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Agenda
The building blocks

»Orchestration Designer
»Pluggable Data Connectors
»Context Store
»Conversation Store

Use Cases

»Changing the channel - messages in queue
»Conversations - fraud alert and survey
»Preserving contexts — web and mobile

»Mobile application development
»Presentation
»Context
»Integration

»Integration with Breeze
»Workflows
»Work assignment
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\ Platform

- Avaya Aura Experience Portal iy . E
w » Software platform for delivering Omni Channel @ —= 88
' Automated customer experience

» Expanded beyond just a Voice Portal solution

Orchestration Designer

» Application Development tool for creating Omni
Channel Automated Customer Experience
Applications and Dialogs

Voice Applications

Contextual
Managed Applications 3:06“@

Proactive Outreach Manager

Agent Assist

_ . Expert Assist
Intelligent Customer Routing Unified Experience

Business Routing Engine Orchestration
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&\\\\\7 Omni-Channel Interactions
/
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Orchestration Designer

Orchestration designer (and AAEP) support omni channel
communications.

Enables dialogs via email, SMS, mobile web in addition to Voice
and Video

Enables changing the communication channel from one to
another within a conversation

 Enables Omni-Channel: multiple channel interactions at once
- Enables data and contact center access from these channels

« Enables Communication Enabling of mobile applications
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Multiple presentation layers (voice, email, SMS, Web)
One Integration Layer

“"What is my

Order Status?’

Speech

“Your order
Shipped...”

k =)

Text

k E
E Mail

{
Mobile

Subject: Order Status

Your order 123 was
Shipped 11/25/13

©2021 Avaya Inc. All rights reserved.
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Business
Application
Running on
Enterprise
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(Application
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Multiple presentation layers (Voice, SMS, Email, Web)
One Integration Layer

©2021 Avaya Inc. All rights r
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2! Menu
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File Edit View Favorites Tools
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Welcome Tore
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Claim Followup

End Current Claim

Log Out

E’_. Problems | AT
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Application
u.

COCI v

[ http://localhost:8080/tlc_autosurance/deleteClaim?___ DDSESSIONID=D...

Messages | Call::uid_52

¢, RegistrationSMS [main.flow]

4 tlc_autosurance [main.flow] 52 %4 UpdateCS [main.flow]

——

MainMenu " - claimFollowup®

L»E Defaultd———»> & Net®——»> @
getUserData UpdateCS1 (Main
—»EE = accidentCIaimD——lE makeClaim®—

createClaim filling out®—

" - endClaim®

claim submittec

" - endSession®

—» .
—> 9 (getClaimProgress)
(deleteClaim)
> Next)_—I .
< | m
ﬁ Application Flow‘
blems Tasks Application Simulator S
Available Projects SMS Simulation

% RegistrationSMS
‘ Test_Ws

& tlc_autosurance
% tic_test_db

A& UpdateCS

& WalMart

f Web_play

Simulation Profile: [17203205B9

m

Enter SMS Message
2

Run Application [

End Application

)
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\V
N\ / Rendering Mobile Content in HTML 5

Y ot s S s @ GetPickuplnfo
AppRoot GetContextDate Greeting »—’ {E1  TextInput <name="PickupDate" type="date">
lL» {E1  Location Input <name="Location">
T hedule a Pickup® »> % Nextd>— s " " "
Ma.nr.\Menu %:a:::;:ck:g:;——] Ge\thnckuplnfo i E TEXt Input <name= leCode type: number">
tad {ocations —& Nead- =P Next <next form="Done">
Order Supp GetTrackingNumber
—a Nedtd———
GetLocations
L e
(Done)

00000 ATET = 1:23 7 % 89% >

Choice <name="Schedule a Pickup", next form="GetPickuplnfo")"> 1559204125 ¢

s

% Choice <name="Track a Package”, next form="GetTrackingNumber")">

'{} Choice <name="Find Locations", next form="GetLocations")"> Hide Fe&x
s

Choice <name="0rder Supplies”, next form="Done")">

eeeco ATAT &= 1:22 PM 7 % 89% mm> Date
135.9.204.125 (] Mar 18, 2015
Hide
Mx Use Current Location
Please select an option 39.917291174333755,-104.98638413327726
L= Schedule a Pickup
©
4th
15 Track a Package
o %
(223)
9 Find Locations 120th A
o £120th Av
? Order Supplies < ‘ T', ‘” [P
©
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Orchestration Designer:
Pluggable Data Connector Architecture

Simplifies integration for : Examples:

» Packaging complex web » Database & Web Services

services » Connectors to Breeze, Avaya
» Integrations for systems IC, AES, POM, ICR, Context
without web services, Store

» Connectors to 3rd party CTI or
ACDs (i.e. Genesys, Cisco,
etc).

» 3rd party systems

7 oDMQ |

Interface
7 N\

MQ
Connecto
r

» 3rd party backend services
(MQ, 3270, SMS, Fax, Email,

etc.)
a »

Drchestratio

Designer
Application
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Some of the Available Pluggable Data Connectors

» AACC Landing Pad Web » Web Services
Service - Axis 1.3

» AACC Treatments — Axis 2

» Avaya AES » Web Services (REST)

» Avaya IC » Database

» Intelligent Customer » Configurable Application
Routing (ICR) Variables

» Proactive Qutreach » Context Store
Manager (POM)

» Workflow/Engagement
Developer

» AAEP Outbound Call
» Notification (Email, SMS)
» Conversation Store
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&\\\\\7 What is Context Store?

A Breeze Snap-in that provides accurate, reliable and complete event based
contextual information to different systems.

- Allows companies to integrate different components with access to all
information so that representatives and other resources can provide fast
and accurate service for their customers.

- R
< ==
- =
- G
-

Context
Record
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&\\\\\7 What is Context Store?

Avaya Context Store helps create a consistent, personalized omni-
channel customer experience

Continuously share information in real-time across teams, systems,
process, and touch points

Provides centralized repository for data
« Instant access to date

- Simplified process for data tracking, collecting, sharing data

|
!
|
|
|

” -
” b -
—

Context Store

>
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&\\\\\7 What is Context Store?

Context Store is driven by requirements to:

« Identify the user and their needs, route to the most able or available resource
« Apply consistent self-service or assisted-service to customers
« Support the use of non-voice media

& ..... 3& ...... & ...... &

)

Context Store

8

M ariedng

99@9@

Caonact Cortler
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Touch Points

POM

EP

Agent

Survey

Mobile

What is Context Store?

lextStore

10.129.132.115 3035171421

Touch Point Activity Call Flow

Web

timestamp

tenantid
operation
groupld
contextld
touchpoint
data
routingld

version

Fri May 27 2016 07:43:00 GMT-0600 (Mountain Daylight
Time)

Read Context by contextld

3035171421
Web

Show / Hide
0

4

Settings

Submit

« Context Store can persist information to an External Data Mart and provide
customer journey information

AVAYA -
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\V
N\ Context Store Access

V] ¥ Context Store Connector

] K Web Services (REST)

Pluggable Data Connector
- Rest Web Services

Context Store Connector Configuration

o N a m e Va I u e Pa i rS Rest Service seﬁings , .
(Current) Service URL: https://localhost/services/CSRest/cs
¢ Com mon Keys to access Rest Service IP: localhost
° D e S i g n p a tte rn : [ Mark to use fake requests and to return simulated values
- Create context bonmaian O ?
- Pa SS key W i t h re CO rd S Rest Service Path: /services/CSRest/cs
U U I fo r Ca I I s Client side timeout/ms 500 2
U RL p a ra m ete rs fo r We b Context lease time/seconds 1200 2 [¥] Mark to use server default lease time

. Distributed in-Memory Data Grid ™™™’

AvmyAAvaya Inc. All rights reserved. EXPERIENCE AVAYA

Moscow




\ Conversation Store for Multi-turn Applications

Provides a simple mechanism to maintain application state between turns
of the dialog - creates a session on a session-less channel

Stores application variables in between SMS interactions.

Conversations have a timeout or lease.

Implemented as a Pluggable Data Connector you add to your message
application.

« Conversations can span modules
- SMS and Data only modules.

AVMvaya Inc. All rights reserved. EXPER|EI\ESS5 AVAYA




\V
N\ / Conversation Store Access

Pluggable Data Connector [

L Conversation Management

Variables to Save/Restore  [veibe

i conversationInfo survey
P I tt I t conversationlnfo surveyquestion
a e e e m S conversationlnfo surveyresponsetype
conversationlnfo surveyresponse
conversationInfo surveynextquestion
(> Data Access 0
Start Conversation

End Conversation

< m

Configurable Variable [ Addvaroble ] [ Deeteseictes

Variables in the conversation are saved once a conversation is started and restored

each time the application runs until the conversation is ended or times out. Simple,
Conversation Lease (seconds): [86400 complex, and complex Yarlable fields are ;upponed as well as golleﬂc’ugns. Variable

values are saved as a string, therefore, variables holding an "object” will not be

m m saved or restored.
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DATA Projects

€ Speech <f) Web <» Messag |52[)ata|

Data only projects

 No channel attached (ie. No voice, message, etc.)

« Enables creation of re-usable modules that work
across all channels

« Useful for creating functionality that is independent of
channels or is common for all channels

AVﬁyAAvaya Inc. All rights reserved. EXPER|EI\!;ISSE AVAYA




USE CASE: CHANGING THE CHANNEL

« Collecting Information in other channels:
“In order to complete your account information, we need your email
address”

« Other channels for faster or automated service:
“"The estimated wait time is more than 15 minutes - would you like to
continue with chat instead?”

AVMvaya Inc. All rights reserved. EXPER|EI\ESS5 AVAYA




&\\\\\7 Collect Email Address

Collect difficult information to collect (voice) using another channel (SMS)

v

» Voice: “In order to complete your account information we need
your email address. Can we send you a text message ..... %
» Voice: “A message has been sent to your smartphone, please reply
with your email address. I’ll wait for your reply ..... 9
» SMS: Msg from Gelson
Witte: Please reply
with your email
address so we can >
complete your
account information J
» Voice: “Got it. jhaich@gmail.com, is that right? ...... &

AvmVAAvaya Inc. All rights reserved. EXPER'%ES)E AVAYA




\V
N\ Collecting Email Address on Voice Call

>4 Yesd »» 75 1-Yes® »> @
GetEmailAddress No»—‘_.;endLinkToPhone 2-No (CorrectPhoneNumber)
) )
(MainMenu) (MainMenu)
> 1-Yesd——»d 8 Default® @ Net®————»> @
CorrectPhoneNumber 2 - No®— SendSMSLink SaySMSSent (WaitForEmailResponse)

—»>E Next® »> ;7 Default
GetPhoneNumber etPhoneNumber

»'E No input»»:,—b»@ No More Tries»—b»..f:g 1-Yesd>—»>E Nextd——
WaitForEmailResponse No match CheckContext Error®——— TryAgain 2 - No SayReplyWithEmail
0 - Agentd®— 404Error®—— Q
NoResponse»—L—f» Q (MainMenu)
—>® Defaultd— (WaitForEmailResponse)
rope 5@ Netd>—»>2: 1- Yesd—
SayGotlt ConfirmSMSResponse 2 - No®—

Moscow

Avm"-\vaya Inc. All rights reserved. EXPERIENCE AVAYA



Notification Connector — Send SMS

> Yesd »» 75 1-Yesd »> @
GetEmailAddress No»—\—gendLinkToPhone 2- No§>—\_ﬂ’> (CorrectPhoneNumber)
9 o}
(MainMenu) (MainMenu)
4 p%  SendSMSLink
4 X VLocalVariables
X savelD
> 1-Yesd——»d 7 Default s B Ty
CorrectPhoneNumber 2 - No®— SendSMSLink &, _SMS ("SMSLink’)
| o N> » R
R . T E Assign <WaitForEmailTries = "1">

|

= Message BOdy /

Enter the sms message body text. To insert a variable, use the Insert Variable menu item on the toolbar or the context menu.

Msg from Gelson Witte: Please reply with your email address so we can complete your account information -

Avm"-\vaya Inc. All rights reserved. EXPERIENCE AVAYA
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\V
N\ ContextStore Connector — Get Email Address

> Yes® »> 75! 1-Yes® »> @
GetEmailAddress NO»—\—gendLinkToPhone 2- No»—‘_’» (CorrectPhoneNumber)
o] ]
(MainMenu) (MainMenu)
AVAYA ntextStore
3035171421
Sort by key Sort by value
emailAddress

> No input»—]—»g No Mre Tries>————»] 1-Yesd—»dE Next®——
WaitForEmailResponse No match®— CheckContext Error SayReplyWithEmail
0 - Agent®
D
(MainMenu)
»> @ ponse)
(PopulateUUI) a8a. 2 =

»¥  Context Store <type="Get Data">
a ¥ Catch<*>
=) Next <name="Error" next form="WaitForEmailResponse">

AVMvaya Inc. All rights reserved. EXPERIENCE AVAYA
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\V
N\\/ SMS Application — Get SMS Response

4 Start>—»D 57 13—+ @ No m;%—b»g Default® »> @
AppRoot CheckType 1-5»:‘: Getl3Reply Next Setl3Reply (UpdateCSSession)
i —C) No match > Defaultp——
Session®
YesNo® Getl5Reply Next Setl5Reply
Notification® D& No match %) Default®——
Default»—m i SetMiscReply
%) Defautd®———+»> @
UpdateReply (Done)

»J—*»E‘T Default®—
SetYesNoReply

(CreateCSSession)
e a 3 Ty

(Done) »¥  Context Store <type="Put Data">

¥ Catch <*>
=) Next <name="Default" next f "Done">

AVAYA niextStore
3035171421

Sort by key Sort by value

emailAddress | jhaich@avaya.com

D 2N1AR Avava In~ All rinhte racaniad

Moscow
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\V
N\\/ Long Queue Time — Offer Other Options

« If queue time exceeds 15 minutes offer chat instead. Chat agents can handle
several contacts at a time typically.

Voice: “The estimated wait time is more than 15 minutes would you
like to continue with chat instead ..... i
Voice: “A link has been sent to your smartphone, please click on
that link to continue.....”
Tech Support: Hi! I'm Virginia, a
SMS: *;gr‘:j;/_‘conversive_com, Virtual Agent designed to answer
genavaya/ ¥ your questions.
TechChat.htm|?
name=.Jon&location= | Tech Support: Hi Jon, | see you are
Mangelsons&amount= : .
$948.108&reason=fraud having a problem with Mangelsons
B to the amount of $948.10. Let me
andle=jhaich&popup=t . _
rue bring in a CSR to help you.
Chat Agent: “How can | help you?” ‘J

Avmyl.\’-\vaya Inc. All rights reserved. EXPER'EPESS)E AVAYA




Long Queue Time — Offer Other Options

—»> 4 High EWTD 2@

ICRPoll Agent Not Available (OfferChatOption)
Default
& Next®————
OneMoment
>3 Yes® »> 72 1-Yesdp——»2}7F VerifyNumber®>—»> @
OfferChatOption No®— ContinueWithChat 2 - No®— SendChatLink Default®— (VerifyPhoneNumber)
-
> &
ment) —*>@ Next>—
SayChatLinkSent
»D 2 1-Yes®>——»> @
VerifyPhoneNumber 2 - No®—— (SendChatLink)
—DE Next®—————»» 7 Default
GetPhoneNumberCopy SetPhoneNumberChat

Moscow
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ICR Connector - Get Estimated Wait Time

—»® 57 High EWT
ICRPoll Agent Not Avail
Default®

GetDestination <variable="DestinationInformation2" Skill ID="CAVs:Skill">
a ¥ Catch<*>
E Assign <MyDestinationInformation:pollRefer = "false">

OneMoment

>t Yes® »2 75 1-Yesd——»2 LA VerifyNumber®>—»> @
OfferChatOption NO»—‘ ContinueWithChat 2 - No®— SendChatLink Default®— (VerifyPhoneNumber)

-

»> 9
—*>@ Nextd—

ment)
SayChatLinkSent

»D 72 1-Yes——»> @
VerifyPhoneNumber 2 - No®— (SendChatLink)

—DE Next®>————»® 7 Default
GetPhoneNumberCopy SetPhoneNumberChat

EXPERIENCE AYAYA
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Notification Connector - Send SMS

—»® 4 High EWTD i »> 9

ICRPoll Agent Not Available (OfferChatOption)
Default
& Next®———
OneMoment
> Yesd »> 72 1-Yesd———p}F VerifyNumbgrd—»2 @
OfferChatOption NO»—‘ ContinueWithChat 2 - No®— SendChatLink Default® (VerifyPhoneNumber)
—*>@ Nextd—

¥ Catch <*>

__— &, SMS ("SMSChatLink")

=) Next <name="Default" next form="SayChatLinkSent">

v Message Body

Enter the sms message body text. To insert a variable, use the Insert Variable menu item on the toolbar or the context menu.

http://abmi.conversive.com/genavaya/TechChat.html?name=_{mysessioninfo:firstName}_&location=_{mysessioninfo:translocation}_&amount=_{mysessionin

©2021 Avaya Inc. All rights reserved.
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USE CASE: FRAUD ALERT
Multi-channel Alert

O Based on an external input - fraud detected - an
record is inserted into a POM campaign. The campaign
then runs this through a strategy — SMS, Email, Voice

d This results in a 2-way SMS dialog, voice dialog or
email dialog.

O Based on results, this escalates to Voice.

d Components of the Solution
- Context store
- Proactive Outreach Manager
- Orchestration Designer
- Multiple Channels

AVMvaya Inc. All rights reserved. EXPER|EI\ESS5 AVAYA




Event Driven Notification - POM Web
Services

= Infinite Campaign Running in %
POM o

= Customer Fraud Alert System
Flags Charge
Customer

= Customer System Adds System
Information to Contact List using >
POM Web Service

= Customer System Add Contact to
Running POM Campaign Using
POM Web Service

» POM Campaign Contacts
Customer in Preferred Channel

Web Servicesg
HTTPS

pd
~

POM

©2021 Avaya Inc. All rights reserved. EXPERIENEISEE AVAYA




Integration with Engagement Designer - Workflows

DrogCalll

el

DropEvent
Receive

Event family: Call ¥
Event type: PARTICIPANT_DROPPED don’t recall

Event version: 1.0 +
Criterion: Call 8
Output schema: { “title" : "CallEvent”, "type” : "object”,

“propert... g
Y Deferred: false AddPapticip...

Che- ~
DropEvent Call
Discopnect ————————————Recall

Customer

Drops 1

(gg! P,

RecallNeeds

AVMvaya Inc. All rights reserved. EXPERIENCE AVAYA
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EP/OD First.

ED

Start Workflow Event

Application

OD Transfer Call with UUI

Application Worktlow

©2021 Avaya Inc. All rights reserved. EXPERIEM':lng AyAYA




EP/OD First —Start workflow

» Call comes into EP and OD answers the call collects data and
decides to start a workflow to continue the transaction

= Context can be passed 2 ways

= All context is in the event sent to ED/Workflow, OD supports 8 string
parameters that can be named as appropriate

= Context is in the context store and the context id is passed in a single
event parameter.

©2021 Avaya Inc. All rights reserved. EXPER|ENII1§E AVAYA




Workflow PDC

= To support the various integrations the pluggable data connector Workflow
(PDC) is available OD.

= Operations for context store access

= An operation to start a workflow

= An operation to send an event to a workflow

= Automatically adds the avayaContextld to the application

= At runtime, automatically stores the context id from either UUI or
request parameter into the avayaContextld variable.

©2021 Avaya Inc. All rights reserved. EXPER|EN§SSE AVAYA




type filter text

Workflow PDC UI

% Properties for UC1A_ODLaunchWFEvent

Orchestration Designer

Workflow PDC

©2021 Avaya Inc. All rights reserved.

. Resource [
Builders lGeneraI | Speech | Languagesl Pluggable Connectors | Web Descriptor
Java Build Path Available Connectors
> Java Code Style Category: lA" v]
> Java Compiler
Qg Enabled Name
Javadoc Location ™ §:L‘ AVP/AEP Configurable Application Variables
Orchestration Designer . Database
Project Facets [ e Notification Connector (Email, SMS)
Project References A Web Services (Axis 1.4)
Refactoring History A Web Services (Axis2)
Run/Debug Settings A Web Services (REST)
Server v & Workflow Integration (EDP/ED)
Subversion /
Task Tags ] )
- ' orkflow Integration (EDP/ED) Configuration
omca
S [] Skip mutual authentication for the EDP Platform and Context Store.
Enable The

Palette Items
for the
Workflow PDC

= Workflow

Get Context Data
Create Context
Delete Context
Delete Context Item
Set Context Item

& Start Workflow

[ Send Event

XD

EXPERIENCE AVAYA
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EP Tasks

= To support the various integrations two tasks have been added to
the Engagement Designer Palette under Experience Portal menu
group.
= Launch SMS Service:
= Task to start an OD SMS application
= Launch Email Service:
= Task to start an OD Email application

©2021 Avaya Inc. All rights reserved. EXPER|EN§SSE AVAYA




EP Tasks UI

Experience Portal .
Experience
- - the Engagement Portal Task
{ I Soee Designer Palette Properties
H Launch SMS Service properties ® ‘ }Amch Email Service properties x H
Label:[LaunchsMSServicell ® abeliLaunchEmailservicel] U
‘ ¥ Properties ‘ ¥ Properties
A\ From" |S the :I:i:c:ation Name: k } :rpopr:fatim Name: \{ }
number/address To: | | s { }
. 1 Message: | ‘ Cc: .
conﬂgu red on EP. el Gecodibils ] Bec: | |
“TO " IS the use r’S Application Parameters:[ } Subject: [ ‘
. Context ID: \ | Body: L l
number or emall Timeout (seconds): { |
Application Parameters: | |
Context ID: [ ]
» Repeated Execution » Repeated Execution

e

©2021 Avaya Inc. All rights reserved. EXPERIENCE Aygt\YA
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Conclusion
Q

= Avaya provides a platform for Omni-Channel
Interactions

= Orchestration Designer provides a framework for
managing user dialogs across these channels

= Orchestration Designer provides a mechanism to
“change the channel” of communication

= Context Store provides a powerful mechanism to
collect and propagate context about the contact and
Interaction

= This solution can "Communication Enable” Mobile
applications

= Integration with Breeze enables seamless Self and
Assisted solutions

©2021 Avaya Inc. All rights reserved. EXPERIEN':;ISEE AVAYA




