

Orchestration shows the results of the treatment represented by different colors along the
graphical workflow as the following:

* Green: Successfully executed task
* Red: Failed task

* Blinking blue: Ongoing task

* Colorless: Not executed task

If the entire path is green, the workflow is executed appropriately. If any of the tasks are red, this
task failed with an error.

You can click each task in the workflow to collect additional information about its execution in the
Instance Viewer window. For example, you can see the reason for the failure.

For Azure Functions, Conditions, and REST API tasks, you can view the current state of all the
available variables in the Conditional Output Evaluation section. You can also view the list of
all evaluated conditions in the conditions subsection. Each evaluated condition contains all the
variables used in this condition, the condition expression, the output name, the output selection
flag, and the error details in case of an error.

For the Assignment task, you can view the assigned variables in the assignments section. You can
also view the current state of all the available variables in the variables section.
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Instance states

Instance states indicate the processing status of a workflow. The instance states are the following:
» Completed: The workflow finished processing the engagement without encountering an error.
* Active: The workflow is currently processing the engagement.

» Handled Error: The workflow encountered an error while running a task. The task was
configured with an error handler, and the workflow followed the error handler path.

» Completed with error: The workflow encountered an error while running a task. The task was
not configured with an error handler, and the error path was not connected to another task.
The workflow stopped at the current task.

 Fatal Error: The workflow encountered an unexpected error while running a task. The
workflow stopped at the current task.

Related links
Using Workflow Instance Viewer

Viewing an instance
About this task

You can view active and completed instances to monitor task execution or analyze reasons for
task failures.

Procedure
1. On the Orchestration Manager interface, click the Instances tab.
2. Click the required instance from the list.
To facilitate the search, use the filters at the top of the page.
Orchestration opens a window with a graphical representation of the instance.

Related links
Using Workflow Instance Viewer

Terminating an instance
About this task

Terminate one or multiple active instances which remain in the active status as a result of an error
to change their status to Complete.

Procedure

1. On the Orchestration Manager interface, click the Instances tab.
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Terminating an instance

2. Select required active instances.
You can select up to 100 instances. To facilitate the search, use the filters at the top of the
page.
3. Click Terminate.
4. In the confirmation window, click OK.
Orchestration shows a notification that the termination process started.
5. To verify that the termination is over, refresh the page.
Orchestration changes the status of the instances when the termination is over.

Related links
Using Workflow Instance Viewer
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Chapter 6: Variables

Variables overview

A variable is a symbolic representation of data that you can access without typing it. Introducing
variables is useful when you use the same values in multiple places. For example, if you use the
same URL in multiple places, you can add it as a global variable. If the URL changes, you only
need to change a value in the variable. Variables are available in Orchestration and Automation.
Orchestration changes this value in all workflows where this global variable is used.

Variables in Orchestration are key-value pairs. Each variable name represents its key. Thus, when
you reference the variable name, you can access its value.

Orchestration uses the following types of variables:
+ Global
* Local

As a Business Analyst user, you can access variables by typing a static variable value into the
corresponding field. This value stays constant during run-time.

As an Administrator user, you can type static variable values in the corresponding field. You can
also select a variable that gets values in real-time and is associated with the engagement. To add
a variable, click + and select a variable from the available options.

Global variables

Global variables are entities with the assigned name and value that are available for use in all
workflows. You can create, view, edit, and delete variables in Orchestration Manager. If you edit a
global variable, the change applies to all workflows where the variable is in use. To avoid errors,
do not change or delete the global variable during the workflow execution.

To access a variable, click + and select Global Variables from the list of available options. For
example, you can create the following variables:

Variable Name Value
host avaya.com
protocol https

port 443

You can use them as follows in the REST URI
field of the REST API task: GlobalVariables.protocol://
GlobalVariables.host:GlobalVariables.port/updaterecords
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Variables overview

Local variables

Local variables are available only for the specific workflow and represented in Orchestration with
cache and task variables.

As an interaction traverses a workflow, it accumulates data. For example, the Start Task is
associated with the ENGAGEMENT _PREROUTED event. The Start Task contains a rich dataset
related to the interaction and the data collected during pre-routing. To make this information
available to downstream tasks, this data is available in the workflow cache.

The workflow cache is the term used to describe the collection of data available within the
workflow. The cache is available to the Administrator user to facilitate advanced customization and
configuration. To access cache, you can select Cache Variables in text boxes where you enter
data. You can select the required data from the list of items that are currently available in the
cache. To add or overwrite a cache variable, use the Result Mapping tab of the REST API or
Azure Functions task. An example of a cache variable is an attribute list that Orchestration uses
for routing.

You can also work with data on the task level. Orchestration creates task results when receiving
result name and data. You can use task results in the task where you received the result and

in all subsequent tasks of the workflow which are directly or indirectly connected with that task.
Orchestration differentiates between:

* Result variables: Results of the previous tasks.
» Current task variables: Results of the current task.

To set up a task, configure task properties, the range of which differs depending on the task. With
the REST API and Azure Functions tasks, you can add all types of variables as values to task
properties. To add or overwrite a value in the task property, use the Destination field on the Result
Mapping tab of the REST API task. You can see task properties in workflow instances.

© Note:

If you remove or edit a variable from a self-service flow, you must also remove or edit

the variable on the Orchestration workflow. Modify the downstream tasks such as Start
Automation that uses the removed or edited variable, otherwise the workflow ends with an
error during the call.
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Variables

Variables

Global variables Local variables

Cache variables Task variables

Task properties Result variables

Current task variables

Related links
Creating and using variables

Creating a global variable
About this task

If you often use a value in conditions, result mapping, or task properties of the REST API task, you
can create a global variable with this value. Global variables are available in all your workflows.

Procedure
1. On the Orchestration Manager interface, click the Variables tab.
2. Click Create.
3. Type a variable name.

The variable name must contain only alphanumeric characters, without spaces or special
characters. You cannot start a variable name with a digit. The maximum length is 70.

4. Type a variable value.
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Viewing a global variable

5. Click OK.

Orchestration shows the new global variable in the list of variables. If Designer is open,
reload it to use the newly created global variable in workflows.

Viewing a global variable
About this task

To check the correctness of the variable value, you can view a global variable in a read-only
mode.

Procedure
1. On the Orchestration Manager interface, click the Variables tab.
2. Select a variable to edit and click View.

3. To return to the list of variables, click OK.

Editing a global variable

About this task

You can edit a global variable to correct the name or value of the variable. When you edit a global
variable, the change applies to all workflows where the variable is in use.

Procedure
1. On the Orchestration Manager interface, click the Variables tab.
2. Select a variable to edit and click Edit.
3. Edit the required value.
4. Click OK.

Orchestration saves the changes in the global variable.

Deleting a global variable
About this task

You can delete a global variable if you do not need it. Avaya recommends you to not delete global
variables when Orchestration uses these variables in the workflow.
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Variables

Procedure
1. On the Orchestration Manager interface, click the Variables tab.
2. Select a variable to delete and click Delete.
3. To confirm the delete, in the confirmation window, click OK.

Orchestration deletes the global variable.

Attribute lists in a workflow

Orchestration receives workflow attributes during the Start event. Pre-routing determines the
attributes for interactions. With Automation, you can collect more attributes during a workflow to
make routing more accurate.

Orchestration stores two attribute lists as cache variables:
« startEvent.attributeList: The list that Orchestration receives within the Start Event.

* servicesAttributes.attributeList. The list that Orchestration updates when it receives new
attributes during automation.

If a workflow does not contain automated flows, Orchestration uses the attribute list from the Start
event. If Automation collects new attributes, Orchestration uses the servicesAttributes list to select
an appropriate agent during the Connect Agent task.

You can update attribute lists with the REST API and Azure Functions tasks.

Updating workflow attribute lists
About this task

As an Administrator user, you can update attribute lists in the cache with a REST API or Azure
Functions task when you receive additional attributes from an external source. For example, you
can receive new attributes from your Customer Relationship Management (CRM) system.

Before you begin
* Open the workflow to update attributes and add a REST API or Azure Functions task to it.

* In the REST API or Azure Functions task, add a response schema to make the new attribute
list available for the result mapping.

Procedure
1. In the Designer interface, double-click the REST API or Azure Functions task.
2. In the Properties pane, click the Result Mapping tab.

3. Select the Success check box.
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Variables in a self-service flow

4. Click Add Mapping.
5. In the Destination field, select one of the following:

» Cache Variables > startEvent > attributeList: To update the list that Orchestration
receives within the Start event.

» Cache Variables > servicesAttributes > attributeList: To update the list that
Orchestration updates when receives new attributes during automation.

6. In the Value field, select Current task Variables > response > attributeList.

Orchestration can use the new attribute list for routing an interaction in the Connect Agent
task.

7. In the Properties pane, click Save.

Related links
Azure Functions on page 49
REST API on page 42

Variables in a self-service flow

Automation supports variables in self-service flows. You can use variables from Orchestration

in messages for Voice, Messaging, and Chat channels in Automation. For example, to make

an addressed announcement, you can populate the customer's name and surname from
Orchestration. If the value is unavailable in Orchestration, Automation uses a default value that
you configure for the variable. For example, instead of a name and surname, Automation can say
"dear customer”.

To use Orchestration variables in a self-service flow, do the following:

* In Automation: Create and configure variables in a self-service flow. The variables are
specific to the self-service flow where you create it. Publish the self-service flow in
Automation to make the variables available in Orchestration.

° Note:

Automation creates the read-only variables by default for every self-service flow. You
cannot delete the read-only variables. The queues and attributeList variables are the
read-only variables with the scope input. Automation creates queues and attributeL.ist
variables for all the self-service flows you load in Orchestration in a Start Automation

task.

* In Orchestration: Configure the variables in the Input Variables field of the Start Automation
task.

In a message, type a variable name or space in double curved brackets: {{ }} and select the
variable from the list. Automation supports the following variable types:

* Input: The input variables type supports Orchestration passing the variable data to
Automation. You cannot use object and array variable types in messages.
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Variables

* Private: The value of the variable is encrypted and is not stored, logged, or traced within
Automation.

» QOutput: The output variables type supports Automation passing the variable data to
Orchestration. Output variables you receive from Automation are also the cache variables
that you can use in downstream tasks such as REST API. You cannot use object and array
variable types in messages.

Related links
Start Automation on page 26
Using Variables in Automation flows

Sending output variables to Orchestration
About this task

You can send variables from Automation flows to Orchestration workflows. Ensure that you click
Save in the Start Automation task in Orchestration to make the variable available for the entire
workflow.

Before you begin
Connect the self-service flow to an Orchestration workflow in the Start Automation task properties.
Procedure
1. In Automation, open the self-service flow where you want to create a new variable.
Create a variable of type Output Variable and click Save.
Save and publish the self-service flow.
In Orchestration, open the workflow to receive the variable.
Open the Start Automation task and verify that the new variable is available.
Click Save.

o a0k~ w DN

Ensure that you click Save to make the variable available in the workflow.

Operations on variables

You can change the value of a variable in a self-service flow with the Operations task. You can
use the available operations to perform a function on the variable. The new variable value is
stored in the cache in the current self-service flow.

For example, if the self-service flow receives a variable value from Orchestration, you can use the
assignment operation to override this value with a new value.
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Operations on variables

Assign values to variables

Use the assignment operation to assign a new value to a variable within the self-service flow. You
can assign the variable a value from a customer interaction, the value of another variable, or a
static value.

For example, you can assign a new value the customer enters during an interaction to a variable.
You can ask the customer to enter the account ID. When the customer enters the ID, you can
assign it to a variable.
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Chapter 7: Routing

Workflow routing

Avaya Experience Platform™ Public Cloud has two-level routing that consists of:

* Pre-routing: Occurs before the workflow starts. For example, a context data rule can
determine a correct workflow for a chat or messaging channel based on the contextual
data. You can configure it in Application Center Administration. For more information about
business rules for pre-routing, see Business Rules overview.

* Routing: Occurs after the initiating event. It is intelligent routing that supplements the first
level and provides routing based on the data collected since the initiating event occurs and
during the workflow. You can configure it in Orchestration.

Routing is based on rules. The rules allow you to vary which workflows initiate based on
information passed to the workflows from the initiating event. You can attach rules to events that
initiate workflows. When multiple rules are tied to the same event, the rule with the highest rank

is used. The event and rank determine which rules are applicable. In the case of an equal event
and rank, all rules are valid and are used. You can use attribute filters to narrow down the scope
of the rule. If you do not define any filter for the rule, then there is no narrowing, and Orchestration
assigns the rule only based on event and rank.

For example, Avaya Experience Platform™ Public Cloud has an ENGAGEMENT_PREROUTED
event that contains all the attribute data collected during pre-routing. If you configure routing rules
with the same rank for workflows A, B, and C and they contain the ENGAGEMENT_PREROUTED
event in the Start task, you can set up filters as follows to narrow down the scope of the rule:

If Channel = Voice then launch Workflow A
If Channel = Chat then launch Workflow B
If no filter is provided then launch Workflow C

When we have a new Voice interaction received by Orchestration using the
ENGAGEMENT_PREROUTED event, Workflows A and C are initiated for this interaction.

If you do not define any rules for an event, the event initiates any workflow that has the event in
their Start task. If at least one rule is defined for an event and there is no match to the rule, no
workflows initiate.

A rule can apply to one workflow only.

During account creation, Avaya Experience Platform™ Public Cloud generates default rules for
default workflows. The default rules are read-only.

January 2025 Configuring Workflows for Avaya Experience Platform™ Public Cloud 77

Comments on this document?



https://documentation.avaya.com/bundle/ExperiencePlatform_Administering_10/page/Rule_overview.html
https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=ConfiguringWorkflowsforAvayaExperiencePlatform%E2%84%A2%E2%80%8EPublicCloud&p3=56

Related links
Managing routing rules

Events

Events

An event represents a change during the routing of an Avaya Experience Platform™ Public Cloud
interaction. Each event has a schema that contains data that the workflows use to make routing

decisions.

The Event Catalog is a central repository for all routing events in Avaya Experience Platform™
Public Cloud. Events are grouped by families. A family consists of one or multiple events. Avaya
Experience Platform™ Public Cloud predefines a set of read-only default events in the OneCloud

family. The default events are the following:

Event name

Description

OneCloud - ENGAGEMENT_PREROUTED

Generated when an interaction underwent pre-
routing procedures. The event contains the data
collected during pre-routing, such as attributes.
Based on the collected data, Orchestration initiates
a workflow instance.

OneCloud - EMERGENCY_CALL_INITIATED

Generated when an agent performs an emergency
call from the contact center. For the event,
Orchestration initiates a OneCloud Emergency
notification workflow instance.

SPONTANEOUS_ENGAGEMENT_ERROR

OneCloud - Generated when the customer disconnects.
EXTERNAL_PARTICIPANT_REMOVED
OneCloud - Generated when a serious error condition occurs.

For example, a serious error condition occurs if a
matching service is unavailable when required.

OneCloud -
OUTBOUND_ENGAGEMENT_ESTABLISHED

Generated when an agent makes an outbound call
to an external phone number.

You can add new events to the catalog and manage them in the Orchestration Manager interface.

Avaya Experience Platform™ Public Cloud supports versioning of events.

Creating a routing rule
About this task

Create a routing rule that the workflows can use to make routing decisions.
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Routing

Procedure
1. On the Orchestration Manager interface, click the Routing tab.
2. Click Create.
3. Complete the fields.
For more information about the fields, see the routing rules field descriptions topic.
4. Click Save.
Orchestration displays a new rule in the list.

Related links
Routing rules field descriptions on page 79

Viewing a routing rule
About this task

To check the correctness of the routing rule, you can view it in a read-only mode.
Procedure

1. On the Orchestration Manager interface, click the Routing tab.

2. Select the routing rule to view and click View.

3. To return to the list of routing rules, click OK.

Editing a routing rule
About this task

You can edit a routing rule to correct the settings in case of an error. When you edit a routing rule,
the change applies to all workflows where the routing rule is in use.

Procedure
1. On the Orchestration Manager interface, click the Routing tab.
2. Select the routing rule to edit and click Edit.
3. Update the required fields.
For more information about the fields, see the routing rules field descriptions topic.
4. Click Save.

Related links
Routing rules field descriptions on page 79
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Enabling and disabling a routing rule

Enabling and disabling a routing rule
About this task

When you create a routing rule, it becomes active automatically. Use this procedure to disable a
rule when you need to undeploy an associated workflow or re-enable a rule. Orchestration does
not use a disabled rule to route interactions.

Procedure
1. On the Orchestration Manager interface, click the Routing tab.

2. Locate the routing rule to enable or disable and in the Enabled column, click the toggle
switch.

Disabled toggle switch indicates that the routing rule is inactive. Enabled toggle switch
indicates that the routing rule is active.

Deleting a routing rule
About this task

Delete a routing rule if you do not need it.
Before you begin
Ensure the routing rule is disabled.

Procedure

1. On the Orchestration Manager interface, click the Routing tab.

2. Select the routing rule to delete and click Delete.

3. To confirm the delete, in the confirmation window, click OK.
Orchestration deletes the routing rule from the list.

Related links
Enabling and disabling a routing rule on page 79

Routing rules field descriptions

Name Description
Rule Name Type a name for the new rule.
Event Family Select OneCloud.
Table continues. ..
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Routing

Name Description

Event Type Select ENGAGEMENT_PREROUTED.

Event Version Select the latest version.

Workflows Select the workflow to which you assign this rule.

Rank The rank determines which workflows Orchestration triggers when the conditions
of the rule are met. Orchestration triggers only the workflows with the highest rank.
The higher the number you assign, the higher the rank.
The event and rank determine which rules are applicable. When you tie multiple
rules to the same event, Orchestration uses the rule with the highest rank. In the
case of equal ranks, all rules are valid and are used.

Filter Use the filter to narrow down the scope of the rule.
Select the filter from the Key and define the attributes in the Value field.
If you do not define any filter for the rule, Orchestration does not apply narrowing
and assigns the rule only based on event and rank.
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Chapter 8: Self-service flows

Self-service flow for Start Automation

You can use a Start Automation task in Orchestration to enable a self-service flow. Self-service
flows for a Start Automation task collect information for queues, attributes, and customer
identification.

Queues

Account administrators configure queues in Application Center Administration to enable the
contact center to find a suitable agent to handle the customer query. Agents can be assigned

to queues depending on their knowledge and skills. In Automation, you create a question where
the customers must choose one of the options and map the options with the appropriate queues
available for your account.

For example, an account administrator adds "Billing" and "Payment" queues. In Automation,
create a question "What is your request about?" with the following response options: "Billing" and
"Payment". Map each option with the appropriate queue. Depending on the input, the contact
center redirects to the queue assigned to a certain group of agents. When the flow ends,
Automation releases control of the interaction treatment.

Attributes
Apart from queues, you can use attributes that determine the further routing of the customers.

Account administrators configure attributes in Application Center Administration for attribute-based
routing. With attribute-based routing, the contact center can forward interactions to the most
suitable agent. In Automation, you can configure whether the customer's answer to a question you
configure provides an attribute value.

For example, an account administrator adds the "department” attribute and configures attribute-
based routing based on values "Support" or "Sales". In Automation, you can add a question

in a flow asking the customer about the required department. To respond to the question, the
customer presses 1 for Sales and 2 for Support. When the flow ends, Automation releases control
of the interaction treatment. To provide Orchestration with the selected department information,
configure "department" as the attribute name for the question. Automation sends the answer from
the customer as the value for the "department" attribute for Orchestration. Orchestration forwards
the interaction to the suitable agent.

If you configure an attribute for a question, ensure that the suggested answers match

the configuration of attribute-based routing in Orchestration. For example, if you type
"sales_department" as an answer in Automation, but the account administrator uses "sales" for
attribute-based routing, Orchestration cannot accurately process this attribute.
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Self-service flows

Customer identification

During a self-service flow, Automation can receive from the customer identification information.
The Customer Journey widget in Avaya Workspaces can later use this information to match and
track customer interactions across multiple channels for a single account. By default, the following
types of data are available:

* phoneNumbers: For customer phone number
« emailAddresses: For customer email
« accountlds: For customer account ID

You can select a customer identifier for a specific question of your flow. For example, in the
question, ask the customer to enter a phone number or email. Customer Journey can then use
these unique identifiers to match the interaction with an existing customer. Avaya Workspaces
agents can view the customer's entire journey across all channels with common identifiers.

Automation also collects customized identifiers. For example, as a customized identifier, you can
use the Social Security number of the customer.

To use an identifier, ensure that it is available on the Customer Identifiers tab of Application Center
Administration.
Related links
Administering queues and attributes in Store Context task
Assigning customer identification in Store Context task

Self-service flow for Give Treatment

A self-service flow for a Give Treatment task in Orchestration provides wait treatment for
customers if there are no available agents in the contact center. While waiting in a queue,
customers can see the text messages or listen to voice messages that you pre-configured. The
typical wait treatment flow contains one or several announcements that you can manage in
Automation.

To create a Give Treatment flow, you must define the basic parameters of the flow, such as a
name, languages, channels, and add announcements. For each announcement you create, add a
text or audio that is available to the customers.

Related links
Administering announcements in self-service flows

Self-service flow for REST API

You can use the REST API task in Automation to collect additional information from an external
source for better routing or provide this information to agents. For example, you can get additional
information from the CRM of your company or enrich your CRM with the newly received data.
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Self-service flow for REST API

The REST API task in Automation provides similar functionality to the REST API task in
Orchestration on the Automation level. You can use a Start Automation task in Orchestration
to invoke the self-service flow in Automation.

Related links

Properties on page 83
Authentication on page 84

Response schema on page 84

REST API on page 42

Properties

The REST API task in Automation makes API calls internal to Avaya Experience Platform™ Public
Cloud components and external to other endpoints. You can use the Properties pane to create

a request to the API endpoint: choose a method, specify REST URI, and identify the header,
body, and parameters. To configure an API call for internal API calls, see the Avaya Experience
Platform™ Public Cloud APl documentation at https://developers.avayacloud.com/. For external
calls, see the APl documentation that the API vendor provides.

Properties

Description

Method

The HTTP verb for the request. Automation supports the following verbs:
« GET

+ POST

« PUT

« DELETE

Rest URI

URI of the REST endpoint.
You can set Rest URI as a variable or manually type the URI.

You can also combine a URL input with a variable. For
example, if REST ADDRESS is a variable, you can type https://
{{REST ADDRESS}}/my/api to combine the URL input with a variable.

Header

A list of key-value pairs that you add to the request as headers. By
default, Automation uses the header key Content-Type.

No user input is required if you use the default key. When you change the
body type, the content type in the header changes automatically.

You can set a header as a variable or manually type the header values.

You can also combine the header input with a variable. For example, if
token is a variable, in the Name field, you can type Authentication,
and in the Value field, you can type bearer {{token}} to combine the
header input with a variable.
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Properties Description

Body Body of your request in the JSON format. JSON is a multiline body type
and the default body type for the requests.

You can use variables in the body format or manually type a request
body.

You can also combine the body input with a variable. For example, if
domain is a variable, in the Body field, you can type the following:
{

"domain" : "{{domain}}"

}

You can configure the Body property when you are using POST and PUT
methods.

Param A list of key-value pairs that you add to the request as query parameters.

You can use variables as query parameter values or manually type the
query parameter values.

You can also combine a parameter input with a variable. For example, if
search string is a variable, in the Name field, you can type g, and
in the Value field, you can type { {search string}} to combine the
parameter input with a variable.

Related links
Self-service flow for REST API on page 82

Authentication

Automation supports the following authentication methods for REST API requests:
* Basic authentication
» Bearer Token

You can select No Auth if no authentication is required for the REST endpoint.

To configure authentication for internal API calls, see the Avaya Experience Platform™ Public
Cloud API documentation at https://developers.avayacloud.com/. For external calls, see the API
documentation that the API vendor provides.

Related links
Self-service flow for REST API on page 82

Response schema

In Automation, you can use schemas for success and error responses. You can create a success
and error variable from the Response schema in the task properties. Automation stores the REST
response in the following variable types:

* String
* Number
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* Boolean

* Object

* Array of strings, numbers, and booleans
The success and error variable names are REST-API success and REST-API error by
default. You can change the task name from the Properties pane to change the variable name. For
example, if you change the task name to REST1, the name of the success and error variables
change to REST1 success and REST1 error. Change the task name before creating the
variables on the Response schema. Otherwise the variable names do not change.

Related links

Self-service flow for REST API on page 82

Default self-service flows

Automation provides the following default self-service flows:
» OneCloud Voice Self Service
» OneCloud Digital Self Service
* OneCloud Auto Reply
* OneCloud Wait Treatment
* OneCloud Error Handling
* OneCloud Survey
» OneCloud Callback Offer Self Service
* OneCloud Confirm Callback Self Service
Orchestration uses the default self-service flows in default workflows.

The flows require no additional configuration to start automation. Each default flow has a
published version. You can edit a default self-service flow and create new versions. Avaya
recommends that you do not delete a default self-service flow, because it results in an error in
a default workflow in Orchestration. If you delete a default flow by accident, you can restore the
flow using the Add defaults button.

The language of all default self-service flows is US English.

Related links
Adding default flows on page 85
Default workflows on page 19

Adding default flows
About this task

You can add default flows if you delete one by accident.
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© Note:

When you add default flows, Automation keeps new versions of existing default flows.
Procedure

1. In the navigation pane, click Self-service Flows.

2. In the Self-service Flows view, click & > Add Defaults.

Automation shows a message with the list of added flows. If all default flows exist,
Automation shows the message Your Default flows are up to date.

Related links
Default self-service flows on page 85

Self-service flow creation and configuration overview

When creating a flow, you must consider the purpose of the flow. If you create a flow for a Start
Automation task in Orchestration, you must know what queues and attributes are configured in
Avaya Experience Platform™ Public Cloud and what customer information to collect. Based on
this information, choose tasks for a self-service flow in Automation. After you define the basic
parameters of the self-service flow, such as a name, languages, and channels, design the self-
service flow. Choose the suitable tasks and configure their properties. When choosing question
types, consider the answer format.

For each of the Announcement and Input tasks you create, add a text or audio that is available to
the customers.

For questions with several options, the answers vary as the customers do not have available
answers. For effective processing of the free-form inputs, such as yeah, y for yes, specify
possible variations in a mapping table. Considering possible variations is important because they
can impact routing.

For True/False and Options questions, you can use the answers to construct the exit paths for the
flow. An exit path for the flow depends on the answers received from the customer.

For Chat and Messaging channels, you can configure a no-answer timeout.

When a customer does not answer the question during the predefined time, Automation ends the
question and continues the flow as you configured. If you configure the retry option, Automation
repeats the question. If no retries are available to the customer, the flow continues according to
the configured exit path. For example, you can continue with an announcement about the end of
automation. For the Voice channel, the no-answer timeout is not configurable. The default value is
8 seconds.

When creating a self-service flow for a Give Treatment task, match the defined questions with
the queues, attributes, and customer identification information to collect. You can configure the
integration according to your requirements. For example, you can set up a queue and attributes if
you do not require customer identification information for the flow.
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Related links
Creating a self-service flow

Creating a new self-service flow

About this task

Create a new self-service flow to add automation to your workflow.

Procedure
1. In the navigation pane, click °.
2. To add a new self-service flow, in the Self-service Flows view, click & > New.
3. On the Basic tab, configure the basic settings as required.
4. To save the changes, click Save Draft.

Result

Automation creates the self-service flow and adds it to the list of existing self-service flows in the
Self-service Flows view.

Next steps
Design a self-service flow.

Basic settings for a self-service flow

To start creating a self-service flow, configure the basic settings on the Basic tab.

The basic settings are the following:

Name Function

Name The self-service flow name. You can use the flow name for identification
and search.

Self-service Types Self-service flow types depending on the flow purpose:

» Appointment Reminder: For notification of the customer about future
events.

+ Attribute Collection: For collecting information about the customer, such
as customer intent.

» Customer Identification: For enabling agents to identify the customer.

» Wait Treatment Application (WTA): For providing treatment to
customers while waiting for an available agent.

« Self-service Application: For providing general-purpose automated
treatment to customers.

Choose the type depending on the purpose of the self-service flow you
create. After saving the flow as a draft, you cannot edit the selected
value.

Table continues...
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Self-service flows

Name

Function

Languages

Self-service flow languages available for the customers. You can select
as many languages as you require.

Default language

The default language for a multilingual self-service flow. You can choose
the default language from the languages you select in the Languages
field.

Channels

Channels for interaction with the customers:
* Voice
* Chat

* Messaging

Description

Additional details about a self-service flow.

This field is optional.

Tags

A label to mark and categorize the content. You can create multiple tags.

This field is optional.

Flow creator tab description

The Flow creator tab has the following five sections:

1. Top bar
2. Palette
3. Canvas
4

. Properties pane

5. Canvas Overview area

n Workstream Automation

& Bots

‘ 9, Self Service Flow

Flows x  Self Service Flow x

= Flows

i 4
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Top bar
The top bar contains the following buttons to save a self-service flow:
Button Purpose
Save Draft Saves a self-service flow as a draft copy. One draft copy of a self-service

flow is available at a time.

Save Version Saves a self-service flow as a new version that you can publish to
customers. When you save a version, Automation validates the workflow.
For successful validation, you must configure messages and mappings,
and connect all the tasks on the canvas with appropriate target tasks.

If the validation is successful, Automation creates a new version. You can
create multiple versions for a self-service flow. To facilitate differentiation
of versions, add a description of a newly created version.

Close Closes the Flow creator tab and returns you to the Self-service Flows
page.

Palette

The palette is the section of the page beside the navigation pane. The palette lists tasks that you
can drag and drop onto the canvas as part of a self-service flow.

Canvas

The canvas is the section of the page where you can see the self-service flow as you build it. You
can drag tasks from the palette onto the canvas to create a self-service flow. When dragging tasks
across the canvas, guidelines appear to aid alignment. When you drag a task onto the canvas, it
automatically snaps to the closest grid location.

Properties pane

Automation displays the Properties pane when you click a task on the canvas. In the properties
pane, you can configure task properties, such as a name, question types, messages, exit paths,
and mappings.

Canvas Overview area

The canvas overview area is the section at the bottom of the page where you can see the scaled
copy of the canvas. The blue frame shows what part of the canvas is visible on the page.

Self-service flow design

A self-service flow consists of tasks that represent communication with customers or a flow stage.

Each task has one incoming and at least one outgoing connection. An incoming connection is a
blue point next to the task. An outgoing connection is a black point next to the task. The number of
outgoing connections depends on the number of exit paths you configure. An incoming point can
accept several paths, while the outgoing connection can have only one path.
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Self-service flows
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A self-service flow can contain the following tasks:

Task name Description

Start The entry point of a flow. You can connect it with one task. The Start task
has one outgoing connection point.

End The endpoint of a flow. You can connect multiple tasks and outputs with
this task.

Announcement The task you add to provide information to the customer. No customer

input is required.

Select an Input The task you add to prompt the customer to answer. The response format
depends on the question type you select.

Store Context The task you add to set up integration with other components of Avaya
Experience Platform™ Public Cloud. Use this task to configure attributes,
queues, and customer identification information.

Transfer The task you add to transfer the interaction to a queue. This task does
not have outputs and can end the flow.

By default, a self-service flow contains only Start and End tasks. To create a flow, add tasks,
configure them and connect them with paths.

Related links
Administering announcements in self-service flows
Setting Input tasks in self-service flows

Adding a task

About this task

As you design a self-service flow, drag and drop tasks onto the canvas. When choosing a task,
consider the functionality of the task.

Procedure
1. In the Self-service Flows view, locate the required self-service flow and click .
2. Click the Flow creator tab.
3. On the palette, click a task to add, drag and drop the task to its location on the canvas.
4. Click the new task.

Automation shows the Properties pane.
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5. In the Name field, type a task name.
6. Enter values for the task settings as required for the task.

7. To connect the preceding task to the new task, click and hold the outgoing point of the
previous task, and move the cursor to the incoming point of the new task until it lights
yellow.

8. To save the self-service flow, at the top bar, click one of the following:
» Save Draft: To save the self-service flow as a draft.

« Save Version: To save the self-service flow as a new version.

Question types

With an Input task, you can configure questions for customers to collect the required information.

Automation has the following question types:

Question type Description

True/False A question that requires a choice between two options. For example, Yes
or No.

Options A question that has 3 to 11 possible answer options. For each option,

you can assign a tag that simplifies the further use and analysis of the
answer. For example, you can use this question type to collect Customer
Satisfaction (CSAT) score.

Numbers A question that requires to specify a number from a predefined range. For
example, specify a number from 1 to 10.

Digits A question that requires a string of digits of a certain length as an answer.
Determine the minimum and maximum length of the string. For example,
you can use this question type to collect a customer ID.

Date A question that requires a date as an answer. You can select a date
pattern and a time range.

To determine the correct question types for your flow, you must know what information to collect.
Depending on the type of the required answer, select an appropriate question type. For example,
to receive the customer's phone number for customer identification, select Digits as an appropriate
question type.

Question settings

The following table describes the fields you must configure for each question type:
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Question type

Settings

True/False

* 1: A label for the first option.
For example, yes.

 2: A label for the second option.
For example, no.

You can use the labels when configuring exit paths.

Options

* Number of options: Number of answer options for the question.

You can create 3 to 11 answer options.
1: A label for the first option.

<Option number>: A label for the selected option.

Numbers

Minimum Value: The minimum value of the range.

Maximum Value: The maximum value of the range.

Digits

Minimum Value: The minimum length of a number that the customer
enters.

For example, 2. The customer cannot provide numbers with less than
two digits.

Maximum Value: The maximum length of a number that the customer
types.

For example, 2. The customer cannot provide numbers with more than
two digits.

Date

Pattern: The date format that customers must use to answer the
question you configured.

For example, the date pattern can be DDMMYYYY, where:
DD is a two-digit number representing the day of the month.
MM is a two-digit number representing the month.

YYYY is a four-digit number representing the year.

Minimum Date: The start date that defines the lower limit for the valid
answer.

The date pattern for this field is MMDDYYYY. This date pattern does not
depend on the Pattern field.

Maximum Date: The end date that defines the upper limit for the valid
answer.

The date pattern for this field is MMDDYYYY. This date pattern does not
depend on the Pattern field.

January 2025

Configuring Workflows for Avaya Experience Platform™ Public Cloud

Comments on this document?

93


https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=ConfiguringWorkflowsforAvayaExperiencePlatform%E2%84%A2%E2%80%8EPublicCloud&p3=56

Self-service flow creation and configuration overview

Messages

A message is a piece of information in the form of a statement or a question that Automation
sends to the customer during the automated treatment. Automation supports the following
message types:

Type Description Applicable to

Prompt The main message that Automation sends to the Announcements and
customer. questions

No Match A message that Automation sends when the customer's Questions

answer does not match the criteria. For example, the
format does not match the configuration you set.

No Input A message that Automation sends when the customer Questions
does not respond.

You must create messages for each combination of language, channel, and message type.

Messages consist of message elements that you can manage independently. By default,
messages do not contain any message elements. You must add at least one message element
with the following content:

» Text: For Messaging and Chat channels.

+ Audio or Text-to-Speech: For the Voice channel.
You can edit, delete, and reorder existing message elements.
To configure messages, use Announcement and Input tasks.

Related links
Adding a new message element

Text-to-Speech

Text-to-Speech (TTS) is a speech synthesis technology that reads aloud the text you type in

a human-like voice. A TTS engine converts the written text into audio. If you do not have a
recorded audio file, type the required message. Automation supports TTS in messages for the
Voice channel. You can use TTS in the supported languages. For the list of supported languages,
see Supported languages.

To manage speech synthesis and text processing, you must mark the text with an appropriate tag.
One message element can contain one tag. Automation supports the following tags:

Tags Description

None A default option. Interprets the text as plain text. You can use special
characters, excluding < (less than) and & (ampersand).

Currency Interprets the text as a sum of money. Supports values that can be
interpreted only as dollars and cents. For example, 1.50 is played as
"one dollar and fifty cents". A TTS engine does not support international
currency indicators, such as USD or CAD.

Table continues...
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Tags Description

Number Interprets the text as cardinal numbers. For example, 123 is played as
"one hundred and twenty three".

Digits Spells out each digit individually. For example, 123 is played as "one-two-
three".

Characters Spells out each letter of the text. For example, Hello is played as "H-E-L-
L-O".

Address Interprets the text as a street address. Type the full address according to
your country standards. For example, specify a street, an estate number,
a city, a state, and a zip code for the USA.

Adding a new message element

About

this task

Add a new message element for a new or existing message. Each message can contain multiple
message elements with text, audio, or TTS elements. You must configure messages for all
possible combinations of channel, language, and message type.

© Note:

If o

ne of the possible combinations does not have a message, you can save the self-service

flow as a draft. You cannot save the self-service flow as a version.

Procedure

1.
2.
3.

January 2025

In the Self-service Flows view, locate the required self-service flow and click ,*.
Click the Flow creator tab.
On the canvas, click the task to add a message element.

Automation shows the Properties pane.

. Click the Messages tab.

Automation shows a new window.

. At the top of the window, configure the required combination of channel, language, and

message type.

. To add a new message element, click @ and select one of the following content types:

+ Text: For Chat and Messaging channels.
» Audio or Text To Speech Constant: For the Voice channel.
For an audio element, do the following:

a. In the Upload audio window, drag a media file or browse to the file location on your
computer and click @.

The audio file format must be .wav, 8 or 16 bits, 8 kHz, mono. The maximum file size
is 2 MB.
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8.
9.

10.

1.

Self-service flow creation and configuration overview

b. (Optional) To force the playback of the complete audio file, enable the Force audio
playback switch.

When you use the Force audio playback switch, Automation plays back the complete
audio file before starting the next question if users respond early.

For a text element, in the Add text window, type the text and click @.
Fora TTS element, in the Add Text To Speech window, do the following:
a. Type the text.
The text format must correspond to the format of the tag that you select.
b. In the Interpret text as field, select one of the tags.
One message element can contain one tag.
c. (Optional) In Format, configure the format for the selected tag.

(Optional) To add a variable, type the variable name or space in double curled brackets
{{ }1,and select the variable.

To save the changes, click @.

Reordering message elements

About this task

A message can contain multiple message elements. Automation provides these message
elements to customers in the order that you specify. You can organize message elements
according to your requirements.

Procedure

1.
2.
3.

January 2025

In the Self-service Flows view, locate the required self-service flow and click ,.
Click the Flow creator tab.

On the canvas, click the task to reorder message elements.

Automation shows the Properties pane.

Click the Messages tab.

Automation shows a new window.

At the top of the window, configure the required combination of channel, language, and
message type.

Automation shows a list of message elements created for this combination.

To reorder message elements, next to the name of the message element, click :: and drag
it to the required position.
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Self-service flows

Deleting a message element

About this task

Delete a message element when you do not require it. After deleting a message element, this part
of the message is not available for customers.

Procedure
1. In the Self-service Flows view, locate the required self-service flow and click .
2. Click the Flow creator tab.
3. On the canvas, click the task to delete message elements.
Automation shows the Properties pane.
4. Click the Messages tab.
Automation shows a new window.

5. At the top of the window, configure the required combination of channel, language, and
message type.

Automation shows a list of message elements created for this combination.
6. Locate the message element to delete and click §.

7. In the confirmation dialog box, click g.

Mappings

Mapping contains answers to the question with their variations. Answer mapping applies to
True/False or Options questions in Input tasks. For these questions, customers provide answers
themselves and do not choose one of the suggested answers. Therefore, to effectively process
the free-form inputs, specify possible variations in a mapping table. You can create mappings for a
question on a channel and language basis.

For example, you have a True/False question: "Are you satisfied with our services?" For the Chat
or Messaging channels, you must add at least yes and no answers. If you do not add variations,
customers must type yes or no because all other answers are invalid.

To support variations, you can add more answers to the mapping table, including colloquial words
or brief answers, for example:

For yes:
¢ yeah
*y
For no:
* nope
°n

If the customer uses one of the variations that you add to the mapping table, Automation
recognizes the variation as the answer.
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Answer mapping helps to minimize the number of invalid inputs and increase the number of
successfully finished flows. With an invalid input, Automation considers that a customer did not
answer the question. Invalid inputs impact the quality of routing.

Creating a mapping
About this task

Create an answer mapping to minimize the number of invalid inputs in True/False or Options
questions. With an invalid input, Automation considers that a customer did not answer the
question. Invalid inputs impact the quality of routing.

Procedure
1. In the Self-service Flows view, locate the required self-service flow and click ,.
2. Click the Flow creator tab.
3. On the canvas, click the Input task with a True/False or Options question.
Automation shows the Properties pane.
4. Click the Mappings tab.
Automation shows a new window.
5. At the top of the window, configure the required combination of language and channel.
6. In the Actions column for the required option, click /.
Automation shows a window with value entries for the required option.
7. In the dialog box, type the value.
For example, type yes.
8. To add more variations, press Enter.
For example, type yeah and Y.

9. To save the changes, click @.

Deleting a mapping
About this task

Delete a mapping for an answer option in True/False or Options questions to replace all the
configured variations. For example, for option yes, you can delete all variations, such as yeah
and y. Ensure that you create a new mapping for the option after deleting an incorrect mapping.

Procedure
1. In the Self-service Flows view, locate the required self-service flow and click »*.
2. Click the Flow creator tab.
3. On the canvas, click the Input task with a True/False or Options question.

Automation shows the Properties pane.
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4. Click the Mappings tab.
Automation shows a new window.

5. At the top of the window, configure the required combination of language and channel.
Automation shows the list of mappings you configured for this combination.

6. To delete the mapping, in the Actions column for the required option, click g.
Automation deletes all the values in the mapping for the option.

Next steps
Create a new mapping for this option.

Related links
Creating a mapping on page 97

Exit path

With exit paths, you can configure the self-service flow to follow different paths depending on the
customer's answers. Exit paths are configurable on the task level. By default, each task has only
one exit path. Automation follows this path regardless of the customer's answers. You cannot edit
or delete the default exit path. However, you can add multiple customized paths. Automation uses
the default path for the scenarios that the new paths do not cover.

For example, for the question "Do you like our services?", you can configure separate paths for
"yes" and "no" answers. If you do not configure new paths for all possible scenarios, Automation
uses the default path to handle them.

Exit paths configuration

To create an exit path, add at least one condition to it. A condition consists of a question and an
operator.

If you use multiple conditions, you must configure whether one or all conditions trigger the path.
You can group multiple conditions.

When you create a new exit path, Automation displays it as an output of the configured task on the
canvas.

Creating an exit path

About this task

Create new exit paths and configure them to create a new output for a task. A new path must have
at least one condition with a question and a corresponding operator.

Procedure
1. In the Self-service Flows view, locate the required self-service flow and click .
2. Click the Flow creator tab.
3. On the canvas, click the task to configure exit paths.

Automation shows the Properties pane.
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4. Click the Exit paths tab.

5. In the Exit Paths window, click &.

Automation opens the Path window.

In the Pathname field, type a path name.

To add a condition, click & and select Condition.

In the Select an Input field, select an Input task.

© ® N o

In the Operator field, select an operator.

If you select a question of the True/False or Options type, you can find the option names in
the list of operators.

10. To add a new group of conditions, click & and select Group.

11. To set up complex conditions, in the drop-down list above the conditions, select one of the
following:

« all: To trigger the path when all the conditions are met.
+ any: To trigger the path when any of the conditions is met.
12. To save the changes, click @.

Result

Automation displays the new path in the list of paths and on the canvas as an output of the
configured task.

Configuring additional properties
About this task
Configure the Properties section of the Input task to set up the following properties:
* No-answer timeout

You can configure a timeout value when the customer does not answer in Chat and
Messaging channels. For the Voice channel, the no-answer timeout is not configurable. The
default value is 8 seconds.

* Retries

If customers provide an invalid input, they can answer again as many times as you
configured.

Procedure
1. In the Self-service Flows view, locate the required self-service flow and click ,.
2. Click the Flow creator tab.
3. On the canvas, click the Input task to configure.

Automation shows the Properties pane.
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4. To set up the timeout value, in the Chat and messaging no answer timeout field, enter
the required value in seconds.

The default value is 60 seconds. The available range is 15 to 1800 seconds.

5. To give customers more attempts to answer, in the Retries field, enter the number of
retries available to customers.

Variables in a self-service flow

Automation supports variables in self-service flows. You can use variables from Orchestration

in messages for Voice, Messaging, and Chat channels in Automation. For example, to make

an addressed announcement, you can populate the customer's name and surname from
Orchestration. If the value is unavailable in Orchestration, Automation uses a default value that
you configure for the variable. For example, instead of a name and surname, Automation can say
"dear customer”.

To use Orchestration variables in a self-service flow, do the following:

* In Automation: Create and configure variables in a self-service flow. The variables are
specific to the self-service flow where you create it. Publish the self-service flow in
Automation to make the variables available in Orchestration.

° Note:

Automation creates the read-only variables by default for every self-service flow. You
cannot delete the read-only variables. The queues and attributeList variables are the
read-only variables with the scope input. Automation creates queues and attributeL.ist
variables for all the self-service flows you load in Orchestration in a Start Automation
task.
* In Orchestration: Configure the variables in the Input Variables field of the Start Automation
task.

In a message, type a variable name or space in double curved brackets: {{ }} and select the
variable from the list. Automation supports the following variable types:
* Input: The input variables type supports Orchestration passing the variable data to
Automation. You cannot use object and array variable types in messages.
* Private: The value of the variable is encrypted and is not stored, logged, or traced within
Automation.

« Output: The output variables type supports Automation passing the variable data to
Orchestration. Output variables you receive from Automation are also the cache variables
that you can use in downstream tasks such as REST API. You cannot use object and array
variable types in messages.

Related links
Start Automation on page 26
Using Variables in Automation flows

Expected wait time per queue

Expected wait time per queue announces how many minutes the customer must wait until they are
connected to an agent. The time is rounded up to the nearest minute, with a default value of one
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minute. You can use Expected wait time per queue in Digital and Voice channels in self-service
flows. Expected wait time per queue is a default variable with read-only access. You can configure
Expected wait time per queue in Automation and Orchestration.

Automation

To use Expected wait time per queue in Automation, create a new self-service flow with
Wait Treatment Applications (WTA) type. Add the expectedWaitTime variable to a message
element.

Orchestration

To send Expected wait time per queue to Automation, add the Give Treatment task to a workflow.
In the task properties, select a self-service flow containing the expectedWaitTime variable.

Use the Play Primary once and exit playback mode to announce Expected wait time per queue
to customers. Do not use a playback mode with a loop to play Expected wait time per queue

to customers. The expectedWaitTime value stays the same while the Give Treatment task is
running.

Creating a variable in a self-service flow
About this task

Create a new variable to make it available in a self-service flow. You can use variables to send
values from Orchestration to the self service flow in Automation.

Procedure
1. In the Self-service Flows view, locate the required self-service flow and click .
2. Click the Flow creator tab.
3. At the top of the canvas, click Variables.
4. In the Variables window, click &.
5. In the Name field, type the variable name.

The variable name can contain lowercase and uppercase letters, digits, hyphens, and
underscores.

6. (Optional) In the Default Value field, type the value that Automation uses when
Automation does not receive a value from Orchestration.

7. (Optional) In the Description field, type the variable description.
8. Select the Input check box.

Select the Input check box for Automation to receive the variable value from
Orchestration.

9. (Optional) To make the variable private, select the Private check box.
10. To select the variable type, click Type and select one of the following:
* String

* Number
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* Boolean
* Object
* Array
11. To save the variable, click @.
12. To make the variable available in Orchestration, save and publish the self-service flow.

Related links
Variables in a self-service flow on page 73

Editing a variable in a self-service flow
About this task
Edit a variable in a self-service flow to update the configuration.
Procedure
In the Self-service Flows view, locate the required self-service flow and click /.
Click the Flow creator tab.
At the top of the canvas, click Variables.

Locate the required variable and click .

o A w0 Dd -~

Make the required changes and click @.

Deleting a variable in a self-service flow
About this task

Delete a variable in a self-service flow if you do not need it. You cannot delete a variable in use in
a self-service flow.

Procedure
1. In the Self-service Flows view, locate the required self-service flow and click .
2. Click the Flow creator tab.
3. At the top of the canvas, click Variables.
4. Locate the required variable and click g.

If you try to delete a variable in use, Automation shows a message saying: The
variable Variable Name cannot be removed because it is being used,
please verify. The tasks that use the variable appear in a list after the message.

Configuring queues

About this task

Configure queueing in a Store Context task to forward customers to a group of agents depending
on what the customer answers. For queueing, select one True/False or Options question and
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assign queues to the answer options you configured. For each option, you can assign one queue.
You can assign a queue multiple times.

If you configure multiple queue configurations within one Store Context task, Automation checks
configurations in descending order and uses the first valid configuration. To use other queue
configurations, create separate Store Context tasks. The best practice is to add a Store Context
task after each Input task containing a queue-related question.

Automation updates the queue in Orchestration each time when Automation triggers a valid queue
configuration. Orchestration uses the last valid queue configuration in a Connect Agent task.

Before you begin

Add an Input task and configure a True/False or Options question to collect the relevant
information for queueing.

Procedure
1. In the Self-service Flows view, locate the required self-service flow and click ,.
2. Click the Flow creator tab.
3. On the palette, click the Store Context task and drag and drop the task to the canvas.
4. Click the Store Context task to configure.
Automation shows the Properties pane.
5. In the Name field, type a task name.
6. Click the Queues tab.
Automation shows the Queues window.
7. To add a new queue configuration, click &.
Automation shows a Queue window.
8. In the Question field, select the question related to queueing.
Automation shows True/False and Options questions.
9. In the Tag field, select one of the options you configured.

10. To select the required queue, in the Queue field, use the Search... field or scroll the list of
the available queues.

11. To save the changes, click @.
Automation shows the queue configuration in the list of configurations.
12. Repeat steps 7 to 11 for all questions and options to which you link queues.

Related links
Administering queues and attributes in Store Context task
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Configuring attributes

About this task

Configure what questions in a self-service flow provide values for Avaya Experience Platform™
Public Cloud attributes.

Before you begin
» Add an Input task and configure a question to collect the information relevant for attributes.

* Ensure you have the list of attributes configured in the Contact Center section of Application
Center Administration.

Procedure

1.

2
3.
4

In the Self-service Flows view, locate the required self-service flow and click 4.

. Click the Flow creator tab.

On the palette, click the Store Context task and drag and drop the task to the canvas.

. Click the Store Context task to configure.

Automation shows the Properties pane.

5. In the Name field, type a task name.
6. Click the Attributes tab.

10.

1.

Automation shows the Attributes window.

. To add a new attribute, click &.

Automation shows the Attribute window.

In the Attribute name field, type the name of the attribute configured in Application Center
Administration.

In the Values field, select the question to provide a value for the attribute.

Select one question for one attribute. Automation sends a customer's answer to the
selected question as the attribute value to Avaya Experience Platform™ Public Cloud.

To save the changes, click @.
Automation shows the attribute in the list of attributes you configured.

Repeat steps 7 to 10 for all attributes to configure.

Related links
Administering queues and attributes in Store Context task

Configuring customer identifiers
About this task

Configure what questions in a self-service flow provide values for Avaya Experience Platform™
Public Cloud customer identification keys.
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Saving a self-service flow as a version

Before you begin

Add an Input task and configure a question to collect information relevant for customer
identification.

Procedure
1. In the Self-service Flows view, locate the required self-service flow and click .
2. Click the Flow creator tab.
3. On the palette, click the Store Context task and drag and drop the task to the canvas.
4. Click the Store Context task to configure.
Automation shows the Properties pane.
5. In the Name field, type a task name.
6. Click the Customer Identifiers tab.
Automation shows the Customer Identifiers window.
7. To add a new customer identifier, click &.
Automation shows the Customer Identifier window.
8. In the Key field, select the required customer identifier.

9. (Optional) For a customized customer identifier, in the Custom key name field, type a key
name.

10. In the Values field, select an Input task with a question that collects data for the customer
identifier.

Automation sends a customer answer to the selected question as the key value to Avaya
Experience Platform™ Public Cloud.

11. To save the changes, click @.
Automation shows the customer identifier in the list of identifiers you configured.
12. Repeat steps 7 to 11 for all questions to which you link customer identifiers.

Related links
Assigning customer identification in Store Context task

Saving a self-service flow as a version

About this task

Save a new version of a self-service flow when you are ready to publish the flow. Ensure that you
configured messages and mappings and connected all the tasks on the canvas with appropriate
target tasks.
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Procedure
1. At the top bar, click Save Version.
2. In the Description window, describe the changes you made in the version.
The description helps to differentiate versions of a self-service flow.
3. Click Save.

Automation creates a new version that you can publish to the customers.

Related links
Managing versions in self-service flows

Editing a self-service flow
About this task

Edit a self-service flow to introduce the required changes on the Basic and Flow creator tabs. On
the Flow creator tab, you can save changes as a draft copy or as a new version.

Procedure

1. In the navigation pane, click °.
In the Self-service Flows view, locate the required self-service flow and click ,.
On the Basic tab, change the required setting and click @.

Go to the Flow creator tab and make the required changes.

o &~ DN

To save the self-service flow, at the top bar, click one of the following:
» Save Draft: To save the self-service flow as a draft.

» Save Version: To save the self-service flow as a new version.

Publishing a self-service flow
About this task

Publish a self-service flow to make it available in Orchestration. You can publish a self-service flow
with at least one saved version.

Procedure
1. In the navigation pane, click .
2. In the Self-service Flows view, locate the required self-service flow and click m.

3. In the Actions column of the required version, click &.

January 2025 Configuring Workflows for Avaya Experience Platform™ Public Cloud 107

Comments on this document?



https://documentation.avaya.com/bundle/Automation_Videos/page/Managing_versions_in_self_service_flows.html
https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=ConfiguringWorkflowsforAvayaExperiencePlatform%E2%84%A2%E2%80%8EPublicCloud&p3=56

Adding a flow to a task in Orchestration

Result
Automation highlights the published version.

Adding a flow to a task in Orchestration

About this task

To make a flow available to the customer, you must link it to the correspondent task in
Orchestration. If you configure a flow to provide wait treatment for customers, connect the flow
with the Give Treatment task. For customer identification, queuing, and attribute collection, you
must link the flow to the Start Automation task.

Before you begin

Create a flow and note the flow name. You require the flow name to find it in the corresponding
task in Orchestration.

Procedure

1.

In Orchestration, create a new workflow or edit an existing workflow.

2. On the Contact Center palette, click the required task and drag and drop it to the canvas.
3.
4

. To draw a connection line between two tasks, click and hold the preceding task and move

Locate the task preceding the required task in the workflow.

the cursor to the next task.

Click and hold the relevant task output and move the cursor to the next task in the
workflow.

A line connects the output you select to the next task.

6. Double-click the task to configure.
7. In the properties pane, in the Properties section, enter the flow name.
8. In the Language list, select the flow language for the current workflow.
9. In the Properties pane, click Save.
10. Click the arrow next to the workflow name above the canvas and select Save.
11. In the Workflow Name field, type a name.
12. In the Workflow description field, type a description.
13. Click Save.
Related links

Assigning Flows in Orchestration Designer
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Unpublishing a self-service flow
About this task

Unpublish a self-service flow before editing or deleting a published self-service flow. If you
unpublish a self-service flow that is currently in use in Orchestration, the task triggering the
self-service flow ends with an error output.

Procedure
1. In the navigation pane, click .
2. In the Self-service Flows view, locate the required self-service flow and click m.
3. In the Actions column of the required version, click @.

Result

Automation removes the highlighting of the version.

Deleting a self-service flow
About this task

Delete an unpublished self-service flow and all the associated versions when you do not require
the self-service flow.

Ensure that you delete the correct flow. You cannot restore a deleted flow.
Procedure
1. In the navigation pane, click .

2. In the Self-service Flows view, in the Actions column for the required self-service flow, click

8.
3. In the confirmation dialog box, click Yes.
Result

Automation deletes the flow from the list of self-service flows.
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Chapter 9: Flows

Start Automation flow

You can use the Start Automation task in Orchestration to enable an Automation flow. Automation
flows collect information for queuing and customer routing, interaction attributes, and customer
identification information.

Queues

Administrators configure queues in Application Center Administration to allow the contact center to
find an appropriate agent to deal with the customer query. Agents can be assigned to groups
depending on their knowledge and skills. In Automation, you create a question where the
customers must choose one of the options and map the options with the appropriate queues
available for your account.

For example, the administrator adds "Billing" and "Payment" queues. In Automation, create

a question "What is your request about?" with the following response options: "Billing" and
"Payment". Map each option with the appropriate queue. Depending on the given input, this
customer is forwarded to the queue assigned to a certain group of agents. When the flow ends,
Automation releases control of the interaction treatment.

Interaction attributes

Apart from the queues, you can use interaction attributes that enable further routing of the
customers considering the skills of agents.

The administrator configures attributes in Application Center Administration for attribute-based
routing. Attribute-based routing enables forwarding interactions to the most suitable agent. In
Automation, you can select whether the answer to a question provides a value for an attribute.

For example, the administrator adds the "department" attribute and configures attribute-based
routing based on values "Support" or "Sales". In Automation, you can add a question in a flow
asking the customer about the required department. For example, press 1 for Sales, press 2 for
Support. When the flow ends, Automation releases control of the interaction treatment. To provide
Orchestration with the selected department information, configure "department" as the attribute
name for the question. Automation sends the answer from the customer as the value for the
"department" attribute for Orchestration to forward the interaction to the right agent.

If you configure an attribute for a question, ensure that the suggested answers match

the configuration of attribute-based routing on Orchestration. For example, if you type
"sales_department" as an answer in Automation but the administrator uses "sales" for attribute-
based routing, Orchestration cannot properly process this attribute.
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Flows

Customer identification

Customer identification contains identification information that Automation can receive from the
customer during a flow. Customer Journey can later use this information to match and track
customer interactions across multiple channels for a single account. By default, the following types
of data are available:

* phoneNumbers for customer phone number
+ emailAddresses for customer email
« accountlds for customer account ID

You can select a customer identifier for a specific question of your flow. For example, in the
question, you ask the customer to enter a phone number or email. Customer Journey can

then use these unique identifiers to match the interaction with an existing customer, and Avaya
Workspaces agents can view that customer's entire journey across all channels with common
identifiers.

Apart from default customer identifiers, Automation collects customized identifiers. For example,
as a customized identifier, you can use the Social Security number of the customer.

© Note:

To use an identifier, ensure that this identifier is available on the Customer Identifiers tab of
Application Center Administration.

Related links
Defining Automation

Automation flow creation overview

To create a flow, you must know what queues and attributes are configured and what customer
information to collect. Based on this input, choose interactions for a flow in Automation. After
you define the basic parameters of the flow, such as name, languages, and channels, you can
add interactions. Choose the type of interaction and configure general settings. When choosing
question types, consider what data to receive.

For Chat and Messaging channels, you can configure a no-answer timeout. When a customer
does not answer the question during the predefined time, Automation ends the question and
continues the flow as you configure. If you activate the retry option, Automation repeats the
question. If no retries are available to the customer, the flow continues according to the configured
dynamic path. For example, you can choose to continue with an announcement about the ending
of automation. For the Voice channel, the no-answer timeout is not configurable. The default value
is 8 seconds.

For each interaction you create, add text or audio that is available to the customers.

For questions with several options, the answers may vary as the customers do not have available
answers. For effective processing of the free-form inputs, such as yeah, y standing for yes,
specify possible variations in a mapping table. It is important to consider possible variations
because they can influence the routing of customers to the correct agents.

For True/False and Options questions, the answers can be used to construct the dynamic paths
for the flow. A dynamic path for the flow depends on the answers received from the customer.
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Start Automation flow

The last step is to match the defined questions with the queues, engagement attributes, and
customer identification information to collect. You can configure the integration according to

your needs. For example, you can set up queue and attributes if you do not need customer

identification information for the flow.

Related links
Creating Start Automation flows

Configuring the basic settings

About this task

To start creating a flow, you must configure the basic settings and save the flow.

Procedure
1. At the top corner of the page, click @ to add a new flow.
2. On the Basic tab, in the top section of the page, set up the basic settings as required.
3. To save the changes, click @.

Result

When you finish completing the basic settings and saving the flow, Automation displays the flow in
the list. You can continue editing the flow later.

Next steps
Create interactions for the flow.

Related links
Configuring basic settings

Basic settings for a flow

The following table explains the basic settings of a flow such as what languages and channels are
available to the customer.

Settings Function
Name The flow name. Use the name for identification and search.
Languages Flow languages available for the customers. Select the languages

required for a flow, but you must have translated messages for all the
selected languages.

Channels Available channels for interaction with customers.

The following channels are available:

* Chat
* Messaging
» Voice
Table continues...
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Flows

Settings

Function

Default language

The default language for a multilingual flow. Choose the default language
from the languages selected in the Languages field.

Toggle flow messages

Basic announcements available in the flow. These messages have a fixed
position in the flow. You can enable the following announcements:

* Welcome Message greets the customer at the beginning of a flow.
* Goodbye Message informs the customer about the end of a flow.

* Error Message announces an error.

» Transfer Message announces a transfer to an agent.

Interaction types

In Automation, an interaction is a single act of communication with the respondent.

In the interaction-related section, you can choose an interaction type and set up the main settings
for the selected interactions, for example, an order of interactions. Add at least one interaction to

your flow.

Automation has the following interaction types:

* Announcements: Automation does not require any user input.

* Questions: Automation prompts the respondent to answer. The response format depends on
the question type that you select.

Automation has the following question types:

Question type

Description

True/False

A question that requires a choice between two options. For example,
“Yes” or “No”. For each option, you can assign a tag, which simplifies the
further use and analysis of the answer.

Date

A question that requires a date as an answer. You can select a date
pattern and a time range.

Digits

A question that requires a number of a certain length as an answer. You
determine the minimum and maximum length of the number. You can use
this question type, for example, to collect a customer ID.

Range

A question that requires to specify a number from a predefined range.

Options

A question that has from 3 up to 11 possible answer options. For each
option, you can assign a tag, which simplifies the further use and analysis
of the answer. You can use this question type, for example, to collect the
Customer Satisfaction Score (CSAT).

To choose the correct question types for your flow, you must know what attributes to collect.
Depending on the type of answer required, select the most appropriate question type. For
example, if you need to receive a phone number of the respondent for customer identification,
select Digits as the most appropriate question type.
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Start Automation flow

Creating an announcement

About this task

An announcement is an interaction type that provides information to the respondent and does not
require any input. For example, you can use an announcement to make a disclaimer or provide
wait treatment to the customers.

Procedure

1.

On the Basic tab, in the interactions-related section, click & to add a new interaction.

2. In the list, click Announcement.
3.
4

. To save the changes, click @.

In the Name field, type an interaction name.

Automation displays the new interaction in the interaction list.

Related links
Adding a new message element on page 117

Messages on page 116
Creating announcements and messages

Creating a True/False question
About this task

If you expect the respondent to choose an answer from two options, create a True/False question.

Procedure

January 2025

1. On the Basic tab, in the interactions-related section, click & to add a new interaction.
2. In the list, click Question > True/False.

3.
4

. In the Value field, delete the default value and type an option name.

In the Name field, type an interaction name.

The default value is the same as the option number. The option name describes the
content of the option, and Automation uses the option name, for example, to set up
conditions for dynamic path management.

. (Optional) To give the respondents a second attempt to answer, click the Retry toggle

button.

If the respondents provide an invalid input, they can answer again.

. To set up the timeout value when the respondent does not answer in Chat and Messaging

channels, in Chat and messaging no answer timeout, enter the required value in
seconds.

The default value is 60 seconds. The available range is between 15 and 1800 seconds.

. To save the changes, click @.
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Flows

Automation displays the new interaction in the interaction list.

Creating a question with a date input

About this task
For a question that requires a date as an answer, you can select a date pattern and a time range.

For example, the date pattern can be DDMMYYYY, where:

* DD is two numeric digits representing the day of the month.

* MM is two numeric digits representing the month.

* YYYY is four numeric digits representing the year.

Procedure

1. On the Basic tab, in the interactions-related section, click @ to add a new interaction.

2. In the list, click Question > Date.

3. In the Name field, type an interaction name.

4. In the Pattern field, select an appropriate date format that the respondent must use to
enter an answer.

5. In the Minimum Date and Maximum Date fields, use the calendar to select the start and
end dates that define the limits for the valid answer.

The date pattern for these fields is MMDDYYYY. This date pattern does not depend on the
Pattern field.

6. (Optional) To give the respondents a second attempt to answer, click the Retry toggle
button.

If the respondents provide an invalid input, they can answer again.

7. To set up the timeout value when the respondent does not answer in Chat and Messaging
channels, in Chat and messaging no answer timeout, enter the required value in
seconds.

The default value is 60 seconds. The available range is between 15 and 1800 seconds.

8. To save the changes, click @.

Automation displays the new interaction in the interaction list.

Creating a question with a digit input of limited length

About this task

You can create a question that requires a number of a certain length as an answer. You can use
this question type, for example, to collect a customer ID.

Procedure

1.
2.

On the Basic tab, in the interactions-related section, click & to add a new interaction.

In the list, click Question > Digits.
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Start Automation flow

3. In the Name field, type an interaction name.

In the Minimum Value field, enter the minimum length of a number that the respondent
enters.

For example, 2. Here the respondent cannot provide numbers containing less than two
digits.

In the Maximum Value field, enter the maximum length of a number that the respondent
enters.

For example, 2. Here the respondent cannot provide numbers containing more than two
digits.

(Optional) To give the respondents a second attempt to answer, click the Retry toggle
button.

If the respondents provide an invalid input, they can answer again.

. To set up the timeout value when the respondent does not answer in Chat and Messaging

channels, in Chat and messaging no answer timeout, enter the required value in
seconds.

The default value is 60 seconds. The available range is between 15 and 1800 seconds.

. To save the changes, click @.

Automation displays the new interaction in the interaction list.

Creating a question with a digit input from a range

About this task
You can create a question that requires specifying a number belonging to a predefined range.

Procedure

1.

o o b w N

On the Basic tab, in the interactions-related section, click & to add a new interaction.
In the drop-down list, click Question > Range.

In the Name field, type an interaction name.

In the Minimum Value field, enter the minimum value of the range.

In the Maximum Value field, enter the maximum value of the range.

(Optional) To give the respondents a second attempt to answer, click the Retry toggle
button.

If the respondents provide an invalid input, they can answer again.

To set up the timeout value when the respondent does not answer in Chat and Messaging
channels, in Chat and messaging no answer timeout, enter the required value in
seconds.

The default value is 60 seconds. The available range is between 15 and 1800 seconds.

. To save the changes, click @.
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Automation displays the new interaction in the interaction list.

Creating a question with given options

About this task

You can create a question that has from 3 to 11 answer options. Use this question type, for
example, to collect Customer Satisfaction Score (CSAT).

Procedure
1. On the Basic tab, in the interactions-related section, click & to add a new interaction.
2. In the list, click Question > Options.
3. In the Name field, type an interaction name.
4. In the Number of options field, enter the required number of options.
Automation displays fields for the defined number of options.
5. In the Value field, type names for all the options.

6. (Optional) To give the respondents a second attempt to answer, click the Retry toggle
button.

If the respondents provide an invalid input, they can answer again.

7. To set up the timeout value when the respondent does not answer in Chat and Messaging
channels, in Chat and messaging no answer timeout, enter the required value in
seconds.

The default value is 60 seconds. The available range is between 15 and 1800 seconds.
8. To save the changes, click @.

Automation displays the new interaction in the interaction list.

Messages

A message is a piece of information that Automation sends to the respondent. Automation
automatically creates messages for each combination of interaction, language, and channel. On
the Basic tab, create interactions for a flow: select the interaction type, name it, and set it up.
However, you manage the content of the interaction available to the respondent only through the
messages. For example, if you have an announcement with the name He1l1o that you enter on
the Basic tab, it doesn't mean that the customer can see this. The customer can only see the text
or listen to the audio files you add to the messages.

Messages consist of message elements that you can manage independently. By default, the
messages do not contain any message elements. You must add at least one message element
with the following content:

» For Messaging and Chat channels: Text.
» For Voice channel: Audio or Text-to-Speech (TTS).
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Start Automation flow

To edit a message, add new message elements, delete existing message elements, or reorder
existing message elements. However, you cannot change the content of the existing message
elements.

© Tip:
If you need to change the content of a message element, delete the wrong message element
and add the correct one. You can use this method, for example, to correct a mistake in the
text.

Related links

Adding a new message element on page 117

Reordering message elements on page 119

Deleting a message element on page 119

Creating announcements and messages

Text-to-Speech

Text-to-Speech (TTS) is a speech synthesis technology that reads aloud the text you type in

a human-like voice. A TTS engine converts the written text into audio. If you do not have a
recorded audio file, type the required message. Automation supports TTS in messages for the
Voice channel. You can use TTS in the supported languages. For the list of supported languages,
see Supported languages.

To manage speech synthesis and text processing, you must mark the text with an appropriate tag.
One message element can contain one tag. Automation supports the following tags:

Tags Description

None A default option. Interprets the text as plain text. You can use special
characters, excluding < (less than) and & (ampersand).

Currency Interprets the text as a sum of money. Supports values that can be
interpreted only as dollars and cents. For example, 1.50 is played as
"one dollar and fifty cents". A TTS engine does not support international
currency indicators, such as USD or CAD.

Number Interprets the text as cardinal numbers. For example, 123 is played as
"one hundred and twenty three".

Digits Spells out each digit individually. For example, 123 is played as "one-two-
three".

Characters Spells out each letter of the text. For example, Hello is played as "H-E-L-
L-O".

Address Interprets the text as a street address. Type the full address according to

your country standards. For example, specify a street, an estate number,
a city, a state, and a zip code for the USA.

Adding a new message element
About this task

You can add a new message element for an empty or existing message. Each message can
contain multiple message elements with text or audio.
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Procedure
1. Locate the required flow and click ,*.
2. In the top navigation bar, click the Messages tab.
3. Locate the required message name and do one of the following:

* Click + if the message does not have any message elements.
* Click o if the message has at least one message element.

Automation displays a message editing area.
4. To add a new message element, in the message editing area, click &.
5. In the drop-down list, click the required message content:

» For Chat and Messaging channel: Text.
* For Voice channel: Audio or Text To Speech Constant.

6. For an audio element, do the following:

a. In Upload audio, drag a media file to add an audio or browse to the file location on
your computer and click @.

The audio file format must be WAV, 8 or 16 bits, 8 kHz, mono. The maximum file size
is 2 MB.

b. (Optional) Enable Force audio playback and click @.

If the user responds quickly, this option forces the Automation to play back the
complete audio file before switching to the next question.

7. For atext, in Add text, type the text and click @.
8. Fora TTS element, in Add Text To Speech, do the following:
a. Type the text.
Text format must correspond to the format of the tag that you select.
b. In Interpret text as, select one of the tags.
One message element can contain only one tag.
c. (Optional) In Format, configure the format for the selected tag, if required.
d. Click @.
Result
Automation displays the created message element in the message editing area.
- @x

Message Name Language Channel Action e

Are you sattisfied with our services? QUESTION US English Chat Order Message Element Actions

Are you satisfied with our services? QUESTION Us English Messaging SEND TEXT : Please answer the following guestion

Hello! ANNOUNCEMENT US English Chat SEND TEXT : Are you satisfied with our services?

SN NN
-

Hello! ANNOUNCEMENT US English Messaging
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Start Automation flow

Next steps
Create question mapping if you have True/False or Options questions.

Reordering message elements

About this task

A message can contain multiple message elements. You can organize message elements
according to your needs.

Procedure
1. Locate the required flow and click ,.
2. In the top navigation bar, click the Messages tab.
3. Locate the required message name and click ,.
Automation displays a message editing area.
4. To reorder message elements, click :: next to the name of the message element and drag
it to the required position.
Deleting a message element
About this task
You can delete a message element when you made a mistake in the text.
Procedure
1. Locate the required flow and click ,*.
2. In the top navigation bar, click the Messages tab.
3. Locate the required message name and click »* to start editing the message content.
You can use filters to facilitate the search of the required message.
Automation displays a message editing area.
4. Locate the message element to delete and click g§.
5. In the confirmation window, click g§.

Automation deletes the message element from the message.

Question mapping

Question mapping contains answers with their variations. Question mapping is applicable only to
the True/False or Options questions. For these questions, customers do not have a list of available
answers. Therefore, for effective processing of the free-form inputs, you need to specify possible
variations in a mapping table. You can create mappings for a question on a channel and language
basis.
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Flows

For example, you have a True/False question: Are you satisfied with our services?
For the Chat or Messaging channels, you must add at least the yes and no answers. If you do not
add any other variations, customers must type yes or no because all variations are invalid.

To support variations, you can add more answers to the mapping table, including colloquial words
or brief answers, for example:

For yes:
¢ yeah
*y
For no:
* nope
°n

If the customer uses one of the variations that you add to the mapping table, Automation
recognizes the variation as the answer.

Question mapping helps to minimize the number of invalid inputs and increase the number of
successfully finished flows.

Related links
Configuring questions and answers

Creating question mapping

About this task

To minimize the number of invalid inputs, you can create question mapping for True/False or
Options questions.

Procedure
1. Locate the required flow and click ,*.
2. On the top navigation bar, click the Question Mapping tab.
3. To select the required question and channel, use the Question and Channel filters.
Automation shows a list of all flow languages.
4. Next to the required language, click » .
Automation displays a mapping editing area.
5. In the Actions area, click 4 next to the required option.
Automation displays a value entry dialog box for the required option.
6. In the value entry dialog box, add the value.
You can add more variations by pressing Enter.
For example, yes, yeah, and Y.

7. To save the changes in the dialog box, click Save.
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Start Automation flow

Related links
Configuring questions and answers

Deleting question mapping

About this task

You can delete the question mapping table for a particular language.

Procedure
1. Locate the required flow and click ,*.
2. On the top navigation bar, click the Question Mapping tab.
3. To select the required question and channel, use the Question and Channel filters.

Automation shows a list of languages.

4. Next to the required language, click §.

Automation deletes all the values in the mapping table for this language.

Dynamic path

Use a dynamic path to define a different path in a flow depending on the respondent answers.

A flow is a sequence of interactions with all available paths. By default, Automation presents
interactions in the order that you specify on the Basic tab. However, on the Dynamic path tab, you
can configure a specific path and make it default for the flow. Automation marks the default path
with the tag <default>.

Modes
Automation has two modes to manage a dynamic path:
» Editor
You can use this mode to edit a path.
* Visualizer

You can use this mode to view a complete flow and check its correctness.
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Flows

Dynamic path visualization

e ™
True/False <default> S EVIWENEES <default> End
e S

9 Start Node o Transfer Mode G End Mode

Automation represents a dynamic path in the form of a flowchart. The flowchart has the following
element types:

Element Description Color Code
Start node The entry point Navy blue
Transfer node The point of transfer to an agent Orange

End node The endpoint Red
Common node The node in the middle of a flow White

For interpretation, all windows with the flowchart contain the legend with the key elements.

In the flowchart, Automation marks arrows leading to a target element with a tag. Tags help to
identify paths and visually represent the setting that you configure. It can be a default tag or a tag
that you specify while editing the dynamic path in the Editor mode.

Configuring a dynamic path
About this task

You can modify a default dynamic path according to your needs. A dynamic path is configurable
on the interaction level. For each interaction, you can set up multiple paths depending on the
respondent answers.

Procedure
1. Locate the required flow and click ,.
2. In the top navigation bar, click the Dynamic Path tab.

3. In the list of interactions, navigate to the required interaction and click ® to expand
information about the interaction path.

In the expanded view, Automation displays information about the path and the target
interaction in one part of the expanded area and the visual representation of the flow in the
other part of the expanded area.
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Start Automation flow

4. To add a new path and target interaction, click »*.
You can create multiple paths for an interaction.
Automation displays the Path Editor window.

5. In the Path Editor window, do the following:

a. Click New Path....
b. In the Tag field, type a tag name.

Type a meaningful tag name because Automation uses the tag to define the path in
the flowchart.

c. Select the question.
d. Select the condition.

If you have questions of True/False type, in the list of conditions, you can find the
option names.

e. Select the target interaction.

f. (Optional) To set up complex conditions, click @ and additionally select one of the
following operators:

* AND: The complex condition evaluates to true only if all simple conditions are met.

* OR: The complex condition evaluates to true when at least one simple condition is
met.

g. Click Save.

6. Repeat steps 3 - 5 to configure paths for other interactions.

Example

. Y
Hello! L E— Are you satisfied with our services? —jgeellEIENES End
e L

Megative answer

Transfer

In a flow with two interactions which you can identify by the interaction name, the tags help
to identify the path between the nodes. For example, for an interaction named Are you
satisfied with our services?, you can see two paths with the following tags:

» Positive answer: If the respondent answers Yes, the Automation flow ends and Orchestration
applies the No agent needed option of the Start Automation task.
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* Negative answer: If the respondent answers No, the Automation flow ends and Orchestration
applies the Connect with agent option of the Start Automation task.

Related links
Configuring the dynamic path

Configuring queues
About this task

Configure the queueing to forward customers to a group of agents depending on their answers.
For queueing, select one True/False or Options question and assign queues to the answer
options. You can assign one queue to several tags.

Before you begin
» Add a True/False or Options question to a flow for collecting information relevant for queues.
» Ensure that the answers available to the customers match the queues.
Procedure
1. Locate the required flow and click .
2. In the top navigation bar, click the Integrations tab.
3. Locate the Avaya Experience Platform™ Public Cloud integration and click 4.
Automation displays the Queue, Attributes, and Customer Identification tabs.
4. Click the Queue tab.
5. In the Question field, locate the question related to queueing.

6. In the Queue column, select the required queue for each tag by using the search field or
scrolling the list of available queues.

7. Click @.

Related links
Creating integrations

Configuring engagement attributes
About this task

You can configure what questions in a flow provide values for Avaya Experience Platform™ Public
Cloud attributes.

Before you begin
Ensure you have the list of attributes configured in Avaya Experience Platform™ Public Cloud.
Procedure

1. Locate the required flow and click ,*.

2. In the top navigation bar, click the Integrations tab.
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Start Automation flow

3. Locate the Avaya Experience Platform™ Public Cloud integration and click .
Automation displays the Queue, Attributes, and Customer Identification tabs.

4. Click the Attributes tab.

5. In the Question column, locate the question to add an attribute.

6. In the Attribute column, enter the name of the attribute configured in Avaya Experience
Platform™ Public Cloud.

Automation sends a customer answer to the selected question as the attribute value to
Avaya Experience Platform™ Public Cloud.

7. Repeat steps 5-6 for all questions you want to add attributes to.
8. Click @.

Related links
Creating integrations

Configuring customer identification
About this task

You can configure what questions in a flow provide values for Avaya Experience Platform™ Public
Cloud customer identification keys. You can select the same key for multiple questions.

Before you begin
Add questions to a flow for collecting information relevant to customer identification keys.
Procedure
1. Locate the relevant flow and click 4.
2. In the top navigation bar, click the Integrations tab.
3. Locate the Avaya Experience Platform™ Public Cloud integration and click .
Automation displays the Queue, Attributes, and Customer Identification tabs.
4. Click the Customer ldentification tab.
5. In the Question column, locate the question to add a customer identification key.
6. In the Key column, select the required key.

Automation sends a customer answer to the selected question as the key value to Avaya
Experience Platform™ Public Cloud.

7. Repeat steps 5-6 for all questions to which you want to link keys.
8. Click @.

Related links
Creating integrations

January 2025 Configuring Workflows for Avaya Experience Platform™ Public Cloud 126

Comments on this document?



https://documentation.avaya.com/bundle/Automation_Videos/page/Creating_Integrations.html
https://documentation.avaya.com/bundle/Automation_Videos/page/Creating_Integrations.html
https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=ConfiguringWorkflowsforAvayaExperiencePlatform%E2%84%A2%E2%80%8EPublicCloud&p3=56

Flows

Give Treatment flow

The Give Treatment flow is one of the flows in Automation that provides wait treatment for
customers if there are no available agents in the contact center. While waiting in a queue,
customers can see the text messages or listen to voice messages that you configure. The typical
wait treatment flow contains one or several announcements that you can manage in Automation.

To create a Give Treatment flow, you must define the basic parameters of the flow, such as name,
languages, and channels, and add announcements. For each announcement that you create, add
text or audio that is available to the customers.

Related links
Configuring the basic settings on page 111
Defining treatment
Creating a Give Treatment flow

Configuring the basic settings

About this task

To start creating a flow, you must configure the basic settings and save the flow.

Procedure
1. At the top corner of the page, click & to add a new flow.
2. On the Basic tab, in the top section of the page, set up the basic settings as required.
3. To save the changes, click @.

Result

When you finish completing the basic settings and saving the flow, Automation displays the flow in
the list. You can continue editing the flow later.

Next steps
Create interactions for the flow.

Related links
Configuring basic settings

Basic settings for a flow

The following table explains the basic settings of a flow such as what languages and channels are
available to the customer.

Settings Function
Name The flow name. Use the name for identification and search.
Languages Flow languages available for the customers. Select the languages

required for a flow, but you must have translated messages for all the
selected languages.

Table continues...
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Give Treatment flow

Settings

Function

Channels

Available channels for interaction with customers.
The following channels are available:

* Chat

+ Messaging

* Voice

Default language

The default language for a multilingual flow. Choose the default language
from the languages selected in the Languages field.

Toggle flow messages

Basic announcements available in the flow. These messages have a fixed
position in the flow. You can enable the following announcements:

* Welcome Message greets the customer at the beginning of a flow.
* Goodbye Message informs the customer about the end of a flow.

* Error Message announces an error.

» Transfer Message announces a transfer to an agent.

Creating an announcement

About this task

An announcement is an interaction type that provides information to the respondent and does not
require any input. For example, you can use an announcement to make a disclaimer or provide
wait treatment to the customers.

Procedure

1. On the Basic tab, in the interactions-related section, click & to add a new interaction.

2. In the list, click Announcement.

3. In the Name field, type an interaction name.

4. To save the changes, click @.

Automation displays the new interaction in the interaction list.

Related links

Adding a new message element on page 117

Messages on page 116

Creating announcements and messages

Messages

A message is a piece of information that Automation sends to the respondent. Automation
automatically creates messages for each combination of interaction, language, and channel. On
the Basic tab, create interactions for a flow: select the interaction type, name it, and set it up.
However, you manage the content of the interaction available to the respondent only through the
messages. For example, if you have an announcement with the name He11lo that you enter on
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Flows

the Basic tab, it doesn't mean that the customer can see this. The customer can only see the text
or listen to the audio files you add to the messages.

Messages consist of message elements that you can manage independently. By default, the
messages do not contain any message elements. You must add at least one message element
with the following content:

» For Messaging and Chat channels: Text.
* For Voice channel: Audio or Text-to-Speech (TTS).

To edit a message, add new message elements, delete existing message elements, or reorder
existing message elements. However, you cannot change the content of the existing message
elements.

Q Tip:
If you need to change the content of a message element, delete the wrong message element
and add the correct one. You can use this method, for example, to correct a mistake in the
text.

Related links

Adding a new message element on page 117

Reordering message elements on page 119

Deleting a message element on page 119

Creating announcements and messages

Text-to-Speech

Text-to-Speech (TTS) is a speech synthesis technology that reads aloud the text you type in

a human-like voice. A TTS engine converts the written text into audio. If you do not have a
recorded audio file, type the required message. Automation supports TTS in messages for the
Voice channel. You can use TTS in the supported languages. For the list of supported languages,
see Supported languages.

To manage speech synthesis and text processing, you must mark the text with an appropriate tag.
One message element can contain one tag. Automation supports the following tags:

Tags Description

None A default option. Interprets the text as plain text. You can use special
characters, excluding < (less than) and & (ampersand).

Currency Interprets the text as a sum of money. Supports values that can be
interpreted only as dollars and cents. For example, 1.50 is played as
"one dollar and fifty cents". A TTS engine does not support international
currency indicators, such as USD or CAD.

Number Interprets the text as cardinal numbers. For example, 123 is played as
"one hundred and twenty three".

Digits Spells out each digit individually. For example, 123 is played as "one-two-
three".

Characters Spells out each letter of the text. For example, Hello is played as "H-E-L-
L-O".

Table continues...
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Give Treatment flow

Tags Description

Address Interprets the text as a street address. Type the full address according to
your country standards. For example, specify a street, an estate number,
a city, a state, and a zip code for the USA.

Adding a new message element

About this task

You can add a new message element for an empty or existing message. Each message can
contain multiple message elements with text or audio.

Procedure

1. Locate the required flow and click .

2. In the top navigation bar, click the Messages tab.

3. Locate the required message name and do one of the following:
* Click + if the message does not have any message elements.
* Click o if the message has at least one message element.

Automation displays a message editing area.

4. To add a new message element, in the message editing area, click &.

5. In the drop-down list, click the required message content:
» For Chat and Messaging channel: Text.
* For Voice channel: Audio or Text To Speech Constant.

6. For an audio element, do the following:

a. In Upload audio, drag a media file to add an audio or browse to the file location on
your computer and click @.

The audio file format must be WAV, 8 or 16 bits, 8 kHz, mono. The maximum file size
is 2 MB.

b. (Optional) Enable Force audio playback and click @.

If the user responds quickly, this option forces the Automation to play back the
complete audio file before switching to the next question.

7. For atext, in Add text, type the text and click @.
8. Fora TTS element, in Add Text To Speech, do the following:
a. Type the text.
Text format must correspond to the format of the tag that you select.
b. In Interpret text as, select one of the tags.
One message element can contain only one tag.

c. (Optional) In Format, configure the format for the selected tag, if required.
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Flows

d. Click @.
Result
Automation displays the created message element in the message editing area.
- Qx

Message Name Language Channel

>

v NN

=

Are you satisfied with our services? QUESTION US English Chat order Message Element Actions

Are you satisfied with our services? QUESTION US English Messaging SEND TEXT : Please answer the following guestion

Hello! ANNOUNCEMENT US English Chat SEND TEXT : Are you satisfied with our services?

Hello! ANNOUNCEMENT US English Messaging

Next steps

Create question mapping if you have True/False or Options questions.

Reordering message elements
About this task

A message can contain multiple message elements. You can organize message elements
according to your needs.

Procedure
1. Locate the required flow and click ,*.
2. In the top navigation bar, click the Messages tab.
3. Locate the required message name and click ,.
Automation displays a message editing area.

4. To reorder message elements, click :: next to the name of the message element and drag
it to the required position.

Deleting a message element
About this task
You can delete a message element when you made a mistake in the text.
Procedure
1. Locate the required flow and click ,.
2. In the top navigation bar, click the Messages tab.
3. Locate the required message name and click »* to start editing the message content.
You can use filters to facilitate the search of the required message.
Automation displays a message editing area.
4. Locate the message element to delete and click &.

5. In the confirmation window, click g.

January 2025 Configuring Workflows for Avaya Experience Platform™ Public Cloud 131

Comments on this document?



https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=ConfiguringWorkflowsforAvayaExperiencePlatform%E2%84%A2%E2%80%8EPublicCloud&p3=56

Flow management in Automation

Automation deletes the message element from the message.

Flow management in Automation

When you create a flow, enable it in Automation to make it available in Orchestration. To check the
data in the flow, you can view it without interfering with its availability in Orchestration. However,
when you must change the content and start editing the flow, the flow is automatically disabled,
and you cannot see it in the list of available flows in Orchestration. To continue using the flow after
editing, you must enable it. To exclude the flow temporarily from the list of flows in Orchestration,
disable it. When you do not plan to use the flow in the future, you can delete it to avoid confusion.

Related links
Managing Automation flows

Viewing a flow
About this task
You can view a flow to check the correctness of data.
Procedure
1. In the navigation pane, click :=.
2. In the Flows view, locate the required flow and click .

3. Navigate through the tabs to view the required information.

Enabling a flow
About this task

You must enable a flow to make it available in Orchestration.
Before you begin

Ensure that you configured all the required settings for the flow. Mandatory settings are
interactions, messages, and question mapping.

Procedure
1. In the navigation pane, click :=.
2. In the Flows view, locate the required flow and select a check box.

3. (Optional) If Automation displays an error message with a list of items that you must
complete, correct all the errors, and repeat the procedure.

4. In the confirmation window, click Yes.
Result

Automation changes the flow status to Enabled.
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Flows

Adding a flow to a task in Orchestration

About this task

To make a flow available to the customer, you must link it to the correspondent task in
Orchestration. If you configure a flow to provide wait treatment for customers, connect the flow
with the Give Treatment task. For customer identification, queuing, and attribute collection, you
must link the flow to the Start Automation task.

Before you begin

Create a flow and note the flow name. You require the flow name to find it in the corresponding
task in Orchestration.

Procedure

1. In Orchestration, create a new workflow or edit an existing workflow.

2. On the Contact Center palette, click the required task and drag and drop it to the canvas.
3. Locate the task preceding the required task in the workflow.
4

. To draw a connection line between two tasks, click and hold the preceding task and move
the cursor to the next task.

5. Click and hold the relevant task output and move the cursor to the next task in the
workflow.

A line connects the output you select to the next task.
Double-click the task to configure.

In the properties pane, in the Properties section, enter the flow name.

® N o

In the Language list, select the flow language for the current workflow.
9. In the Properties pane, click Save.
10. Click the arrow next to the workflow name above the canvas and select Save.
11. In the Workflow Name field, type a name.
12. In the Workflow description field, type a description.
13. Click Save.

Related links
Assigning Flows in Orchestration Designer

Disabling a flow

About this task

To exclude the flow from the list of flows available in Orchestration, disable a flow. Automation
automatically disables a flow when you start editing an active flow.

Procedure

1. In the navigation pane, click :=.
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Flow management in Automation

2. In the Flows view, locate the required flow and clear the check box.
3. In the confirmation window, click Yes.
Result

Automation changes the flow status to Disabled. The flow is no longer available in Orchestration.

Deleting a flow
About this task
If you do not need the flow, delete it. You can delete flows with Disabled and Enabled status.
Before you begin
Ensure that you delete the correct flow. Note that you cannot restore a deleted flow.
Procedure
1. In the navigation pane, click :=.
2. In the Flows view, locate the required flow and click g.
3. In the confirmation dialog box, click Yes.
Result

Automation deletes the flow from the flow list.
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Chapter 10: BYOBot SIP integration

BYOBot SIP virtual agent

Avaya Experience Platform™ Public Cloud supports integrating third-party virtual agents (Bring
Your Own BOT or BYOBot SIP) into voice channel workflows.

After integrating a BYOBot SIP with Avaya Experience Platform™ Public Cloud, the contact center
adds a BYOBot SIP virtual agent under conditions specified within the workflow. When BYOBot
SIP completes a flow, Automation processes the collected data to match it with the respective data
categories in Avaya Experience Platform™ Public Cloud.

Automation matches BYOBot SIP parameters with the routing queue and attribute parameters in
Orchestration. Avaya Experience Platform™ Public Cloud agents can view the BYOBot SIP virtual
agent customer identifiers on the Customer Journey widget in Avaya Workspaces. Agents can
also view the interaction details in the Customer Journey transcripts.

To integrate a virtual agent with Avaya Experience Platform™ Public Cloud, do the following:
» Order Avaya Contact Center Artificial Intelligence from Avaya or an Avaya partner.
» Create and configure a BYOBot SIP virtual agent.
» Configure and publish the virtual agent in Automation.
 Select the Automation virtual agent in the Add Virtual Agent task of Orchestration.

You can only integrate BYOBot SIP virtual agents through a Bring Your Own Carrier - Hybrid
(BYOC-H) trunk.

Configuring basic settings for a BYOBot SIP virtual agent
About this task

To add a virtual agent to Automation, configure the basic settings and save the BYOBot SIP virtual
agent.

Procedure
1. In the navigation pane, click g.
2. On the Virtual Agents page, click & and select New BYOBot SIP.

3. On the Basic tab, set up the basic settings as required.
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Configuring BYOBot SIP virtual agent details

4. To save the virtual agent, click Save Draft.

The Virtual Agents page displays the BYOBot SIP virtual agent in the list of available virtual
agents. You can continue editing the BYOBot SIP virtual agent later.

Related links
Basic settings for a BYOBot SIP virtual agent field descriptions on page 135

Basic settings for a BYOBot SIP virtual agent field descriptions
The following table describes the basic settings of a BYOBot SIP virtual agent:

Name Function

Name The BYOBot SIP virtual agent name.

Type The BYOBot SIP virtual agent type. By default, Automation only supports the BY OBot
SIP type. You cannot change this setting.

Languages The languages that customers can use in that BYOBot SIP virtual agent.

Default The default language for a multilingual virtual agent. You can choose the default

language language from the languages list based on the language that you select in the
Languages field.

Channels Channels for interaction with customers. Presently, Automation only supports Voice
channels.

Description Additional details about the BYOBot SIP virtual agent.

This field is optional.

Tags A label to mark and categorize the content. You can create multiple tags. This field is
optional.

Related links
Configuring basic settings for a BYOBot SIP virtual agent on page 134

Configuring BYOBot SIP virtual agent details

About this task

After you configure the basic settings of a BYOBot SIP virtual agent, you can configure additional
details for integration with your workflow.

The Virtual Agent Details tab includes an Advanced Parameters option. You do not have to
change or update any of these parameters. However, you can do so or add custom parameters to
suit your requirements.

Procedure
1. In the navigation pane, click g.

2. On the Virtual Agents page, locate the BYOBot SIP virtual agent to configure and click .
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BYOBot SIP i

ntegration

3. Click the Virtual Agent Details tab.

In the BOT SIP URI field, enter a SIP address for the virtual agent.

You can enter a SIP address in any format. For example, you can enter a number or an
address in the following format: user@domain.

5. In the Custom header for EngagementID field, enter a custom SIP header name that
contains the engagement ID.
6. (Optional) To update any advanced parameters for the virtual agent, click Advanced
Parameters.
For example, you can update any of the parameters in the following code:
{
"codecType": "PCMU",
"domain": "bukfba.dev-3.uk.cc.avayacloud.com",
"from": "123123123123",
"fromDisplayName": "",
"fromDomain": "",
"trunkName": "gpemvh.dev-20.uk.cc.avayacloud.com",
"trunkNames": [],
llpaill: llll,
"paiDisplayName": "",
"paiDomain": "",
HuuiH: "H,
"axpDialogIdHeader": "P-dialogId-header",
"axpLanguageHeader": "P-language-header"
}
For more information about advanced parameters, see Advanced Parameters options on
page 139.
7. To save the virtual agent, click one of the following:
+ Save Draft: To save the virtual agent as a draft.
» Save Version: To save the virtual agent as a version.
Related links

Configuring queues on page 136

Configuring attributes on page 137

Configuring customer identifiers on page 137

Configu

About
On the

ring queues

this task
Queue Selection subtab, you can create the queue routing parameters for the virtual

agent. For example, you can set Sales as the parameter value so that the virtual agent redirects
all sales-related incoming calls to the Sales queue. Complete the following steps to configure the
queue settings for the BYOBot SIP virtual agent:

Procedure

1.
2.
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Click the Store Context tab.

Click the Queue Selection subtab.
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Configuring BYOBot SIP virtual agent details

3. To add a new queue, click .

4. In the Parameter Name field, enter a BYOBot SIP parameter name relevant for queueing.
The parameter name is not case-sensitive.

5. In the Parameter Value field, type the value.

Automation matches the BYOBot SIP parameter value to the specified queue and sends
the data to Avaya Experience Platform™ Public Cloud.

6. To select the required queue, in the Queue field, use the Search... field or scroll the list of
available queues.

7. To save the changes, click @.

Related links
Configuring BYOBot SIP virtual agent details on page 135

Configuring attributes
About this task

On the Attributes subtab, you can define one or more attributes for the virtual agent. For
example, you can create attributes such as the language that customers can use to communicate
with the virtual agent or a specific department mapped to the virtual agent. Complete the following
steps to configure the attribute settings for the BYOBot SIP virtual agent:

Procedure
1. On the Store Context tab, click the Attributes subtab.
2. To add a new attribute, click &.
3. In the Intent field, type the parameter name.
4. In the Attribute field, type the attribute configured in Application Center Administration.

Automation sends the collected attributes as key values to Avaya Experience Platform™
Public Cloud.

5. To save the changes, click @.

Related links
Configuring BYOBot SIP virtual agent details on page 135

Configuring customer identifiers
About this task

You can create a customer identifier in the virtual agent, such as account ID, phone number, and
email address. If required, you can also create a custom identifier for the customer. Complete the
following steps to set a customer identifier for the BYOBot SIP virtual agent:

Procedure

1. On the Store Context tab, click the Customer Identification subtab.
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BYOBot SIP integration

2. To add a new customer identifier, click &.

3. In the Key field, select the required customer identifier.

4. (Optional) To add a customized customer identifier, in the Custom key name field, type a

6.

key name.

In the Values field, type the BYOBot SIP parameter name that collects data for the
customer identifier and press Enter.

You can add multiple values. For example, you can use multiple BYOBot SIP parameters
for phone numbers.

To save the changes, click @.

Related links
Configuring BYOBot SIP virtual agent details on page 135

Adding a BYOBot SIP virtual agent to a workflow

About this task

To make a BYOBot SIP virtual agent available to the customer, you must link it to the Add Virtual
Agent task in Orchestration.

Before you begin

Create a BYOBot SIP virtual agent in Automation and note the virtual agent name. You require the
BYOBot SIP virtual agent name to find it in the Add Virtual Agent task in Orchestration.

Procedure

1.
2.

In Orchestration, create a new workflow or edit an existing workflow.

On the Contact Center palette, click the Add Virtual Agent task, and drag and drop the task
to the canvas.

3. Locate the task preceding the required task in the workflow.

To draw a connection line between two tasks, click and hold the preceding task and move
the cursor to the next task.

Click and hold the appropriate task output and move the cursor to the next task in the
workflow.

A line connects the output you select to the next task.

6. Double-click the Add Virtual Agent task to configure.
7. In the Add Virtual Agent pane, in the Properties section, enter the BYOBot SIP virtual

agent name.

If not selected automatically, in the Language list, select the BYOBot SIP virtual agent
language for the current workflow.
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9. Click Save.

Advanced Parameters options

10. Click the arrow next to the workflow name above the canvas and select Save.

11. In the Workflow Name field, type a workflow name.

12. In the Workflow description field, type a workflow description.

13. Click Save.

Advanced Parameters options

The following table lists examples of the parameter options that you can add to configure the

virtual agent according to your requirements.

Name

Description

codecType

Recommended values include PCMU or PCMA.
However, depending on your requirements, you can
add other values. For example:

OPUS
OPUS_NARROW
OPUS_CONSTRATINED
PCMU

PCMA

G722

G722 24K

G722 32K

G726

G729A

domain

The default Avaya Experience Platform™ Public
Cloud domain, used as the BYOBot SIP Invite
To and ReqURI values.

You must only use the default domain.

from

The customer's caller ID from which the BYOBot
SIP virtual agent receives the call.

fromDisplayName

The display name for the BYOBot SIP call.
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BYOBot SIP integration

Name Description

trunkName The hybrid trunk to use for the BYOBot SIP call.
By default, this includes the customer's hybrid trunk
name.

If a customer has more than one hybrid trunk, they
can specify one of the multiple hybrid trunk names.

trunkNames A list of hybrid trunks in order of priority.

This applies to customers who have more than one
hybrid trunk.

pai The PAI username of the BYOBot SIP call.

paiDisplayName The PAI display name of the BYOBot SIP call.

paiDomain The PAI domain of the BYOBot SIP call.

axpDialogldHeader The custom header name that contains the Dialog
ID.

axpLanguageHeader The custom header name that contains information

about the language used in the BYOBot SIP.
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Chapter 11: Immediate Callback - Customer
First

Immediate Callback - Customer First overview

Immediate Callback - Customer First is a feature that enables the customer to request a callback
based on the Estimated Wait Time (EWT). The customer can request a callback before the

call is queued if EWT is within business hours and the minimum and maximum thresholds that

the account administrator configures. Customers cannot request a callback if the EWT exceeds
business hours. Avaya Experience Platform™ Public Cloud supports using a different or the same
phone number to request a callback. Customers who do not want a callback can also wait in the
queue until an agent answers the call. Avaya Experience Platform™ Public Cloud does not support
call recording for callbacks.

You can use five task types to create a self-service flow in Automation:

» Offer Callback task: Takes the Queue ID, EWT, and business hours of the queue as input
values and verifies if the customer receives a callback offer. The Offer Callback task routes
the flow to the next task in Orchestration if the customer is ineligible for a callback.

» Create Callback task: Enables the customer to create the callback with the verified
information.

« Confirm Callback task: Delivers the scheduled callback to the customer. You can create three
types of Confirm Callback tasks to cover different scenarios, such as the following:

- Failure: The customer does not answer the callback, and the callback is rescheduled for
later.
- Canceled: The customer rejects the callback.
- Delivered: The customer accepts the callback, and the callback is delivered.
* Input tasks: Takes input from the customer and routes the flow based on the inputs the
customer provides. You can use the input tasks for several purposes, such as the following:
- To offer the customer a callback or wait in the queue.

- To offer the customer to receive the callback to a different phone number or use the same
phone number.

- To store the new phone number that the customer entered for a callback using a built-in
operations task.

» Operations task: Enables you to change the value of a variable in a self-service flow. For
example, if the self-service flow receives a variable value from Orchestration, you can use
the assignment operation to override this value with a new value.

Using these task types, you can create a self-service flow and initiate it on Orchestration using
a second Start Automation task. You can type a new name for the Start Automation task, which
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initiates the callback self-service flow. For example, type Callback Offer. You can also type
a new definition for the task. For example, Offer Callback if EWT is between the
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minimum and maximum threshold values.
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Figure 3: IC-CF Callback offer configuration flowchart
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Figure 4: IC-CF Callback delivery configuration flowchart
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Related links
Administering Callback

Workflows for Immediate Callback - Customer First

Workflows for Immediate Callback - Customer First

Immediate Callback - Customer First (IC-CF) requires two workflows, one for the callback offer
and one for the callback delivery phase.

Callback offer:

There is no default workflow available in Orchestration for the callback offer. You can create
a copy and modify the OneCloud Voice default workflow to provide the callback offer to the
customer. Design the callback offer workflow for your desired customer experience.

To facilitate a callback offer in a workflow, do the following:

» Add a Start Automation task before the Connect Agent task.

« Connect the Start Automation task to the OneCloud Callback Offer Self Service flow from
Automation.

» Use the variables from the self-service flow in the Properties of the Start Automation task.
Callback delivery:

OneCloud Voice Callback Delivery is the default workflow for the callback delivery. The workflow
automatically connects to the default OneCloud Confirm Callback Self Service flow in Automation.
Automation initiates the callback request. You can save the modified default workflow with a new
name to update the new version.

This task is available to only Administrator users.

Related links
Using default workflows

Self-service flows for Immediate Callback - Customer First

You can configure Immediate Callback - Customer First (IC-CF) with default self-service flows.
You can edit the default self-service flows for IC-CF to suit your business requirements.

OneCloud Callback Offer Self Service

Use OneCloud Callback Offer Self Service to offer a customer a callback. The default self-service
flow uses Expected Wait Time and associated timetable to validate the hours of operation. If the
customer is eligible, the self-service flow offers the customer a callback. The self-service flow asks
the customer for the phone number on which they prefer to receive the callback and saves the
number for the callback delivery phase. The self-service flow contains the variables to create a
callback.

OneCloud Confirm Callback Self Service

Use OneCloud Callback Offer Self Service to initiate the callback to the customer using the
configuration you set in Application Center Administration. If the customer accepts the call, the
self-service flow puts the customer in the queue for an agent. If the customer does not accept the
call, the callback is canceled. If an error or timeout occurs with the callback, OneCloud Callback
Offer Self Service reschedules the callback.
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Checklist for configuring Immediate Callback - Customer First

This checklist provides the process to manually configure Immediate Callback - Customer First

(IC-CF) across Avaya Experience Platform™ Public Cloud solutions. Use Application Center
Administration, Automation, and Orchestration to configure the callback offer phase.

Alternatively, you can use the default configuration for Immediate Callback - Customer First as

follows:

* The default self-service flows in Automation: OneCloud Callback Offer Self Service and
OneCloud Confirm Callback Self Service.

» The default workflow for the callback delivery phase in Orchestration: OneCloud Voice
Callback Delivery.

No.

Task

Description

Notes

v

Set the EWT threshold
and retry parameters.

In Application Center
Administration, go to Contact
Center > Callback.

Type a value in the Minimum
EWT and Maximum EWT
fields.

In Callback Attempt/Delivery,
type a value in the Minimum
number of callback attempts,
Next attempt after no answer,
and Next attempt when busy
fields.

For more information

on Application Center
Administration, see
Administering Avaya
Experience Platform™ Public
Cloud.
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No.

Task

Description

Notes

Create a self-service
flow to offer a callback
to the customer.

In Automation, create or modify
a self-service flow to handle
the callback offer. Select Self-
Service Application for the
self-service flow type.

Alternatively, you can use
the default self- service
flow: OneCloud Callback
Offer Self Service.

You can use the Add
Defaults option to update
the list of default self-
service flows if you do
not see the default self-
service flows that you are
looking for in the list.

The Add Defaults option
updates the list of the
default self-service flows
with the current list of the
default self-service flows.
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No.

Task

Description

Notes

If you create a flow to
offer a callback, ensure
that seven variables
are available in the self-
service flow.

In Automation, ensure the self-
service flow contains seven
variables with the following
properties:

* Name: ContactNumber
Scope: Not set
Type: String

* Name: EWT
Scope: Not set
Type: Number

* Name: CalledNumber
Scope: Input
Type: String

* Name: CallingNumber
Scope: Input
Type: String

* Name: queues
Scope: Input

Type: Array, read only. This
variable exists as default.

« Name: attributeList
Scope: Input

Type: Array, read only. This
variable exists as default.

* Name: agentMatching
Scope: Private

Type: Array, read only. This
variable exists as default.

The read-only variables
"queues" and "attributeList"
have the scope input and are
available as input variables for
all self-service flows.

The input type variables
receive values from
Orchestration.

If you use OneCloud
Callback Offer Self
Service, you do not need
to complete checks 3 and
5.
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No. Task Description Notes
4 If you create a flow to In Automation, use the You can add multiple
offer a callback, add the | following tasks to create the input tasks to interact with
required tasks to the flow for offering callback: the customer to offer a
self-service flow. « Offer Callback? callback.
« Inout tasks See OneCloud Callback
P Offer Self Service as
» Operations an example of the self-
. Create Callback service flow design for
callback.
Use these tasks in the self-
service flow to provide the
callback to the customer.
Use the variables you created
previously in the properties of
the tasks.
5 Create or update In Orchestration, add a second | You can create a copy
a workflow to offer Start Automation task between | of the Onecloud Voice
a callback to the the first Start Automation and default flow and use
customer. Connect Agent tasks to offer a | it as the basis for
callback to the customer before | the flow. You cannot
the call is queued. modify default workflows
Connect the second Start in Orchestration.
Automation task to the
OneCloud Callback Offer Self
Service flow.
Table continues...
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No.

Task

Description

Notes

Configure the second
Start Automation task to
create a flow to offer a
callback.

In Orchestration, click the
second Start Automation task.
In the task properties, configure
the following:

* In Self Service Flows, select
the self-service flow you
created in Automation.

* In Input Variables,
in CallingNumber, click
+ and click Cache
Variables > startEvent >
callingNumber.

The variable is displayed as
the following:

cache.startEvent.calli
ngNumber

* In Input Variables,
in CalledNumber, click
+ and click Cache
Variables > startEvent >
dialledNumber.

The variable is displayed as
the following:

cache.startEvent.diall
edNumber

* In Input Variables, in
queues, click + and
click Cache Variables >
serviceAttributes > queues.

The variable is displayed as
the following:

cache.serviceAttribute
S.queues

* In Input Variables, in
attributeList, click + and
click Cache Variables >
serviceAttributes >
attributeList.

The variable is displayed as
the following:
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No.

Task

Description

Notes

cache.startEvent.attri
butelList

If you create a

flow to deliver a
callback, ensure that
four variables are
available in the self-
service flow.

In Automation, ensure the
self-service flow contains four
variables with the following
properties:

* Name: Callbackld
Scope: Input
Type: String

* Name: queues
Scope: Input
Type: Array

* Name: attributeList
Scope: Input
Type: Array

» Name: agentMatching
Scope: Private
Type: String

The read-only variables
"queues" and "attributeList"
have the scope input and are
available as input variables for
all self-service flows.

The input type variables
receive values from
Orchestration.

If you create a flow to
deliver a callback, add
the required tasks to the
self-service flow.

In Automation, use the
following tasks to create the
flow for delivering callback:

* Input tasks
* Confirm Callback

See OneCloud Confirm
Callback Self Service as
an example of the self-
service flow design for
delivering callback.

January 2025

Table continues...

Configuring Workflows for Avaya Experience Platform™ Public Cloud

Comments on this document?

151


https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=ConfiguringWorkflowsforAvayaExperiencePlatform%E2%84%A2%E2%80%8EPublicCloud&p3=56

Immediate Callback - Customer First overview

No.

Task

Description

Notes

Configure the Start Task
and Start Automation
tasks to create a flow to
deliver a callback.

In Orchestration, click the
Start Task task. In the

task properties, configure the
following:

« In the Default filters, click
Add Filter.

* In the Default filters
list, select feature. In
the second field, type
CallbackCustomerFirst

* In the Customize
engagement parameters
section, click Open Editor.

* In the Customize
Engagement Parameters
window, click 4 > Add
String. In the New
string1: string field, type
CallBackID.

In Orchestration, click the
Start Automation task. In the
task properties, configure the
following:

* In the Self Service
Flows list, select the self-
service flow you created in
Automation.

* In Input Variables,
in CallBacklD, click
+ and click Cache
Variables > startEvent >
engagementParameters >
CallBackID.

The variable is displayed as
the following:

cache.startEvent.engag
ementParameters.CallBa
ckID
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Wariables
=

Name Read Only Scope Type Default Value Action

EWT 1 Number w
CallingNumber |:| Input String m
CalledNumber O Input String w
ContactMumber O String w
quaues Input Array 7 B
attributeList Input Array 7 B8
agentiatching Private Object 7 B

D

Figure 5: Variables required for the callback offer Self Service Flow

Related links
Administering Callback

Automation tasks for the callback offer phase

You can use the OneCloud Callback Offer Self Service flow to create a callback offer flow. You
must configure the following four tasks to create a callback offer flow:

+ Offer Callback?
* Input tasks
» Operations
* Create Callback
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Figure 6: An example of a callback offer self-service flow

Configuring the Offer Callback task
About this task

You can configure the Offer Callback task to check if the EWT is within the thresholds you
configure. The customer is eligible for a callback if the EWT is between the minimum and
maximum threshold values.

Procedure
1. On the canvas, click the Offer Callback? task.
Automation displays the Properties pane at the side of the screen.
2. In the Name field, type a name for the task.
For example, Offer Callback?.
3. In the Expected wait time (EWT) list, select EWT.
Next steps

In Automation, configure the Create Callback task.

Configuring the Create Callback task
About this task

You can configure the Create Callback task to complete the callback creation with the collected
parameters from other tasks. If an error occurs during the callback creation, the self-service flow
proceeds to the Callback error task.
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Procedure
1. On the canvas, click the Create Callback task.
Automation displays the Properties pane at the side of the screen.
2. In the Name field, type a name for the task.
For example, Create Callback.
. In the Contact Number list, select ContactNumber.

. In the Delivery Strategy list, select Customer First.

3
4
5. In the Delivery Type list, select Immediate.
6. In the Expected wait time (EWT) list, select EWT.
7. In the ANl list, select CallingNumber.
8. In the DNIS list, select CalledNumber.
Next steps

In Automation, configure the Operations tasks.

Configuring the Operations tasks
About this task

You can use the Operations task for two purposes. You can use the Operations task to assign the
calling number as the contact number for the callback. You can also use the Operations task to
assign the new phone number the customer enters as the contact number for the callback.

Procedure

1. To assign the calling number as the contact number for the callback, click the Operations
task next to the Callback Number input task, and in the Properties pane, do the following:

a. In the Variable list, select ContactNumber.
b. In the Type list, select Variable.
c. In the From list, select CallingNumber.

2. To assign the new phone number the customer enters as the contact number for the
callback, click the Operations task next to the Enter Phone Number input task, and in the
Properties pane, do the following:

a. In the Variable list, select ContactNumber.
b. In the Type list, select Input.

c. In the From list, select the input task from which you collect the new phone number
from the customer.

Next steps
In Automation, configure the Input tasks.
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Input tasks

You can use Input tasks for the following purposes when creating a callback offer flow:
» To enable the customer to request a callback or wait in the queue.
» To enable the customer to receive the callback to a different or the same phone number.

* To store the phone number the customer entered for a callback using a built-in Operations
task.

» To confirm the phone number that the customer entered for a callback.

After configuring the Input tasks, configure Start Automation task in Orchestration.
Related links

Question types on page 91

Question settings on page 91

Setting Input tasks in self-service flows

Orchestration tasks for the callback offer phase

You can create a copy of the OneCloud Voice workflow and add a second Start Automation task to
the canvas between the first Start Automation and Connect Agent tasks to offer a callback to the
customer before the call is queued. The first Start Automation task collects the customer identity
and intent, whereas the second Start Automation task offers a callback to the customer if EWT is
between the minimum and maximum threshold values.

% — t/ Ageu:(cnnef{!éﬁ
Configuration b
'y
— O, StartAutomation i » -
© L !
» ~
&
£\ ErorHandier [ ErrorHandiing
— 100% + kot ]
»
¢ J
Figure 7: An example of a callback offer workflow
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Configuring the Start Automation task

About

this task

You can create a copy of the OneCloud Voice workflow and add a second Start Automation task
to the canvas between the first Start Automation and Connect Agent tasks. The second Start
Automation task that you add checks if the customer is eligible to receive a callback. If the EWT
is between the minimum and maximum threshold values you configure, the customer receives a
callback offer before the call is queued. The customer can select whether to receive a callback or
to keep waiting in the queue while connecting to an agent.

Procedure

1.

January 2025

On the canvas, click the Start Automation task.

Orchestration displays the Properties pane at the side of the screen.
In the Label field, type a name for the second Start Automation task.
For example, Callback Offer.

In the Add short description field, type a description for the second Start Automation
task.

For example, Offer callback if EWT is between the minimum and maximum
threshold wvalues.

In the Self Service Flows list, select the self-service flow you created in Automation.

In the Input Variables, in the CallingNumber list, click + and click Cache Variables >
startEvent > callingNumber.

The variable is displayed as follows:

cache.startEvent.callingNumber

In the Input Variables section, in the CalledNumber list, click + and click Cache
Variables > startEvent > dialledNumber.

The variable is displayed as follows:

cache.startEvent.dialledNumber

In the Input Variables section, in the queues list, click + and click Cache Variables >
serviceAttributes > queues.

The variable is displayed as follows:

cache.serviceAttributes.queues

In the Input Variables section, in the attributeList list, click + and click Cache Variables >
serviceAttributes > attributeList.

The variable is displayed as follows:

cache.startEvent.attributelist
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Automation tasks for the callback delivery phase

You can use the OneCloud Confirm Callback Self Service flow to announce to the customer that
this is a callback call and ask if the customer can accept the call. If the customer accepts the
call, Automation transfers the customer to an agent. If the customer rejects the call, Automation
cancels the call and the callback. If an error occurs or the customer does not pick up the call,
Automation retries the callback during the time that the administrator configured.

P | ’l‘ Failure = n Failure
default ) g default |
G) 4 3] Accept Callback? @
default - g :
; »4 A canceled >4 Canceled i
No P - ‘ n
default - / default
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e | "‘ Delivered
: >4 (D) Transter

default -

Figure 8: An example of a callback delivery self-service flow

Configuring the Confirm Callback tasks
About this task

You can configure three Confirm Callback tasks in the OneCloud Confirm Callback Self Service
flow for the following cases:

* You can configure the Failure task to retry the callback in the configured time when an error
occurs during the call, or the customer does not respond to the confirmation question.

* You can configure the Canceled task to cancel the call and the callback when the customer
rejects the call.

* You can also configure the Delivered task to proceed with the callback and transfer the call to
an agent when the customer accepts the call.

Procedure
1. On the canvas, click the Failure task.
Automation displays the Properties pane at the side of the screen.
2. In the CallBackID list, select CallBackID.
3. In the Notification Type list, select Failed.
4. On the canvas, click the Canceled task.
Automation displays the Properties pane at the side of the screen.
5. In the CallBackiD list, select CallBackID.

6. In the Notification Type list, select Canceled.
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7. On the canvas, click the Delivered task.
Automation displays the Properties pane at the side of the screen.
8. In the CallBacklD list, select CallBackID.
9. In the Notification Type list, select Delivered.
Next steps
In Orchestration, configure the Start task.

Orchestration tasks for the callback delivery phase

You can use the OneCloud Callback Delivery Customer First workflow to create a callback
delivery workflow. The OneCloud Callback Delivery Customer First workflow is a read-only default
Orchestration workflow. It is ready to use and you do not need to configure it. OneCloud Callback
Delivery Customer First contains a Start Automation task labeled as CallbackConfirmation and is
used for contacting the customer and confirming if the customer is ready for the callback. The
OneCloud Callback Delivery Customer First uses OneCloud Confirm Callback Self Service, the
default self-service flow for delivering the callback.

You can also build a new workflow and customize it for your business needs. If you are not
using the read-only default workflow, you can create a copy of the OneCloud Callback Delivery
Customer First and follow the instructions in the following tasks to build a basic workflow for
delivering callback.
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Figure 9: An example of a callback delivery workflow
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Configuring the Start task
About this task

You can configure the Start task to extract the CallbackID parameter and pass it to the self-service
flow as an input variable.

Procedure
1. On the canvas, click the Start task.
Orchestration displays the Properties pane at the side of the window.
In the Default filters section, click Add Filter.
In the Default filters list, select feature.
In the second field, type CallbackCustomerFirst.

In the Customize engagement parameters section, click Open Editor.

2L S

On the Customize Engagement Parameters window, click € and then click Add String.
7. In the New string1: string field, type Cal1BackID.
Next steps

In Orchestration, configure the Start Automation task.

Configuring the Start Automation task
About this task

You can configure the Start Automation task called CallbackConfirmation in the copy of the
OneCloud Callback Delivery Customer First workflow to contact the customer and confirm that
the customer is ready for the callback.

Procedure
1. On the canvas, click the CallbackConfirmation task.
Orchestration displays the Properties pane at the side of the screen.
2. In the Self Service Flows list, select the self-service flow you created in Automation.

3. In the Input Variables section, in the CallBackID list, click +, and click Cache Variables >
startEvent > engagementParameters > CallBackiD.

The variable is displayed as the following:

cache.startEvent.engagementParameters.CallBackID
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Chapter 12: Resources

Resources for Avaya Experience Platform™ Public Cloud

Documentation

Related documents and videos

Title

Available at:

Use the document or
videos to:

Audience

Overview

Avaya Experience
Platform™ Public
Cloud Solution
Description

Avaya Experience

Platform™ Public Cloud

Know about tested
product characteristics

Solution Description

product overview and
feature descriptions,
interoperability,
performance
specifications, security,
and licensing
requirements.

and capabilities, including

Business partners
Implementation engineers
Sales engineers

Solution architects

Implementing

Configuring
Workflows for
Avaya Experience
Platform™ Public
Cloud

Workflows overview

for Avaya Experience

Platform™ Public Cloud

workflows for Avaya
Experience Platform™

Public Cloud.

Create, edit, and manage

Account administrators
Business analysts

Developers

Administering

Administering
Avaya Experience

Administering Avaya

Experience Platform™

Administer Avaya
Experience Platform™

Account administrators

Platform™ Public | Public Cloud Public Cloud. SRS
Cloud
Using
Table continues...
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Resources for Avaya Experience Platform™ Public Cloud

Workspaces for
Avaya Experience

Workspaces for Avaya

Title Available at: Use the document or Audience
videos to:
Using Avaya Using Avaya Use the features and Agents

capabilities of Avaya

Experience Platform™

Workspaces for Avaya

Supervisors

Avaya Experience
Platform™ Public

Avaya Experience

Platform™ Public Cloud

Platform™ Public Public Cloud Experience Platform™
Cloud Public Cloud.
Using Analytics for | Using Analytics for Use the features and Account administrators

capabilities of Avaya
Analytics™ for Avaya

Report designers

Avaya Experience
Platform™ Public

Platform™ Public Cloud

Cloud Experience Platform™ Supervisors

Public Cloud.
Integrating
Administering Administering Avaya Configure and administer Account administrators
Avaya Workspaces | Workspaces for CRM | the features and CRM administrators
for CRM for for Avaya Experience | capabilities of the

Customer Relationship

Management (CRM)

Developers

Avaya Experience
Platform™ Public

Platform™ Public Cloud

Cloud integrations for Avaya

Experience Platform™

Public Cloud.
Using Avaya Using Avaya Use the features and Agents
Workspaces for Workspaces for CRM capabilities of the Supervisors
CRM for for Avaya Experience | Customer Relationship

Management (CRM)

integrations for Avaya

Avaya Experience

Experience Platform™

Cloud Experience Platform™

Public Cloud.
Deploying Preview | Deploying Preview Deploy the features Account administrators
Dialing for Dialing for Avaya and capabilities of

Preview Dialing in Avaya

Implementation engineers

Preview Dialing for
Avaya Experience
Platform™ Public
Cloud

Dialing for Avaya

Experience Platform™

Public Cloud

Platform™ Public Public Cloud Experience Platform™ Sales engineers
Cloud Public Cloud.
Configuring Configuring Preview Configure and administer Account administrators

the features and
capabilities of Preview
Dialing in Avaya
Experience Platform™
Public Cloud.

Implementation engineers

Sales engineers

Using Preview

Using Preview Dialing

Use the features and

Agents

Dialing in Avaya in Avaya Workspaces | capabilities of Preview .
SO Supervisors
Workspaces Dialing in Avaya
Experience Platform™
Public Cloud.
Table continues. ..
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Resources

widget in Avaya
Experience Platform™
Public Cloud.

Title Available at: Use the document or Audience
videos to:
Configuring Configuring corporate | Configure and administer |+ Account administrators
corporate contacts | contacts for Avaya the features and . .
s * Implementation engineers
for Avaya Workspaces capabilities of the
Workspaces Corporate Contacts » Sales engineers

Avaya Social
Connections for
Avaya Experience
Platform™ Public
Cloud

Social Connections
for Avaya Experience

Platform™ Public Cloud

Connections to add
administrators and social
media accounts, and
manage social media
customers.

Using corporate Using corporate Use the features * Agents
contacts in Avaya contacts in Avaya and capabilities of . Supervisors
Workspaces Workspaces the Corporate Contacts
widget in Avaya
Workspaces.
Configuring Configuring Avaya Configure Avaya Social Account administrators

Using Avaya Social
Connections for
Avaya Experience
Platform™ Public
Cloud

Using Avaya Social
Connections for Avaya

Experience Platform™
Public Cloud

Interact with customers
through monitored social
media accounts.

Agents

Supervisors

Verint Workforce Engagement documents

Avaya Experience
Platform™ (Public
Cloud Workforce
Engagement):
Desktop
Applications
Deployment
Reference and
Installation Guide

Avaya Support link

Configure and administer
the features and
capabilities of client
applications installed on
end-user workstations.

Administrators
Implementation engineers

Sales engineers

Avaya Experience
Platform™ (Public
Cloud Workforce
Engagement):
Real-Time Agent
Assist Setup Guide

Avaya Support link

Configure and administer
the features and
capabilities of Verint
Workforce Engagement
Real-Time Agent Assist.

Administrators
Implementation engineers

Sales engineers
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Resources for Avaya Experience Platform™ Public Cloud

Title

Available at:

Use the document or
videos to:

Audience

Avaya Experience
Platform™ (Public
Cloud Workforce
Engagement):
Technology,
Security, and
Network Integration
Deployment
Reference Guide

Avaya Support link

Understand the
technology, networking,
and security requirements
for connecting to Verint
Workforce Engagement.

Administrators
Implementation engineers

Sales engineers

Avaya Experience

Avaya Support link

Use the features

Administrators

Management™ and capabilities of . Implementation endineers
Getting Started the Avaya Experience P 9
Guide Management™ application | » Sales engineers

for the first time.
Videos
Avaya Experience | Getting started with Administer Avaya » Account administrators
Platform™ Administration Center | Experience Platform™ . Supervisors
Public Cloud Public Cloud. P
Application Center
Administration
Videos
Orchestration Getting started with Manage workflows. » Account administrators
Videos Orchestration

Business analysts

Developers

Avaya Experience

Getting started with

Manage the features and

Account administrators

Avaya Proactive
Outreach and
Preview Dialing for
Avaya Experience
Platform™ Public

Proactive Outreach
and Preview Dialing
for Avaya Experience

Platform™ Public Cloud

the features and
capabilities of Avaya
Proactive Outreach and
Preview Dialing for Avaya
Experience Platform™

Platform™ Public Automation capabilities of Automation | Business analvsts
Cloud Automation for Avaya Experience y
Videos Platform™ Public Cloud. |« Developers
Administering Administering Avaya Configure and administer | Account administrators

Platform™ Public
Cloud

Cloud Public Cloud.

Administering Administering Avaya Administer Avaya » Account administrators
Avaya Workspaces | Experience Platform™ | Experience Platform™ . .

for CRM for Public Cloud Public Cloud Avaya Gl eemimrsEiere
Avaya Experience | Workspaces for CRM | Workspaces for CRM. » Supervisors
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Resources

Platform™ Public
Cloud for agents

Workspaces for Avaya
Experience Platform™
Public Cloud.

Title Available at: Use the document or Audience
videos to:
Using Avaya + Getting Started with | Manage real-time and » Account administrators
Experience Avaya Workspaces historical reports. . SUDEIVISOrs
Platform™ Public for Supervisors P
Cloud for . C
. * Running historical
supervisors
reports and
dashboards
Using Avaya Launching agent Manage the features * Agents
Experience desktop and capabilities of Avaya

» Supervisors

Getting started with
Avaya Experience
Platform™ Public

Overview - Avaya
Experience Platform™

Public Cloud

Experience Platform™
Public Cloud and its

Get an overview of Avaya

All audiences

Avaya Experience
Platform™ Public
Cloud

Experience Platform™

Public Cloud

Platform™ Public Cloud

and manage interactions.

Cloud components.

Getting started with | Getting started with Get an overview of Avaya | All audiences
Avaya Workspaces | Avaya Workspaces Workspaces for CRM

for CRM for for CRM for Avaya for Avaya Experience

Avaya Documentation Center navigation

For many programs, the latest customer documentation is available on the Avaya Documentation
Center website at https://documentation.avaya.com. Some functionality is only available when you

log in to the Avaya Documentation Center. The available functionality depends on your role.

© Important:

If the documentation you are looking for is not available on the Avaya Documentation Center,
you can find it on the Avaya Support website.

While navigating through the Documentation Center, you can click the Avaya Documentation

Center logo at the top of the screen to return to the home page anytime. On the Avaya
Documentation Center, you can do the following:

+ Click Avaya Links in the top menu bar to access other Avaya websites, including the Avaya
Support website.

« Click Languages ( ®) in the top menu bar to change the display language and view
localized documents.

* In the Search Documentation field, search for keywords and click Filter to filter by solution
category, product, or user role.

You can select multiple items in each filter category. For example, you can select a product

and multiple user roles.
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Resources for Avaya Experience Platform™ Public Cloud

* Click Library in the top menu bar to access the complete library of documents. Use the
filtering options to refine your results.

+ After performing a search or accessing the library, you can sort content on the search results
page. When you find the item you want to view, click it to open it.

» Use the table of contents in a document for navigation. You can also click < or > next to the
document title to navigate to the previous topic or the next topic.

* Click Share (#) to share a topic by email or copy the URL.

* Download a PDF of the current topic in a document, the topic and its subtopics, or the entire
document.

* Print the section you are viewing.

» Add content to a collection by clicking Add to My Topics ( & ). You can add the topic and its
subtopics or add the entire publication.

* View the topics in your collections. To access your collections, click your name in the top
menu bar and then click My Topics.

You can do the following:

- Create, rename, and delete a collection.

- Set a collection as the default or favorite collection.

- Save a PDF of the selected content in a collection and download it to your computer.
- Share content in a collection with others through email.

- Receive collections that others have shared with you.

* Click Watch (© ) to add a topic to your watchlist so you are notified when the content is
updated or removed.

» View and manage your watchlist by clicking Watchlist from the top menu with your name.
You can do the following:
- Enable Email notifications to receive email alerts.
- Unwatch the selected content or all topics.

+ Send feedback for a topic.

Resource Center

Avaya Experience Platform™ Public Cloud contains a Resource Center which gives access to
online help. You can access help from Avaya Workspaces and Application Center Administration
screens. From these screens, Resource Center suggests topics appropriate to your current page.
You can also access tutorial videos and documentation using this feature.

Related links
Accessing online help on page 166
Welcome guides on page 166
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Resources

Accessing online help
About this task

Avaya Experience Platform™ Public Cloud contains online help for Avaya Workspaces and
Application Center Administration.

Before you begin
Log in to Avaya Workspaces or Application Center Administration.

Procedure
1. Click @.

2. On Resource Center, do one of the following:
 Click Documentation.
¢ Click Tutorial Videos.

Avaya Experience Platform™ Public Cloud opens a new browser tab to display the
document or video.

Related links
Resource Center on page 165

Welcome guides

Avaya Experience Platform™ Public Cloud contains guided walkthroughs which provide first-time
visitors with a tour of the interface. Avaya Workspaces and Application Center Administration
support these tours.

« To start the tour, click Launch Tour.
* To close the tour, click x.

Related links
Resource Center on page 165

Training

The following courses are available for Avaya Experience Platform™ Public Cloud.

Course Course title Direct link Delivery type
code

Administrator

61380W Administrating Avaya Experience Administering Avaya Web-based training
Platform™ Public Cloud Experience Platform™
Public Cloud

Table continues...

January 2025 Configuring Workflows for Avaya Experience Platform™ Public Cloud 167

Comments on this document?



https://cdn.avaya-learning.com/CDN_EU/CCaaS/61380W/index.html#/
https://cdn.avaya-learning.com/CDN_EU/CCaaS/61380W/index.html#/
https://cdn.avaya-learning.com/CDN_EU/CCaaS/61380W/index.html#/
https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=ConfiguringWorkflowsforAvayaExperiencePlatform%E2%84%A2%E2%80%8EPublicCloud&p3=56

Resources for Avaya Experience Platform™ Public Cloud

Course Course title Direct link Delivery type
code
61410W Administrating Avaya Experience Administrating Avaya Web-based training
Platform™ Public Cloud Workflows Experience Platform™
Public Cloud
Workflows
61420W Administering Avaya Experience Administering Avaya Web-based training
Platform™ Public Cloud Self-Service | Experience Platform™
Public Cloud Self-
Service
61000W Getting Started with Avaya Getting Started with Web-based training
Experience Platform™ Public Cloud Avaya Experience
Platform™ Public Cloud
ASAC-003 | Avaya Experience Platform™ Public Avaya Experience Web-based training
6 Cloud Administrator Platform™ Public Cloud
Administrator
ASAC-003 | Avaya Cloud Office™ Administration | — Web-based training
0
End user
ALEU-5017 | Avaya Experience Platform™ Public | — Web-based training
Cloud End User Training
62420W Using Avaya Experience Platform™ Using Avaya Web-based training
Public Cloud for Agents Experience Platform™
Public Cloud for
Agents
62520W Using Avaya Experience Platform™ Using Avaya Web-based training
Public Cloud for Supervisors Experience Platform™
Public Cloud for
Supervisors
ALEU-5025 | Avaya Experience Platform™ Public Avaya Experience Web-based training
Cloud End-User Training Platform™ Public Cloud
End-User Training
— Avaya Experience Platform™ Public | — Web-based training
Cloud Deep Dive at Avaya Sales This course requires SSO
Portal. :
login.
Support

Go to the Avaya Support website at https://support.avaya.com for the most up-to-date
documentation, product notices, and knowledge articles. You can also search for release notes,
downloads, and resolutions to issues. Use the online service request system to create a service
request. Chat with live agents to get answers to questions, or request an agent to connect you to a
support team if an issue requires additional expertise.
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Resources

Using the Avaya InSite Knowledge Base
The Avaya InSite Knowledge Base is a web-based search engine that provides:
» Up-to-date troubleshooting procedures and technical tips.
* Information about service packs.
* Access to customer and technical documentation.

* Information about training and certification programs.

Links to other pertinent information.

If you are an authorized Avaya Partner or a current Avaya customer with a support contract, you
can access the Knowledge Base without extra cost. You must have a login account and a valid
Sold-To number.

Use the Avaya InSite Knowledge Base for any potential solutions to problems.

1. Go to https://support.avaya.com.

2. Tolog in, click Sign In at the top of the screen and then enter your login credentials when
prompted.

3. Click Product Support > Products.

4. In Search Product, start typing the product name and then select the appropriate product
from the list displayed.

5. Select the release number, if applicable.
6. Click the Technical Solutions tab to view articles for resolving technical issues.

Resources for Avaya Experience Platform™ (On-Prem +
Connect)

Documentation

Related documents

Title | Available at: Use the document to: Audience
Overview
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Resources for Avaya Experience Platform™ (On-Prem + Connect)

Title

Available at:

Use the document to:

Audience

Avaya Experience
Platform™ Public

Avaya Experience

Platform™ Public Cloud

Know about tested
product characteristics

Sales engineers

Business partners

Platform™ (On-
Prem + Connect)

(On-Prem + Connect)

Experience Platform™
(On-Prem + Connect).

Cloud Solution Solution Description and capabilities, including
Description product overview and » Solution architects
feature descriptions, . .
: o * Implementation engineers
interoperability,
performance
specifications, security,
and licensing
requirements.
Deploying
Deploying Avaya Deploying Avaya Prepare, install, and * Implementation engineers
Experience Experience Platform™ | configure Avaya

Account administrators

Administering

Avaya Experience
Platform™ (On-
Prem + Connect)

Platform™ (On-Prem +

Customer Relationship

Connect

Management (CRM)

integrations for Avaya
Experience Platform™
(On-Prem + Connect).

Administering Administering Avaya Administer Avaya » Account administrators
Avaya Experience | Experience Platform™ | Experience Platform™ . Supervisors
Platform™ Public Public Cloud Public Cloud and Avaya P
Cloud Experience Platform™
(On-Prem + Connect).
Administering Administering Avaya Configure and administer |« Developers
Avaya Workspaces | Workspaces for CRM | the features and . -
for CRM with with Avaya Experience | capabilities of the CRM Administrators

Avaya Experience Platform™

Administrators

Configuring
corporate contacts
for Avaya
Workspaces with
Avaya Experience

Configuring corporate

contacts for Avaya
Workspaces with
Avaya Experience

Platform™ (On-Prem +

the features and
capabilities of the
Corporate Contacts
widget in Avaya

Configure and administer

Sales engineers
Implementation engineers

Administrators

Avaya Experience
Platform™ (On-
Prem + Connect)

Experience Platform™

(On-Prem + Connect)

Workspaces for Avaya
Experience Platform™
(On-Prem + Connect).

Platform™ (On- Connect Experience Platform™
Prem + Connect) (On-Prem + Connect).
Using
Using Avaya Using Avaya Use the features and » Agents
Workspaces for Workspaces for Avaya | capabilities of Avaya .
» Supervisors
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Resources

Avaya Experience
Platform™ (On-
Prem + Connect)

Platform™ (On-Prem +
Connect

Management (CRM)

integrations for Avaya
Experience Platform™
(On-Prem + Connect).

Title Available at: Use the document to: Audience
Using Avaya Using Avaya Use the features and * Agents
Workspaces for Workspaces for CRM capabilities of the . SUDEIVISOrs
CRM with with Avaya Experience | Customer Relationship P

Using corporate
contacts in Avaya
Workspaces with
Avaya Experience
Platform™ (On-
Prem + Connect)

Using corporate
contacts in Avaya

Workspaces with
Avaya Experience
Platform™ (On-Prem +
Connect

Use the features

and capabilities of

the Corporate Contacts
widget in Avaya
Workspaces.

* Agents

» Supervisors

Videos

Avaya Experience
Platform™ (On-
Prem + Connect)
Application Center
Administration

Avaya Experience
Platform™ (On-Prem +
Connect) Application
Center Administration

Administer Avaya
Experience Platform™
(On-Prem + Connect).

* Account administrators

» Supervisors

Using Avaya
Experience
Platform™ (On-
Prem + Connect)

Using Avaya
Experience Platform™

(On-Prem + Connect)
for supervisors

Perform supervisor
actions using Avaya
Workspaces for Avaya
Experience Platform™

¢ Account administrators

» Supervisors

Platform™ (On-
Prem + Connect)

(On-Prem + Connect)
for agents

Workspaces for Avaya
Experience Platform™

for supervisors (On-Prem + Connect).
Using Avaya Using Avaya Manage the features * Agents
Experience Experience Platform™ | and capabilities of Avaya

» Supervisors

Avaya Experience
Platform™ (On-
Prem + Connect)

Experience Platform™
(On-Prem + Connect)

Platform™ (On-Prem +
Connect) and manage
interactions.

for agents (On-Prem + Connect).
Getting Started with | Getting Started with Get an overview of Avaya | All audiences
Avaya Workspaces | Avaya Workspaces Workspaces for CRM
for CRM for for CRM for Avaya for Avaya Experience

Avaya Documentation Center navigation

For many programs, the latest customer documentation is available on the Avaya Documentation
Center website at https://documentation.avaya.com. Some functionality is only available when you

log in to the Avaya Documentation Center. The available functionality depends on your role.

© Important:

If the documentation you are looking for is not available on the Avaya Documentation Center,
you can find it on the Avaya Support website.
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Resources for Avaya Experience Platform™ (On-Prem + Connect)

While navigating through the Documentation Center, you can click the Avaya Documentation
Center logo at the top of the screen to return to the home page anytime. On the Avaya
Documentation Center, you can do the following:

+ Click Avaya Links in the top menu bar to access other Avaya websites, including the Avaya
Support website.

« Click Languages ( &) in the top menu bar to change the display language and view
localized documents.

* In the Search Documentation field, search for keywords and click Filter to filter by solution
category, product, or user role.

You can select multiple items in each filter category. For example, you can select a product
and multiple user roles.

* Click Library in the top menu bar to access the complete library of documents. Use the
filtering options to refine your results.

« After performing a search or accessing the library, you can sort content on the search results
page. When you find the item you want to view, click it to open it.

» Use the table of contents in a document for navigation. You can also click < or > next to the
document title to navigate to the previous topic or the next topic.

* Click Share (#) to share a topic by email or copy the URL.

* Download a PDF of the current topic in a document, the topic and its subtopics, or the entire
document.

* Print the section you are viewing.

» Add content to a collection by clicking Add to My Topics ( & ). You can add the topic and its
subtopics or add the entire publication.

* View the topics in your collections. To access your collections, click your name in the top
menu bar and then click My Topics.

You can do the following:

- Create, rename, and delete a collection.

- Set a collection as the default or favorite collection.

- Save a PDF of the selected content in a collection and download it to your computer.
- Share content in a collection with others through email.

- Receive collections that others have shared with you.

+ Click Watch (©) to add a topic to your watchlist so you are notified when the content is
updated or removed.

* View and manage your watchlist by clicking Watchlist from the top menu with your name.
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Resources

You can do the following:
- Enable Email notifications to receive email alerts.
- Unwatch the selected content or all topics.

» Send feedback for a topic.

Training
The following courses are available for Avaya Experience Platform™ (On-Prem + Connect):
Course code Course title Delivery type
30050W Consulting and Demonstrating Avaya Experience | Web-based Training
Platform™ (On-Prem + Connect)
60440W Administering Avaya Experience Platform™ (On- | Web-based Training

Prem + Connect)

60450W Using Avaya Workspaces for Avaya Experience Web-based Training
Platform™ (On-Prem + Connect) - Agents

60470W Using Avaya Workspaces for Avaya Experience Web-based Training
Platform™ (On-Prem + Connect) - Supervisor

Support

Go to the Avaya Support website at https://support.avaya.com for the most up-to-date
documentation, product notices, and knowledge articles. You can also search for release notes,
downloads, and resolutions to issues. Use the online service request system to create a service
request. Chat with live agents to get answers to questions, or request an agent to connect you to a
support team if an issue requires additional expertise.

Using the Avaya InSite Knowledge Base
The Avaya InSite Knowledge Base is a web-based search engine that provides:
» Up-to-date troubleshooting procedures and technical tips.
* Information about service packs.
* Access to customer and technical documentation.

* Information about training and certification programs.

Links to other pertinent information.

If you are an authorized Avaya Partner or a current Avaya customer with a support contract, you
can access the Knowledge Base without extra cost. You must have a login account and a valid
Sold-To number.

Use the Avaya InSite Knowledge Base for any potential solutions to problems.

1. Go to https://support.avaya.com.

2. Tolog in, click Sign In at the top of the screen and then enter your login credentials when
prompted.
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3. Click Product Support > Products.

4. In Search Product, start typing the product name and then select the appropriate product
from the list displayed.

5. Select the release number, if applicable.
6. Click the Technical Solutions tab to view articles for resolving technical issues.
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After Contact Work (ACW) is an agent state that provides time

for an agent to write notes about a completed interaction before

Avaya Workspaces queues the next interaction. Account administrators
configure the ACW time period in Application Center Administration.

A unique identification code for an Avaya Workspaces agent.

A statement of the availability of agents. Agent states and state changes
are visible to the agents and supervisors in Avaya Workspaces.

A notification that informs the agents about incoming interactions in Avaya
Workspaces.

A list of approved IP addresses, domains, or other entries for Avaya
Experience Platform™ Public Cloud.

A collaboration tool that provides advanced calling features, video
conferencing, and chat support. Avaya Cloud Office™ users can also
invite third-party experts to collaborate on a project.

A cloud-based solution designed for team collaboration with access to
a personal meeting room, direct messaging, and group spaces. Avaya
Spaces integrates multiple forms of communication, such as voice calls,
video conferencing, and chat.

A browser-based application through which contact center agents handle
inbound customer interactions. Avaya Workspaces supports voice, email,
chat, and messaging interactions.

A feature that enables supervisors to provide advice to agents in Avaya
Workspaces. When barging in, a supervisor joins an interaction between
the agent and the customer as an active third party. After the supervisor
barges into the interaction, the customer, agent, and supervisor interact in
a three-way conference.

In Analytics for Avaya Experience Platform™ Public Cloud, a formula
for data in a report. An advanced user can add calculated metrics to
a standard historical report. By default, each historical report shows a
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Carousel

standard set of metrics. Advanced users can add additional metrics to
make compound calculations based on standard measures.

A type of interactive rich media message that features a number

of horizontally scrolling images or panes. Carousel offers selectable
options to an end customer. Custom development is required to build
and show . json based rich media templates to agents on Avaya
Workspaces. Using the custom built widget, agents can send carousel
messages over the messaging channel.

In Avaya Workspaces, an interaction widget that contact center agents
use to work on messaging and social media messaging interactions.
Agents can use this widget to exchange messages and media with
customers.

In Avaya Workspaces, functionality to send messages to contacts and
groups from the Chats and Groups tabs of the Corporate Contacts
widget. The three types of chat are one-to-one chat, group chat, and
conversation.

A feature that enables supervisors to provide advice to agents. After
observing an interaction, the supervisor can coach an agent in Avaya
Workspaces.

A software connector that performs transfer of control, data among
components, including but not limited to protocol and data conversion.
They can also provide services, such as persistence, invocation,
messaging, and transactions, that are independent of the interacting
components functionality. The software connector acts as a proxy or
wrapper around Avaya Experience Platform™ Public Cloud APIs that
enable the underlying service to integrate with third-party providers
and aggregators. While there are out-of-the-box connectors provided
by Avaya as part of Avaya Experience Platform™ Public Cloud offering,
customers can also build a custom messaging connector utilizing digital
APIs to integrate Avaya Experience Platform™ Public Cloud with third-
party gateways or providers.

A feature that enables agents to add another agent to their customer call
after a consultation call in Avaya Workspaces.

A feature that enables agents to transfer a customer call to another agent
after a consultation call in Avaya Workspaces.

A call that Avaya Workspaces agents and supervisors can make to other
agents, supervisors, or corporate contacts to request assistance during a
call with the customer. After the consultation call, the agent or supervisor
can transfer the call with the customer to the consulted experts or create
a four-way conference with the experts, customer, and themselves.
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A business division within an organization that manages customer
interactions. Contact centers are also known as call centers. Contact
centers use advanced technology to help resolve customer issues quickly,
track customer interactions, and capture interaction and performance
data.

Contact Center as a Service (CCaaS) is a software deployment model
that enables companies to purchase only the technology they need.
Another vendor hosts their software to reduce IT, integration, and support
costs. Avaya OneCloud™ CCaasS is the former name of Avaya
Experience Platform™ Public Cloud.

In Avaya Workspaces, a message exchange between the members of a
user group or a channel on the Groups tab of the Corporate Contacts
widget. The provider administrator manages user groups and channels.

A widget in Avaya Workspaces that provides access to Avaya Cloud
Office™, Avaya Spaces, and Microsoft Teams corporate contacts. Agents
and supervisors can use the Corporate Contacts widget to consult
available corporate contacts.

The Cross-Origin Resource Sharing (CORS) protocol enables the
communication between platforms hosted in different domains, such as
ServiceNow and Avaya Experience Platform™ Public Cloud, through an
Application Programming Interface (API). CORS rules define the domains
that can exchange the Representational State Transfer (REST) API
requests with ServiceNow.

In Analytics for Avaya Experience Platform™ Public Cloud, a data
segmentation for historical reports. Account administrators can define
a group based on common attributes, such as channel or queue. On
a historical report, account administrators can show only the data that
applies to a custom group.

In Analytics for Avaya Experience Platform™ Public Cloud, an additional
measure in a report. An advanced user can add custom metrics to a
standard historical report. By default, each historical report shows a
standard set of metrics. Advanced users can add additional metrics to
show more refined data.

In Avaya Social Connections, a primary contact detail that uniquely
identifies an end user. For example, when an end user sends a message
to a WhatsApp business account, the phone number is the primary
customer identifier of the end user.

Customer Relationship Management (CRM) is when a business or
other organization administers its interactions with customers, typically
using data analysis to study large amounts of information. CRM refers
to all the processes and tools that manage customer relationships.
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Digital interaction

Salesforce, ServiceNow, and Microsoft Dynamics® 365 are examples of
CRM software.

A type of interaction, which can be one of the following:
» Email with the customer's query
+ Chat initiated on the web

+ Social media messaging

In Avaya Workspaces, a widget that consists of global templates and
templates associated with agent queues. Account administrators can
configure the templates in Application Center Administration. Agents can
use Digital Library templates in messaging interactions with customers.

A label that the agents can attach to an interaction to describe or
categorize it. Disposition codes are tags that help agents and other users
summarize and flag interactions that require follow-up.

In Automation and Orchestration, an event is a change during the routing
of an Avaya Experience Platform™ Public Cloud interaction. Each event
has a schema that contains data that the workflows use to make routing
decisions.

A Facebook-related Meta business account of the customer. Account
administrators can use a customer’s Facebook account to set up their
Facebook and WhatsApp social accounts on Avaya Social Connections.

A chat with more than one corporate contact that Avaya Workspaces
agents and supervisors can have on the Chats tab of the Corporate
Contacts widget. Agents and supervisors cannot start a group chat, but
they can send group chat messages to the chat groups that contacted
them.

A voice call, messaging, or an email initiated by an end customer and
directed to a company's contact center. These incoming interactions are
handled through automation and help desk agents in inbound contact
centers. Inbound contact centers focus on providing high level customer
service and efficient contact routing to reduce wait times.

In Automation, an incoming connection provides information to a task.
Each task has one incoming and at least one outgoing connection. An
incoming connection can receive data passed to it from another task.

A concept that enables two or more software or components to

work together and exchange data and capabilities. Avaya Experience
Platform™ Public Cloud integrates with third-party applications and
other Avaya products to expand its functionality. For example, Avaya
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Workspaces integrates with Salesforce to provide contact center features
to enterprises with CRM software.

A request for help from customers. An interaction can also consist
of customer queries or sales inquiries. There are several types of
interactions based on how customers request help. Customers can
request help by the following channels:

« Email: Sending an email containing their query.
» Webchat: Initiating a chat on your website.

» Social media messaging: Messaging using Facebook, X (Twitter),
and WhatsApp.

* Voice: Making a call using a WebRTC audio application.

A user interface element that enables agents to see details of an ongoing
interaction in Avaya Workspaces for CRM.

A type of phone call that agents and supervisors use for internal
communication. For example, with an internal extension call, a supervisor
can call an agent about the work schedule, or an agent can call the
supervisor to discuss issues related to appraisal.

In Analytics for Avaya Experience Platform™ Public Cloud, a specific time
period. When supervisors and account administrators generate reports

to show contact center performance, they specify an interval, such as
between 09:00 and 17:00. The report shows the performance for that time
period.

An experience that Avaya Workspaces users receive when they are using
the application. Layouts contain widgets and Ul arrangements that are
presented to agents or supervisors for each of the supported channels.

In Automation, a mapping is a set of answers, with their variations, to
questions. For example, the answer to a question could be yes or no.
With a mapping table, the customer can provide a variation of an answer
and it is still valid in the flow. A strong mapping has variations of the
answer, including colloquial words, such as yes, yeah, yep, y, and so on.

In Analytics for Avaya Experience Platform™ Public Cloud, a calculation
performed on any data in the contact center database. Metric formulas
are the objects and operators that make up those calculations. Analytics
for Avaya Experience Platform™ Public Cloud includes some common
calculations, and advanced users can create their calculations.

A business messaging and collaboration platform that provides access to
channels and teams, direct messaging, and group chats. Microsoft Teams
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Microsoft Teams channel

also integrates with other Microsoft 365 platforms, including Dynamics
365 applications.

A type of user group that exists in Microsoft Teams. Agents and
supervisors can see the list of available Microsoft Teams channels and
users on the Groups tab of the Corporate Contacts widget in Avaya
Workspaces.

An adhoc outgoing voice call or an email initiated by a contact center
agent to the end customer. The members of a sales team or customer
service representatives make these interactions to customers.

An output connection of a task in Automation. You can use the task output
as an input to another task.

In Automation, a SIP header with a hex encoded string in the format
name=value pairs about the session. The applications that receive a SIP
header may process the information differently to Automation.

A presentation of the external web pages provided by a screenpop that
agents can use for completing tasks. For example, agents can view
external websites with the information on current currency exchange
rates.

A type of interactive rich media message that enables an end customer
to click a button to send a response or selection. Custom development is
required to build and show . json based rich media templates to agents
on Avaya Workspaces. Using the custom built widget, agents can send
postback messages over the messaging channel.

In Analytics for Avaya Experience Platform™ Public Cloud, a

collection of measures to provide real-time contextual data to Avaya
Workspaces supervisors and account administrators. Analytics for Avaya
Experience Platform™ Public Cloud provides the following producers to
Avaya Workspaces for use in real-time reporting dashboards: Agent,
AgentByChannel, AgentByQueue, Channel, DialogDetail, Group, Queue,
and QueueByChannel.

In Application Center Administration, a collection of configuration settings
assigned to a user. In Avaya Experience Platform™ Public Cloud, account
administrators create a profile at an account or an account hierarchy level
and assign it to users, such as agents and supervisors.

A third-party application that Avaya Experience Platform™ Public Cloud
integrates with, such as Avaya Cloud Office™, Avaya Spaces, or Microsoft
Teams. Agents and supervisors can see the provider contacts available
for consulting on the corresponding tab of the Corporate Contacts widget.
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Redirection on No Answer (RONA) is a feature for redirecting a call after
an administered number of rings. RONA prevents an unanswered call
from ringing indefinitely.

In Analytics for Avaya Experience Platform™ Public Cloud, supervisors
and account administrators obtain data on the performance of contact
center agents using three types of reports. Real-time reports provide
information about current activity. Historical reports provide information
about past activities. Historical dossiers provide information about past
activity with interactive graphics.

A Representational State Transfer (REST) APl is a set of rules that
enables different software applications to communicate over the web. A
REST API uses standard web protocols, making it widely used for sharing
data and functionality in web development.

A locked account is the result of disciplinary action from Facebook
after the account holder violates its community standards or policies.
The nature of the restriction depends on the infraction, ranging from
temporarily stopping users from commenting on posts to a full account
lockout.

In Avaya Social Connections, an action that account administrators
perform while creating or managing social media accounts. For example,
when account administrators add a Facebook or WhatsApp social
account on Avaya Social Connections, they use this option to complete
the authentication process with the social media provider.

A form of time-based data aggregation in Analytics for Avaya Experience
Platform™ Public Cloud. When supervisors and account administrators
generate reports to show contact center performance, they can show
daily or monthly data. This data is also referred to as roll-up data.

In Orchestration, workflow routing is based on rules. You can use rules to
initiate a workflow based on the information in incoming events.

Security Assertion Markup Language (SAML) is a protocol that enables
you to access multiple web applications using one set of user credentials.
Avaya Experience Platform™ Public Cloud supports the standard browser
redirect-based SSO using the SAMLV2 protocol.

A system entity that issues authentication assertions in conjunction with a
single sign-on profile of SAML.

In Automation, a self-service flow is one where the caller does not interact
with an agent. Self-service flows collect information for queues, attributes,
and customer identification.
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SLA

Service Level Agreement (SLA) is an industry term that defines a

level of service you expect, with the metrics by which the service is
measured, and remedies or penalties should agreed-on service levels not
be achieved. It is a critical component of any technology contract.

A telephony application that is installed on a computer.

A unique identifier that displays the internal extension number assigned to
a voice enabled agent.

A screen that enables supervisors to monitor agents. Supervisors

can view a list of agents and the information about the state and
interactions of an agent, use filters to search agents in a team, end
sessions, disconnect calls, and broadcast messages. From the supervisor
dashboard, supervisors can also observe, coach, and barge into chat,
messaging, and voice interactions.

An output connection of a task in an Orchestration workflow. It is a visual
representation of how the workflow will progress. You can use a task
output as an input to another task.

A level of service in Analytics for Avaya Experience Platform™ Public
Cloud. Below this level, contact center customers do not receive a
satisfactory response. Above this level, customers have a positive
experience. Supervisors and account administrators can add a threshold
to each measure in a real-time report. For real-time reports, this
functionality is called Thresholds Classes. For historical reports, account
administrators can also assign thresholds to more accurately manage
Service Level Agreements (SLAS).

In Analytics for Avaya Experience Platform™ Public Cloud, an assigment
of thresholds to measures in Avaya Workspaces for real-time reports.

In Application Center Administration, UX profiles contain a number of
settings that manage user experience in Avaya Workspaces, including
the Avaya Workspaces layout. UX profiles are selected as part of
user profiles which are used when creating users in Avaya Experience
Platform™ Public Cloud.

A voice interaction is a phone call from customers in Avaya Workspaces.
Avaya Experience Platform™ Public Cloud voice services provide the
functionality to route and control voice interactions.

A message or audio that the customer receives while they are in the
queue waiting to be connected to an agent.
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WhatsApp business A WhatsApp business platform account that represents the customer’s
account business. Customers can use their WhatsApp business accounts to
create a WhatsApp social media account on Avaya Social Connections.

WhatsApp template A message format in WhatsApp that agents can use to engage
in marketing, utility, and authentication conversations with customers.
Agents can use plain text, button, macro, or media template types.
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Comments on this document?
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