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Interactive Voice Response

Interactive Voice Response (IVR) enables human-computer interaction for inbound
(required) and autodial (optional) campaign calls. IVR scripts can range from simple
announcements to complex multi-prompt customer service menus that can perform
many functions, such as these:

Route incoming calls according to the availability of agents or skill groups
Transfer calls to a third party or voicemail when agents are not available
Provide instructions to callers

Search for contact records

Assign data to variables

Interactive Voice Response is available in these options:

Visual mode: Visual IVR is an optional feature in your Virtual Contact Center. For
more information, contact your Five9 representative.

The Visual IVR feature is an self-service interface that enables you to provide on
your Web site a visual interface on any device, such as a smartphone. This
interface enables your callers to click or touch menu items without having to
listen and respond verbally to each option. To interact with an agent, callers can
choose among the contact options that you offer, such as phone, Five9 Email,
and Five9 Chat. To integrate Visual IVR in your workflow, see Visual IVR Scripts.

Voice mode: The conventional voice mode enables you to use recorded
messages as prompts and to create prompts specific to your needs. You can use
a text-to-speech builder and speech recognition. For more information, see
Adding Prompts and Speech Recognition Grammars.

Touch-tone keypad mode: The default mode enables customers to use a touch-
tone phone to interact with your company.

You can use a script in several campaigns, you can link small scripts to create a large
one, and you can use several scripts in the same campaign. You can export and import
IVR scripts to create a customized version for a different campaign. You can access IVR
information in reports. IVR scripts can contain diverse components, such as speech
recognition, linked modules, and variables.

ed
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Visual IVR Scripts

Five9 Visual IVR is an optional feature of your Virtual Contact Center that provides to
your mobile customers an alternative to voice-only IVR flows. For more information,
contact your Five9 representative.

Benefits

Implementation

Reports

Use Cases

Planning Your Implementation

Preparing Your Inbound Campaigns
Integrating a Visual IVR Script in Your Web Site
Preparing Visual IVR Scripts

With Visual IVR, you can convert complex voice IVR prompts into a convenient visual
flow that improves customer experience. You can use Visual IVR scripts in many cases,
such as these:

e Viewing and paying a bill.

e Obtaining information, such as searching an FAQ.

e Requesting customer support.

e Changing hotel or restaurant reservations.

e Associating skill groups with campaigns to transfer Visual IVR transactions to the
chat sessions available to the skill groups.

e Pass data, such as location, customer’s information, and product information

Benefits

When callers use a mobile device, the convenience of navigating through such a visual
IVR flow results in these many benefits:
e For your business:

° Self service results in fewer calls when you implement Visual IVR on Web
pages that customers reach to obtain support, such as billing and FAQ
pages.

° Fewer calls are abandoned when compared to traditional voice IVR flows.
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Implementation

° Fewer calls are transferred to agents because callers can provide precise
context due to the choices available in the IVR flow.

° First-call resolution is increased because agents can communicate rapidly
and efficiently with customers by callback, Five9 Chat, or Five9 Email.
° Style and language in the Visual IVR are consistent with your brand and
customer satisfaction criteria.
e For callers:
° Self service is available at all times regardless of the device and location.

© Callers can choose the contact method by your agents without waiting on
hold when the voice option is not convenient.

Implementation

Visual IVR is simple to implement and manage by using the same drag-and-drop tools
that you are already using for voice IVRs. Depending on your configuration, Visual IVR
may include estimated wait time, callbacks, Five9 Chat, Five9 Email, and Five9 Visual
Customer Feedback. At the end of the Visual IVR flow, Five9 Visual Customer Feedback
helps you to measure customer satisfaction when the customer’s sentiment is most
relevant and accurate.

Reports

Easy-to-use survey options and out-of-the-box reports enables you to monitor how
your customers feel and resolve problems. With real-time and historical reports,
administrators and supervisors can easily monitor the results and refine the Visual IVR
flows.

Use Cases

¢ Planning Your Implementation

e Preparing Your Inbound Campaigns
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Use Cases

¢ Preparing Visual IVR Scripts

¢ Preparing Visual IVR Scripts

Contacting Customer Support

This example shows a typical Visual IVR flow in which a customer contacts Five9 to
discuss an issue with an agent. In this case, the caller choose to be contacted by phone
by an agent.

1, 1-800-553-8159 Get Support Contact Us

Flve9 Productsv  Solutionsv  Servicesv Customers Partnersv Resourcesv  About Us v Q SRR Login v

Five9 Customer Success
and Support

Prompt Issue Resolution with
Continuous Guidance

Get Online Support

Every Customer Receives Core Support

After clicking the contact button, the caller is led through a series of visual prompts.
Each figure below shows how the caller progresses rapidly through the Visual IVR.
When the caller closes the window, an agent who has the appropriate skill will return
the call within one minute. Each IVR page is displayed on the entire screen of the
customer’s device.

\

Less than a minute

For the IVR modules used to create this flow, see Creating Visual IVR Scripts.
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Use Cases

Creating Multilingual Elements

You can combine elements to offer dynamic menu options, such as language
preference or a custom list of routing options based on skill preference or customer
status. A custom tag enable you to render your desired look and feel based on the JSON
response received from these Visual IVR modules:

e Get Digits e Play
e |nput ¢ System Info
e Lookup ¢ Voice Input
Contact
Record
e Menu

The graphic below lists the process flow for creating and using these Visual IVR features
to create multilingual elements and the dynamic menu options listed above for your
Visual IVR routing solutions.

Danny Lee

FrLcom Lew 20 Seville C1, Pincle , CA S2560

Sergel Brinn

E8388 com Birinn 1234 Aspes D, | San Ramon , CA 8175

Rabert Tailar

FTTTE com Tailor 4121 Main St New York , NY 21182

Arthur Lejeron

585 com Lejaron 40 Ess Postols Dr, Sen Franciscs ...

Cancel
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Planning Your Implementation

Planning Your Implementation

Before creating IVR scripts, you need to evaluate your strategy so that you can

maximize the benefits of Visual IVR. This figure shows the steps, starting from the lower
left.

Q N
H" ) %{Q

Assign roles for the Test the effectiveness
implementation process. and benefits

Decide the best approach
to implement Visual IVR
on your Web site. Promote and release
your Visual IVR.

Evaluating Your Current Strategy
To decide the best approach to implement Visual IVR on your Web site, you need to
review your current self-service and mobile strategy. Start by answering these

questions, but be sure to add any others that are important to your brand and
customer satisfaction criteria:

e What are your goals?
e Do you use a self-service voice IVR?

e Do you have usage data about customer visits to your Web site?
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Planning Your Implementation

e Do multiple groups in your company use or are considering using a Web self-
service IVR?

Once you know the answers, you can create an overall plan.

Assigning Implementation Roles

Visual IVR is hosted by Five9. You only need to enable campaigns and configure your
Web site. Several members of your organization need to collaborate in the
implementation:

e VCC administrator:

° Creates scripts specifically for Visual IVR or modifying existing voice IVR
scripts. For more information, see Preparing Visual IVR Scripts.

° Enable new or existing campaigns for Visual IVR as follows:
— Associate the IVR script in the campaign.
— Set the nuber of ports available for the Visual IVR.

— Configures one or more schedules. For more information, see
Preparing Your Inbound Campaigns.

e Branding and Marketing:

These teams decide the look and feel of the Visual IVR and its location in your
Web site. You may choose among several themes and modify these themes if
needed.

¢ Product Development:

This team integrates the Visual IVR in your Web site. For more information, see
Integrating a Visual IVR Script in Your Web Site.

Testing the Visual IVR

Before releasing the Visual IVR, you need to test its effectiveness. On the Internet, you
can find tools that can help you to understand the value of a Visual IVR and how to
optimize it for your business.

1 Add access points, such as a links or buttons, in multiple locations on your Web
site.
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Preparing Your Inbound Campaigns

2 Compare the results of the access points.

Start by using these criteria, but be sure to add any others that are important to
you, for example:

° Most clicks, which indicates the highest number of started self-service
flows.

° Most completed self-service flows.
°© Most agent callback, chat, or email requests.

° Most positive feedback.

3 Use the results to set one or more access points for the production release.

Releasing the Visual IVR

When you are ready to release the Visual IVR into production, promote, release, and
monitor the results.

1 Promote the new self-service feature.
2 Capture feedback and analyze reports.
3 Use the feedback that you obtain:

° Target specific customers.

° Refine your business processes, Web site design, and Visual IVR scripts.

° Train your employees to interact effectively with callers who are using a
visual flow.

Preparing Your Inbound Campaigns

This section describes the required campaign configuration. To set these options, see
Creating IVR Schedule Rules in the Campaign Administrator's Guide.
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Visual IVR Scripts

Preparing Your Inbound Campaigns

Enabling the Visual Mode

To enable an inbound campaign, check Visual Mode in the IVR schedule of the
campaign properties. Depending on your campaign configuration, your customers may
be able to choose between voice or Visual IVR paths. When a campaign is configured to

use voice and visual prompts, visual prompts take precedence over voice prompts as
follows:

e If you enable Visual IVR, the HTML text entered in the Visual IVR Page tab of a
module that supports visual prompts overrides all other prompts.

e |f Visual IVR scripts do not exist, standard prompts are rendered visually in HTML
unless the campaign contains only recorded prompts files, which cannot be
rendered visually.

Enabling National and International Callbacks

To enable your agents to return calls associated with a Visual IVR, you must enable at
least the first feature.

1 To enable the callback option in Visual IVR sessions, check Visual Mode in the
IVR schedule of the campaign properties.

By default, the Callback option is enabled. You may now return only in-country
calls.

2 Toreturn international calls associated with IVR and Visual IVR sessions, check
Allow collection and callback of international numbers in the Queue Callback
Tab of the Skill Transfer module (see Queue Callback Tab).

Depending on your business, callers may request a callback to an international
number. To reduce phone charges, this option enables you to select whether to
include or exclude international phone numbers from callback options. If you do
not enable this option, you cannot return international calls.

Securing Your Visual IVR Pages

A Cross-Site Request Forgery (CSRF) attack occurs when a link or script is added to a
page in a Web site where the user has been authenticated. Because the user is trusted,
the attack is insidious. The element or page contains a link or script that, if clicked,
redirects your customers away from your site. For more information about this subject,
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Preparing Your Inbound Campaigns

see Clickjacking Defense Cheat Sheet. For information about the supported browsers,
see Application Notes in the Technical Requirements Reference Guide.

The Five9 Web Page Security feature prevents malicious pages from being embedded in
a frame in your Web site. By restricting access to your Web pages, you can prevent
unauthorized commands, which protects your customers and your business.

Important

To prevent malicious framing of a Web page, you must use the x-Frame-
options HTTP header with the value appropriate for your business. The
command is ignored if you place it in an http-equiv meta element of the
page.

Example

Sarah is starting a Visual IVR session at your Web site. She enters required
information in text fields. In another browser tab, Sarah opens a page at
another Web site. She does not know that this page is harmful. On that page,
she clicks a fake element, which sends a request to cancel the Visual IVR
session. The session is canceled. Sarah cannot receive the service that she
expected from your company.

In the IVR schedule properties, select an X-Frame-Options header option to allow the
correct page to be displayed in a frame:

e DENY: Cannot be displayed even if the frame is located in the same domain as
the page. You cannot start a Visual IVR script with this value in the iframe. Use
this value if you do not need to place a Visual IVR link in an iframe. This option
provides the most security from attacks.

e SAME_ORIGIN: Can be displayed only if the frame is located in the same domain
as the page. This option is mostly for internal uses because customers cannot
access internal Web pages.

Example

The HTTP header of http://shop.example.com/confirm.asp contains
X-FRAME-OPTIONS: SAME ORIGIN.Any frame in the
http://shop.example.com domain can be displayed.

e ALLOW_FROM: Can be displayed only if the frame is located in the domain that
you specify in the field.
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Example
The HTTP header of http://shop.example.com/confirm.asp contains
X-FRAME-OPTIONS: ALLOW FROM https://partner.affiliate.com.

The page may be framed only by pages in the
https://partner.affiliate.com domain.

Using the Visual IVR URL

You can test and customize the link at the bottom of the DNIS tab of the campaign
properties. This link enables you to create a Visual IVR session, which opens a Visual
IVR flow in your browser. You can test the flow of any script associated with the
campaign. The URL is generated specifically for each campaign. The link is in this
format:

<base_url>/<domain_ id>/campaigns/<campaign id>/new ivr session

base_url: http://api.five9.com/ivr/<Visual IVR API version>

domain_id: ID of your domain

campaing_id: ID of your campaign

Example
http://api.five9.com/ivr/1/12345/campaigns/123/new ivr session

Terminating the Visual IVR

At the end of the Visual IVR flow, you may add the caLLBACK URL parameter if you
want your customers to see a specific page. The optional parameter does not refer to
callbacks or callback reminders but to any of the possible available methods to contact
the customer, such as a specific Web page at your site, an email form, or a chat session.

Example
http://api.five9.com/ivr/1/12345/campaigns/123/new ivr session?
CALLBACK URL__=http://www.myEmailForm.com
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Integrating a Visual IVR Script in Your Web Site

To use a Visual IVR script, you need to customize the script to start Visual IVR and a
button or link to a Web page so that the customer can access the Visual IVR. Start by
copying the code from these files:

IVRLaunch.js
vivrContainer.html

Customizing the Script

Follow these steps to add the script to your Web site and to customize it.

1 Include the IVRLaunch.js script in your Web page by using a script tag.
<script src="/<PathToFile>/IVRLaunch.js"
type="text/javascript"></script>

2 Customize the file with your domain, campaign, and messageError properties:
var IVRLaunch = {
host: "api.five9.com",
version: "ivr",
domain: "<My Domain>",
campaign: "<My VIVR Campaign>",
layout: null,

messageError: "<div style='height: 49px; display: table-cell;
vertical-align: middle; font-weight: bold; font-size:
30px; '><Please call us at +1 888.888.8888></div>"

i

3 At the bottom of the file, locate vivrContainer.html in the method named
IVRLaunch.init ().

4 The script uses vivrContainer.html to present the VIVR content to your
customers. You can modify the CSS as needed.

5 Add the path to the file in your Web site:

/** Load the Visual IVR container */
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$.get ("/<Path To File>/vivrContainer.html" + "?seconds=" +
(new Date()) .getMilliseconds(),

function (data) {IVRLaunch.layout = data;}

Adding a Button or Link to a Web Page

Place a button or link on your Web site to check if Visual IVR is available and, if so, to
start a session. The script looks for checkvIvr, which is case sensitive. For example, this
button uses Bootstrap CSS classes:

<a id="checkVIVR" class="btn btn-large btn-primary">Contact Customer
Support</a>

Customizing the Visual IVR Page

Follow these steps to customize the presentation of your Visual IVR page:

Note
You must be a developer to modify the CSS.

1 In VCC administrator application, open the campaign properties for the VIVR
campaign that you want to modify.
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2 Click the IVR tab, then double-click the schedule rule.

@

General

IVR Prompts
IVR Schedule

Name Day/Schedule
Default Sun-Sat
Add Remove

Outbound Skills

All day long

Transcripts DNIS Call Survey

Dispositions Connectors Worksheet Script E-Mail

(BMT-06:00) America/Denver, MDT

Voice Visual Chat EMail
@ Yes @ Yes @ Yes @ Yes

IVR Script
/& support

Parameters

Apply Cancel

3 In the Channels section, click Details next to Visual.

4 Click CSS next to the CSS theme drop-down list, and edit the CSS as needed.

®

Skill Transfer Options:

+ Callback Chat

Csstheme: a

Web Page Security.

X-Frame-Options header

DENY

er Feedback Email
css
cancel

You may use the default settings or upload a file.
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(]

/* Class ui-disabled deprecated in 1.4. -disabled not supported by IEE so we use [disabled] */

ui-disabled,

ui-state-disabled,

button[disabled],

ui-select ui-btnui-state-disabled {
filter: Alpha(Opacity=30);
opacity. .3;
cursor: default important;
pointer-avents: nomne;

}

I* Focus state outline

ui-bincfocus,
ui-btn ui-focus {
outline: 0;
}
/* Unset box-shadow in browsers that don't do it right */
ui-noboxshadow ui-shadow,
ui-noboxshadow u-shadow-inset,
ui-noboxshadow .ul-overlay-shadow,
ui-noboxshadow ui-shadow-icon ui-bin:after,
ui-noboxshadow .ui-shadow-icon .ui-btn:after,
ui-noboxshadow ui-foous,
ui-noboxshadow uibtn:focus,
ui-noboxshadow input:focus,
ui-noboxshadow ui-panel {
-webkit-box-shadow: none important;
-moz-box-shadow: none limportant;
box-shadow: none limportant;
}
ui-noboxshadow ui-btn:focus,
ui-noboxshadow .ui-focus {
outline-width: 1px;
outline-style: auta;
}

5 When done, click Save, and OK.

Preparing Visual IVR Scripts

Default Upload File..

Cancel

You use IVR scripts for voice, visual, or both types of flows that contain voice and visual
prompts. You can create specific Visual IVR scripts and convert existing voice- and digit-

based scripts to Visual IVR scripts.

Choosing Modules

With Visual IVR flows, you can use most modules, and you need to understand the

differences between voice and visual flows.
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Available Modules
This table contains the modules that can be used in Visual IVR scripts.

Customer Interactionl General IVR Flow2
e Get Digits e Case

e |nput e Contact Update
e Lookup Contact * Foreign script
e Menu e Hangup

e Play ¢ |f/else

e Query e |terator

¢ System Info e Set DNC

¢ Voice Input e Set Variable

e Skill Transfer
e Update system info

IThese modules contain a Page tab where you can add prompts that are rendered visually in
HTML.

2These modules can be connected and branched, and obtain or update information.

Modules with Collapsible Prompts

A few modules have an option named Collapsible that is used to concatenate all the
prompts in the module whether they are played (voice) or displayed (Visual IVR).

When this option is enabled, callers see at once all the prompts in the same window.
When this option is disabled, callers hear or see each prompt after performing the
requested action.

You may add these prompts in the Prompts and Page tabs of these modules:
e |nput ¢ Play

e Menu ¢ Voice Input

Modules that Accept Images

Full-size and thumbnail images added to Visual IVR scripts can improve your branding
or help to describe a service or product. You can add images to these modules:
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* Get Digits e Play
e |nput e Query
e Lookup Contact e System Info
Record
e Voice Input
e Menu

You may add image files to the Page tab by specifying a URL or by adding the images as
variables. When using variables, you can add the image to any variable group, and the
name of the variable is arbitrary. The value of the variable must be the valid URL of an
image. However, you cannot add links to images.

Example
You may use this functional URL to test your variable in a Visual IVR script:

var = MyCav.str
value = http://www.joelonsoftware.com/pictures/unicode/ascii.png

Example

This menu enables the customer to see a preview of an event, which facilitates
the customer’s decision. Each image is added to the Menu module.

€ Rack Available Albums

Please ssloect 8 show:
Broken Bells
Broken Belis 'D
Warning
Hot Chigp 9
Wolfgang Amadeus Phoenix ©
Phoenix
Of The Blue Colour Of The Sky ©
QkGo
Elephant
The While Stripes (’

Cancel
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Creating Visual IVR Scripts

This section contains the modules used to display the HTML pages shown in the
example at the beginning of Visual IVR Scripts.

Actons Smpt Help

EEPPARE O IEEEHLHTRMN2DE LB B

= s
Input Module

Lookup Contact Record Module
First Menu Module

Skill Transfer Modules

Second Menu Module

Phone Branch

Chat Branch

Email Branch

Input Module

This module is used to show two prompts (account number and domain ID) on the
same HTML page instead of sequentially as they would in a conventional voice prompt.
For more information, see the Input Module.
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123account

DomainID

595

Preparing Visual IVR Scripts

Enter Account Number Next

Cancel

1 On the General tab, enter this information:

°© Module Name: Enter the text that you want your callers to see in the
heading of the IVR window, for example: Enter account Number.

° Collapsible: Enable this option so that both prompts appear to callers the

33

Interactive Voice Response (IVR) ¢ Administrator’s Guide



Visual IVR Scripts

same HTML page.

Preparing Visual IVR Scripts

&

General

®

Prompts

[ Collapsible

Events

Confirmation Page Text Disposition

The Input Module can be used to analyze spoken caller input or DTMF for short phrases based on pre-defined grammars for numbers, credit cards, zip
codes, social security numbers, phone numbers, dates, time, and Boolean (Yes/No) phrases, so that the call will follow the appropriate branch in the IVR

application
Module Name: Input18
Variable: _BUFFER_
Grammar: boolean
Properties:
Appl Property
¥ language enUs
z y 1
% n 2
Edit
Additional Returned Values:
Return Key
SWi_iteral <Ignore>
Confidence Level <Ignore>

Max Attempts:
DTMF Help Button: <None>
Record User's Input as Audio File

Value

Variable to Save Value

Cancel

Save

2 On the Page tab, add and configure as HTML the options that appear to callers
on the same HTML page in the Visual IVR script.

Both prompts appear in the list of prompts.

® [x]
General Prompts Events Confirmation Page Text Disposition
Header:
Type Text / File Name
Text Test Your Account Number
Text Text Domain 1D
Add - Remove Edit Up ert to ML Prompt
Body:
Type Text / File Name
Add - Remove Edit Up Convert to ML Prompt
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3 On the Prompts tab, add voice prompts that are similar to the visual prompts for
callers who are not using a mobile device.

® (=]

Count: 1

Prompt

< Interruptible

Type Text / File Name
File Bank-Demo
File Fived Greeting
Add - Remove

Lookup Contact Record Module

This module is used to search the database for the callers’ information to present the
most appropriate prompts. Use the most appropriate search method, such as Use Call
Attached Contact Record. This module is not visible as HTML prompts to callers.

First Menu Module

This module is used to list the options available to callers. Each option is a branch in the
Visual IVR script. If you have more than one level of options, you can link multiple
Menu modules. For more information, see the Menu Module.
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Connection Problems
Voice Quality

Reporting Issue
Supervisor App Issues

Other

Preparing Visual IVR Scripts

Tell us yourissue Next &

Cancel

1 On the General tab, enter this information:

° Module Name: Enter the text that you want your callers to see in the
heading of the IVR window, for example: Tell us your issue.

© Collapsible: Enable this option so that all choices appear to callers on the

same HTML page.

°©

Module Name:

Collapsible

Max Attempts:

on Choice:

General  Branches Prompts  Events  Confimation Page Text Disposition

The Menu
the IVR application.

Auto-generate DTMF

Save Value in Variable:

Save Confidence Level

Choice

Tellus yourissue

Match

p

DTMF

that the

Visual Mode Thumbnail Action

save | Cancel
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2 On the Branches tab, create a branch for each choice, in this case:

o

o

o

3 On the General tab, add an exit option for each branch.

Connection Problems
Voice Quality
Reporting Issues
Supervisor App Issues
Other

LY

General Branches Prompts Events  Confimation Page Text Disposition

Branch Name

Supervisor App Issues
Other
No Match

Add R

save

Cancel

)

[x]

Module Name:

7 Collapsible

Max Attempts;

General  Branches Prompts  Events Confirmation Page Text  Disposition

the IVR application

Tellus yourissue

7 Auto-generate DTMF

Save Value in Variable:

Save Confidence Level

on Choice:
Choice. Match DTME Action
Connection Problems Appr <Auto> Branch Connection Problems
Voice Quality Appr <Auto> BranchVoice Qualty
Reporting Issues Appr <Auto> BranchReporting Issues
Supervisor App Issues Appr <Auto> Branch:Supervisor App Issues
Other Appr <Auto> BranchOther
Add Remove Edit up

Visual Mode
No
Yes
Yes
Yes
Yes

@ The Menu Module can be used to analyze spoken caller input and compare it to expected phrases, so that the call willfollow the appropriate branch in

Thumbnail

Save Cancel

customers.

4 On the Page tab, add and configure as HTML the options that appear to
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General Branches Prompts Events Confirmation Page Text  Disposition

Type Text/ File Name

¢
¢

xt Text Reporting Issue
¢ Text Other
¢ Supenvisor App Issues

Add v

Type Text/ File Name

Add v

5 On the Prompts tab, add voice prompts that are similar to the visual prompts for
callers who are not using a mobile device.

Skill Transfer Modules

This module is the only transfer module that you can use in Visual IVR scripts. You need
to transfer the callers’ requests to skill groups. Each branch is connected to a skill
group. The configuration of each skill transfer module is not specific to Visual IVR
scripts. This module is not visible as HTML prompts. For more information, see Skill
Transfer Module.

Second Menu Module

If the contact options, such as phone, chat, and email, are the same for all the possible
issues, you can connect all Skill Transfer modules to a single Menu module with three
branches.
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Contact Me Next &
Connect with me at:
Your phone number
Contact Me
Cancel
Phone Branch
This branch contains four modules.
Visual IVR Module
Sozal: “* Input Module
— This module enables the customer to enter a
sendena callback phone number.

Cancel
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Visual IVR

Estimated wait time

Less than a minute

Cancel

Module

“” Play Module

This module shows the estimated wait time
obtained from a call variable such as
Call.hold_time.

Have a nice day!

Thank you.
We appreciate your business and loyalty.
Have a nice day!

“” Play Module

This module contains a message in HTML
format for callers. You could also add the
message as HTML text below the estimated
wait time and omitting this module.

D) & Hang Up Module

General  Disposition

The Hangup Module can be used to represent the end of an IVR Script,
disconnecting the call or retuming the call to the foreign script that invoked the
IVR Script
Module Name: Hangupd
7 Overwrite last module's disposition
If the script is called from other script
 Retumn to calling script
Set IVR.emor_code to:
® Constant 0 SUCCESS
Variable

Set IVR.emor_desc to:

Save Cancel

When the customer closes the window, this
module terminates the IVR session and
assigns a disposition to it.

Chat Branch

This branch contains a Play module with an estimated wait time and a message, such as
Please wait for an agent.
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Email Branch

This branch is similar to the Phone branch. An Input module enables the customer to
enter an email address. A Play module shows an HTML message with an estimated wait
time. The Hang Up module ends the session and assigns a disposition.

Converting Voice- and Digit-Based Scripts into Visual
IVR Scripts

By combining several of these modules in your existing IVR scripts, you can simplify
your IVR scripts:

e Play e Menu
e Get Digits ¢ Voice Input
e Input o Skill Transfer

Visual IVR: Input vs GetDigits

Script for entering an integer, checking min and max limits, and adding a confirmation dialog:

anpe]
it Fuskl ’_.@
a o
Faay 14 e e )
[wm] II = = !
i 1. -
— o L
o a

The same functicnality with Input module; |7 Sl —

Toa it el L b9 D Do e P02 B S G O v et o 3 -Brired
B e e i I S e ]
oo (v e e et Te o = felos P oare et ¢ T R o
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i o
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Visual IVR: Menu vs GetDigits .& Case Modules '

A BEOE R LW e e

Using Menu:
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Five9 Engagement Workflow

Five9 Engagement Workflow enables you to harness the power of either or all of the
Five9 Rules Engine Module and Natural Language Processing (NLP), Query Module
JSON responses for parsing, or SFDC Einstein Module capabilities to enhance your
email interaction routing. More information about Five9 Engagement Workflow can be
found in the Digital Engagement Administrator's Guide.

Five9 Engagement Workflow begins with your IVR script. In the simplest form, you can
enhance email routing with such things as: call attached variables, contact profile
information, disparate database lookups, or SFDC Einstein engine functions.

You can augment your routing decisions further by using NLP to determine such things
as customer sentiment and urgency. Beyond this, you can filter spam from your
distributed email interactions while recommending a next best action for relevant
email interactions by scouring the email body.

Configuring Engagement Workflow Templates

Five9 provides many templates to help with your IVR design. You can find these
templates in the Five9 VCC Administrator application in the IVR Scripts > Service
Scripts subfolder.

You can open example IVR scripts, as view only, or copy as a basis for your new script
generation. Example IVR scripts are to be used for text (chat and email) interactions
only.
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Five9 Engagement Workflow

E3 VR Scripts
B3 service Scripts

@ EXAMPLES. Fived..
@ EXAMPLES. Fived..
@ EXAMPLES. Five9..
@ EXAMPLES. Fived..

@ EXAMPLES. Fived

@ EXAMPLES. Fived..

@ EXAMPLES. Fived

@ EXAMPLES. Fived..
@@ EXAMPLES. Five9..
@ EXAMPLES. Fived..
@@ EXAMPLES. Five9..

Configuring Engagement Workflow Templates

ChatRoutedBySenderDomain
ChatRoutedBySubject

Einstein
EmailRoutedByEinsteinintent
EmailRoutedByEinsteinSentiment
EmailRoutedByMainRecepient
EmailRoutedByNLPCategory
EmailRoutedByNLPSentiment
EmailRoutedByNLPSpamDetection
EmailRoutedByRulesEngine
EmailRoutedBySenderDomain

@ EXAMPLES. Fived..NLP ¢ View Properties of EXAMPLES. Fived. EmailRouted
9 Fived NLP Remove EXAMPLES. Fived.EmailRoutedBySubject
@ Fived Rules Engine
@ SFDC Einstein
£3 Misc IVR Files Edit

<¢ Create Duplicate of EXAMPLES. Fived. EmailRouted...

Y S

Your copy of an example template enables you to easily populate your specific contact
center details, such as data lookups, queues, and, in this example, email routed by
subject.

L
Actions  Script  Help

OEPPARDOAPBEIDATFENBRLILOLS SR8

TransterTo End

To further categorize your engagement workflow routing and reporting, you can assign
a custom disposition to your hangup module for engagement workflow interactions.
You must have, or create, matching disposition values in your VCC and Text Channel
Administrator (SCC) applications. Depending on your Unified Dispositions setting, the
rule engine will use either your VCC or SCC disposition for these interactions. This
enables your IVR script to recognize and assign the custom disposition value in the
hangup module. For more information about creating and assigning disposition values,
see the Basic Configuration Administrator's Guide.

You can find more detailed information about Five9 Engagement Workflow, NLP, Five9
Rules, Unified Dispositions, or SFDC Einstein in the Digital Engagement Administrator's
Guide.
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Implementing IVR Scripts

This section describes how to configure and use IVR scripts.

Managing IVR Scripts
Managing Variables
Adding Functions
Adding Prompts
Selecting Dispositions
Using Recorded Files
Importing Scripts

When creating your IVR scripts, be aware of these limits:

e Maximum number of times that a script may enter any module during a call =
1000.

e Unlimited number of sub-scripts may be contained in a script.
e Maximum number of times that a script may call another script = 100. Each time
that a script calls another, the counter increases by 1. The system does not

differentiate between the same or different scripts.

¢ Maximum execution time for each script = 1 hour.

Managing IVR Scripts

This section describes how to manage IVR scripts.

Creating IVR Scripts

Duplicating IVR Scripts

Creating IVR Templates

Configuring IVR Modules

Updating IVR Scripts

Exporting and Importing IVR Scripts
Scheduling IVR Scripts in Campaign Properties
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Creating IVR Scripts

Before creating IVR scripts, plan your IVR flow, see the Flowcharts, to determine which
modules to use and how to connect and configure them. You will now be ready to
create the flow for a test campaign. After testing, use the export function and add it to
your production campaign.

1 Inthe Navigation pane, right-click IVR Scripts, and select Add IVR Script.

) (=] {a]x]
Actions Options View Help
- @ X P D 2 Y
@ Fiveapdm11 IVR Scripts
£ users IVR Script |

£ User Profiles

Basic v
£ Agent Groups

£ skills blank ol
£3 Lists Deb

£ Contacts DebTes
£ Dispositions Dibyenc
E3 campaigns Dibyenc

£ Campaign Profiles

errar
E Workflow Biles

& F S Srotasll GGG GGG

= Fiff
£ Pro <p Add IVR Script ImportE
£2 conn &< Remove IVR Script(s) Jasmin
£ call variables JSONE
£ Reason Codes Kelly sc
Kelly Sil
Pedro_l
m ==

2 Enter the name of the IVR Script.

3 Click OK.

Duplicating IVR Scripts

If you duplicate the IVR Scripts, all modules and their relationships are copied.
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1 In the navigation pane, right-click a script, and select Create Duplicate of
<name> .

All properties are copied to a new object called <original object name> - Copy.

The Property window of the duplicate object opens.

®

[x]

General Misc  Stats

6 Support - Copy

Description

Copy of IVR Script "Support”

IVR Builder oK

Edit

Cancel

2 Fill in the required fields.

Creating IVR Templates

You can create a template from any IVR script to more efficiently copy and share
repeatable processes or procedures. Template ownership is assigned to the
administrator creating the template. You can choose to allow other administrators to
copy the script or permit only yourself this privilege. Once the script has been assigned
ownership it is stored in the Service Scripts folder of IVR Scripts to be identified among

the other reusable scripts in your VCC.

To create an IVR template, follow these steps.

1 Right-click or double-click to access the properties of the IVR script from which
this template will be made.
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2 Inthe Misc tab, select icons to associate with this IVR template.

@ Virtual Contact Center - Administrator v13.0.406 El El lzl
Actions Options View Help
-+ X PO 7 =]
|l Users
£3 user Profiles General Misc  Stats
£3 Agent Groups
£3 skills Shortcut for using in Foreign Script Module monstrates
3 Lists monstrates
B3 Contacts Toolbar Icon (24x24) 0 Load File monstrate
3 Dispositions )
. n of email
£ campaigns
: 3 Icon in Script Editor (32x32): Load File monstrates
£ campaign Profiles P
3 workflow Rules monstrates
B3 VR Scripts monstrate
€, Anon Icon in Properties Dialog (48x48): Load File monstrate
& Easic Menu AIEhé l monstrate
& blonl oo
4 7/ Set ownership to Mary11 monstrate
€ Deb
monstrates
< DebTest2 7 Other admins can copy the script onsirates
€ Dibyendu-InbCampaign A
€ Dibyendu-InbCampaign - T monstrate
& = th Fived's |
» ermor Max time in IVR (excluding Skill/VM Transfer): 01:00 = (HH:MM) )
& fFif th Fived's |
< ImportBW th SalesFo
‘f/ Jasmine
==
IVR Builder Apply Cancel

Icons must be PNG files. You must set the following three display icons:

© Toolbar icon: 24x24 pixels.

° Iconin IVR builder: 32x32 pixels.

° Icon in properties dialog: 48x48 pixels.

3 To convert this script into a reusable template, click Set ownership to <your
user name>.

To make this template available to other administrators, enable Other admins
can copy the script.

4 Click Save.

This IVR script is now a reusable IVR template stored in the Service Scripts

subfolder of IVR Scripts.
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Configuring IVR Modules

Most IVR modules must be configured. Double-click an icon, or right-click the icon and
select Module Properties.

Adding and Removing Modules
Selecting Icons

Connecting Icons

Removing Connections
Clearing the Work Area

@ Training IVR Script
Actions  Script  Help

LEPOARE AP O

IncomingCall Pla: Hangup15

Module Properties
-# Copy Module

2 Remove Module

The Module Properties window may have one or more tabs. Define the necessary
options in the tabs.

@ [x]

General Prompts Page Text Disposition Email Reply

The Play Module can be used to play audio files such as a welcome message to callers, and can include dynamic information provided by the
Text-to-Speech engine.

Module Name:  Play
Prompt Can Be Interrupted by Phone Key Pressing
Maximum Number of Digits: 0
Termination Digit: | N/A
Clear User Input

Collapsible

Save Cancel
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Name each IVR module when creating the script. The IVR module name is recorded in
the IVR_PATH field in reports allowing you to view the IVR path for every call. For more
information, see IVR Modules.

Adding and Removing Modules

IVR modules are represented by icons in the IVR toolbar. Place your cursor on an icon
to view its name. You can drag and drop the icons from the toolbar to the workspace.
The Incoming Call icon is in the workspace by default.

@ [=col{x]

Actions  Script  Help

CEPOPARECAPOCEVQLHLEATIN=BRISHL §@ 8

IncomingCall Pla) /
F
(e
L]

You can copy icons with their properties by right-clicking an icon and selecting Copy
Module.

IncomingCall Pla Hangup15

- L Module Properties
# Copy Module

7< Remove Module

IncomingCall
=
[

The new module is displayed in the working area. To remove a module, right-click the
icon and select Remove Module, or press <DELETE>.
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Selecting Icons

Click an icon. The selected icon has a blue border, and the connected modules are
indicated by the blue connector lines.

IncomingCall Pla AgentTransf... Hangup1é
.-—> €S L7

To select more than one module, click and drag over an area to include selected
modules. You see a dotted box that indicates the selection. Once selected, these
modules can be dragged to another location or deleted as a group.

h

IncomingCall Play AgentTransf... Hangupl16
= F F
@8
I I

Connecting Icons

Each module has output ports so you can drag and drop some of them to the
destination module. To connect one module to another, drag and drop the connector
box to the following module icon. The connected module icons are now linked by an
arrow:

IncomingCall
=
IncomingCall Pla
=
.' [l -
=
IncomingCall Pla
=
©=—f3-

o

Pla
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Some IVR modules provide branching. For example, If/Else and Case. Each IVR branch
must be created and terminated individually. You cannot link from one branch into
another branch. You can form loops by connecting a module to a previous module. See
also Creating an IVR Loop.

Removing Connections
To remove a link, right-click the connection box and select Remove Connection.

.rnoomm;CaH Pla

IncomingCall Pla
o [E®)] ~

Remove Connection
=

Clearing the Work Area

To clear the working area, select Actions > Clear in the menu. This action removes all
modules except Incoming Call.

@

Script  Help
¥ Show Module Labels ’ % 3 <> &

Show Prompts for All Channels

Import

Export Pla Hangup18
Backup é
Restare =

Save Ctrl+s

Close
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Updating IVR Scripts

You need to configure new IVR scripts and those with changed properties. If changes
are saved while the associated campaigns are running, new calls use the updated
script.

1 Open the IVR Scripts folder.

2 Right-click an IVR script, and select Edit, or double-click the IVR Script.

In the IVR Script Designer, you can create a script, configure each module, define
optional variables and properties, and import a script.

3 When done, select Actions > Save.

When saving a script, the system checks the IVR flow and displays an error message if a
problem is found. All errors must be fixed before the script can be saved.

Exporting and Importing IVR Scripts

Exporting IVR Scripts
Importing IVR Scripts
Backing Up IVR Scripts
Restoring IVR Scripts

The IVR Script Designer includes options to export and import your IVR Scripts. Use this
feature to make periodic backups of your IVR Scripts and to save IVR Scripts that are in
progress. This feature can be utilized by call centers running multiple campaigns and or
with multiple clients to import or export IVR scripts between campaigns.

You can export and import a complete or incomplete script. This function works with
the flow chart, variables, and default properties. You can call this function from the
Actions menu of the IVR Script Designer.

Autodial IVRs are not compatible with standard inbound campaign IVRs. If you are
using a standard inbound campaigns, you cannot use autodial IVRs in an inbound
campaign and you cannot use inbound IVRs in autodial.

Note: If you are using VCC Administrator Console as a Web Application,
additional steps are required to save, import, export, and backup. See File
Manipulation in Java Virtualization.
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Exporting IVR Scripts

Follow these steps.

1 In the navigation pane, select IVR Scripts.

2 Right-click a script name and select Edit, or double-click the IVR Script.

£3 campaian Profiles

€ Kelly Simple Inbound Script  Copy of IVR Script “Support”

[ [-1[aflx]
Actions Options View Help
- @ X P BE 2 Y
@ Fiveopdm11 IVR Scripts 24 Object(s)
£ users IVR Script Name Description
£ User Profiles > error
£ Agent Groups &, teif
£3 skills & ImportBW
L Lists € Jasmine
£ contacts & JSONE |
£2 Dispositions xample
£ campaigns € Kelly scratch pad

E3 workflow Rules & Pedro_IVR-1

£3 VR scripts € Retrieve Voicemail

£3 Prompts % support

E3 connectors

£3 call variables $ Testboc

£ Reason Codes € Testscript
 Training “ View Properties of Training IVR Script
% UmerlvR ) )
6 VU_Nexti Remove Training IVR Script
& Vu_Nexti <k Create Duplicate of Training IVR Script  yaytivau
E3 service ¢
E3 Misc IVRTies TG TYTC T T

3 Select Actions > Export.
@

Script  Help

v Show Module Labels

capeRr

Han;u; 18

Show Prompts for All Channels

Import

Backup

Restore

Clear

Save Ctri+s

Close
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4 Save the file on your computer.

The file extension is five9ivr. If you try to save an unfinished IVR Script, you
receive an error message. By clicking Export Script, you can export the call as a
separate file on your computer.

Importing IVR Scripts

Follow these steps. The imported data overwrites the existing data.

1 In the navigation pane, select IVR Scripts.

2 Right-click a script name and select Edit, or double-click the IVR Script.

@ [=J[a][=]
Actions Options View Help
- @ K P D 2 Y
@ Fiveopdm11 IVR Scripts 24 Object(s)
3 Users IVR Script Name Description
E3 User Profiles w errar
£3 Agent Groups & fff
£3 skills & ImportBW
& Lists f‘/ Jasmine
£2 Contacts & JSONE |
£ Dispositions v xample
£3 campaigns € Kelly scratch pad
[E Campaign Profiles € Kelly simple Inbound Script ~ Copy of IVR Seript "Support”
2 Workflow Rules & Pedro_IVR-1
g IVR Scripts f‘/ Retrieve Voicemail
== Ecrjonnr?giors % support
£3 call variables € Testboc
£ Reason Codes & TestScript
— ¢ View Properties of Training IVR Script
€ Umerivr * ) _
?/ Vu_Nexti Remove Training IVR Script
€ Vu_Nexti aF Create Duplicate of Training IVR Script  |aytivay.
E3 service {
£ Misc IVRTies WIS VI IS
| ==

3 Select Actions > Import.
4 Locate a file with extension five9ivr.

5 Click Open.

The script is displayed in the working area.
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@

Actions Script Help

LHEPPAREBOaAaPORD

IncomingCall Pla Agent Transf.. Hangup
[
e s 5]

o o

Backing Up IVR Scripts

You can export the IVR script, including all subscripts and users prompts. System
prompts aren't included in the archive. This process applies to all supported languages.
To create a backup of an IVR script, select Actions > Backup in the IVR script builder.

@

Script  Help
¥ Show Module Labels 0 é E [@

Show Prompts for All Channels

Import AgentTransf... |

Export —» @I—I—bl
Restare

Clear

Save Ctri+5

Close

The following example shows the exported elements of an existing IVR script zip file.

Example

<name = ScriptName>.zip --->
description.txt
description.xml
/SCRIPTS
IVRname.five9ivr
subscript 1.five9ivr
/PROMPTS
promptl.wav
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prompt2
/en-GB
promptl
prompt2.
/sp-MX
promptl
prompt2
/ru-RU
prompt3.wav

Restoring IVR Scripts

.wav

.wav

wav

.wav
.wav

Managing IVR Scripts

To restore an IVR script with its subscripts and prompts, navigate to Actions > Restore
from in the IVR script builder and select the appropriate zip file to restore.

@ Training IVR Script
Script  Help

¥ Show Module Labels 0 é W @

Show Prompts for All Channels

Import AgentTransf...

Export — a {I—>|

Backup o

Clear

Save Ctri+s
Close

Scheduling IVR Scripts in Campaign Properties

You can schedule an IVR script in the the IVR tab of the campaign properties in inbound
and autodial campaigns. The IVR tab enables you to schedule the scripts by days of
week, holidays, time ranges, and date ranges.

1 In the Navigation pane, right-click or double-click on a campaign to view the

properties window.

The Inbound Properties window displays. The default script is always enabled.

Additional scripts override the default script.
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2 Select the IVR tab.

) [x]
General Recording Transcripts DNIS Call Survey
IVR Prompts Outbound Skills Dispositions Connectors Warksheet Script E-Mail
IVR Schedule

Time Zone: (GMT-07:00) America/Los_Angeles, PDT ~

Name Day/Schedule Time IVR Seript Parameters Voice Visual Chat EMail
IET Sun-Sat All day long % EXAMPLES.Fi... Yes Yes Yes Yes

Add Remove Edit Up Down
Apply Cancel

3 Select Add to add an IVR schedule.

Paraerasters
Schaus
Aoghy Pre-Contgured Scheduie:

* Specify Days and Times:

* Diys o4 Week Bn | Mom | Tur Wed | Thu Fe | Smt
Sprcific Date
Data Rarge

* aidayiong
Tiens intueval

o

Fored VOC Chanwis.  Woice Vil Detads

Fired SCCChanewis. | Chat EMad

[3 cancel

4 Enter a name for the new schedule rule.

5 Specify Days and Times.
° Days of the Week — Select a Day/Days when the IVR is applicable.

° Specific Date — Set a specific date to trigger the IVR schedule. In case of
multiple dates, add different IVR schedules.
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° Date Range — Set a date range when the schedule starts and stops.
° All Day Long — Enable for 24-hour schedule.

° Time Interval — Set a time when the IVR will use the schedule.

If the call is out of coverage of this schedule then it would follow the Default
Schedule and its corresponding IVR script.

) (x|
General Recording Transcripts DNIS Call Survey
IVR Prompts outbound Skills Dispositions Connectors workshest Script E-Mail
IVR Schedule

Time Zone: (GMT-07:00) America/Los_Angeles, PDT

Name Day/Schedule Time IVR Script Parameters Voice Visual Chat EMail
Business 6/5/25-6/21/25  Alldaylong % Fived Rules En @ Yes - - -
Default Sun-Sat All day long ‘% Dibyendu-Inb... ® Yes © Yes © Yes ° Yes

Add Remave Edit

Apply Cancel

Managing Variables

You may use two types of variables:

e Script variables that you create and use in each script.

e Call variables that you create and use in the VCC.

Script Variables

This section describes how to create and modify custom variables.
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Adding Variables

1 Inthe IVR Script Designer, select Script > Variables

© Script
Actions EI Help

E Variables
Tncomin Functions
|@ Default Properties

Languages

Multilingual Elements

2 Click Add.

3 For each variable, specify these elements.

L) Script Variables El
Variable Type Initial Value Input Output Description
__BUFFER__ STRING No No Default var...
__ExtConta... KVLIST O Yes Yes Default var...
@ [x]
Name: |

Type: STRING
Description:
Initial Value:

Input Variable (can be used as script's parameter)
Add Remove Edit Output Variable (can be used to return values from script)

Cancel

° Name: Strings with initial letter. Cannot contain spaces or start with two
underscores (reserved for system variables).

° Type: Data type for the field:
— STRING: Alphanumeric, maximum 250 characters>

— INTEGER: Whole number
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NUMERIC: Number with decimal. Can be used for very large
numbers.

CURRENCY: Dollar, Euro, or British Pound
DATE: y-m-d, d.m.y, m/d/y, ymd
TIME: HHMM or HHMMp

KVList: {keyl:value2, key2: value2 ..} where key and value is

"string" Ofr 'string'

key must be enclosed in double quotes. If you omit them, they are
added.

— Strings value must be enclosed in double quotes. If you
omit them, they are added. Single quotes are changed to
double quotes.

— Quotes are optional for numbers.
— Spaces before or after the colon or the comma are removed.

Description: Your description is copied as a comment into
generated scripts prepared for Web requests.

Initial value: Whether to assign a default value to the variable.
Variables that are not initialized are NULL (empty cells in the
Variables tab). Empty strings have two double quotes.

String values can be entered as text or text surrounded by quotes.
Internally surrounding quotation marks should be omitted, but the
Variable tab shows all string values in the quotes. A variable of
CURRENCY data type can be entered with or without the dollar ($)
sign. DATE and TIME can be entered in an arbitrary format, which
can be interpreted correctly.

© Basic String Functions:

String Length — returns the number of characters in the input string

String Left — return the characters of the specified length starting
from the left most character of the string

String Right — return the characters of the specified length starting
from the rightmost character of the string
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— External value — Can be used as the script's parameter. If a variable
is marked External, its initial value can be set from the script
schedule or from a calling script (foreign script). If the external
values are specified at the script start time, the initial values in the
table are not taken into consideration. The updated values of
external variables are available in the calling script after exiting
from the called script by passing reference parameters.

Note: The left and right functions only identify digits spaces,
hyphens, and colons to split date/time components.

4 Click OK.

Editing and Deleting Variables

Before editing or removing variables, close all opened module properties menus.

1 Inthe IVR Script Designer, select Script > Variables.

2 Double-click or select an item and select Edit or Remove.

@ [x]

Variable Type Initial Value Input Output Description
__BUFFER_ STRING Mo Mo Default var...
__ExtConta... KVLIST { Yes Yes Default var...
Date DATE No No

Greeting STRING No No

InExt STRING No No

InPIN STRING No No

loop_var INTEGER ] Yes No

Test STRING 0" No No test
UserPIN STRING No No

Add Remave Edit
aK

3 If editing, make your changes, and click OK.
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Call Variables

You can use call variables in IVR scripts. This figure shows the Input module properties
window with the variables available for selection under the User CAV Variables title. In
this case, these variables correspond to the group variable named VIVR in the Call

Variables folder of the VCC. All IVR, system, and call variables support the UK and Euro

currencies.

@

General Prompts Events Confirmation Page Text Disposition

The Input Module can be used to analyze spoken caller input or DTMF for short phrases based on pre-defined grammars for numbers, credit cards, zip
@ codes, social security numbers, phone numbers, dates, time, and Boolean (Yes/No) phrases, so that the call will follow the appropriate branch in the IVR

User CAV Variables

Callsurvey.AgentSatisfaction
CallSurvey.ProductSatisfaction|
Callsurvey.opt_in
DebVarGrou.Boo
DebVarGrou.Cur
Edit DebVarGrou.Deb 10 Aug Num
Additional Returned v DebVarGrou.Deb List with Default
DebVarGrou.DebStringAC
DebVarGrou DebTestVar
DebVarGrou.New Call Variable
DebvarGrou.Num
DebVarGrou Percent

swi_literal
Confidence Level

Max Attempts:
DTMF Help Button:  <None>
Record User's Input as Audio File

Collapsible

Save Cancel

application
Module Name: Inputé
Variable: —BUFFER__ -
Grammar; __BUFFER__
Properties: 00p._var

| Virtual Contact Center_Adminia
Actions Options View Help
- F X r0o

(3 campaign Profiles
3 Workflow Rules
£ VR Scripts
3 Prompts
£ connectors
£3 call variables
Agent
AlexTest
bhawan_test
8 cal

AgentSatisfaction
opt_in

ProductSatisfaction

Customer

DebVarGrou

GuyNextVariable

Guys Awesome Variable

Hackathon

8w

) nextiva

omni

opt_in

Opt_out

Queue Callback

Salesforce

serviceNow

test

Although you may use variables in most modules, you may not use call variables that

contain sensitive information in these modules:

Agent/Voice Mail Transfer
e Foreign script

e [terator

e Update system Info

¢ Voicemail transfer

For more information on managing and using variables, see Variables.
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You can apply JavaScript functions and arguments to parse the query response or to set
variable values. You can add functions in these modules:

e Query:
° You can define functions directly in the Query module Response tab, or
select functions in the IVR builder Script menu.

© Return values can be an array. Returned arrays can use a combination of
Query and Iterator modules for greater flexibility.

¢ Set Variable:

° You can use the Set Variable module with or without the Query module.

° Returned arrays for the Set Variable module use only the first returned
element. Other array elements are ignored.
To add a function, follow these steps.

1 Inthe IVR Script Designer, select Script > Functions.

Variables

T

efault Properties
Languages

Multilingual Elements

2 Click Add.
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Name: | Queryl_parse
Type:  KVLIST
Description: | For parsing responses to Query 1

Function Arguments:

Type Name Description
KVLIST body Response for parsing respo...

Add Remave Edit Up Down

Function implementation (JavaScript):

function Query1_parse (body) {

functicn Five® gqueryl Parse (body) {
vAr _ExthntactFielda_array = [{}]:
Flasss

return _ExtCnntactFieldS_arrayj;
}

Test

Cancel

3 For each variable, specify these elements.

© Name: Strings with initial letter. Cannot contain spaces or start with two

underscores (reserved for system variables).

° Description: Description copied as a comment in generated scripts
generated for Web requests.

° Type
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— STRING: Alphanumeric, maximum 250 characters>
— INTEGER: Whole number

— NUMERIC: Number with decimal. Can be used for very large
numbers.

— CURRENCY: Dollar, Euro, or British Pound
— DATE: y-m-d, d.m.y, m/d/y, ymd
— TIME: HHMM or HHMMp

— KVList: {keyl:value2, key2: value2 ..} Where key and value is
"string" Of 'string'

— key must be enclosed in double quotes. If you omit them,
they are added.

— String value must be enclosed in double quotes. If you
omit them, they are added. Single quotes are changed to
double quotes.

— Quotes are optional for numbers.

° Function Arguments: Define or select JavaScript functions. The Test
button is enabled when all test values are specified.

° Function Implementation: Input values that contain the JavaScript
function and corresponding arguments.

4 Click OK.

Adding Prompts

Several IVR modules have internally extended execution times. You can add prompts in
these modules:

Module Description

Agent/Voice Mail Transfer Module A termination module that allows you to
transfer calls to agents or to voicemail.

Conference Module Enables you to add other parties to a
conference call.
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Module Description

Get Digits Module Enables you to route a call by using digits
entered by the caller into a variable.

Input Module Analyzes spoken words or DTMF input.

Lookup Contact Record Module Enables you to retrieve information from the
caller's contact record.

Menu Module Enables you to configure multiple exit
branches based on caller input.

Play Module Enables you to play prompts or greetings
anywhere in the script.

Query Module Enables you to exchange database information
with an external source.

Skill Transfer Module Enables you to transfer calls to skill queues.

System Info Module Enables you to retrieve properties and
statistics.

Voice Input Module Prompts the caller for information and saves

the caller input.

Adding Prompts

In the Prompts tab, click Add to select a prompt to be played by this module. The list of
prompts includes the default prompts and the prompts that you uploaded in the
Prompts folder. You can define one or several prompts to be played. You can indicate
the sequence of prompts and how many times they should be used. Each prompt can
be interruptible.

e Interruptible — Stops playing the prompt as soon as the background operation is
completed, or the caller provides additional input.

e Exit the module in case of a prompt exception —indicates whether the IVR
should move to the next module if there is an error in retrieving or playing a
prompt.

TTS (enumerate) is a prompt element that opens a text-to-speech configuration
window, with two additional variables: prompt and dtmf (if DTMF is enabled) available
in Variable selection combo box. The Enumerate element is an automatically generated
description of the available choices. It specifies a template that is applied to each
choice in the order they appear in the menu. A default template is shown initially when
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the Enumerate is added, but the user can change the text. If DTMF is enabled, the
prompt generator prepares an appropriate prompt.

@

[]

General Prompts Page Text Disposition Email Reply

Type Text / File Name
File Five9 Greeting
TTS SContactiestl

Add - Remove Edit Ip Convert to ML Prompt

Save Cancel

Selecting Dispositions

Dispositions are used only when calls are terminated or disconnected in these modules:

¢ Extension Transfer Module

e Hangup Module

e Third Party Transfer Module

¢ Voicemail Transfer Module

The Dispositions tab contains a default disposition that you can change to any system
or custom disposition:

e Agent dispositions are used when a call is transferred to an agent.

e |VR dispositions are automatically used by the system when a call is
disconnected during the IVR script. Any disposition, such as Send Email
Notification and Add to DNC, can be assigned by the system. IVR dispositions
enable you to see in reports where the caller was disconnected from the IVR
script.
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Using Recorded Files

Several IVR modules can collect audio information:

* Conference ¢ Third Party Transfer Module
Module

¢ Voice Input Module

¢ |nput
Module

e Menu
Module

The files can be processed by these modules:

e Agent/Voice ¢ Skill Transfer Module
Mail Transfer
Module ¢ Voicemail Transfer Module

¢ Hangup
Module

These modules have the Action for Recorded Files menu. You can select these actions
for the recorded files:

* Keep as Recording — Associates the recording with the call and makes it
available for reporting.

¢ Send to Agent — Routes the recording to the agent that receives the call, as
voicemail (not Hangup Module).

e Delete — Deletes the recording.

There are two purposes for using audio files:

¢ Call post-processing — When the information cannot be gathered using DTMF or
speech recognition (name, street address, etc.), it can be recorded using the
Voice Input module and delivered to the agents. The recordings are transformed
into voicemail with an ability to be delivered as skill voicemail.

e Regular recordings — The callers input is saved as audio files. Agents will not
have an access to the files in this case. This option can be used if you do not
need to convert the recorded information into the written form. For example,
regular recordings can be useful for surveys. The recordings can also help
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administrators to debug their IVR scripts and fine-tune the choices configured in
a Menu module.

If the Send to Agent option is selected in the IVR script, the recording is available to the
agent who can access the recordings in the Voicemail tab. Recordings are labeled with
the incoming skill queue.

~ PERSONAL VOICEMAILS 4

B Iltems: 4 MNewest Fir_ .

DS Le_Capcils

T 5/19/2016
9255551212

e 5/19/2016
9255551212

) 5/19/2016

Assuming the IVR Script is set to Keep as Recording mode, recorded audio files
gathered via IVR modules are transformed into recordings (not voicemail). They are
available via Reports and saved on FTP server with a unique file name based on the
campaign's applicable recording file naming convention, appended with _<Recording
ID>. The Voice Input module name is a reference of the audio file that holds the
recording.

Importing Scripts

IVR scripts are located in the navigation pane. You can import a script in an existing
script, or in a new script. Double-click the script.
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1 Inthe IVR workspace, select Actions > Import.

© Script
Script  Help

< Show Module Labels

Show Prompts for All Channels

Export

Backup

Restore
Clear

Save Ctrl+5

Close

2 To see the configuration, double-click each module in the imported script.
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You create IVR scripts to contain diverse components, such as speech recognition,
linked modules, and variables.

IVR Script Designer
Speech Recognition Grammars
IVR Modules

IVR Script Designer

Determine requirements.

Create process Mow.

Create WR sript.

Add scrigt io campaign.

Tast seript.

W wilng visinl AR, sdd
lavaSoript to Web sine to
handie the session,

Test imtarnal and external
components.

Start campaipn,

To access the designer, select IVR Scripts > Edit.
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©
Actions  Script  Help

CEPYARECAPORO D EFENal8lens s8 @

StartOnHan Hangup?
= V) (3

1 Modules toolbar —IVR module icons that you drag to the work area. Hover over the icon to view the

module name.
Work area — Re-sizable window where you construct your script with modules and connectors.

3 Bottom pane — Post-disconnect handling. For example, with the Query Module and Web2Campaign,
abandoned callers can be added to an outbound campaign for a callback. The fields of a contact record
can be updated with Abandoned=TRUE, which would identify records to include in an outbound
campaign (functions in reporting can automatically add these contacts to a list).

Each module contains an icon, label (can be hidden), and connector ports. Module
relationships and order are presented as arrows which connect the icons. Each module

has properties.

IVR modules are connected to each other by connector ports as shown in the figure
below. Several modules can follow one module (IncomingCall module). Some modules
have two output ports (If/Else and Answering Machine modules). Some modules have
one output for each branch (Case module). Termination modules have no output ports.
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IncomingCall Flay Hangu

€

SkillTransfer?

The module execution can cause errors and exceptional situations. For example, a
request for external data may not be answered for a specified timeout, a contact
record may not be found in the database, etc. For handling these exceptional
conditions, there is an additional error exit from the modules. Most of the modules
have an exception port.

For example, the Voicemail Transfer module can have these exceptions: Transfer to
voicemail cannot be executed and Wrong agent or skill information in Variable
(Agent/Skill can not be found). The Hang Up module does not have any exceptions.

Using the exception port is optional. If no action is specified for the exception, it is
ignored and the main exit is used.

ERR_CODE variable contains the value from the previous module. The error codes can
differ for each IVR module. Error codes can be found in topics describing a particular
IVR module.

Interactive Voice Response (IVR) ¢ Administrator’s Guide



Designing IVR Scripts

IVR Script Designer

You can link one branch into another branch in order not to repeat the same modules
for each branch.

IncomingCall LookupCont... ContactUpd... Hangup
[
Qs - =@

You can form loops by connecting a module to a previous module. A loop with exit by
condition (like WHILE) looks like:

GetDigits3

Llanfu?

IfElse3 ELSE

%w

=

A loop, such as FOR, with a predefined number of iterations requires that you define a
loop counter variable and use an expression in a Set Variable module to increase or
decrease it. See also Creating an IVR Loop.

Actions Menu

In the script, select Actions to see the available menu choices.
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Script Help
+ Show Module Labels

Show Prompts for All Channels

Import
Export

Baclkup

Restore
Clear

Save Ctrl+5

Close

* Importing, exporting, restoring, and backing up: Your IVR Scripts can be exported
to create backups of currently-running scripts or to save scripts that are not yet
completely configured. IVR Scripts and all supporting subscripts and prompts can
be backed up and restored. See Exporting and Importing IVR Scripts.

e (Clear: Enables you to remove all elements from the working area except the
Incoming Call icon.

e Save: Validates your script. If no errors exist, the script is saved and you can
close the designer. If errors exist, you see an error message.

Script Menu

In the script, select Script.

)
Actions EI Help
E Variables <

FEaTTiin Functions
@ Default Properties
Languages
Multilingual Elements

(%3] ]
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Default Properties
Variables

Languages
Multilingual Elements

Default Properties

The IVR Script properties window can be accessed by selecting the View Properties of
option from the IVR script right-click menu in the IVR Scripts folder. The General tab
contains this information:

e |VR Script Name: Not editable.
e Description: Text area that identifies the purpose of the script. The description is
shown on the IVR Scripts screen together with the script name.
e Max time in IVR: Setting to prevent unintended infinite loops configured in an
IVR script from keeping calls in the IVR for an indefinite amount of time.
e Associated Campaigns: View all campaigns that use this script. You can't remove
a script if any campaigns are using it.
e Called By Scripts: View all IVR scripts that run this script.
You can configure the default properties of the Text-To-Speech editor and for data
access.
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Data Access

Other

Use IVR time zone in variables assignment:

Language: | English (US)

Voice:  Samantha

URL:
Method: GET
Fetch timeout (secs): 5
Visual IVR Default Timeout (min): 5

Reset Error Code to 0: |~

0K Cancel

o TTS:

o

o

Language: List of languages that you can choose for TTS prompts in the
Text-To-Speech editor: English (UK), English (US), Spanish (MX), and
Portuguese (BR).

Voice: Voice character available to speak the voice prompts. The voice is
female.

e Data Access: Default parameters used to access the data in the Query module.

o

(e)

o

URL: Address of the data.

Method: GET and POST methods.

Fetch timeout: Time-out in seconds for the request.

Script Type: Type of script for Web server: ASP, PERL, PHP.
Script path: Location of the script on your system.

Visual IVR Default Timeout (min): Time-out in minutes for the visual IVR to
appear.
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Important: Five9 recommends setting this to the 30-minute
maximum for IVR scripts used to transfer chat interactions to
chatbot.

© Reset Error Code to 0: Resets error code  value to 0 between
interconnected modules.
— Enabled: The error code valueis setin each executed
module. Default value for new scripts.
— Disabled: The error code value carried throughout execution.

Example

Consider three subsequent IVR modules: Modulel and Module2
lead to an IfElse module. The ifElse module starts withan
error code value of 0. If an exception happens in Modulel,
the error code of Modulel is set to a corresponding non-
zero value. Module2 is completed normally. In this example, the
IfEIse goes to the TRUE branch as soon as the Module2 is
executed without problems. Otherwise, the IfElse module returns

FALSE.

* Use IVR time zone in variables assignment: Select this option to use the IVR Set
Variable Module to assign IVR _TIME variableto Contact.Time.
Conversely, you can use this option with the Contact Update Module to
synchronize the contact variables with the contact record.

Variables

A variable is a field to use in your IVR script to store and manipulate temporary data in
the IVR. Variables have a name, type, and value. Variables are essential parts of a
script. All script modules can access defined variables. Store call-attached data in the
form of variables to use in latter parts of the IVR script or integrate into the text-to-
speech messages. You can assign customer data to variables.

Use the predefined variables or create your own to store temporary data. You manage
variables in the Variables window opened in the IVR Script properties window (the
Script menu). See also, Managing Variables.

While creating TTS prompts, enter text phrases and insert contact, call, or system
variables in the text. See also, Adding Prompts.
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Use variables to hold values to keep for later processing during script execution. When
you request the external Web server for information, you will probably want to use the
result of that request somewhere else in your script.

Variables include these types:

e User Variables: Variables have local scope and are accessible only by the script
where they were defined. The BUFFER variable is automatically created in each
script. Create script variables with names that include alphanumeric characters
and underscores, starting from a letter or underscore.

e Call Variables: Metadata about a call: Call.ANI, Call.DNIS, Call.bill_time,
Call.campaign_id, Call.campaign_name, Call.comments, Call.disposition_id,
Call.disposition_name, Call.end_timestamp, Call.handle_time, Call.hold_time,
Call.length, Call.number, Call.park_time, Call.queue_time, Call.session_id,
Call.skill_id, Call.skill_name, Call.start_timestamp, Call.type, Call.type_name, and
Call.wrapup_time.

e Call Attached Variables (CAVs): Key-value pairs specific to calls available until
the agent assigns a disposition. These variables are accessible from the IVR by
the agent who receives the call or transfer, by agents who are consulted or
added to a conference call, and from the IVR again when a call transfers back to
the IVR. Call variables are global variables that are often permanent (stored for
reporting purposes); whereas IVR variables are temporary local variables used
within an IVR script.

e System Variables:
°© CRM_ID: Internal ID of the CRM record currently selected in the IVR.

© DATE: System date set in the time zone of the campaign that contains the
IVR.

° DAY: Numeric value that represents the day of the week set in the time
zone of the campaign that contains the IVR.

— 1:Sunday

— 2: Monday

— 3: Tuesday

— 4: Wednesday

— 5: Thursday
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— 6: Friday
— 7:Saturday
° INPUT: Optional variable to use as follows:
— DTMF: Retains the caller's choice for further branching.

— Speech recognition: Words spoken by the caller. Use this variable
to add a confirmation prompt, for example, You have chosen
{apples}. Is this correct?

© LAST_AGENT_EXTENSION: Phone extension of the last agent who
handled the call.

°© LAST_AGENT_NAME: User name of the last agent who handled the call.

°© SWI_LITERAL: Words spoken by the caller as interpreted by the last Input
modaule.

° TIME: System time set in the time zone of the campaign that contains the
IVR.

° TIME_ZONE: Time zone of the campaign that contains the IVR.

e Contact Variables (same as Contact Data Fields, see Basic Configuration
Administrator's Guide, Contact Data Fields)

e Agent Variables (Agent.first_agent, Agent.full_name, Agent.id, Agent.user_
name)

e |VR Variables (IVR.error_code, IVR.error_desc, IVR.last_module, IVR.last_state)

Data Types. Each IVR variable has a type. Use types to simplify data consistency

control.

String Boolean*
Number Percent

Date Email
Date/Time URL

Currency Phone Duration

* The only boolean values accepted are lowercase true and false.

Values. The following are ways of assigning values to a variable while using IVR:
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e By specifying initial value in variables definition screen. See Managing Variables.

e From scheduler (for upper level script). See Managing IVR Script Schedules for
Autodial and Inbound Campaigns in the Campaign Administrator's Guide.

* From calling procedure (if the script is invoked by other script). See Foreign

Script Module.
e By using the Set Variable IVR module.

e Asuserinput.

e Through internal database dip (for contact variables).

e In result of request to Web server.
Variables of any type not initialized by any of these options have a special NULL value.
It is possible to assign NULL value to a variable or check if a variable is NULL using the
If/Else module. NULL values aren't defined for logical expressions and results in
exceptions in corresponding modules (If/Else and Case modules).

Languages
In the IVR script builder, select Actions > Script > Languages to specify a set of
supported languages for specific IVR scripts.

1
& apo_IB Langunges E
|
CallLanguage ' TTS Waice Drafault
enUs Englishiiz) | Craig Yes |
sp-MX Sparugh(big) | Mara |
AL Erglish{l!S} | Boris |
ddd -
[= 4 Cancel

You must have a Call Language variable for each language in your IVR script, as shown
above. Select Add to specify the default TTS language and Voice for new prompts for a
new Call Language variable. You can set any the TTS to any language, but you must set
a default language.

Multilingual Elements

You can create dynamic audio for your scripts: visuals, text, menu items, and estimated
wait time announcements. To add items, select Script > Multilingual Elements.
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© [%]
Prompt Name Mode Description
ConfirmPrompt AUDIO Default prompt for userinp..
ConfirmPromptWithoutVSR  AUDIO Default prompt for userinp...
NolnputPrompt AUDIO Default prompt for Nolnput ...
NoMatchPrompt AUDIO Default prompt for NoMatc...
Add + Remaove Edit
OK

Audio prompts. Click Add and create or use an existing prompt. The menus are similar
to other prompt menus.

Visual prompts. Click Add and create or use an existing prompt. The menus are
similar to other prompt menus.

Text. Click Add to add text and variables.

Menu item. Click Add to create audio, visual, and text-based prompts and other items
containing variables and thumbnail images.

EWT announcement. Plays an estimated wait time (EWT) message to the customer
stating when an agent will answer a call transferred by the Skill Transfer module. The
EWT announcement plays after the set standard prompt (see Adding Prompts).

When creating an EWT announcement, the EWT interval (in seconds) is evaluated as:

e EWT interval >0 : If between 0-59 seconds, < 1 minute
e EWTinterval > 1 : If between 60-119 seconds, > 1 minute

e EWTinterval > 2 : If between 120-179 seconds, > 2 minutes
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The EWT interval is the number of accepted calls transferred by the Skill Transfer
module in the last 15 minutes divided by the total queue time.

Note: If the call is already assigned to an agent, EWT is always 60 seconds.

1 Click Add, and select Add EWT Announcement.

[ [x]
Prompt Name Mode Description
ConfirmPrompt AUDIO Default prompt for userinp...
ConfirmPromptWithoutvSR  AUDIO Default prompt for userinp...
NolnputPrompt AUDIO Default prompt for Nolnput ...
NoMatchPrompt AUDIO Default prompt for NoMatc...
Add - Remove Edit

Add Audio Prompt

Add Visual Prompt OK

Add Text

Add Menu Item

2 Name and describe the announcement.

The name displays on the tab in the EWT Announcement window.
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) [%]
Mame: m
Description:
en-Us
EWT Interval ... Prompt
Add Remove Edit
3 Select Add.

IVR Script Designer

The Prompt menu contains a list of announcements you created for different

EWT durations or events (see Adding Prompts).

©

[%]

Estimated Wait Time (minutes)=

Select a prompt:

[4] PleaseHaveYourAccountNumberReady
[ PleaseHoldWhilelTransferYourCall

[4) PleaseleaveAMessageAfterTheTone
[€] ac1YourPhoneNumberls

[4] C2PressOnelfCorrect

[£) QC3PleaseEnteryourPhoneNumber

[4] QC3PleaseEnterYourPhoneNumberUK

s — — ... .

L)
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4 Select a prompt and the EWT to send in the announcement.

5 Select OK two times.

Speech Recognition Grammars

Note: If you need speech recognition features, contact your Five9 account
director.

These grammar types only apply if you have the Five9 IVR with Speech Recognition
package to create advanced self-service voice applications, for example:

e Menu-driven call routing, like with a customer prompt: You can say Sales or
Customer Service.

* Entering an account or tracking number.

The standards for speech recognition grammars are located at
https://www.w3.org/TR/speech-grammar/.

The Input and Menu modules use speech recognition to compare spoken words to a
predefined grammar of expected phrases from a variety of voices:

alphanum digits

boolean number

ccexpdate phone

creditcard socialsecurity

currency time

date zipcode
alphanum

Recognizes alphanumeric strings (a connected string of up to 20 digits and alphabet
characters), such as abc123. Use this grammar to recognize items such as, a product
code or order number. alphanum isn't case sensitive. Allowed characters are A-Z and
a-z, and the digits are 0-9. Non-alphanumeric characters, such as hyphens (-), dots (.),
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and underscores (_) aren't recognized; when spoken, these reduce recognition

accuracy.

Parameter properties.

Parameter Description

entries* URI specifying a file listing allowed constraints, one per line.
* Required
[ ] [ ] Properties )
General
-

E_‘J entries

Description:  entries

The entries file (encoded as UTF-8) consists of
alphanumeric strings that are allowed to be
recognized. There should be one entry per
line, with no guotation marks

1rwQOXXm7s
45G55mSrO8
riHxdFGnKg
iDUyAtxcV
qFt3p2j8ud
sMAOPBcl4q
CT12N9Uox1
KUApyLEmMAY
LcegDRgUIm
NBxgdmuzFg

Sawve File As... Upload File...

The possible options for entries are Local File or File URL. The Local File option allows
you to use files uploaded to Misc IVR Files in the IVR Scripts node. You can use

variables for both options.
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Active

Local File |

Local (Var)
© File URL

URL (Var)

__BUFFER__

__BUFFER__

O]

Cancel

Files can contain over a million entries, but must be smaller than 1M. An error displays
if you try to upload a file larger that 1M.

Could not complete Invalid IVR Reference File settings :

Warning

The resource content is too big, maximum allowed
% size is IMb

File URL allows you to use a remote file that can have over a million entries and be

retrieved using the URL.

Grammar: alphanum

v Use Speech Recognition
Properties:
Appl

Edit

Additional Returned Values:
Return Key

SWI_literal

Confidence Level

Max Attempts:

DTMF Help Button: <None>

Record User's Input as Audio File
Collapsible

88

Property Value
language en-US
entries
[ J [ J Property: entries
Active
Local File | entries_1000 @
Local (Var) __BUFFER__
O File URL https://myserver.com/entries/my_codes.txt
URL (Var) __BUFFER__ 2]
o
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The entries file (encoded as UTF-8) consists of alphanumeric strings to recognize, one
entry per line. Don't use quotation marks. Constraints are uppercase and lowercase
alphabetic characters (recognition considers cases the same). Non-alphanumeric
characters, such as dashes or spaces, are ignored. The entries can't contain special
characters: those with accents (for example, €) or tildes (~). By default, each constraint
has no spaces between the elements.

You can add a header with a list of directives to the top of the file. The header must
consist of lines beginning with a double colon (::) followed by a directive (no spaces).

Directive Description

¢ :DELIMITED This file uses spaces between each element in each con-

straint. Spaces are ignored. Use this directive when two
characters represent a single alphabet character (for
example, the Spanish letter ch).

: :WEIGHTED Constraints have a weight value following the entry to

max indicate the probability of hearing that constraint (for
example, 12a4 and 1284 sound similar in English). You can
assign a higher weight to the entry that would more likely be
spoken.
max is the maximum weight a constraint can have.
When using WEIGHTED, you must end every constraint with
<space><real number>

where, real number is the weight to assign the constraint.

Note:

¢ You must include the space even if not specifying
: :DELIMITED.

¢ Non-numeric weights cause the entries file to fail
to load. Any specified value greater than max
defaults to max and a warning displays.

::LENGTH len All constraints in the file are the same length, len characters
long. This directive improves recognition accuracy.

::NUM n This file contains n constraints (or fewer). This can speed the
loading of the entries file as only the specified number of
constraints will load.

Note: Dual tone multi-frequency (DTMF) is not recognized by alphanum.
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Return key/values.

Key Description

MEANING  Contains a string of ISO-8859-1 digits and lowercase letters with no
embedded spaces.

Additional Returned Key/Values.

Key Description
SWI_literal Contains the exact recognized text.

This is an example entries file:

You can limit the list of constraints to numbers. For example, a digits.txt entries file
might contain:

1564
2345
8642

1119999911

boolean

Accepts yes or no from the caller. Correct is accepted as a synonym for yes. By default,
1 (=yes) or 2 (=no) is assigned to the variable.

Parameter properties.

Parameter Default Value Description
y 1 Desired DTMF digit equivalent to yes.
n 2 Desired DTMF digit equivalent to no.
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Key Description
MEANING  True or false.

Additional Returned Key/Values.

Speech Recognition Grammars

Key Description

SWI_literal Exact text that was recognized.

ccexpdate

Understands the expiration date on a credit card. Expiration dates are usually a month
and a year embossed on a credit card in the form mm/yy or MonthYYYY. The grammar
recognizes variations of the date, for example, December 2007, twelve oh seven,
twelve of two thousand and seven, twelve slash zero seven, etc.

Parameter properties.

Parameter Default
Value

referencedate  cyrrent

Description

Date in YYYYMMDD format to use in computing

date ranges.
maxallowed 84 Latest date recognized expressed as a number of
months  months beyond reference date.
maxexpected 48 Latest likely date recognized expressed as a number of
months  months beyond reference date.
Return key/values.
Key Description

MEANING Recognized date in YYYYMMDD format. For example, 20110331 refers
to March 31, 2011. The value is the same whether or not the caller
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Key Description
specified a day of the month. The day is always set to the last day of the
month. Can be assigned to a selected variable in the Input Module
(default is BUFFER).

creditcard

Understands a credit card number, optionally preceded by the credit card name or the
words account number or account. For example, a caller can say, Visa account number
four oh one seven..., MasterCard five zero zero two..., or three seven three five.... The
grammar understands any commercial credit card that adheres to the ISO standard
numbering scheme: all cards issued by Visa, MasterCard, American Express, Discover,
and Diners Club, and many private label cards provided by individual retailers
(department stores, gas companies, etc.).

This standard dictates minimum and maximum length of the digit string, open digit
sequences, and a check digit used as the last digit in the string so that the entire
number meets the mod 10 checksum criterion. Five9 recommends that you validate
numbers with related information (Expiration date, Security codes, Database
validation).

Parameter properties.

Parameter Default Description
Value

typesallowed  Alltypesare Credit card types. To specify more than one, use
recognized. the list to enable individual card types: American
Express, Diners Club, Discover, MasterCard, Private
Label, and Visa.

Return key/values.

Key Description

MEANING  Recognized credit card number. Can be assigned to a selected variable
in the Input Module (default is BUFFER).
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Key Description

CARDTYPE Assigned to the type recognized, where the types are of the same set
that can be specified in the type property. Even if the caller does not
specify the card type, the type is inferred from the card number, for
example: all Visa cards start with 4.

currency

The currency grammar is available for these currencies:

¢ Dollars and cents: For speech recognition, these phrases are accepted: ten
dollars, ten dollars and fifteen cents, and ten fifteen.

e UK pound and pence
e Euro and cents

You may use all available currencies in all the relevant parts of your scripts: grammars,
display, prompts, and input modules, such as Get Digits, Input, and Set Variable.

All currency, IVR, system, and call variables support the UK and Euro currencies.

Parameter properties.

These parameters apply only to speech recognition for US English only. They do not

apply to TTS.
Parameter Default Value Description
minallowed 0.0 Minimum amount.
maxallowed 9999.99 Maximum amount.
minexpected 0.0 Minimum likely amount.
maxexpected 9999.99 Maximum likely amount.
granularityallowed 0.01 Granularity of recognized results.
granularityexpected (.01 Granularity of likely results.
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Key Description

MEANING  String in this format: <currency><main unit amount><dot><subunit
amount>. Automatically assigned to the SWI_literal variable in the

Input module.

Additional Returned Key/Values.

Key Description

SWI_literal Exact text that was recognized.

date

Accepts a date spoken in any of several formats, such as mm-dd-yyyy or mm/dd/yyyy.

Parameter properties.

Parameter Default Value Description

minallowed 19000101
maxallowed 21991231
minexpected 19000101
maxexpected 21991231

Earliest date recognized, expressed as YYYYMMDD
Latest date recognized

Earliest likely date

Latest likely date

Return key/values.

Key Description

MEANING  Date string expressed as YYYYMMDD. Recognized phrases include 4
June, 4 June 2006,4, 6, 2006, the 4th, 4th June, and Monday,
the 4th of June. The MEANING key is automatically assigned to the
SWI_literal variable in the Input module.
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Additional Returned Key/Values.

Key Description

SWI_literal Exact text that was recognized.

digits
Recognizes a continuously spoken string of up to 20 digits (that is, the caller is not
required to pause after each digit). Valid characters are the digits 0-9. The digit 0 can be

pronounced as either oh or zero. Punctuation characters such as hyphens (-), dots {(.),
and underscores (_) are not recognized; if spoken they reduce recognition accuracy.

Parameter properties.

Parameter Default Value Description
minlength 1 Minimum number digits recognized

maxlength 20 Maximum number digits recognized

Return key/values.

Key Description

MEANING  String of digits (ISO-8859-1 encoding), with no spaces, for example:
12345. Automatically assigned to the SWI_literal variable in the Input
Module.

Additional Returned Key/Values.

Key Description
SWI_literal Exact text that was recognized.
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number

Accepts quantities such as ten, one hundred and forty, five hundred sixty one point five,
negative five, and minus four point three.

Parameter properties.

Parameter Default Description
Value
minallowed 0 Minimum number.
maxallowed 999999 Maximum number.
999.99
maxdecimal 2 Maximum number of decimal places
(maximum 9).
minexpected 0 Minimum likely number.
maxexpected 999 Maximum likely number.
999.99
granularityallowed 1.0 Granularity of recognized results. This must be

an integer. If set, fractional entries are
recognized. To control allowed decimal
precision, use the maxdecimal parameter.

granularityexpected 1.0 Granularity of likely results.

Return key/values.

Key Description

MEANING  String of ISO-8859-1 digits with no spaces, for example: if the caller
says twenty five, the result is 25. Automatically assigned to the SWI_
literal variable in the Input Module.

Additional Returned Key/Values.

Key Description

SWI_literal Exact text that was recognized.
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phone

Accepts 7- and 10-digit North American phone numbers and three-digit numbers
ending in 11, such as 911. An optional 1 may be placed before 7- or 10-digit numbers.
Dashes are optional. For example, if 16789999 is recognized, the returned result is
6789999. The grammar allows phrases, such as three two four fifty five seventy two and
strings of individual digits.

Return key/values.

Key Description

MEANING  Variable-length string of digits with no spaces. Automatically assigned
to the SWI_literal variable in the Input Module.

Assigned to a string of digits representing the recognized phone
number. A leading 1 is omitted in the return value. For example, if
16789999 is recognized, the return result is 6789999.

The return string may optionally contain the character x to indicate a
phone number with an extension, for example: 8005551234x789.

Additional Returned Key/Values.

Key Description
SWI_literal Exact text that was recognized.

socialsecurity

Understands 9-digit US Social Security numbers. For example, a caller can say, oh one
seven, four seven, six five eight three. lllegal numbers, such as those beginning with
three zeros, are rejected. The grammar accepts numbers with first digits ranging from 0
to 7 but does not accept those beginning with 8 or 9.

Return key/values.

Key Description

MEANING  Recognized number. Can be assigned to a selected variable in the Input
Module (default is BUFFER).
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time
Time of day spoken by the caller, for example: HH:MM [AM | PM]. Recognized phrases

include times given in 12-hour format (5 o'clock), 24-hour format (twenty-three
fifteen), and qualified times such as before 5 o'clock and about 5.

Parameter properties.

Parameter Default Value Description

minallowed 0000 Earliest time recognized.
maxallowed 2359 Latest time recognized.
minexpected 0000 Earliest likely time.
maxexpected 2359 Latest likely time.
granularityallowed 1 Allowed granularity in minutes.
granularityexpected 1 Expected granularity in minutes.

Return key/values.

Key Description

MEANING  Four-digit string in the 24-hour format, from 0000 to 2359.
Automatically assigned to the SWI_literal variable in the Input Module.

Additional Returned Key/Values.

Key Description

SWI_literal Exact text that was recognized.

zipcode

Recognizes valid United States ZIP Codes in either five- or nine-digit format.
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Return key/values.

Key Description

MEANING  Recognized five- or nine-digit ZIP code. Automatically assigned to the
SWI_literal variable in the Input module.

Additional Returned Key/Values.

Key Description
SWI_literal Exact text that was recognized.

IVR Modules

Each IVR module controls an aspect of a call. An IVR script is a set of linked modules.
When the system receives a call, the IVR script routes the caller from one module to
the next until the caller is transferred to an agent, voicemail, or another destination.
Specific modules are used at the start, middle, or end of a script. For a list of error
messages that you can see with each module, see Error Messages.

Start Module

Incoming Call Module

Center Modules

';A'rgaennstf/e\:ohi/f:dl\:fe“ M Query Module
I:,,“:ﬁ:“ Machine M Set DNC Module

Case Module E:I Iterator Module Set Variable Module
Conference Module Language Module Skill Transfer

Module
Contact Update Module Il;,c:cc:‘lj(:z!Contact Record System Info Module
|§| Foreign Script Module Menu Module @ ;zdda:; System Info
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ﬁ Get Digits Module Play Module Voice Input Module
Transfer and Terminating Modules

Extension Transfer ] Voicemail Transfer = Start on Hangup
E Module Module E Module

Third Party Transfer
@ Module Hangup Module

Important

Incorrect regular expressions in IVR modules are no longer executed for a long
time. They are now stopped after one second.

Incoming Call Module

The Incoming Call module is the first module of all IVR scripts. By default, it is already in
the work area when you create a IVR script. You cannot remove this module from the
work area. You can name the module, but you cannot assign properties to it. See IVR.
Modules for the description.

@ (x]

General

The Incoming Call Module is a mandatory module used to represent the

beginning of an IVR Script.

Module Name: | IncomingCall

Save Cancel

Hangup Module

Use this module to disconnect a call, which ends the script. If the script was started
from another IVR script, this module returns the call to the initial script.
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@

]

General  Disposition

The Hangup Module can be used to represent the end of an IVR Script,
disconnecting the call or returning the call to the foreign script that invoked the
IVR Script.

Module Name: Hangup
v Overwrite last module's disposition
If the script is called from other script

| Return to calling script

Set IVR.error_code to:

® Constant 0 SUCCESS ~
Variable
Set IVR.error_desc to:
Constant

Save Cancel

General tab.

e Module Name: Name of the module specific to the script or the campaign.

e Overwrite last module's disposition: If a disposition was assigned in the
previous module in the script, this option enables you to change the disposition
for the call.

° Enables the Disposition tab.

* If the script is called from other script: If the current script follows another
script, select how to exit the current script:

° Return to calling script: continue with the parent IVR script.
° Set IVR.error_code to:
° Constant: Specify the error code to return to the parent script.

° Variable: Specify the contact, system, IVR, or call variable to use for the
error code that is returned to the parent script.

Disposition tab.

e Caller Disconnected: Default disposition.

e Add: Select this button to add a disposition.
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e Add Variable: Select this button to add a variable that contains the value of the
disposition you want to set.

* Remove: Select this button to remove a disposition.

For more information about dispositions, see Selecting Dispositions.
) £

General  Disposition

Disposition for this flow:

[E caller Disconnected

Add Add Variable Remove

Save Cancel

Start on Hangup Module

This module enables you to start another process when callers hang up before reaching
a termination module, a transfer module, or the Hangup module. You do not need to
configure this module.

@ (x]

General

Start on Hangup Module - starting point of IVR flow that is activated when
a caller hangs up before reaching an IVR termination module.

Module Name: | StartOnHangup4

Starting module for post-hangup processing branch.This branch is activated only if a
caller disconnects before completion of the main script.

|_ Save | Cancel
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Troubleshooting an IVR Script

Note: The VCC Debugger does not support loopback numbers. These numbers
are used for internal calls within the same domain and are not reachable
outside of Five9.

Use the Five9 VCC Debugger to troubleshoot an IVR script. To access the debug tool, do
the following:

1 Navigate to the Campaign properties DNIS tab.

2 Click Set Params > Start.
The Five9 VCC Debugger screen opens.

3 Select the session type and system variable, and enter the value.

4 Click Start in Browser to launch.

When the debug tool is launched, it will be triggered when the information
entered is matched. Once the information is matched, the debugger will
navigate the IVR script and verify whether or not the script is accurate.

5 If an error is found, the module(s) with an error is highlighted in red. Click the
highlighted module name to display the details in the browser.

The debugger will run through the modules included in the script. Some modules
contain more information than others.
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The following are the modules outlined in IVR Modules. For a list of error messages
that you can see with each module, see Error Messages.

Agent/Voice Mail Transfer Module Menu Module

Answering Machine Module Natural Language Processing Module
Case Module Play Module

Conference Module Query Module

Contact Update Module Salesforce Module
Extension Transfer Module Set DNC Module

Five9 Rules Engine Module Set Variable Module
Foreign Script Module SFDC Einstein Module

Get Digits Module Skill Transfer Module

If/Else Module System Info Module

Input Module Third Party Transfer Module
Iterator Module Update System Info Module
IVA Transfer Module Voice Input Module
Language Module Voicemail Transfer Module

Lookup Contact Record Module

Agent/Voice Mail Transfer Module

The Agent/Voice Mail Transfer module is a termination module that enables you to
transfer calls to agents or to voicemail.

If Agent Transfer is selected then the interaction is routed to the specified agent.

Note

You can also route by agent extension id or by variable. Additionally,
Five9 supports the module’s transfer to any available agent option.

Agent Assignment for Text Channel Interactions

The following rules apply to agent assignment for text channel interactions.
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Transferring to a Specific Agent

An interaction is assigned to an agent when the agent identified by the agent transfer
module is:

e loggedin

e Ready

e Available

¢ Not at interaction capacity

Transferring to Any Available Agent

To transfer to any available agent, select to enable the Transfer to any available agent
option. The text interaction is routed to any available agent, chosen using longest-wait
algorithm. If there are no available agents then the interaction is routed to the default
skill for the profile. Because you may not use call variables that contain sensitive
information in this field, these variables do not appear in the menu even if they exist in
the Call Variables folder of the VCC.

For text channel interactions, Five9 stops processing the IVR script after using an agent
transfer module regardless of agent availability.

If a user abandons the chat session while waiting for an agent to accept that
interaction, it is not assigned to the agent selected by the agent transfer module.

The Text Channels Administrator Console setting Ignore Agent Interaction Limits for
Transfers and Conferences does not apply to interaction limits for this module. The
text interaction is assigned to an agent only if the current interaction capacity is less
than the maximum allowable capacity, regardless of this option setting in SCC.

Agent/Voicemail Assignment for Voice Interactions

This module enables voice interaction transfer to agent, skill, or voicemail options to
exit an IVR script.

General Tab

Agent Tab
Voice Mail Tab

Prompts Tab
Dispositions Tab
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General Tab
LY [x]

General  Age Voice Mail  Prompts  Disposition

The Agent/Voicemail Transfer Module can be used to queue callers and play in-queue hold music and announcements until the callers are routed to
a specific agent or agent's voicemail, or the Default skill.

Module Name: AgentTransfer3

Select one of the following functionalities:
Transfer to any available agent
Agent Transfer

Max Queue Time (mm:ss): 01:00
Max Ring Time (secs): 15 (&
Pause Before Transfer (secs): 0|

Queue Calls When Agent(s) Not Ready
Set agent to Not Ready if no answer

Enable Music On Hold

Action for Recorded Files: Keep as Recording

Save Cancel

¢ Transfer to any available agent: Enables the Voice Mail tab.
e Agent transfer: Enables the Agent tab.

¢ Max Queue Time: Maximum number of minutes and seconds allowed for calls in
a queue.

e Max Ring Time: Maximum number of seconds allowed for agents to answer
calls.

e Pause Before Transfer: Number of seconds before transferring a call to a
selected agent.

e Queue Calls When Agent(s) Not Ready: Whether to add calls to a queue for the
maximum queue time specified when agents are not available:

° Enabled: Calls are placed in a queue.
° Disabled: Calls are transferred immediately to voicemail.

e Set Agent to Not Ready If No Answer: Whether to change an agent's status to
Not Ready if the agent does not answer the call within the Max Ring Time.

° Enabled: Agent's status is changed.
° Disabled: Agent's status is not changed.

e Enable Music On Hold: Whether to play an audio file when the caller is waiting
in the queue.
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e Action for Recorded Files: Method for handling the recorded files gathered by
the previous modules. See also Using Recorded Files.

° Keep as Recording: Save recorded files as a recording to access from
reports. The recorded files are not sent to the agents or skills.

° Send to Agent: Routes recorded files to the agent. If agents are not
available and the voicemail option is enabled, the recorded files become

part of the voicemail message.

Agent Tab

Enabled if you selected Agent Transfer in the General tab. Transfers the call to either

and agent or to an extension.
@ [x]

General Agent Voice Mail Prompts

Disposition

= Agent Name
! Constant

Variable

Extension

Constant

Transfer to any agent if specified one is unavailable

Save Cancel

e Agent Name: Agent who receives the transfer after the maximum queue time

expires:
° Constant: List of your agents.
° Variable: List of your contact, system, agent, call, IVR, or user CAV
variables. Only string variables are allowed.

Note
If the assigned agent is unavailable, such as logged out, not ready, or at
capacity, and Transfer to any agent option is not enabled, the system

will seek alternatives in this order:
1 Default agent specified in system variable.
2 Default skill specified in system variable.
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e Extension: Extension who receives the transfer after the maximum queue time
expires:
° Constant: Specific four-digit extension.
° Variable: List of your contact, system, agent, call, IVR, or user CAV
variables.

* Transfer to any agent if specified one is unavailable: Whether to transfer the
call to any available agent if necessary.
° Enabled: Transfer the call to any available agent.

° Disabled: Seek transfer to defaults specified above (Agent Name).

Voice Mail Tab
Enabled if you selected Transfer to any available agent in the General tab.
@ X

General Voice Mail Prompts  Disposition

Leave voicemail
Agent Name
Constant

Variable

Extension

Save Cancel

Typically used to send calls to a general voicemail user account. You can create a user
account to capture general messages after selecting a skill group in the Skill Transfer
module.
e Leave voice mail: Whether to enable voicemail messages for the agent or
extension.

e Agent Name: Voice mailbox to receive the transfer after the maximum queue
time expires:
° Constant: List of all your agents.
° Variable: List of your contact, system, agent, call, IVR, or user CAV
variables. Only string variables are allowed.
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e Extension: Extension to receive the transfer after the maximum queue time
expires:
° Constant: Specific four-digit extension.
° Variable: List of your contact, system, agent, call, IVR, or user CAV
variables.

Prompts Tab

List of default and custom prompts in the Prompts folder. You can add one or more
prompts from a file, a variable, or from the TTS builder. You can arrange the prompts in
any sequence. Between prompts, you can add brief pauses (milliseconds).

@

General Voice Mall  Prompts  Disposition

Exit The Module in Case of A Prompt Exception

Type Text/ File Name

Add -

Save Cancel

e Exit the module in case of a prompt exception: Whether to exit the module if
the prompt cannot be played.
° Enabled: Exits the module when the prompt cannot be played.

° Disabled: Does not exit the module. The defective prompt is ignored.

Dispositions Tab
The default disposition is Abandon. For more information, see Selecting Dispositions.

Answering Machine Module

The Answering Machine module is used to determine if the call is answered by a person
or a machine and to route calls according to the script.
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Important: If you plan on requiring this functionality, the only supported
location is the first module after the Incoming Call Module. Using the
Answering Machine Module later in the flow is not supported and may trigger
error 1400.

The parts of the module are used as follows:

e Answering machine: Module branch used when the system determines that the
call is answered by the recording of an answering machine. In this case, the
script proceeds to the next module, which is usually a Play module that contains
a recorded message followed by a Hang Up module.

* Live person: Module branch used when the system determines that the call is
answered by a person. In this case, the script proceeds with the rest of the
script.

If you omit this module, the beginning of the recorded message of the following Play
module is cut off while the answering machine greeting is played.

@ (%]

General

The Answering Machine Module can be used to automatically determine
——— whether an answering machine has answered a call, and indicate to the IVR Script
=== whether the call was answered by a machine or a live person.

Module Name: AnswerMachine2
v Wait for Answering Machine Tone

Maximurm Wait Time (secs): 20

Save | Cancel

* Wait For Answering Machine Tone: Whether to wait for a tone. This option is
typically used when the answering machine tone may not be immediately
detected.

° Enabled: Wait for a tone

° Disabled: Do not wait for a tone.

Important: When this option is enabled, the system waits the
configured maximum wait time, anticipating the tone at the end of the
voicemail greeting. After the configured maximum wait time, the system
proceeds to the next module, typically a Play module with a recorded
message. In a case where the answering machine message exceeds the
configured maximum wait time, the recorded message may be
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abbreviated or not heard at all, or the call may be disconnected while
the voicemail greeting is still playing.

¢ Maximum Wait Time: Applies if you enabled the answering machine tone
option. Number of seconds to wait for the answering machine greeting. The
default is 20 seconds.

Case Module

The Case module enables you to create as many branches as you need to handle all the
possible user input or the information contained in a variable. Each possible case must
have its own branch.

Example

A Get Digits module contains this prompt: For Sales, press 1. For Support, press
2. The Get Digits module is followed by the Case module that contains the
BUFFER variable with the values 1, which is leads to the Sales branch, and 2,
which is leads to the Support branch. In this case, the Case module has three
branches: Sales, Support, and No Match to handle all other caller input.

For more example, see also Creating an IVR Script and Creating an IVR Loop.

@ [x]

General

the IVR Script logic based on the value of a variable or input previously

x The Case Module can be used to select one of many multiple branches in
provided by a caller.

Module Name: | Case3

Variable: __BUFFER__ ~
Comparison Type Value/Variable Branch Name
Equals 1" Sales
Equals "2 Support
No Match
Add Remove Edit Up Down

Save Cancel
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e Variable: Variable that stores the caller’s input, for example when the Case
module follows the Get Digits module. Use the default variable (BUFFER), select
one from your contact, system, agent, call, IVR, or user CAV variables, or create
custom variables in the Script > Variables menu. You can add, modify, delete,
and order variables as needed. Represents the left variable in the equation.

e Table: Comparison Type Value/Variable Branch name: Represent the operator,
the right variable, and the exit from the module, for example:

Variable Comparison Type Value/Variable Branch name
BUFFER  equals 1 Sales

e No Match branch: Default branch used when the comparison does not match
the available options. For example, if the prompt specifies to press 1 or 2, but
the caller presses 3 or nothing, the script uses the No Match branch to exit the
module.

e Condition window: Menu that enables you to define the right variable of the
equation.

© (%]

Variable: BUFFER
Branch Name: |
Comparison Type:  Equals
* Constant

Variable

Cancel

e (Left) Variable: Always BUFFER.

e Branch Name: Exit from the module. Branch names can contain up to 50
characters.

e Comparison Type:
° Equals: Exact match
° Like: Supports wildcards % and _.
° RegExpr: Regular expression that matches specific characters.
° IsNULL: Empty field
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¢ (Right) Variable:
° Constant: Specific value that you want to find.

° Variable: List of your contact, system, agent, call, IVR, or user CAV
variables.

Conference Module

The Conference module enables callers to add other parties to a conference call. Callers
entering this module are prompted to enter a phone number to invite a participant.
The module dials the number and connects the second party to the first caller.
Participants can leave the conference at any time. Except while adding a conference
participant, the first caller can leave the conference or hang up. At that time, the
conference is discontinued, and all participants are disconnected.

If your domain is not enabled for the E.164 format for international phone numbers,
agents must enter 10 digits to conform to the North American Numbering Plan. If your
domain is enabled for the E.164 format, agents must enter phone numbers for all calls
according to your configuration: in your national format or up to 15 digits, starting with
the plus (+) sign and the country code. If you do not specify a format, the VCC uses the
E.164 format for all numbers. For more information, see the Basic Configuration
Administrator's Guide.

General Tab

Participants Tab

Prompt Tab
Dispositions Tab
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Conference Module

General Tab
@ %]

General Participants Prompt  Disposition

m The Conference Module can be used by callers to add conference participants via the IVR.

Module Name: Conference?2

Max Mumber of Participants: 3|C
Switch to a New Participant Adding Mode:  * v
Digit to Leave Conference: #

Make Recording of the Conference

Save Cancel

e Max Number of Participants: Maximum allowed number of conference
participants. If the number is exceeded, add a prompt on the Prompt tab to
inform the person who is managing the conference.

e Switch to a New Participant Adding Mode: DTMF button to access the
conference option to enter a new participant phone number for the conference.
The default is the star (*) key.

» Digit to Leave Conference: DTMF button to exit the conference. The default is
the pound (#) key.

e Make Recording of the Conference: Whether to save the conference as audio
file. The recording is available in reports. See also Using Recorded Files.

Participants Tab

e Prompt: Default prompt comprising two TTS prompts. You can add prompts
from a file, a variable, or the TTS builder. You can arrange the prompts in any
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sequence. Between prompts, you can add brief pauses (milliseconds).

@ [x]
Interruptible
Type Text / File Name
TTS You can add up to 3 participants.
TTS Press star at any time to interrupt the conf...
TTS Press "pound” to leave the conference.
Pause 2,000 msec
TTS Press "star’ now to add the first participant.
Add - Remove
Add File
Add File from Variable oK | Cancel
=== AddPause
Add TTS

Add Multilingual Prompt

e Interruptible: Whether to stop playing the prompt as soon as the requested
operation is completed.

° Enabled: Stop playing the prompt.
° Disabled: Finish playing the prompt in all cases.

¢ Max Number of Attempts: Number of attempts to enter the phone number of a
new participant.

* Events: Error messages and actions requested from users to resolve the
problem. You can add prompts from a file, a variable, or the TTS builder. You can
arrange the prompts in a specific sequence.
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@ [x]

General Participants  Prompt  Disposition

Entering a New Participant's Phone Number

Prompt:

Please enter a phone number. When connected, press “star” to add the conference part... Edit
Max Mumber of Attempts: 3| C
Events:

Event Event's Prompt Action

NoMatch NoMatchPrompt reprompt

Nolnput NolnputPrompt reprompt

Edit

Return to Conference

Return to Conference with New Participant: | * v

Reject to Add a New Participant: # ~

Save | Cancel

Prompt Tab

Prompts that are played during different stages of the conference. You can add one or
more prompts from a file, a variable, or from the TTS builder. You can arrange the
prompts in any sequence. Between prompts, you can add brief pauses (milliseconds).
All prompts can be interruptible.
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@ conference Module Properties
General Participants Prompt  Disposition

On Module Entering
Prompt:

You can add up to 3 participants. Press star at any time to interrupt the conference for a...

If No Participants Left
Prampt:

There are no participants in the conference at the moment. Press "star” to add a particip...

If Number of Participant exceeded
Prompt:

The allowed number of participants is exceeded.

Save

Conference Module

Edit

Edit

Edit

Cancel

e On Module Entering: Default TTS prompt played when a user enters the
conference. This prompt comprises four TTS prompts and a pause.

¢ If No Participants Left: Default TTS prompt played for the person who created
the conference when all other participants have left the conference. The prompt
is repeated every 10 seconds if the caller does not enter a key. After three

attempts, the module is exited with an exception.

¢ If Number of Participants Exceeded: Default TTS prompt when the maximum
number of participants has been reached. The menu item for interruptible

prompts is disabled.

Dispositions Tab

The default disposition is No Disposition. For more information, see Selecting

Dispositions.
For example, you can add dispositions to handle these events:

e A prompt is repeated if the caller does not press a key for 10 seconds. After

three attempts, the module is exited with an exception.

e The caller is disconnected while the module is being processed.

117 Interactive Voice Response (IVR) ¢ Administrator’s Guide



Modules

Contact Update Module

Contact Update Module

The Contact Update module enables you to use the current call data to create or
update a contact record and to attach an existing contact record to the call.

@ [x]

General

that is currently associated to the call or create a new Contact Record based

@ The Contact Update Module can be used to update the Contact Record
on data gathered about the caller in the VR Script.

Module Name: | ContactUpdate4

Contact Record
® Update selected Contact Record
Update if it is selected, create new otherwise
Create new Contact Record

Do not change Centact Record

Fields: ® Selected All

number1
number2
number3
first_name
last_name

Contact Variables
Do not change Contact variables

#® Synchronize Contact variables with Contact Record

Reset Contact variables
Attached Contact Record
Replace with selected Contact Record

|_ Save | Cancel

e Module Name: Name that represents the role of the module in the IVR script. In
Visual IVR scripts, the name is converted to text that appears in the heading of
the IVR window.

e Contact Record: Action to take with the current call data of the record:
© Update Selected Contact Record: Update the record with the call data by
using the contact fields below.
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° Update if it is selected, create new otherwise: update by using the contact
fields below.

° Create New Contact Record: Create a contact record by using the contact
fields below. A new record is considered a current record and CRM_ID is
changed accordingly.

° Do not change Contact Record: You cannot change the record because
the contact fields below are disabled.

e Fields: List of contact fields that you can use to update the contact record in the
first three options above.

¢ Contact Variables: Action to take with the contact variables:

° Do not Change Contact Variables: Makes no update to the contact
variables.

° Synchronize Contact variables with Contact Record: Enables you to set
values from the variables if the corresponding fields are not checked for
update.

° Reset Contact Variables: Enables you to assign default values, such as an
empty string, or 0, for all variables.

¢ Replace with Selected Contact record: Whether to replace the attachment with
another contact record:

° Enabled: Replaces the attachment with a contact record that you define.
° Disabled: Maintains the riginal contact record.

SFDC Einstein Module

The SFDC Einstein module enables you to integrate your implementation with the
Salesforce Einstein Platform Service technologies, including Einstein Vision and Einstein
Language. This section describes how to use Einstein Language to identify sentiment
and intent to provide enhanced routing decisions and recommended next best actions
to your agents. To use SFDC Einstein, you need to train the Einstein engine to your
requirements. For more information about Einstein training model development,
features, and capabilities, see the Salesforce Einstein documentation.

You can access the SFDC Einstein script for non-editable viewing at IVR Scripts >
Service Scripts > SFDC Einstein. To edit the files, right-click the script name and select
make a copy, then rename and save or go directly into the IVR builder.
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@

Actions Options View Help
- @ X PO 2 Y
£3 Service Scripts
§) EXAMPLES. Five9. ChatRoutedBySenderDomain
) EXAMPLES. Five9. ChatRoutedBySubject
& EXAMPLES. Five9. Einstein
€ EXAMPLES. Fived. EmailRoutedByEinsteinintent
€ EXAMPLES. Five9..EmailRoutedByEinsteinSentiment
EXAMPLES. Five9..EmailRoutedByMainRecepient
) EXAMPLES. Five9. EmailRoutedByNLPCategory
@ EXAMPLES. Five9. EmailRoutedByNLPSentiment
§ EXAMPLES. Five9. EmailRoutedByNLPSpamDetection
@ EXAMPLES. Fived..EmailRoutedByRulesEngine
€ EXAMPLES. Fived. EmailRoutedBySenderDomain
© EXAMPLES. Five9. EmailRoutedBySubject
Q EXAMPLES. Five9..NLP
€ Fivea NLP
§ Fived Rules Engine

| §# SFDC Einstein |
£ Misc IVR Files
3 Prompts

The SFDC Einstein module is a pre-packaged IVR script within a module; the example
file is shown below.

@

Actions  Script  Help

DHEPOPARECAPCROLLATHRN=ERI LA @8

intent

intentPars?
i; ELSE » %

santiment 0K

@ >@

vision

&

IncomingCal... unauthori...

ParamsErr ErrDescr SrvErr

{el=—14

You can view each module used within the script. For example, opening the properties
for the first Case module within the SFDC Einstein script shows the distribution for
sentiment, intent, and vision.
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SFDC Einstein Module

@ [x]

General

the IVR Script logic based on the value of a variable or input previously

x The Case Module can be used to select one of many multiple branches in
provided by a caller.

Module Name: | type

Variable: IPredictType v
Comparison Type Value/Variable Branch Name
Equals "intent” intent
Equals "sentiment” sentiment
Equals "vision” vision
No Match
Add Remave Edit Up Down

Save Cancel

You can drag the SFDC Einstein module directly to your canvas, or create a duplicate of
a prepared script and substitute your domain-specific information. The example below
shows a script designed to route by SFDC Einstein-determined intent.

@ M E1E

Actions  Script  Help

CEPPARBOAPOCRLHLETZNERRLOL §a8

Sales toSales
Opportni
ingCall insteinCon. j
IncomingCalld Eint feulcaﬂw intent categond ~ orderChn toSy Hangu
: TE x PwdHel 1 >
Billin O tololayt

ghio Match » El o

Once you have made a duplicate script, or otherwise introduced the SFDC Einstein
module to your IVR script, right-click or double-click to access the module properties.
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SFDC Einstein Module

@ [x]

General Parameters

Integration with SalesForce's Einstein engine
g Input variables

Module Name: | EinsteinConnector

@ [x]

General  Parameters

Initiating of Called Script Variables

Called Script Variable Value/Current Script Variable
auth_profile_name auth_profile
IDocument QOmni.subject
IModelld modellD
IPredictType "intent”
Add Remove Edit

Pass Contact variables to the called script

Returned Variables
Called Script Variable Current Script Variable
OResponse __ExtContactFields__
Add Remaove Edit

Return Contact variables from the called script

Save Cancel

You can rename the module in the General tab and assign your specific parameters in
the Parameters tab.

Properties

General Tab
Parameters Tab
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SFDC Einstein Module

General Tab
@ [x]

General Parameters

Integration with SalesForce's Einstein engine
“d
Input variables

Module Name: | EinsteinConnector

¢ Module Name: Name shown in IVR builder.

Parameters Tab

¢ Input Parameters: Contains called script with variable parameters:
@ [x]

General  Parameters

Initiating of Called Script Variables

Called Script Variable Value/Current Script Variable
auth_profile_name auth_profile
IDocument Omni.subject
IModelld modellD
|PredictType "intent”
Add Remave Edit

Pass Contact variables to the called script

Returned Variables

Called Script Variable Current Script Variable
OResponse __ExtContactFields__

Add Remaove Edit

Return Contact variables from the called script
Save Cancel

auth-prof-name: Name of an authorization profile configured for Einstein
engine in VCC.

° IModelld: Name of a module that is specified in SFDC Einstein. See
Einstein documentation.
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SFDC Einstein Module

° IPredictType: Type of Einstein API. Supported values:

— sentiment
— intent
— wvision
° IDocument: String to be sent to Einstein. Required for sentiment and
intent types.
° ISamplelLocation: URL for an image file. Required for vision only.
Select check box to pass contact variables to the called script.

e Output Parameters: Contains response attributes listed as KVList pairs with

parameters of the model and their probabilities evaluated by SFDC Einstein.

° For sentiment, the keys are strings positive, negative or neutral. The
associated values are their probabilities.

Example
_ ExtContactFields = { "positive":"0.8673582",
"negative": "0.1316828", "neutral":" 0.0009590242" }

° For intent the keys are intents defined during the model training. The
associated values are their probabilities.

Example
___ExtContactFields = { "sales":"0.8673582",
"support":" 0.1316828", "human

resources":"0.0009590242" }

° For vision the keys are recognized objects defined during the model
training, the associated values are probabilities of the recognition.

Example

ExtContactFields = {"Beaches":"0.97554934",
"Mountains":"0.024450686"}

¢ Possible Errors:

° 91: System errors; any problem while connecting to Einstein or parsing a
response.

° 92: Inconsistent or unspecified input parameters.
° 93: Auth_profile_name not specified.
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Example IVR Scripts with SFDC Einstein Module

To see an example as a reference before you create your own, you can open any of the
example SFDC Einstein files listed under the IVR > Service Scripts subfolder. You can
copy and rename any of the example scripts to use in your contact center routing.

@
Actions Options View Help
- a X P O 2 Y

£ service Scripts
€ EXAMPLES. Five9. ChatRoutedBySenderDomain
Q EXAMPIES Fivad ChatBautadBySihisnst
9 EXAMPLES. Five9..Einstein
© EXAMPLES. Five9. EmailRoutedByEinsteinIntent
@ EXAMPLES. Five9. EmailRoutedByEinsteinSentiment
‘Eg EXAMPLES. FiveS. .EmailRoutedByMainRecepient

Extension Transfer Module

The Extension Transfer module transfers a call to an agent after the caller enters a four-
digit extension. The module plays the prompt Please enter the extension of the party
you wish to reach. If a user account matches the extension number, the call is
transferred to the agent or to voicemail if the agent is not available.

This module combines the Get Digits and two Play modules with standard files played
during the module execution (input prompt) and on wrong user input.

Because this module has two connector ports, it can be used as a termination module
and as a child module. If a Play module precedes the Extension Transfer module, the
prompt in the Extension Transfer module is not played, which enables you to add
customized instructions for entering an extension in the Play module.

This module handles invalid entries and extensions as follows:

e When the Extension Transfer is used as a termination module, this module plays
the message Extension xxxx is not available followed by Please enter the
extension of the party you wish to reach. The caller may enter an extension up to
three times. The call is disconnected after three invalid entries.

e When the Extension Transfer is followed by another module, the IVR script
proceeds to the following module.
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Extension Transfer Module

General Tab
@ x]
General

The Extension Transfer Module can be used to allow callers to provide a 4-digit
extension of the agent with whom they wish to speak.

Module Name: ExtensionTransfer2

Termination Digit: #

Max Silence (secs): 2|3
Max Time to Enter Digits (secs): 20

Clear User Input

Save Cancel

¢ Termination Digit: Option for callers to exit the module without entering an
extension by pressing the key specified.

° Enabled: the possible options are # (pound) and * (star).
° Disabled: the value N/A disables the option.

e Max Silence: Number of seconds that the module waits between digits when
callers are entering the extension. The default is 2 seconds.

e Max Time to Enter Digits: Number of seconds that the module waits for callers
to finish entering the extension. If callers exceed the time, the IVR script
proceeds to the next module or repeats the current module. The default is 20
seconds.

e Clear User Input: Whether information entered by the caller before reaching
this module is erased.

° Enabled: delete all user input before the Extension Transfer module.

° Disabled: do not enable if you have a prompt that provides instructions
before the Extension Transfer module.

Dispositions Tab

The default disposition is Transferred to 3rd Party. For more information, see Selecting
Dispositions.
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Five9 Rules Engine Module

The Five9 Rules Engine module enables you to provide more granularity to your email
distribution. You can send key-value attributes as requests to the rule engine. The rule
engine returns the list of attributes updated by your defined rules file. This module
executes rules and updates the database with tags, attributes, and/or next best

actions.

You can access the Five9 Rules Engine from the IVR Builder toolbar.

Five9 Rules Engine

Drag

and drop to add module

For your reference, you can access a read-only reference of the Five9 Rules Engine
script at IVR Scripts > Service Scripts > Five9 Rules Engine.

@
Actions Options View Help
- X r0o |2 Y

3 Service Scripts

) EXAMPLES..
€ EXAMPLES..
@ EXAMPLES..
@ EXAMPLES..
€ EXAMPLES..
© EXAMPLES..
€ EXAMPLES..
€ EXAMPLES..
€ EXAMPLES..
© EXAMPLES.,
€ EXAMPLES..
€ EXAMPLES..
€ EXAMPLES..

§ Fiveg NLP

Five9..
Fived..
Fived..
Fived..
Five9..
Five9..
Fived..
Fived..
Fived..
Five9..
Fived..
Five9g..
Fived..

ChatRoutedBySenderDomain
ChatRoutedBySubject

Einstein
EmailRoutedByEinsteinIntent
EmailRoutedByEinsteinSentiment
EmailRoutedByMainRecepient
EmailRoutedByNLPCategory
EmailRoutedByNLPSentiment
EmailRoutedByNLPSpamDetection
EmailRoutedByRulesEngine
EmailRoutedBySenderDomain
EmailRoutedBySubject

NLP

«? Five9 Rules Engine
€ SFDC Einstein

£ Misc IVR Files

£3 prompts
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The Five9 Rules Engine module is a pre-packaged IVR script within a module. The read-
only example is shown below.

@ HEE
Actions  Script  Help

LEPPARBCAPORERSLETDNaEBALILDL B

serializeAttrs RuleEngines..

You can view each module used within the script. For example, if you open the
properties for the first Set Variable module, it shows the request attributes. This value

is sent to query the Five9 real-time rule engine. The response is received as a list of key-
value pairs.

@ [x]

General

The Set Variable Module can be used to set or update the value of an IVR
Variable or Call Variabla.

Module Name: | serializeAttrs

Variable Assigned Variable, Constant, or Function
__BUFFER__ TOSTRING(RequestAttributes)
Add Remove Edit Down

Save Cancel
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In addition to the attributes received, the rule engine may also use the body of the
email to enhance routing decisions. You can use regular expressions or a Drools file. In
your Five9 Rules Engine definition file, the attributes are in the DynamicAttributes
object; the email body is located in the getBody () method in the workitem object. The
rule engine also returns the list of attributes received in the request. For information
about creating a Drools file, refer to the Engagement Workflow chapter of the
Five9Digital Engagement Administrator's guide.

The following example shows a sample criteria KVList for email spam filtering.
{'"1':'Undeliverable','2':"'MAILER-DAEMON', '3"':"'Automatic
Reply','4':'Delivery Status Notification','5':'OPT
OUT','6':'Instagram','7':'wine','8':'erection','9':'Online phar-
macy','10':'Viagra','11':'Vicodin', '12"':'Xanax"', '13"':'Reverses
aging', '14':'Lose weight', '15': 'Removes
wrinkles','16':'Valium','17':'Cures bald-

ness','18':'hormone', '19':'Diarrhea', '20':"'As seen on',"'21':'Buy dir-
ect','22':'Earn $','23':'Make $','24"':'One time mailing','25':'Weight
loss','26'":'All nat-
ural','27':'50%0ff"', '28"':"Heute', '29"': '"Morgen', '30"': "benutzen', '31"': "'kdn-
nen','32':'gehen','33"':'machen','34"':'und"', '35"':

'das', '36':'out of the office','37':"'"free','38':'win'}

Called script variables are sent and returned by using the rules engine module and
Drools file.
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General Tab

Five9 Rules Engine Module

]

General

é

Parameters
Integration with Fived's Real Time Rule Engine

Input variables

Module Name: | Modube Name Here|

Save

Cancel

¢ Module Name: Name shown in IVR builder.

Parameters Tab

¢ |nitiating of Called Script Variables: Contains called script with variable
parameters:
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Five9 Rules Engine Module

© [x]

General Parameters

Initiating of Called Script Variables

Called Script Variable Value/Current Script Variable

Add Remove Edit

Pass Contact variables to the called script

Returned Variables

Called Script Variable Current Script Variable

Add Remove Edit

Return Contact variables from the called script

Save Cancel

Important

The Five9 Rules Engine evaluates messages up to 20,000 characters in
length. Messages exceeding this limit may be distributed to the default
skill associated with the assigned profile.

° Response transformation field: Add regular expressions enclosed in
parentheses. Regular expressions are automatically added to the RegExp
Group field.
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Foreign Script Module

Example

This expression matches the first instance of one or more
characters.

<State>(.”?)</State>-<City>(.+2)</City>(.+?)

° Map the expressions to IVR variables in the RegExp Group field. Assign the
result to a variable. In this case, the result is assigned to the city variable.

Enable option to pass contact variables to the called script.

¢ Returned Variables: Contains response attributes listed as key-value pairs.

© [%]

Called Script Variable

ResponseAttributes
Type: KVLIST

Description:

Current Script Variable to Assign to

Description:

Cancel

Foreign Script Module

The Foreign Script module enables you to use an IVR script that contains at least one
variable in the current script. The variables of the foreign script enable you to set the
variables in the current script so that variables are returned in your current script. For
example, you can use the same search script in multiple scripts. You can use the
Foreign Script module after any module with defined variables.
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Foreign Script Module

Because you may not use call variables that contain sensitive information in this field,
these variables do not appear in the menu even if they exist in the Call Variables folder
of the VCC.

General Tab

@

%]

General Parameters

Script into a collection of simpler linked IVR Scripts, or to use a common IVR

C The Foreign Script Module can be used to divide a single complex IVR
Script function across all IVR Scripts, such as a customer lookup.

Module Name:  ForeignScript8

Called Script:

[ save || cancel

e Called Script: List of your scripts. When you select a script, the Parameters tab is
enabled, but the menus are disabled unless the foreign script contains variables.

Parameters Tab

Because you may not use call variables that contain sensitive information in this field,
these variables do not appear in the menu even if they exist in the Call Variables folder
of the VCC.
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Foreign Script Module

¢ [nitiating Called Script Variables: Variables to pass to the foreign script.
@ [x]

General Parameters

Initiating of Called Script Variables

Called Script Variable Value/Current Script Variable

Add Remove Edit

Pass Contact variables to the called script

Returned Variables

Called Script Variahle Current Script Variable

Add Remove Edit
Return Contact variables from the called script

Save Cancel

To set the variables of the foreign script to values of the current script, click Add.

@ (%]

Called Script Variable

__ExtContactFields__ ~
Type: KVLIST

Description:  Default variable for data exchange with 3rd party systems
Initial Value:  {}

Value Assigned by Current Script
# Constant Variable NULL

{

Cancel
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Get Digits Module

© Called Script Variable: List of variables in the foreign script, data type of
the variables, and optional description and initial value.

° Value Assigned by Current Script: Value to assign to the variable:
— Constant: Single value that you specify.

— Variable: >List of your user, IVR, and user CAV variables. When you
select a variable, the description is automatically populated.

— NULL: Empty field.

e Pass contact variables to the called script: Whether to pass contact variables to
the foreign script:

° Enabled: Contact variables are passed.
© Disabled: Contact variables are not passed.

e Returned Variables: Variables that store the returned data:

© Called Script Variable: List of variables in the foreign script, data type of
the variables, and optional description and initial value.

° Current Script Variable to Assign to: Variable that stores the returned
data. The list contains your user, IVR, and user CAV variables. When you
select a variable, the description is automatically populated.

e Return contact variables from the called script: Whether to accept contact
variables from the foreign script:

° Enabled: Contact variables are returned.
° Disabled: Contact variables are not returned.

Get Digits Module

The Get Digits module enables you to route the call by using digits entered by the caller
into a variable. When the module receives the correct digits, the IVR script proceeds to
the next module. The result of this module can be assigned to a string or integer
variable.

Important

When you use custom variables that contain sensitive data, the values are
replaced by##### in the VCC server logs and cannot be saved in the database.
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If your domain is not enabled for the E.164 format for international phone numbers,
agents must enter 10 digits to conform to the North American Numbering Plan. If your
domain is enabled for the E.164 format, agents must enter phone numbers for all calls
according to your configuration: in your national format or up to 15 digits, starting with
the plus (+) sign and the country code. If you do not specify a format, the VCC uses the
E.164 format for all numbers. For more information, see the Basic Configuration
Administrator's Guide.

When using Visual IVR scripts, you may also add images to pages and menus to
enhance your brand or to describe a product or service. However, you cannot add links
to images. For more information, see Page Tab.

For example uses, see Creating an IVR Script, Creating an IVR Loop, and Using an
Agent Extension in an IVR.

General Tab

Prompts Tab

Page Tab
Text Tab

Dispositions Tab

General Tab

@ (2]

General Prompts Page Text Disposition

The GetDigits Module can be used to accept DTMF (touch tone) input from callers, and optionally play audio files such as IVR menu options to prompt
E /] the caller for input.

Module Name: GetDigitsss

Target Variable: __BUFFER__

Input Format:

Maximum Number of Digits: 4|3
Termination Digit: #

Max Silence (secs): 2%
Max Time to Enter Digits (secs): 20 | ¢

</ Clear User Input

Collapsible

Save Cancel

e Module Name: Name that represents the role of the module in the IVR script. In
Visual IVR scripts, the name is converted to text that appears in the heading of
the IVR window.
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Get Digits Module

e Target Variable: List of user, contact, IVR, and user CAV variables that can store
the caller’s input. You can also create a set of custom variables in Script >
Variables.

e Input Format: Format template for the caller’s input. This table contains the
input format options for entering data:

Variable Data Type User Input

Date MMDDYY
MMDDYYYY
DDMMYYYY

Time HHMM
HHMMP

Currency S...8CC
.8

¢ Maximum Number of Digits: Number of digits allowed before proceeding to the
next module.

e Termination Digit: Option for callers to exit the module and proceed to the next
module by pressing the key specified.

° Enabled: the possible options are # (pound) and * (star).
° Disabled: the value N/A disables the option.

e Max Silence: Number of seconds that the module waits between digits. The
default is 2 seconds. Does not apply if the maximum number of digits is set to 1.

e Max Time to Enter Digits: Number of seconds that the module waits for callers
to finish entering digits. If callers exceed the time, the script proceeds to the
next module or repeats the current module. The default is 20 seconds.

e Clear User Input: Whether to erase the information entered by the caller before
reaching this module.

° Enabled: Delete all user input before this module.

° Disabled: Do not enable if you have a prompt that provides instructions,
such as pressing a key (termination digit) to exit the queue, before this
module. Otherwise you erase the caller’s input in the Play module.
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Prompts Tab

List of default and custom prompts in the Prompts folder. You can add one or more
prompts from a file, a variable, or from the TTS builder. You can arrange the prompts in
any sequence. Between prompts, you can add brief pauses (milliseconds). Each prompt
can be interruptible.

In Visual IVR scripts, TTS prompts are converted to text that appears in the body of the
IVR window.

@ [x]

General Prompts Page Text Disposition

Exit The Module in Case of A Prompt Exception

Type Text / File Name
TTS This is ABC company calling for telemarketing purposes

Add w Rei e Edit ! D Convert to ML P

Save Cancel

¢ Exit the module in case of a prompt exception: Whether to proceed to the next
module if a prompt error occurs:

© Enabled: Proceed to the next module.
° Disabled: Exit the script.

Page Tab

This tab contains the list of Visual IVR prompts that are shown visually in the
customer’s Web browser when a IVR script is executed.

e |[f this tab contains prompts, these are shown whereas prompts in the Prompts
tab are not.

¢ |[f this tab does not contain prompts, the prompts in the Prompts tab are shown.
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General Prompts Page Text Disposition
Header:
Type Text / File Name
Tt Tet
Add - Remove Edit Up Down Convert to ML Prompt
Body:
Type Text / File Name
Add w Remowe Edit Up Doiwni Caorvert to ML Prompt
Add File
|
Add File from Variable Cancel
| Add Text

Add Muttilingual Frompt

This tab enables you to add different types of prompts:

¢ File: URL of an image.

URL:

| |
carcel

¢ Add File from Variable: Variable that contains the URL of an image.
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@ [x]

Select a variable to get URL of an image from:

Opt_out.isDNC

Queue Callback Phone Mumber
Queue Callback Seed Number
Salesforce.domain_name
Salesforce Five9Agent
Salesforce Five9DINS
Salesforce.Omni.subject
Salesforce salesforce_id

ox [canee |

e Text: Formatted text that can contain variables. You cannot add images. If you
select a variable that contains the URL of an image, the URL is displayed.

e Custom Tag: For more information, see Using the Visual IVR URL.
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L) [x]
root>
Text
example text
<root example text
Add = Remave
Add Text
e Add Variable
example text Add Break

Add Paragraph
Add Heading
Add Span

Add Em
Add Small
Add Strong
Add Sub
Add Sup
Add Mark

Custom Tag

ok | Cancel

The text editor enables you to create HTML text that contains formatted text and
variables. You can customize the text with bold, color, and emphasis. Unlike breaks in
the TTS builder, which are associated with speech, breaks in this text editor add a line
or horizontal break. You can use the custom tag element to use specific HTML
elements. The Test button enables you to preview the HTML text.
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L)

roof>
p*
Example

<p
<root

R

Example

Paragraph (< p »)

Color: aqua
Text-align:  left
Font-family: Georgia

Font-size: Xx-5mal

Add w Remave

Test

carc

Text Tab

This tab enables configuration options for chat, SMS, email, and integration channels.

Use Visual IVR settings
Text only

Get Digits Module Properties

General Prompts Page Text Disposition

Type

Text ] File Name

Add w

Add Text
Add Multilingual Prompt

Remove Edit Up Down Convert to ML Prompt

- Cancel
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¢ Use Visual IVR Settings:
° Enabled: digital engagement interactions receive the data configured on
the Page tab.

Text only: If enabled, the XML/HTML are removed from the data
configured on the Page tab.

° Disabled:
— The Text only box is disabled.
— Add Text: Text and variables can be added.

— Add Multilingual Prompt: Only multilingual prompts with the type
TEXT may be used here.

Dispositions Tab

The default disposition is Caller Disconnected. For more information, see Selecting
Dispositions.

If/Else Module

The If/Else module enables you to route the script according to a condition, such as a
logical expression that uses variables and constants. The module has two branches:

e |f the condition is true, the flow uses the If branch.

¢ [f the condition is false, the flow uses the Else branch.
If you need more than two branches, use the Case module. When the condition is
boolean, you need to create only the If branch. Otherwise, the condition exits the
module by the Else branch. For examples, see Creating an IVR Script and Creating an

IVR Loop.
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General Tab

@

1]

General

Script based on a logical expression such as the value of a variable or input

% The If/Else Module can be used to select one of two branches in the IVR
previously provided by a caller.

Module Name:  IfElsed4

Condition Grouping:  All

Expression:

Criteria # Variable Operator Variable Value/Variable

Add Remove Edit Jp Dowr
[

| Save | Cancel

¢ Condition Grouping: Method used to join conditions:
° Any: Any defined criteria are valid. The expression 1 OR 2 is entered
automatically in the Expression field.
° All: All defined criteria must be valid. The expression 1 AND 2 is entered
automatically in the Expression field.
© Custom: Custom expression that describes how to use the criteria. This
option enables the Expression field.

e Expression: Logical expression that describes how to compare the conditions. If
you have a complex expression, suchas 1 AND 2 OR 3 AND 4, itis evaluated as
(1 AND 2) OR (3 AND 4) because AND is always evaluated before or.

e Condition table: Numbered list of conditions that you can add, modify, delete,
and arrange as needed. Criteria # represents the condition in the expression
field.
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¢ New condition window:

@ [ x]
Variable: | BUFFER__ .
Comparison Type:  Equals .
® Constant
Variable
oK Cancel

° Variable: Left variable to be compared to a constant or another variable.
List of your user, contact, system, agent, call, IVR, or user CAV variables.

° Comparison Type: The available operators depend on the data type of the
left variable.

Left Variable Comparison Right Variable

Types
INTEGER Equals INTEGER
NUMBER Less than NUMBER
CURRENCY More than CURRENCY
STRING Equals STRING
Like Like supports wildcards % and _.
RegExpr
DATE or Equals DATE or TIME in the specified internal
TIME Less than format
More than
For all IsNull Empty field

variables

© Right variable to be compared:

— Constant: Specific value. The only boolean values accepted are
lowercase true and false.

— Variable: List of your user, contact, system, agent, call, IVR, or user
CAV variables.
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Input Module

The Input module analyzes the words spoken by callers or DTMF digits. Phrase
recognition is based on predefined grammar. The meaning of the input is assigned to a
variable.

Digital Channels
Languages
Properties
General Tab
Prompts Tab
Events Tab
Confirmation Tab

Page Tab
Text Tab

Digital Channels

The Input module is not compatible with digital channels. If your domain is enabled for
digital channels, you see a warning when you use IVR scripts that contain this module
in inbound campaigns. If you choose to use the script, a warning icon is displayed in the
schedule description. The IVR schedule still works, but these incompatible modules are
skipped.

® SME Inbound Properties *

General Recording DNIS CallSurvey IVR Prompts Outbound Skils Dispositions Connectors Worksheet Script  E-Mail

IVR Schedule
Time Zone: | (GMT-07:00) US/Pacific, POT w
MName Day Time IVR Script Parameters Voice EMail
Al day long A\ Test Input Module
® Schedule rule: Default | Warning X
i IVR Script "Test Input Module" contains module(s) unsupported by "EMail”.
Mame: Default e 6 Input10
VR Script
Test Input Module w~
Parameters
Day
Days of Week 5un Mon || Tue Wed || Thu Fri Sat
Spedific Date J 5/22/18 Assign the script anyway?
Date Range From: J 5/22/18 To: J sf22f18 No
Time
All dav lona
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Languages

You may have the option to use a language other than English.

e If your domain is not enabled for the E.164 format for international phone
numbers, agents must conform to the North American Numbering Plan by
entering 10 digits.

e If your domain is enabled for the E.164 format, agents enter phone numbers
according to your configuration: in your national format or up to 15 digits,
starting with the plus (+) sign and the country code. If you do not specify a
format, the E.164 format is used for all numbers.

Properties

This section describes the options available in this module.

General Tab
Prompts Tab
Events Tab
Confirmation Tab

Page Tab
Text Tab
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General Tab
@

]

General Prompts Events Ceonfirmation Page Text Disposition

The Input Module can be used to analyze spoken caller input or DTMF for short phrases based on pre-defined grammars for numbers, credit cards, zip
codes, social security numbers, phone numbers, dates, time, and Boolean (Yes/No) phrases, so that the call will follow the appropriate branch in the IVR

application
Module Name: Input2
Variable: __BUFFER__ ~
Grammar: boolean
Properties:
Appl Property Value

v language en-Us

v y 1

7 n 2

Edit

Additional Returned Values:

Return Key Variable to Save Value
SWI_literal <Ignore>
Confidence Level <lgnore>
Max Attempts: 32

DTMF Help Button:  <None=>
Record User's Input as Audio File

Collapsible

Save Cancel

¢ Module Name: Name of the module in the script. In Visual IVR scripts, the name
is displayed in the heading of the IVR window.

e Variable: Value saved as the variable (list of user CAV variables).

e Grammar: Speech recognition grammar is information that you can collect to
obtain the meaning for the selected variable. Each type may have configurable
properties and additional returned values. Five9 supports 2 active grammars:
speech and DTMF. For detailed information, see Speech Recognition Grammars.

° alphanum: Values allow entry of string formatted the same way as the
input file. Non-alphanumeric characters (dash, space, and so on) are
permitted but ignored in the result. Applies only to string variables.

° boolean: Yes or no represented by y and n.

© ccexpdate: Card expiration date.

o creditcard: Credit card number that follows the ISO numbering scheme.
° currency: Dollars and cents. Accepts a string in this format:

<currency><unit amount><dot><subunit amount>.

148 Interactive Voice Response (IVR) ¢ Administrator’s Guide



Modules

Input Module

Spoken examples: ten dollars, ten dollars and fifteen cents, and ten
fifteen. For more information, see currency.

o date: Date spoken in any of the formats accepted by the system.
o digits: Continuously spoken string of up to 20 digits.

° externalgrammar: Available when a STRING variable is selected as
grammar source in the Input module. Used with the ruleref URL field,
which can be set to the URL of the grammar text file. The ruleref URL field
is used to set the URL of the grammar text file.

— ruledef uri: DTMF for active grammar support. Must be enabled to
activate rule id and return var for DTMF active grammar support.

— ruleid: the root rule id in grammar. Accepts DTMF for active
grammar support.

— return var: name of the variable in the grammar file that will be
returned and assigned to the selected variable. Accepts DTMF for
active grammar support.

— ruleref uri: explicit local rule reference.

— >ruleref uri DTMF: explicit local DTMF reference. To enable the
next two options, set this to ON.

— rule id DTMF: DTMF-specific rule id.
— return var DTMF: DTMF-specific return var.

— Inthe visual IVR, the arbitrary grammar fields are represented as
entry fields (up to 255 Characters).

Only SWI_Literal and Confidence Level are available as additional
variables.

° number: Spoken quantities such as ten, one hundred and forty, five
hundred sixty one point five, and negative five.

° phone: 7- and 10-digit North American phone numbers and three-digit
phone numbers ending in 11, such as 911. An optional 1 can be placed
before 7- or 10-digit numbers.

° socialsecurity: 9-digit U.S. social security numbers.
° time: Spoken time of day.
° zipcode: United States ZIP codes in five- or nine-digit format.

e Properties: Properties of the type of information selected in the Grammar
menu:
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e (%]

+ Active

Variable __BUFFER__

#® Constant 2

Cancel

° Appl: Whether the property is enabled.
° Property: Name of the property.

° Value: Value of the property. The language property cannot be modified.
You can use a constant or a call variable.

e Advanced: Visible if your domain is enabled for speech recognition. Opens the
Speech Server Configuration Parameters window.

@ MMI:MWWME- |

Apgl Fecogrizer's Parameter Wahae

wired_ribesl_kal_length

compln betimeaut {sec) o

neampletetimecut {sec)
-u'n:,ou'_[se-q: 5
confidercekeel (%) 5
ey (%) 50
]| masspeedtineot {sec) 15

] ([ =) L

o | [ cowd |

° swirec nbest list length: Maximum number of versions of the
utterance returned by the recognizer. The default is 2. The range is 0 to
999.

° completetimeout: Duration of the silence after the user’s speech before
the speech is accepted or a nomatch event is returned. Used when the
speech completely matches an active grammar and no further words can
be spoken. The default is 0 milliseconds.

° incompletetimeout: Duration of silence after the caller's words to
conclude that the caller is finished speaking. The default is 1500
milliseconds.

° timeout: Enabled by default. Number of milliseconds to wait for speech
after a prompt ends. The default is 7000.
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° confidencelevel: Enabled by default. Percentage of confidence that the
spoken text is recognized. Words that score below this value are rejected.
The default is 5%.

° sensitivity: Sensitivity of the speech detector. The default is 50%.

— High percentage: More sensitive, which is better for quiet speech,
but the risk that background noise is detected as speech increases.
— Low percentage: Less sensitive, but may require that some callers
speak more loudly.
° maxspeechtimeout: Enabled by default. Maximum duration in
milliseconds of the speech collected from users. The default is 15000. No
upper limit. No timeout = -1.

» Additional Returned Values: After recognizing the expression, the meaning is
stored in the variable selected in the Properties menu.

Depend on the selected grammar, other keys may be returned:

° Return Key: Information specific to the grammar, such as the text that
was recognized (SWI_Literal) or speech recognition confidence level.

° Max Attempts: Number of times to repeat a prompt when a speech
recognition error occurs, such as no match. The default is 3 times.
Nolnput and NoMatch events are considered input attempts.

© DTMF Help Button: DTMF key to use for the caller to request help.

° Record User's Input as Audio File: Whether to save the voice input as an
audio file that is available in via reports. See also Using Recorded Files.

IVR recordings are delivered by FTP singly or in batches. The naming
convention of the files sent to the FTP server depends on whether you
have checked the box Set Name of Recording to Session ID During
Transfer for the campaign:

— Enabled: IVR recording file names have this format:
<session ID> @ <time of call><xmodule name>.wav
— Disabled: IVR recording file names have this format:

<phone number> by <agent name> @ <time of call><xmodule
name>.wav

— <phone number>: ANI (inbound), DNIS (outbound).
— <agent name>: IVR recordings value is nobody.

— <time of call>:Time that the call started.

— <session ID>:Session ID of the call.

— <module name>: IVR module that recorded the call.
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e Input Collapsible: Visual IVR feature that applies to all types of prompts.
Whether to concatenate all the prompts in the module whether they are played
(standard prompts) or displayed (Visual IVR prompts) to callers.

° Enabled: Concatenate prompts. Callers see at once all the prompts in the
same window.

© Disabled: Do not concatenate prompts. Callers hear or see each prompt
after performing the requested action.

Prompts Tab

List of default and custom prompts in the Prompts folder. You can add one or more
prompts from a file, a variable, or from the TTS builder. You can arrange the prompts in
any sequence and indicate how many times each can be used. Between prompts, you
can add brief pauses (milliseconds).

e Interruptible: If enabled, the module stops playing the prompt as soon as the
requested operation is completed.

e Count: Number of times that the prompt can be repeated.

In Visual IVR scripts, TTS prompts are converted to text that appears in the body of the
IVR window.

Events Tab

e Event: List of event handling options. You can add one or more prompts from a
file, a variable, or from the TTS builder. You can arrange the prompts in a specific
sequence.
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) [x
General Prompts Events Confirmation Page Text Disposition
Event Count Event's Prompt Interrupt. Action
NoMatch 1 NoMatchPrompt continue
Nolnput 1 NolnputPrompt reprompt
Add Remove Edit
Max Time to Enter (secs): 5|2
No Input Timeout (secs): 5|2

Save Cancel
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Event: Nolnput
Count: 1

Action:  continue
Prompt

Interruptible

Type Text / File Name

Add w Remove

Down Convert to ML Prompt

Cancel

List of possible events:

° NoMatch: Generated if the speech recognition engine cannot find a
match in the grammar.

° Nolnput: Generated if the speech recognition engine does not hear any
caller input before the time-out.

° Help: Generated if the caller presses the Help button.

e Count: Number of possible instances (1-13) for an action, which enables you to
handle differently multiple errors of the same type. The count is increased
regardless of the event.
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Example

NoMatch event: The module repeats the prompt to the caller. If the
number of attempts is exceeded, the exception NOT_ENTERED occurs,
and the script proceeds using the No Match branch to the next module.

e Action: Action taken when the specified event occurs.

° Reprompt: Repeat the prompt listed in the Prompts tab.

© Continue: Proceed to next attempt without playing the prompt listed in
Prompts tab.

° Exit: Exit by the error branch at the bottom of the module. This event can
occur even if the maximum number of attempts has not been reached.
The error branch must be linked to subsequent IVR modules to handle the
error.

e Prompt: List of default and custom prompts in the Prompts folder. You can add
one or more prompts from a file, a variable, or from the TTS builder. You can
arrange the prompts in any sequence. Between prompts, you can add brief
pauses (milliseconds). Each prompt can be interruptible.

¢ Max Time to Enter: Number of seconds that the module waits for callers to
finish entering the information. If callers exceed the time, the IVR script
proceeds to the next module or repeats the current module. The default is 15
seconds.

¢ No Input Timeout: Number of seconds allowed for the caller to provide no
input. After the time-out, the Nolnput event occurs.

e Recognition Confidence Threshold: Percentage confidence level that the system
can recognize the caller’s input, which can depend on the caller’s accent, the
quality of the phone connection. This threshold indicates when to consider the
speech recognition successful or invalid. The default is 5%. If you set the
threshold too high, the number of no matches may be artificially too high.

Confirmation Tab

Prompt used to verify that the system recognized the speech correctly. If the caller
confirms the input, the script proceeds to the next module. Otherwise, the prompts are
repeated.

e Required: Confirmation prompt is played after each caller's input.

e |f Confidence Level Less Than: Confirmation prompt played only if the
confidence level is low.

¢ Not Required: Confirmation prompt disabled.
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General

Prompts Events Confirmation Page Text

Confirmation
Required
If Confidence Level Less Than
Not Required

Confirmation Dialog

Max Attempts to Confirm:

No Input Timeout (secs):

Prompt:
ConfirmPromptWithoutVSR

Interruptible

Events:
Event
NoMatch
Nolnput

NoMatchPrompt
NolnputPrompt

Edit

Disposition

Event's Prompt
reprompt
reprompt

Input Module

Edit

Action

Save Cancel

e Max Attempts to Confirm: Maximum number of times allowed to enter the
confirmation answer. For example, the caller may say 1 or presses 1. If the
number of attempts is exceeded, the exception NOT_ENTERED occurs, and the
script proceeds to the next module.

e No Input Timeout: Number of seconds allowed for the caller to provide no
input. After the time-out, the Nolnput event occurs.

e Prompt: Prompt that describes the confirmation options. The local module
variable SSWI_LITERAL is used to repeat the caller’s input as it was recognized.

e Events: List of possible error events:

° NoMatch: Speech recognition feature cannot find a match in the

grammar.

° Nolnput: Speech recognition feature cannot hear caller input before the

time-out.

° Help: Generated if the caller presses the Help button.

Page Tab

This tab contains the list of Visual IVR prompts that are shown in the customer’s
browser when a IVR script is executed. You may add images to pages and menus to
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enhance your brand or to describe a product or service, but you cannot add links to
images. Prompts are shown as follows:

o [f this tab contains prompts, these are shown whereas prompts in the Prompts
tab are not.

e |f this tab does not contain prompts, the prompts in the Prompts tab are shown.
@ [x]

General Prompts Events Confirmation Page Text Disposition
Header:
Type Text / File Name
Add w Remove Edit Up Down Convert to ML Prompt
Body:
Type Text / File Name
Add Remove Edit Up Down Convert to ML Prompt
Add File
Add File from Variable Cancel
= AddText

Add Multilingual Prompt

¢ File: URL of an image.

@ [ x]

9 URL:

www.mySite.com!imagesﬁfiue?.png|

Cancel

e Variable: Variable that contains the URL of an image.
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© [x]

Select a variable to get URL of an image from:

__BUFFER__

Greating

InExt

InPIN

UserPIN
bhawan_test.GuysaAlphaAwesomeVariable
bhawan_test.string

CallSurvey.opt_in

ox | [“cancel

¢ Text: Formatted text that can contain variables. You cannot add images. If you
select a variable that contains the URL of an image, the URL is displayed.

e Custom Tag: See detailed usage information in Using the Visual IVR URL.
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@ [x]

root=
example text Text
<root

example text

Add w Remaove
Add Text

P Add Variable

example text Add Break

Add Paragraph
Add Heading
Add Span

Add Em
Add Small
Add Strong
Add Sub
Add Sup
Add Mark

Custom Tag

You can create HTML that contains formatted text and variables, and you can
customize the text with bold, color, and emphasis. Unlike breaks in the TTS builder,
which are associated with speech, breaks in this text editor add a line or horizontal
break. Click Test to preview the HTML text.

@ [x]
root>
P> Paragraph (< p >)
example text
<p Color: aqua
<root

Text-align:  left

Font-family: | Georgia

Font-size: xx-smal
Add w Remove
Test
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Text Tab
This tab enables configuration options for chat, SMS, email, and integration channels.
Y =
General Prompts Events Confimation Page Text Disposition
Use Visual IVR settings
Type Text / File Name
Add ¥ Remave Edit up Down Convert to ML Prompt
Add Text
Add Multilingual Prompt Save Cancel

Dispositions tab. The default disposition is Caller Disconnected. For more
information, see Selecting Dispositions.

LY [x]]

General  Prompts  Events Confemation Page Text Disposition

Disposition for this flow:

[ Caller Disconnected

Remove

cance
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Iterator Module

The Iterator module enables you to select a specific contact record from a set of
records received from other modules.

@ [x]

General

The Iterator Module can be used to select a specific record in a set of
%’ records retrieved by another module such as the Lookup Contact Record
EE Module, Query Module, or System Info Module.

"

Module Name: Iterator2
Data Set of Module:

Select Record:

®) Next
Previous
First
Last

With number specified by:

Save New Record's Number to:

| Save | Cancel

¢ Data Set of Module: List of records retrieved by another module, such as the
Lookup Contact Record, Query, or System Info modules.

e Select record:
° Next
° Previous
© First
© Last
°  With number specified by: List of call-attached variables

* Save New Record's Number to: Whether to save a record in another call
variable. Because you may not use call variables that contain sensitive
information in this field, these variables do not appear in the menu even if they
exist in the Call Variables folder of the VCC.
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IVA Transfer Module

The Intelligent Virtual Agent (IVA) transfer module enables you to pass interaction
control to a chatbot, such as Five9 IVA-Digital, with an option to escalate that
interaction to an agent when necessary. This section describes how to configure the
IVA transfer module and provides an example IVR script that you can download and use
in your environment.

A pre-configured basic authorization profile is required to populate the Authorization
Tab below. For more information about creating authorization profiles, see the Basic
Configuration Administrator's Guide .

To control your IVA hours of operation, see the chat profile business hours settings in
the Digital Engagement Administrator's Guide.

Properties

General tab
Authorization Tab

Disposition Tab
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General tab
& VA Transfer Module Properties =

General  Authorization Disposition

The IVA Transfer allows you pass control to a virtual agent then return control back to
the IVR session and route to an agent.

Module Mame: IvaTransfer]

IVA Project Mame:

Al Provider
[ ]5end data to Virtual Agent
Max time to wait (minutes) 30

[ ] Store data returned from Virtual Agent

Save Cancel

e Module Name: Name shown in IVR builder.
e |VA Project Name: Customer-facing name shown in your chatbot agent.
e Al Provider: URL to your chatbot vendor.

Example: https://interaction.us7.studioportal.io/tasks/<your-chatbot-task-key-
here>

e Send data to Virtual Agent: Select check box to pass contact variables to the
chatbot.

¢ Max time to wait (minutes): Maximum number of minutes allowed for this
interaction. This setting controls the messaging bot time-out message that is
configured in the Five9 Digital Engagement Administrator console.
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e Store data returned from Virtual Agent: Select check box to store the variable
information from the chatbot.

Authorization Tab
% VA Transfer Module Properties >
General Authorization  Disposition

Authorization Profile
(®) Name Test Auth w
(") Variable

Save Cancel

e Authorization Profile:
° Name: Name of an authorization profile configured for chatbot in VCC.
° Variable: Name of a variable specified for chatbot authorization.

¢ Possible Errors: Chatbot is unavailable.
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Disposition Tab

€ VA Transfer Module Properties X

General Authorization | Di
Disposition for this Flow:

[B) caller Disconnected

Add Remove

Save Cancel

The default disposition is Caller Disconnected. Select a custom disposition for

interaction flows that end in Five9 Engagement Workflow. For more information, see
Selecting Dispositions.

Chat Customer Disconnect or Timeout

A chat user (customer/contact) disconnect or timeout may cause the IVR to fail at the
next transfer, as the chat interaction is already disconnected. To enable post-terminate
options, such as disposition, email transcript, survey, and so on, configure a hangup
module as the next step after a disconnect. See chatbot_example script below.

Using the Chatbot Script

The supplied script assumes that you have a basic working knowledge of the Five9 IVR
Builder. In this example, the contact information is retrieved from your system, if
available, and sent to your chatbot. Any information returned from your chatbot is
stored in Five9 as a chat transcript, and the interaction is routed by using standard
Five9 IVR functionality.

You can rename the module and assign specific parameters in the General tab. You use
the Authorization tab to assign a pre-defined basic authorization profile for transfer to
Five9 IVA-Digital for chatbot tasks. For tasks not using Five9IVA-Digital, you may also
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use an OAuth2 authorization profile or use a variable for authorization. For more
information about authorization profiles, see the Basic Configuration Administrator's

Guide.

You can download the chatbot example script here to save locally. Using an HTML
editor, save the file with the . five9ivr extension for import into your Five9 IVR
Builder. Use the Five9 IVR Builder to create a new IVR script, then import the local
chatbot example script and modify for your domain. For more information, see
Importing IVR Scripts.

To configure the IVA Transfer module in your local script, right-click or double-click to
access the module properties. You can configure multiple languages for localized
support with unique chatbot instances used for each language.

Set Contact

Incomin Lookup Cont

Transfer To ... Bot Transfer...
ESCALATE

No Match

Bot Connect... Bot Connect...

Creating the IVR Script Variables

The following variables are used in this IVR script:

Name Type Initial Value  Output Input Description

_BUFFER STRING No No Default
variable for
collecting
digits

_ExtContactFields KVLIST {} Yes Yes Default
variable for
data
exchange
with a third
party system

authProfile STRING No Yes Name of
AuthProfile
with chatbot
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Name Type Initial Value  Output Input Description
credentials
fromIva KVLIST {} No No Data return
from chatbot
IvakEndState STRING “UNKNOWN” No No Identifies
chatbot
completion
proposedDisposition STRING No No
returnedCompany STRING No No
returnedMisc STRING No No
returnedPhone STRING No No
tolva KVLIST O No No Data sent to
chatbot
© B
Variable Type Initial Value Input Output Description
__BUFFER__ STRING No No Default variable for collecting digits
__ExtContactFields_ KVLIST  § Yes Yes Default variable for data exchange with 3rd party systems
authProfile STRING Yes No Name of Auth profile with ChatBot credentials
fromiva KVLIST I No No
IvaEndState STRING “UNKNOWN"  No No
proposedDisposition STRING No No
retumedCompany ~ STRING No No
returnedMisc STRING No No

returnedPhone STRING No No
tolva KVLIST  § No No

Add

OK

For more information about creating and assigning your IVR script variables, see
Managing Variables.

Looking up Contact Information

This script begins by using the Lookup Contact Record Module to identify your inbound
contact information using first name, last name, and email fields. Unidentified contacts
may be sent to a live agent later in this script. You can customize your contact record
lookups to suit your needs. Phone numbers provided to the chatbot may be added to
your callback list.
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@ [x]

General Prompts Page Text

The Lookup Contact Record Module can be used to identify Contact Records that match specific criteria, such as the caller's phone number or an
account number provided by the caller.

Module Name:  LookupContactRecordé
# Lookup Record Based on Contact Fields Match:

Lookup Record Based on Condition

Use Call Attached Contact Record

If Multiple Records Match the Condition:
< Raise an Exception

Save Number of Records to:

Fetch timeout (sec) 60 :

Save Cancel

Storing and Using Your Contact Information

Use the Set Variable Module to store the variable information from the previous step in
a KVList to send to the chatbot.

® [x]

General

The Set Variable Module can be used to set or update the value of an IVR
Variable or Call Variable.

Module Name: | Set Contact Data to Bot

Variable Assigned Variable, Constant, or Function
__BUFFER__ PUT(tolVA, "conatct_name®, Omni.name)
__BUFFER__ PUT(tolVA, “contact_number”, Contact.number1)
__BUFFER__ PUT(tolVA, “contact_company”, Contact.company)

Add Remove Edit

Save Cancel

Sending the Interaction to the Chatbot

Use the IVA Transfer module to send the interaction and any variable information that
you have identified to the chatbot using the to/fromIVA script variables configured in
the first section.
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% VA Transfer Module Properties by
General  aythorization Disposition

The IVA Transfer allows you pass control to a virtual agent then return control back to
the IVR session and route to an agent.

Module Mame: IvaTransfer|

IVA Project Mame:

AT Provider

[] 5end data to Virtual Agent

Max time to wait (minutes) 305

[] Store data returned from Virtual Agent

Save Cancel

Following the chatbot involvement, you can use logic within the IVR script to set the
appropriate disposition, such as within the existing case statement, hangups actions,
and so on, depending on your final configuration.

Storing the Returned Variable Information

Use the second Set Variable Module to store any information returned from the
chatbot to the script variables defined previously.

169 Interactive Voice Response (IVR) ¢ Administrator’s Guide



Modules

IVA Transfer Module

& Set Variable Module Properties [x]

General

Conti

Use the
enables

The Set Variable Module can be used to set or update the value of an IVR
Variable or Call Variable.

Module Name: | Update Data From Bot

Variahle Assigned Variable, Constant, or Function
IvaEndsState GET(fromiva, “IvaEndState”)
proposedDisposition GET(fromlva, "disposition”)
returnedMisc GET(fromlva, "dataFromBot”)
returnedPhone GET(fromlva, "phone”)
returnedCompany GET(fromlva, "company”)

Add Remove E

Save Cancel

nuing the Interaction

Case Module to determine any next steps for this interaction. This module
the full flexibility of traditional interaction routing to assist your customer as

needed.

® Case Module Properties [x]

General

DS

The Case Module can be used to select one of many multiple branches in
the IVR Script logic based on the value of a variable or input previously
provided by a caller.

Module Name: | Route Based On End State

Variable: IvaEndState
Comparison Type Value/Variable Branch Name
Equals “TIMEOUT” TIMEOUT
Equals "CLIENT_DISCONNECT" DISCONMNECT
Equals "CHATBOT_FINISHED" FINISH
Equals "ERROR’ ERROR
Equals "ESCALATE_TO_LIVEAGE.. ESCALATE
Mo Match
Add Remove E

Save Cancel

Adding New Contact Information

In this example, a Query Module is used to add new contact information to a dialing

list.

170

Interactive Voice Response (IVR) ¢ Administrator’s Guide



Modules

IVA Transfer Module

@ [x]

General Request Responses Prompts Page Text

% The Query Module can be used to look up or post information maintained by an external web server.

Module Name: Query6
Base URL path
URL Part Comment
Add Remove
Method GET
Timeout (sec): 5

Save Number of Records to:

Save Cancel

Sending the Interaction to an Agent

You can continue to route the interaction or assign a disposition to end the interaction.
This example shows the Skill Transfer Module used to further route this interaction.

Bot Ended 5.

LT

Transfer To ... Bat Transfer...

.--@—n—»ﬂ

No Match

Ending the Interaction

You can use a hangup module to assign a disposition and end the interaction. In the
General tab, check Overwrite last module’s disposition to activate the Disposition tab.
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© [x]

General Disposition

The Hangup Module can be used to represent the end of an IVR Script,
disconnecting the call or returning the call to the foreign script that invoked the
IVR Script.

Module Name: Hangup28
+ Overwrite last module’s disposition
If the script is called from other script

+ Return to calling script

Set IVR.error_code to:
® Constant 0 SUCCESS

Variable
Set IVR.error_desc to:
Constant

Variable

Save Cancel
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Language Module

Use this module to assign language routing options based on the languages defined in

your Script menu (Call.Language variables) for use in IVR scripts. See Languages for how
to add Call.Language variables to the Script menu.

General Tab

Prompts Tab
Events Tab

Dispositions Tab

General Tab

@ [x]

General Prompts Events Disposition

The Language module can be used to set a value to Call.language variable,
so that prompts specific to the variable will be played in the following module.

Module Name:  Language?2

Set to:
Constant | en-US
Variable BUFFER
# 0n Choice:
Max Attempts: 3|¢
Choice DTMF  Visual Mode Thumbnail
en-Us 1 Yes

Add Remaove Edit

I Save | Cancel

¢ Module Name: Role of the module in the IVR script. In Visual IVR scripts, the
name is converted to text that appears in the heading of the IVR window.
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* Set To: Whether to assign a constant or variable language option.
° Constant (default setting): A single language is offered. The module
functions as a simple assignment. This option disables the Prompts and
Events tabs. No prompts are played and no inputs are expected in this
case.

° Variable: Language options determined by your Call.language variable
options.

e On Choice: Language items from which callers can select:

© Choice: Language variable options correspond to languages defined in the
Script menu. At least one choice must be created when using this option.

° DTMEF: Phone key that corresponds to the language selection. You can use
a specific digit or automatic assignment.

° Visual Mode: Whether the branch is enabled in the Visual IVR script.

e Max Attempts: Maximum number of unsuccessful attempts at recognizing the
language selection, after which a module exception exit is activated. When a
Nolnput or NoMatch error occurs, the prompt is repeated for up to the selected
number of times. If this number is exceeded, the module is exited with an error
code. This option enables you to limit the number of attempts.

Prompts Tab

List of default and custom prompts in the Prompts folder. You can add one or more
prompts from a file, a variable, or from the TTS builder. You can arrange the prompts in
any sequence. Between prompts, you can add brief pauses (milliseconds). Each prompt
can be interruptible.
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@
General Prompts Events  Disposition
Prompt
English
Spanish
Japanese
Add Remove Edit

Count Interrupt.

Up Down

Save Cancel

In Visual IVR scripts, TTS prompts are converted to text that appears in the body of the

IVR window.

Prompt

[7] Interruptible

Type Text / File Name

Remove

¢ Count: Minimum number of times that the user must speak for the prompt to be

played. The default is 1.
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* Interruptible: Whether to stop playing the prompt as soon as the caller has
completed the requested action.

° Enabled: Stop playing the prompt as soon as the caller has completed the
action.

° Disabled: Continue and finish playing the prompt even if the caller has
completed the action.

Events Tab

List of event handling options. You can add one or more prompts from a file, a variable,
or from the TTS builder. You can arrange the prompts in a specific sequence.

@ (x]

General Prompts Events Disposition

Event Count Event's Prompt Interrupt. Action
NoMatch 1 NoMatchPrompt continue
Nolnput 1 NolnputPrompt reprompt

Add Remove Edit
Max Time to Enter (secs): 5|C
No Input Timeout (secs); 5%
Recognition Confidence Threshold (%) 0|<
Save Cancel
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e Event: List of possible events:

) [x]

Event: Nolnput

Count: 1 w

Action: | continue ~

Prompt

Interruptible
Type Text / File Name
Add w amove
Edit Uy
I Conver ML Promg

| oK | Cancel

° NoMatch: Generated if the speech recognition engine cannot find a
match in the grammar.

° Nolnput: Generated if the speech recognition engine does not hear any
caller input before the time-out.

° Help: Generated if the caller presses the Help button.

e Count: Number of possible instances (1-13) for an action, which enables you to
handle differently multiple errors of the same type. The count is increased
regardless of the event.

Example

NoMatch event: The first time, the module repeats the prompt to the
caller. The second time, the IVR exits the module.

e Match: Whether the match should be exact or approximate.
© Appr: Additional words after the grammar item are allowed if the
required words are recognized, for example: The prompt [For apple juice,
say Apple or press 1. For orange juice, say Orange or press 2.] enables
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callers to say Apple, please or Apples of course instead of only Apple.
° Exact: Grammar items must be recognized completely.

e DTMF: Phone key that corresponds to the grammar phrase. You can use a
specific digit or automatic assighnment. With automatic assighment, each option
corresponds to the previous option plus 1. For example, with the prompt [For
apple juice, say Apple or press 1. For orange juice, say Orange or press 2.], 1 and
2 are assigned automatically if you select <Auto>.

¢ Thumbnail URL: Optional URL of a thumbnail image to appear in that branch.
° Value: Specific value.
° Variable: Name of variable. The value is the URL of the image.

e On Recognition/DTMF: Branch to use for each successful or failed event.
© Leave Module: Content of the Branches tab and the No Match branch,
which is used when the comparison does not match one of the options,
such as when the prompt specifies 1 or 2, but the caller presses 3 or
nothing.
° Through Event: List of events described in the Events tab.

e Count: Minimum number of times that the user must speak for the prompt to be
played. The default is 1.

e Max Time to Enter: Number of seconds that the module waits for callers to
finish entering the information. If callers exceed the time, the IVR script
proceeds to the next module or repeats the current module. The default is 15
seconds.

Dispositions Tab

The default disposition is Caller Disconnected. For more information, see Selecting
Dispositions.

Lookup Contact Record Module

The Lookup Contact Record module enables you to retrieve information from the
caller’s contact record. This information can be used to process the call and to
associate the call with the record by using the Contact Update module. The module
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branches are success (at least one contact record exists) or failure (no contact record
exists).

When using Visual IVR scripts, you may also add images to pages and menus to
enhance your brand or to describe a product or service. However, you cannot add links
to images. For more information, see Page Tab.

General Tab

Prompts Tab
Page Tab

[]

@

General Prompts Page Text

The Lookup Contact Record Module can be used to identify Contact Records that match specific criteria, such as the caller's phone number or an
account number provided by the caller.

Module Name:  LookupContactRecord3
® Lookup Record Based on Contact Fields Match:

Lookup Record Based on Condition:

Use Call Attached Contact Record

If Multiple Records Match the Condition:

| Raise an Exception

Save Number of Records to:

Fetch timeout (sec): 60 ©

Save Cancel

General Tab

¢ Module Name: Name that represents the role of the module in the IVR script. In
Visual IVR scripts, the name is converted to text that appears in the heading of
the IVR window.

e Lookup Record Based on Contact Fields Match: Contact field to use for the
search. The menu contains a list of your contact fields.
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number1
number2
number3
first_name
last_name
company
street

city

OK Cancel

e Lookup Record Based on Condition: Contact field to use for the search. The
menu contains a list of variables to create conditions.

@ [x]
Filter:
Condition Grouping: | All
Expression:
Criteria #  Contact Field/V... Operator Value
Add Remove Edit

Order by:

Rank Contact Field Order

Add Remove Maove Up Move Down

e Condition Grouping: Method used to join conditions:

°  Any: Any defined criteria are valid. The expression 1 OR 2 is entered
automatically in the Expression field.
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o All: All defined criteria must be valid. The expression 1 AND 2 is entered
automatically in the Expression field.

© Custom: Custom expression that describes how to use the criteria. This
option enables the Expression field.

* Expression: Logical expression that describes how to compare the conditions.

¢ Condition window:
@ [x]

Contact Field:

Preferred Name

Comparison Type:

= ~

Constant

Variable

oK Cancel

° Contact field: In the expression, left variable to be compared with a
constant or another variable. List of your contact fields. Names are limited
to 10 characters.

° Comparison Type: List of possible methods for comparing the variables.

° Constant: In the expression, optional specific value to compare to the
contact field.

° Variable: In the expression, optional right variable to compare to the
contact field. List of your user, contact, system, agent, call, IVR, or user
CAV variables.

e Order by: Up to three contact fields, by default starting with the first one
alphabetically.

© Contact Field: List of your contact fields. You can change the default to
any other contact field.

© QOrder: Ascending or descending

e Use Call Attached Contact Record: Record associated with the call is used
instead of searching among all contact records. For Visual IVR, if multiple contact
fields exist, all are concatenated with AND.
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e Raise an Exception: If several records match the search criteria, whether to
activate the exception exit.

¢ Save Number of Records to: If several records match the search criteria,
whether to save the number of matched records in the selected integer CAV
variable.

e Fetch Timeout: Maximum number of seconds for receiving a response from the
script. After the time-out, the scripts exits the module.

Prompts Tab

List of default and custom prompts in the Prompts folder. You can add one or more
prompts from a file, a variable, or from the TTS builder. You can arrange the prompts in
any sequence. Between prompts, you can add brief pauses (milliseconds). Each prompt
can be interruptible.

In Visual IVR scripts, TTS prompts are converted to text that appears in the body of the
IVR window.

Page Tab

This tab contains the list of Visual IVR prompts that are shown visually in the
customer’s Web browser when a IVR script is executed.

If this tab contains prompts, these are shown whereas prompts in the Prompts tab are
not.

If this tab does not contain prompts, the prompts in the Prompts tab are shown.
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@ [x]
General Prompts Page Text
Header:
Type Text / File Name
Add w Remove Edit Up Jown Convert to ML Prompt
Body:
Type Text / File Name
Add w Remove Edit Up Down Convert to ML Prompt
Add File
Add File from Variable Cancel
== Add Text

Add Multilingual Prompt

This tab enables you to add different types of prompts:

e File: URL of an image.

@ [x]

URL:

www.mysite.comfimagesffive?.pnd

Cancel

e Text: Formatted text that can contain variables. You cannot add images. If you
select a variable that contains the URL of an image, the URL is displayed.

e Variable: Variable that contains the URL of an image.
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© [x]

Select a variable to get URL of an image from:

__BUFFER__

Greeting

InExt

InPIN

UserPIN
bhawan_test.GuysAlphaAwesomeVariable
bhawan_test.string

CallSurvey.opt_in

ok [Ccanel |

e Custom Tag: See detailed usage information in Using the Visual IVR URL.
@ (%]

root>
example text
<root

Text

example text

Add w Remove
Add Text
P Add Variable
example text Add Break

Add Paragraph
Add Heading
Add Span

Add Em

Add Small
Add Strong
Add Sub

Add Sup

Add Mark

Custom Tag
—

Cancel

The text editor enables you to create HTML text that contains formatted text and
variables. You can customize the text with bold, color, and emphasis. Unlike breaks in
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the TTS builder, which are associated with speech, breaks in this text editor add a line
or horizontal break. The Test button enables you to preview the HTML text.

@ [x]
root>
p= Paragraph (< p >)
example text
<p Color
<roof
Text-align:
Font-family:
Font-size:
Add - Remove

Test

Menu Module

This module enables you to configure multiple exit branches (one branch for each case)
depending on the caller’s selection. The text spoken by the caller is analyzed with
grammar different from the grammar used by the Input Module. The result is
compared to phrases expected by the module.

Digital Channels

This module is not compatible with digital channels. If your domain is enabled for
digital channels, you see a warning when you use IVR scripts that contain this module
in inbound campaigns. If you choose to use the script, a warning icon is displayed in the

schedule description. The IVR schedule still works, but these incompatible modules are
skipped.

185 Interactive Voice Response (IVR) ¢ Administrator’s Guide



Modules

Menu Module

Genwrsl Rmcordrg DHIS CallSuvey DR Prompls Outbourd Sl Deposios Coveckrs Workshest Soipt Bl
VR Schedule

Tiowes Torw: | (GMT-07:00) LEPacic, POT

Parse Day Tise T Saript

i R, Script “Test Ingin Modube” coavtsire matalels) ursugpomed by "EMsd™
Bome | Domfpulk B ouiin
VR 5ot
Tesi npui Module

Parameters
By

i J . Amign the wrpt amyey?

= |

Fme:

Properties
The Menu module is equivalent to the Get Digits module followed by the Case module.

General Tab
Branches Tab
Prompts Tab
Events Tab
Confirmation Tab

Page Tab
Dispositions Tab

@

General Branches Prompts Events Confirmation Page Text Disposition

The Menu Module can be used to analyze spoken caller input and compare it to expected phrases, so that the call will follow the appropriate branch in
the IVR application.

Maodule Name: Menus

+ Auto-generate DTMF
Collapsible

Max Attempts:
Save Value in Variable:
Save Confidence Level:
Qn Choice:

Choice Match DTMF Visual Mode Thumbnail Action

Add Remove Edit Up Down

Save Cancel
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General Tab

¢ Module Name: Name that represents the role of the module in the IVR script. In
Visual IVR scripts, the name is converted to text that appears in the heading of
the IVR window.

» Use Speech Recognition: Whether to enable the speech recognition.

Note: If you need speech recognition features, contact your Five9
account director.

¢ Auto-Generate DTMF: Whether to use of phone keys to choose menu items.

The Menu module supports DTMF and speech input. However, in some cases,
you should use only one type of input.

° Enabled: Use user-defined key assignment, or delegate the assignment (0-
9, #, or * ) to the module (<Auto>).

° Disabled: No DTMF is accepted; speech only.

e Record User's Input as Audio File: Whether to save the voice input as audio file
to access from reports. This is useful for evaluating how well your grammar
matches callers’ spoken phrases. The recording is available in reports but is not
sent to agents or skill groups. See also Using Recorded Files.

e Collapsible: Visual IVR feature that applies to all types of prompts. Whether to
concatenate all the prompts in the module whether they are played (standard
prompts) or displayed (Visual IVR prompts) to callers.

° Enabled: Concatenate prompts. Callers see at once all the prompts in the
same window.

° Disabled: Do not concatenate prompts. Callers hear or see each prompt
after performing the requested action.

e Max Attempts: Maximum number of unsuccessful attempts at recognizing the
speech, after which an module exit exception activates. When a Nolnput or
NoMatch error occurs, the prompt repeats for up to the set number of times.
Exceeding this number exits the module using the No Match branch. This limits
the number of recording attempts. You must link the error branch to subsequent
IVR modules to handle the error.

e Save Value in Variable: Whether to save the recognized input in an IVR or CAV
string variable.
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¢ Save Confidence Level: Whether to save the returned confidence level.

A confidence value variable is associated with every speech recognition attempt.
A successful recognition indicates than your confidence threshold has been met.
An unsuccessful recognition also returns the highest scoring choice and the
associated confidence value in separate variables. Both variables are available in
Five9 reports. For more information, see the Dashboards and Reports User's
Guide.

e On Choice: Required option: At least one Leave Module option
List of grammar items from which callers can select.

° Choice: Grammar phrases that activate the actions. The grammar can be
text, variables, or the results of the Query and Contact Lookup modules
specified by a module name and field. The phrases can be used in
generated prompts to create speech recognition grammar.

° Match: Whether the match to the grammar can be approximate or must
be exact.

° DTMF: Phone key that corresponds to the grammar phrase. You can use a
keypad options or automatic assignment.

° Visual Mode: Whether the branch is enabled in the Visual IVR script.
° Thumbnail: If Visual Mode is enabled, URL of the thumbnail image.

° Action: Module exit that is activated when the speech is recognized. You
can specify only one exit for each item. If you need additional branches,
use a Case module after the Menu module.

To add or modify a grammar item, click Add or Edit.

¢ Menu Choice: Menu that enables you to create or modify the grammar items
that appear in the table of the General tab.

Important

Before using this menu, create the branches (see the Branches Tab) that
you need to exit the module.

188

Interactive Voice Response (IVR) ¢ Administrator’s Guide


https://documentation.five9.com/bundle/dashboard-reporting-users-guide
https://documentation.five9.com/bundle/dashboard-reporting-users-guide

Modules

Menu Module

Choice:
Value

Variable

& Module  LookupContactRecordii:MarvelContact

< Visual Mode
Matchc DTMF:
Appr <Auto>

On Recognition/DTMF:
Leave Module

® Throwgh Event  Help

OK Cancel

¢ Choice: Grammar item.

° Value: Possible values, such as apples, cherries, and plums. Use this
option as follows:

— DTMEF: Keep the caller’s choice for further branching.

— Speech recognition: Verify the caller’s words, for example: You
have chosen {apples}. Is this correct?

© Variable: Name of IVR or CAV variable. The value is obtained from the
variable.

° Module: This option displays only when an IVR script contains Contact
Lookup or Query modules to refer back to the results of the Contact
Lookup or Query modules.

° Visual Mode: Enable this feature so that your customer sees the image
that you added to the script. However, in some cases, you may want to
not show an image, especially if is not relevant, such as when your
customers want to use a voice IVR version of the script to reach your
Support organization or when you create a master script that you
customize for voice and Visual IVR campaigns.
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e Match: Whether the match should be exact or approximate.

° Appr: Additional words after the grammar item are allowed if the
required words are recognized, for example: The prompt [For apple juice,
say Apple or press 1. For orange juice, say Orange or press 2.] enables
callers to say Apple, please or Apples of course instead of only Apple.

° Exact: Grammar items must be recognized completely.

e DTMF: Phone key that corresponds to the grammar phrase. You can use any
keypad option or automatic assignment. With automatic assignment, each
option corresponds to the previous option plus 1. For example, with the prompt
[For apple juice, say Apple or press 1. For orange juice, say Orange or press 2.], 1
and 2 are assigned automatically if you select <Auto>.

e Thumbnail URL: Optional URL of a thumbnail image to appear in that branch.
° Value: Specific value.
° Variable: Name of variable. The value is the URL of the image.

* On Recognition/DTMF: Branch to use for each successful or failed event.

° Leave Module: Content of the Branches tab and the No Match branch,
which is used when the comparison does not match one of the options,
such as when the prompt specifies 1 or 2, but the caller presses 3 or
nothing. If the number of attempts is exceeded, the exception NOT _
ENTERED occurs, and the script proceeds to the next module.

° Through Event: List of events described in the Events Tab.

Branches Tab

List of branches that exit the module. For example, when a caller speaks a phrase that
contains the word support, the module exits the module through the Support branch.
After you have created the exit branches, return to the General tab to create the
grammar items.
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General Branches Prompts Events Confirmation Page

No Match
Add Remove Up Down
Prompts Tab

@

Text  Disposition

Branch Name

[x]

Count: |1
Prompt

Interruptible

Type

A
[17]

Add w

Text / File Name

OK | Cancel

Save Cancel

List of default and custom prompts in the Prompts folder. You can add one or more

prompts from a file, a variable, or from the TTS builder. You can arrange the prompts in
any sequence. Between prompts, you can add brief pauses (milliseconds). Each prompt
can be interruptible.

In Visual IVR scripts, TTS prompts are converted to text that appears in the body of the
IVR window.
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e Count: Minimum number of times that the user must speak for the prompt to be
played. The default is 1.

* Interruptible: Whether to stop playing the prompt as soon as the caller has
completed the requested action.
° Enabled: Stop playing the prompt as soon as the caller has completed the
action.

° Disabled: Continue and finish playing the prompt even if the caller has
completed the action.

Events Tab

List of event handling options. You can add one or more prompts from a file, a variable,
or from the TTS builder. You can arrange the prompts in a specific sequence.
@ [x]

General Branches Prompts Events Confirmation Page Text Disposition

Event Count Event's Prompt Interrupt Action
MNoMatch 1 NoMatchPrompt continue
Nolnput 1 NolnputPrompt reprompt
=
Add Remove Edit
Max Time to Enter (secs): 5 2
No Input Timeout (secs) 5|2
Save Cancel
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e Event: List of possible events:

@

Menu Module

Event: Nolnput
Count: 1

Action:  continue

Prompt

Interruptible

Type

Add w

Edit

Convert to

Text / File Name

Remave
Up

ML Prompt

Cancel

° NoMatch: Generated if the speech recognition engine cannot find a

match in the grammar.

° Nolnput: Generated if the speech recognition engine does not hear any
caller input before the time-out.

° Help: Generated if the caller presses the Help button.

e Count: Number of possible instances (1-13) for an action, which enables you to
handle differently multiple errors of the same type. The count is increased

regardless of the event.

Example: NoMatch event. The module repeats the prompt to the caller.
If the number of attempts is exceeded, the exception NOT_ENTERED
occurs, and the script proceeds using the No Match branch to the next

module.

e Action: Action taken when the specified event occurs.
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© Reprompt: Repeat the prompt listed in the Prompts tab.

° Continue: Proceed to next attempt without playing the prompt listed in
Prompts tab.

° Exit: Exit by the NoMatch branch at the bottom of the module. This event
can occur even if the maximum number of attempts has not been
reached. The NoMatch branch must be linked to subsequent IVR modules
to handle the error.

e Interruptible: Whether to stop playing the prompt as soon as the caller has
completed the requested action.

° Enabled: Stop playing the prompt as soon as the caller has completed the
action.

° Disabled: Continue and finish playing the prompt even if the caller has
completed the action.

e Max Time to Enter: Number of seconds that the module waits for callers to
finish entering the information. If callers exceed the time, the IVR script
proceeds to the next module or repeats the current module. The default is 15
seconds.

e No Input Timeout: Number of seconds allowed for the caller to provide no
input. After the time-out, the Nolnput event occurs. If the number of attempts is
exceeded, the exception NOT_ENTERED occurs, and the script proceeds to the
next module using the No Match branch.

e Recognition Confidence Threshold: Percentage confidence level that the system
can recognize the caller’s input, which can depend on the caller’s accent, the
quality of the phone connection. This threshold indicates when to consider the
speech recognition successful or invalid. The default is 60%. If you set the
threshold too high, the number of no matches may be artificially too high.

Confirmation Tab

Prompt used to verify that the system recognized the speech correctly. If the caller
confirms the input, the script proceeds to the next module. Otherwise, the prompts are
repeated.

e Required: Confirmation prompt is played after each caller's input. This option
enables all others on this page.

e |If Confidence Level Less Than: Confirmation prompt played only if the
confidence level is low. This option enables all others on this page.

e Not Required: Confirmation prompt disabled. This option disables all others on
this page.
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@ [x]
General Branches Prompts Events Confirmation Page Text Disposition

Confirmation
Required
If Confidence Level Less Than

Not Required

Max Attempts to Confirm:

No Input Timeout (secs):

Prompt:

Events:

Event Event's Prompt Action

Save Cancel

e Max Attempts to Confirm: Maximum number of times allowed to enter the
confirmation answer. For example, the caller may say 1 or presses 1. If the
number of attempts is exceeded, the exception NOT_ENTERED occurs, and the
script proceeds to the next module.

¢ No Input Timeout: Number of seconds allowed for the caller to provide no
input. After the time-out, the Nolnput event occurs.

e Prompt: Prompt that describes the confirmation options. The local module
variable SSWI_LITERAL is used to repeat the caller’s input as it was recognized.

e Events: List of possible confirmation events:

° NoMatch: Generated if the speech recognition engine cannot find a
match in the grammar.

° Nolnput: Generated if the speech recognition engine does not hear any
caller input before the time-out.

° Help: Generated if the caller presses the Help button.

Page Tab

This tab contains the list of Visual IVR prompts that are shown in the customer’s
browser when a IVR script is executed. You may add images to pages and menus to
enhance your brand or to describe a product or service, but you cannot add links to
images. Prompts are shown as follows:

e |f this tab contains prompts, these are shown whereas prompts in the Prompts
tab are not.

e |If this tab does not contain prompts, the prompts in the Prompts tab are shown.
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@ [x]
General Branches Prompts Events Confirmation Page Text Disposition
Header:
Type Text / File Name
Add - Remove Edit Up Down Convert to ML Prompt
Baody:
Type Text / File Name
Add w Remove Edit Up Down Convert to ML Prompt
Add File
Add File from Variable Cancel
== Add Text

Add Multilingual Prompt

This tab enables you to add different types of prompts:

* File: URL of an image.
@ [x]

URL:

www.mySite.comfimagesffive').png|

Cancel

* Text: Formatted text that can contain variables. You cannot add images. If you
select a variable that contains the URL of an image, the URL is displayed.

* Variable: Variable that contains the URL of an image.
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© [x]

Select a variable to get URL of an image from:

__BUFFER__

Greeting

InExt

InPIN

UserPIN
bhawan_test.GuysAlphaAwesomeVariable
bhawan_test.string

CallSurvey.opt_in

ok [Ccanel |

e Custom Tag: See detailed usage information in Using the Visual IVR URL.
@ (%]

root>
example text
<root

Text

example text

Add w Remove
Add Text
P Add Variable
example text Add Break

Add Paragraph
Add Heading
Add Span

Add Em

Add Small
Add Strong
Add Sub

Add Sup

Add Mark

Custom Tag
—

Cancel

The text editor enables you to create HTML text that contains formatted text and
variables. You can customize the text with bold, color, and emphasis. Unlike breaks in
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the TTS builder, which are associated with speech, breaks in this text editor add a line
or horizontal break. The Test button enables you to preview the HTML text.

) [x]
root>
p= Paragraph (< p >)
example text
<p Color
<root
Text-align: e
Font-family: = Georg
Font-size:
Add - Remove
Test

Dispositions Tab

The default disposition is Caller Disconnected. For more information, see Selecting
Dispositions.

Natural Language Processing Module

The Five9 Natural Language Processing (NLP) module enables you to harness the power
of natural language processing in your IVR script. This section details using the Five9
NLP engine to identify sentiment, spam, and sentiment to provide enhanced routing
decisions. Using natural language processing requires training the NLP engine for your
specific needs. Further information about natural language processing can be found in
the Digital Engagement Administrator's Guide .

You can access the NLP module for non-editable viewing at IVR Scripts > Service Scripts
> Five9 NLP. To edit any service script file, right-click the script name and select make a
copy, then rename and save or go directly into the IVR builder.
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@
Actions Options View Help
5 @ X b B (2 Y

B2 Service Scripts

@ EXAMPLES. Five9. ChatRoutedBySenderDomain

§ EXAMPLES. Fived..ChatRoutedBySubject

€ EXAMPLES. Fived..Einstein

§ EXAMPLES. Fived..EmailRoutedByEinsteinintent

) EXAMPLES. Fived. EmailRoutedByEinsteinSentiment
EXAMPLES. Five9.. EmailRoutedByMainRecepient
EXAMPLES. Five9..EmailRoutedByNLPCategory

) EXAMPLES. Fived. EmailRoutedByNLPSentiment

@ EXAMPLES. Five9. EmailRoutedByNLPSpamDetection
EXAMPLES. Fived, EmailRoutedByRulesEngine

€ EXAMPLES. Fived. EmailRoutedBySenderDomain

€ EXAMPLES. Five9. EmailRoutedBySubject

9 EXAMPLES. Five9. .NLP

% Five9 Rules Engine

) SFDC Einstein

The Five9 NLP module is a pre-packaged IVR script within a module. The example file is
shown below.

@ =B ES|

Actions  Script  Help

CEPPAREBCAPOREIHLLETRN=BALLOHL &8

FreeTextNLP

WorkltemNLP

CatSenSpam EXIT-OK

IncomingCall

Paramérri ParamErr?

SetErrDescr SysteméErr
O

You can view each module used within the script. For example, opening the properties
for the first Case module within the script shows the distribution for free text or work
item evaluation.
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© [x]

General

The Case Module can be used to select one of many multiple branches in
x the IVR Script logic based on the value of a variable or input previously
provided by a caller.

Maodule Name: | mode

Variable: made
Comparison Type Value/Variable Branch Name
Equals "FREE_TEXT" freetext
Equals "WORK_ITEM" workitem
Mo Match
Add Remave Edit Up Down

Save Cancel

You can drag the NLP module directly to your canvas, or create a duplicate of a
prepared script and substitute your domain-specific information. The example below
shows a script designed to route by NLP sentiment. More information about NLP
sentiment, spam detection, and training can be found in the Digital Engagement
Administrator's Guide.

@ [=helx]

Actions  Script  Help

CHEPPARBOAPCEVHETNEBILILOHL 88

Once you have made a duplicate script, or otherwise introduced the NLP module to
your IVR script, right-click or double-click to access the module properties.

200 Interactive Voice Response (IVR) ¢ Administrator’s Guide


https://documentation.five9.com/bundle/digital-engagement-administrators-guide
https://documentation.five9.com/bundle/digital-engagement-administrators-guide

Modules

Natural Language Processing Module

@ [x]

General  Parameters

Script into a collection of simpler linked IVR Scripts, or to use a commaon IVR

0 The Foreign Script Module can be used to divide a single complex IVR
Script function across all IVR Scripts, such as a customer lookup.

Module Name: | ForeignScript8

Called Script: Fived NLP
General Parameters

Initiating of Called Script Variables

Called Script Variable Value/Current Script Variable
mode "FREE_TEXT"

Add Remave Edit

Pass Contact variables to the called script

Returned Variables

Called Script Variable Current Script Variable
sentiment sentiment

Add Remave Edit

~I Return Contact variables from the called script

Save Cancel

You can rename the module in the General tab and assign your specific parameters in
the Parameters tab.

Properties

General Tab
Parameters Tab
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General Tab
@ [x]

General Parameters

Script into a collection of simpler linked IVR Scripts, or to use a common IVR

: The Foreign Script Module can be used to divide a single complex IVR
Script function across all IVR Scripts, such as a customer lookup.

Module Name: | ForeignScript8

Called Script: Fived NLP v

¢ Module Name: Name shown in IVR builder.

Parameters Tab

e Input Parameters: Contains called script with variable parameters:
@ [x]

General Parameters

Initiating of Called Script Variables

Called Script Variable Value/Current Script Variable
mode 'FREE_TEXT"

Add Remove Edit

Pass Contact variables to the called script

Returned Variables

Called Script Variable Current Script Variable
sentiment sentiment

Add Remove Edit
/| Return Contact variables from the called script

Save Cancel

° mode: Determines whether NLP engine evaluates free text or Five9 work
item. Default is free text.
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© Select check box to pass contact variables to the called script.

e Possible Errors:

© 91: System errors; incorrect input variables.
© 92: Error returned by the NLP system.

Example IVR Scripts with Five9 NLP Module

To see a working example before you create your own, you can open any of the
example NLP files listed under the IVR > Service Scripts subfolder.

Example

Examples..Five9..EmailRoutedByNLPCategory: Routes an email based on Five9
NLP categorization. Input parameters:

e category: Name of the NLP category. This value may be omitted for the
main category.

e Skill2CategoryMapping: Key-value list {“valuex”:”skil1x,...”}, where
valueX are the possible values of the category and skil1x are the
names of corresponding queues for routing.

¢ general_skill: Name of queue for uncategorized emails.

Example

Examples..Five9..EmailRoutedByNLPSentiment: Routes an email based on
Five9 NLP sentiment. Input parameters:

¢ positive_skill: Name of a queue used for routing email interactions with
positive sentiment.

¢ negative_skill: Name of a queue used for routing email interactions with
negative sentiment.

¢ general_skill: Name of a queue used for routing email interactions with
neutral or undefined sentiment.

Example
Examples..Five9..EmailRoutedByNLPSpamDetection: Filters out spam based

on Five9 NLP categorization. Input parameters:

¢ general_skill: Name of the queue that will receive non-spam emails.

203 Interactive Voice Response (IVR) ¢ Administrator’s Guide



Modules

Play Module

Play Module

The Play module enables you to play prompts and greetings anywhere in the script. For
an example, see Creating an IVR Script and Using an Agent Extension in an IVR.

When using Visual IVR scripts, you may also add images to pages and menus to
enhance your brand or to describe a product or service. However, you cannot add links
to images. For more information, see Page Tab.

@

x|

General Prompts Page Text Disposition Email Reply

The Play Module can be used to play audio files such as a welcome message to callers, and can include dynamic informatien provided by the
Text-to-Speech engine.

Module Name: | Play
Prompt Can Be Interrupted by Phone Key Pressing
aximum Number of Digits
Termination Digit: N/A
ar User Inpu

Collapsible

Save Cancel

Properties

General Tab

Prompts Tab
Page Tab
Dispositions Tab

Email Reply Tab

General Tab

e Module Name: Name that represents the role of the module in the IVR script. In
Visual IVR scripts, the name is converted to text that appears in the heading of
the IVR window.

* Prompt can be interrupted by phone key pressing: Select this option when your
prompt asks for input from the caller, such as press 1 for sales or when you want
to allow a termination digit. When using this option, follow the Play module with
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the Get Digits or Input module.

Note

When you expect caller input, Five9 recommends that you use the Get
Digits module instead of the Play module.

This option activates the other options below.

¢ Maximum Number of Digits: Available only when using interruptible prompts.
Represents the number of digits that the caller may press. When the digits are
entered, the prompt stops, and the script proceeds to the next module. For
example, if your prompt is press 1 for sales, 2 for Support, or 3 for Billing, the
maximum number of digits is 1. If you are asking for a four-digit extension, the
maximum number of digits is 4.

¢ Termination Digit: Option for callers to exit the module without entering an
extension by pressing the key specified.

° Enabled: the possible options are # (pound) and * (star).
° Disabled: the value N/A disables the option.

e Clear User Input: Whether to erase the information entered by the caller before
reaching this module.

° Enabled: delete all user input before this module.

° Disabled: Do not enable if, before this module, you have a prompt that
provides instructions, such as pressing a key (termination digit) to exit the
queue.

e Collapsible: Visual IVR feature that applies to all types of prompts. Whether to
concatenate all the prompts in the module whether they are played (standard
prompts) or displayed (Visual IVR prompts) to callers.

° Enabled: Concatenate prompts. Callers see at once all the prompts in the
same window.

° Disabled: Do not concatenate prompts. Callers hear or see each prompt
after performing the requested action.

Prompts Tab

List of default and custom prompts in the Prompts folder. You can add one or more
prompts from a file, a variable, or from the TTS builder. You can arrange the prompts in
any sequence. Between prompts, you can add brief pauses (milliseconds). Each prompt
can be interruptible.
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In Visual IVR scripts, TTS prompts are converted to text that appears in the body of the
IVR window.

e TTS Say As Options: Described in the table following this one.

Page Tab

This tab contains the list of Visual IVR prompts that are shown visually in the
customer’s Web browser when a IVR script is executed.

If this tab contains prompts, these are shown whereas prompts in the Prompts tab are
not.

If this tab does not contain prompts, the prompts in the Prompts tab are shown.

@ Play Module Properties
General Prompts Page Text Disposition Email Reply

Header:

Type Text / File Name
Add - Remove Edit Up Down Convert to ML Prompt
Body:
Type Text / File Name
Add - Remo Edit Up Down Convert to ML Prompt
Add File

Add File from Variable Save Cancel

Add Text

Add Multilingual Prompt

This tab enables you to add different types of prompts:

e File: URL of an image.
@ [x]

e URL:

www.mysite.com;‘imagesffive?.pnd

0K Cancel
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e Variable: Variable that contains the URL of an image.
@ [x]

Select a variable to get URL of an image from:

__BUFFER__

Greeting

InExt

INPIN

UserPIN
bhawan_test.GuysAlphaAwesomeVariable
bhawan_test.string

CallSurvey.opt_in

ok [Ccanel |

e Text: Formatted text that can contain variables. You cannot add images. If you
select a variable that contains the URL of an image, the URL is displayed.
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e Custom Tag: For detailed usage information, see Using the Visual IVR URL.
) (x]

root>
example text Text
<root

example text

Add w Remaove
Add Text

P Add Variable

example text Add Break

Add Paragraph
Add Heading
Add Span

Add Em

Add small
Add Strong
Add Sub

Add Sup

Add Mark

Cancel

The text editor enables you to create HTML text that contains formatted text and
variables. You can customize the text with bold, color, and emphasis. Unlike breaks in
the TTS builder, which are associated with speech, breaks in this text editor add a line
or horizontal break. The Test button enables you to preview the HTML text.
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@ [x]
root>
p= Paragraph (< p >)
example text
<P Color: aqua
<root ;
Text-align:  |eft
Font-family: = Georgia
Font-size: xx-smal
Add - Remove
Test

Dispositions Tab
The default disposition is Caller Disconnected. For more information, see Selecting
Dispositions.

Email Reply Tab

Use this tab with Five9 Engagement Workflow to create a rich text automatic response
or by using the IVR Text Builder to send an acknowledgment. The reply subject is pre-
populated and editable.

You can specify a single reply for each Play module that you use and configure.

@ %]

General Prompts Page Text Disposition Email Reply

Subject:
Type Text
Text RE: SOmni.subject
Add Remove Edit
Body:
Type Text
Text Thank you, [Contact.FirstName], for contacting Acme. Your order [order.title] will be s

A Remove Edit

Save Cancel

To create the body of your reply using the IVR Text Builder, click Add.
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@ [x]

root=
Thank you, [Contact.FirstName], for contacting Acme. Your order [order....
<root

Text

Thank you, [Contact.FirstNamel], for
contacting Acme. Your order [order title]
will be shipped in [Order.ShipDays].

Add - Remaove
Add Text
Add Image

P

Thank you, [Contact.FirstName], for contacting Acme. Your order [or  Add Variable be shipped in
[Order.ShipDays]. Add Break

Add Paragraph
Add Heading
Add Span

Add Em
Add Small
Add Strong
Add Sub
Add Sup
Add Mark

Custom Tag

oK I Cancel

e Type: Reply format.

e Text: The email body of your reply may include up to 24KB in the form of: HTML,
call variables, and embedded images.

Example

Thank you, [Contact.FirstName], for contacting Acme. Your order [order.title]
will be shipped in [Order.ShipDays].
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Text-to-Speech Say As Options

@ [x]

Default Language: English (US) ~

Text

Say as: | default
date

B e

digits
-

Add
duration

fraction

letters

measure
name

net
number
ordinal
spell
telephone
time

words

Cancel

The Text-to-Speech (TTS) Say as options enable you to play words or phrases to your
customers in a contextual format. In certain instances, the text should be split apart if it
contains words that require special treatment. For example, phone numbers that are
part of a larger phrase should be split out into a separate text element so that you can
apply the Say as telephone rule to it. The descriptions and data types are detailed
below.

Say as... Format Description Data Type

Acronym N/A Sequences of letters and digits are spoken STRING
as words when this is considered natural
in the target language, such as NATO or
UNESCO for English. Otherwise, letters
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Say as... Format Description Data Type
and digits are pronounced individually,
like API for English.

Address N/A Used for postal addresses. STRING

Note: Regional localization for
Languages improves accuracy in
speaking addresses. For example,
English (GB) is better able to
accurately reference United
Kingdom addresses than English
(US).

Cardinal N/A Supported if relevant in the target INTEGER,
language. Roman cardinals are often STRING
supported.

Currency N/A For text that is a currency amount the CURRENCY,
currency symbol may be present in the NUMBER,
enclosed text. This mode supports INTEGER,
currencies commonly specified in the STRING
country target language, such as $ and ¢
for US English.

Date d, dm, dmy, Use for date strings. DATE,

m, md, STRING
mdy, my, y,
ym, ymd

Decimal N/A Same as number with format decimal. INTEGER,
Use of the separator for the integral part NUMBER
is optional. For example, 123456.123 and
123,456.123 are pronounced in the same
way for US English.

Digits N/A Numbers must be read digit by digit. NUMBER,
Decimal periods or commas should be INTEGER
pronounced. Same as number with
format digits.

Duration h, hm, hms, Duration with format hms is read as <h>  INTEGER,

m, ms, S hour(s), <m> minute(s), and <s>seconds. TIME,
STRING
Fraction N/A Same as number; with format fraction. STRING

This mode will pronounce 1/3 as one
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Say as... Format Description Data Type
third.

Letters N/A Pronounce alphanumerical strings as a STRING
sequence of individual letters and digits.

For true spelling of all readable
characters, use the Say-as value spell.

Measure N/A Variety of units, like km, hr, dB, b, MHz STRING
are supported; the units may appear
immediately next to a number, such as
1cm, or be separated by a space, as in 15
ms.

Name N/A Interpret a string as a proper name if STRING
possible.

Net email, uri May be used for email addresses. STRING

Number Cardinal, Only formats relevant in the target INTEGER,

decimal, language are supported. All the format NUMBER,
digits, values are supported as interpret-as STRING
fraction, values as well, behaving the same for

ordinal, either syntax.

telephone

Ordinal N/A Only formats relevant in the target INTEGER
language are supported. This mode will
adhere to specified rank or series.

Spell N/A Characters in the text string are STRING
pronounced as individual characters.

Telephone  N/A Supports telephone numbers commonly  INTEGER,
specified in the country correspondingto  STRING
the target language.

Time h, hm, hms Hour should be less than 24, minutes and TIME,
seconds less than 60. AM/PM is read only STRING
if explicitly specified.

Words N/A Words are read instead of pronouncing STRING

them as strings of individual letters and
digits. The characters of a word may still
be uttered individually for particularly
difficult to pronounce character
sequences.

This mode is also meant for acronyms to
be read as words.
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Query Module

The Query module enables you to obtain database information from an external Web
site, access third-party Web services, or integrate an external source of contact data.
You can send GET or POST requests in which input parameters are appended to the
request URL or XML Web service POST requests.

When using Visual IVR scripts, you may also add images to pages and menus to
enhance your brand or to describe a product or service. However, you cannot add links
to images. For more information, see Page Tab.

Types of Database

Properties
Use Case

This chapter is intended for developers who understand these technologies and
protocols:

e Client-server architecture

e XML and Web Services

e HTTP protocol

e Web programming languages, such as ASP, Perl, PHP, Java, or Ruby

Types of Database

The flow of information differs depending on the type of database that you access:

* |f the database supports Web APIs, you can access information directly with the
Query module.

¢ [f the database, such as MySQL™, does not support Web APls, you can use a
Web server as a proxy for the database:
a Send an HTTP request from the Query module to your Web server. To
create a secure connection, use basic access authentication.

b Add a script to your Web server. The script returns the data in the format
specified in the script.
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Properties

The URL standard contains a port specification, for example: www.domain.com means
http://www.domain.com:80. The default port is generally omitted. Five9 URLs use only
port 80.

General Tab

Request Tab
Response Tab
Prompts Tab

Page Tab
Text Tab

General Tab
@ [x]

General Request Responses Prompts Page Text

% The Query Module can be used to look up or post information maintained by an external web server.

Module Name: Query2
Base URL path:
URL Part Comment
Add Remove Edit Up Dowr
Method: GET

Timeout (sec): 5/C

Save Number of Records to:

Save Cancel

e Base URL Path: HTTP or HTTPS request URL. For secure connections, use
certificates when the external Web server uses a root certificate (unsigned/self-
signed public key certificate). You can import CRT files or enable Accept All
Certificates. To configure certificates go to Actions > Configure > Certificates.

Important: If your parameters contain sensitive data, use secure URLs
and the POST method. You cannot save a query that contains sensitive
data with a non-secure URL or the GET method.
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e URL Part: Specify portions of the intended URL by using variables to form either
part or all of the URL path. The URL should have this format:

<BaseURL>/<URLPartl>/..../<URLPartN>/

GET parameters should have this format:

<BaseURL>/<URLPartl>/..../<URLPartN>/?<paraml>
=<valuel>g...&<paramM>=<valueM>

e Method: Request method:

° GET

° POST

° PUT

° DELETE

e Fetch Timeout: Maximum number of seconds for receiving a response from the
script. The default is 5 seconds. After the time-out, the script exits the module.

¢ Save Number of Records to: If several records match the search criteria,
whether to save the number of matched records in the selected integer CAV
variable.

Request Tab

Contains a query string parameter area to define part(s) of the URL containing data that

does not fit conveniently into a hierarchical path structure:

@ [x]
General Request Responses Prompts Page Text

HTTP Header Value / Variable

Add emove

Authorization Profile

form-urlencoded

Parameter Value / Variable

Add

Save Cancel
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e Parameters: You can import a file that contains your request code, and you can
add variables. All parameters are encoded and separated by an ampersand (&).
Supports multipart/form-data.

@ [x]
Name:
Value:
Variable:
oK Cancel

¢ Authorization Profile: Name of authorization profile for validation.

Response Tab
The Response tab enables you to configure several sets of parsing parameters. The
parsing parameters correspond to one or more http status codes or their ranges. Route
the call to the appropriate following branch:

e Success: Data retrieved successfully.

e Timeout: Query exceeded time allowed.

e Failure: No records found.

e HTTP Parsing: Add RegEx or function to parse the returned parameters.

Returned HTTP Status Code (INT) and Reason Phrase (STRING) may be saved in
variables.

@ [x]

HTTP Status Code:
From poo | To 200
Description

Regular Expression Based Function

Response Transformation

RegExp Options: Edit

RegExp Group Variable

OK Cancel
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¢ Regular Expression Based:

)

Select RegExp Options:
Canonical equivalence (CANON_EQ)
Case-insensitive matching (CASE_INSENSITIVE)
Permits whitespace and comments in pattern (COMMENTS)
Dot matches line terminator (DOTALL)
Treat as a sequence of literal characters (LITERAL)
Multiline mode (MULTILINE)
Unicode-aware case folding (UNICODE_CASE)
Only "\n' as line terminator (UNIX_LINES)

OK Cancel

© Response transformation field: Add regular expressions enclosed in
parentheses. Regular expressions are automatically added to the RegExp

Group field.

Example
<State>(."?)</State>-<City>(.+?)</City>(.+?)

This expression matches the first instance of one or more
characters, stops matching, and returns the result.

° Map the expressions to IVR variables in the RegExp Group field. Assign the
result to a variable. In this case, the result is assigned to the city variable.

@ [x]

General Request Responses Prompts Page Text

HTTP Code Description Parsing Method RegExp/Function Assigned Variables

200 Example RegExp <state>("?)</State>-<City>(.+7)</City>(+7)

Add Remove Edit Up Down

Save Http Status Code To:

Save Reason Phrase To:

Save Cancel

° From and To fields contain 3-digit integers.

218

Interactive Voice Response (IVR) ¢ Administrator’s Guide



Modules

Query Module

— Parsing rules may overlap by code ranges. In this instance, the top
rule applies.

— Rule order may be changed using Up/Down buttons.

— If the status code of a response matches a rule, the main exit of the
Query module is activated. Otherwise, an exception occurs.

e Function: Enables you to apply any function for parsing the query response.

@ x

HTTP Status Code:
From 200 & To 200 O
Description

Regular Expression Based Function

Variable
Name:
Type:
Description

Function

Name: ~ New.

Description:

Function Arguments:

OK Cancel

° Variable

— Name: Variable source, such as __ BUFFER__, or __
ExtContactFields__.

— Type: Variable type, such as: String, KVList.
— Description: Variable description.

° Function: Use canned functions or define a new function and (JavaScript)
implementation.

— Name: Defined functions, such as: concat, substring, ...
— Description: Function description.
— New (function): Enables function creation.
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Momes | Queryl perse
Types | KMST

Desaiption: | Far persig Aesponses 1o Quary 1

Furcion implementabon (lavatoipt
function gueryl parse (body} {

fancricn Fived gueryl Paceeibody) 1
war _ExcConcactFields_array = [i})s

return _ExvlontaccFields array):

Funcion Aigusanits:

Tipe Mame Desapten

STRING bady Amsponses. for Query| parse re....
[ had ][ memove ot

Query Module

Prompts Tab

List of default and custom prompts in the Prompts folder. You can add one or more
prompts from a file, a variable, or from the TTS builder. You can arrange the prompts in
any sequence. Between prompts, you can add brief pauses (milliseconds). Each prompt

can be interruptible.
@

[x]

General Request Responses Prompts Page Text

Type

Add w Remove Edit

Interruptible

Up

Text/ File Name

Down Convert to ML Prompt

Save Cancel
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¢ Interruptible: Whether to stop playing the prompt as soon as the requested
operation is completed.

° Enabled: Stop playing the prompt as soon as the caller has completed the
action.

° Disabled: Finish playing the prompt even if the caller has completed the
action.

Page Tab

This tab contains the list of Visual IVR prompts that are shown visually in the
customer’s Web browser when a IVR script is executed.

If this tab contains prompts, these are shown whereas prompts in the Prompts tab are
not.

If this tab does not contain prompts, the prompts in the Prompts tab are shown.

@ [x]
General Request Responses Prompts Page Text

Header:

Type Text / File Name
Add w
Body:
Type Text / File Name
Add -
Add File

Add File from Variable Save Cancel

== Add Text

Add Multilingual Prompt

This tab enables you to add different types of prompts:
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e File: URL of an image.

@ [x]

9 URL:

www.mysite.com;‘imagesffive?.pnd

Cancel

e Variable: Variable that contains the URL of an image.
@ [x]

Select a variable to get URL of an image from:

__BUFFER__

Greeting

InExt

INPIN

UserPIN
bhawan_test.GuysAlphaAwesomeVariable
bhawan_test.string

CallSurvey.opt_in

ok | [cancr |

e Text: Formatted text that can contain variables. You cannot add images. If you
select a variable that contains the URL of an image, the URL is displayed.

The text editor enables you to create HTML text that contains formatted text and
variables. You can customize the text with bold, color, and emphasis. Unlike breaks in
the TTS builder, which are associated with speech, breaks in this text editor add a line
or horizontal break.

The Test button enables you to preview the HTML text.
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@ [x]
root>
p= Paragraph (< p =)
example text
<p Color: aqua
<root ;
Text-align:  |eft
Font-family: = Georgia
Font-size: xx-smal
Add w Remove
Test
Text Tab
This tab enables configuration options for chat, SMS, email, and integration channels.
) [x]
General Request Responses Prompts Page Text
Use Visual IVR settings
Text only
Type Text / File Name
Add - Remove Edit Up Down Convert to ML Prompt

Add Text

Save Cancel

Add Multilingual Prompt

e Use Visual IVR Settings:
° Enabled: digital engagement interactions receive the data configured in
the Page tab.
Text only: If enabled, the XML/HTML are removed from the data received
from in the Page tab configuration.
° Disabled:
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— Text only box is disabled.

— The grid and grid buttons enable configuration of a separate
prompt for digital engagement interactions.

— The same items can be added as for Page/Body.

— Add Text: Text and variables can be added. The same control as is
used for a Query/POST request may be used here.

— Add Multilingual Prompt: Only multilungual prompts with the type
TEXT may be used here.

Use Case

If you develop and maintain the database and all the code necessary to access the
database, import banking.five9ivr into the IVR workspace to see a working example.

This example shows how to query a database that you develop and maintain.

Preparing Your Database
Creating Script Variables
Configuring the Query Module
Customizing the Script
Testing Your Implementation

This figure shows the flow if information between the IVR modules, your Web server,
and the database when a customer calls to obtain account balances.
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Query =

WElse =

Pay <

Hang Up = :

Wialcome to Dema Bank! Entar your account
Aumber, followed by tha pound sign

'

Caller enters stcount number. -«

v

S-digit account
T

Ma felse] —=  Invalid number

1
¥es (if)

Web sarver
hizp: //wew_axample . comegl-binfseripe. pl

Bank database | - Mafetsa) = Account not found —
& _rasult == 3 —-
: L Errar —= Database error
vas (if]
L
Ehacking }
aaringa balance

e

Your checkng account balance is ohsoking_bsisnos
Your savimg sccount balance is saving_balasss
Thank you for calling Demo Bank. Good bye.

Preparing Your Database
Define the variables for the request, the response, and the Query module.

Create a database table with these columns:

Query Module

Fined IVR Modules

& Play

= Play

= Play

* account number: 5-digit number provided by the customer.

® checking balance: account balance and currency returned by the search.

* savings balance: account balance and currency returned by the search.

Example

CREATE TABLE accounts (

account number INTEGER(5),

checking balance DECIMAL(10,2),
saving balance DECIMAL (10,2)
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Creating Script Variables

Prepare the variables that you will use in the query. In this case, account number is the
only variable.

@ (][ ][x]

Actions  Script  Help

CEPPARBOAPOCRELHLTHNERILLOL §88

rncomin;caﬂ

1 Inthe IVR workspace, select Script > Variables.

The Variables window contains a default variable that you cannot modify or

delete.
@ [x]
Variable Type Initial Value Input Output Description
__ BUFFER__ STRING No Mo Default var...
__ExtConta... KVLIST {} No No Default var..,
Add Remave Edit

0K

2 To start creating variables, click Add.
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@ [x]
Name: ||
Type:  STRING ~
Description:
Initial Value:
Input Variable (can be used as script's parameter)
Output Variable (can be used to return values from script)

3 Name and describe the variable.
4 Click OK.

5 When done creating variables, click OK.

Configuring the Query Module

General Tab
Request Tab
Response Tab
Prompts Tab

Page Tab
Text Tab

The modaules in this figure correspond to those in the flowchart above. The Query
module is highlighted in red. Of the modules shown, we describe only how to configure
the Query module.

) H'E1EY

Actions  Script  Help

CHEHPPARDOAPCRLHETINERILLOL B

Playd
!
IncomingCall Pla GetDigits2 4
[ ] 3 Hangu,
.H*k 54
[]
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To open the properties window, double-click the module.
General tab. Enter basic information about the module:

e URL: Request URL of the Web server. You can use a secure TLS connection.

¢ Method: URL-encoded GET
@ [x]

General Request Responses Prompts Page Text

% The Query Module can be used to look up or post information maintained by an external web server.

Module Name: Query2

Base URL path:
https://www.ExampleWebServiceURL.com

URL Part Comment
Add Remove Edit Up Down
Method: GET ~
Timeout (sec): 5 <

Save Number of Records to:

Save Cancel

Request tab. Enter the input variables as parameters and the HTTP headers that you
want. In this case, the only variable is the account number.

@ [x]
General Request Responses Prompts Page Text
HTTP Header Value / Variable
account_number account_number
Add Remove Edit
Autharization Profile
Name D
Variable
» form-urlencoded form-data raw
Parameter Value / Variable
Add Remove Edit

Save Cancel

Response tab. Select XML Element Attributes, and enter these parameters:
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Parameter Variable

checking checking balance
DB result DB result

saving saving balance

Prompts tab. This section is optional. Instead you can configure a Play module to play
a prompt while the customer is waiting, or you can omit playing a prompt.

@ [x]
General Request Responses Prompts Page Text
Type Text / File Name
Add w Remove Edit Up Down Convert to ML Prompt

Interruptible

Save Cancel

Page tab. Ignore this tab.
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General Request Responses Prompts Page Text

Edit

Edit

Text / File Name

Up Down Convert to ML Prompt

Text / File Name

Convert to ML Prompt

Save Cancel

Up Down

Header:
Type
Add w Remove
Body:
Type
Add - Remave
Add File
Add File from Variable
=—  Add Text

Add Multilingual Prompt

Text tab. Ignore this tab.

@

General Request Responses Prompts Page Text

Use Visual IVR settings

Text only

Type

Add - Remove

Add Text

Add Multilingual Prompt

Customizing the Script

Edit

Text / File Name

Up Down Convert to ML Prompt

Save Cancel

The generated script contains the input and output parameters that you added in the
Request and Response tabs. This section describes how to customize parts of the script.
The complete script (Query4.pl) is included in the ZIP file.
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Important: Five9 does not correct or accept incorrect specification of the
content-type header, such as content-type: text/xml; charset="utf-8".
Instead, we require standard use (without using quotation marks). Example:
content-type: text/xml; charset=utf-8.

Error Codes

Use Query
Output Variables

Error Codes. This section describes how errors are indicated. ERR_CODE__="0"
corresponds to a successful request.

Example

Use case
#! /usr/bin/perl

# Generated by ScriptGen v6.1 (build 0, "OS_BUILD")
# at Mon Jun 17 14:46:32 PDT 2020

use warnings;

use strict;

use CGI gw(:all);

Sl++;

my $cgi = new CGI;

#Variables ERR _CODE__ and ERR DETAILS are reserved for errors
indication

my SERR CODE__ ="0";

my $ERR_DETAILS ="";

Use Query. This section is the only one that you need to modify because the module
generates only a commented section. You need to add the code to access and search
the database for the variables specified in the comments. In this example, the database
is MySQL. The example code that we added is highlighted.

=== PLEASE INSERT THE CODE HERE FOR ASSIGNING THE REAL VALUES
=== TO THE FOLLOWING VARIABLES:
=== checking, saving, DB result

=== SET $ERR CODE__ = "5" ("User Defined Error")
=== AND $ERR DETAILS _ TO EXPLANATION STRING IF A WRONG CONDITION
=== SHOULD ARISE. #=== {{{{{

=== For more information on using Perl with MySQL, see this website:
=== http://www.sitepoint.com/access-mysgl-database-perl/use DBI;

=== Set the connection information and credentials to access the
=== database. In Perl, the datasource name is in this format:

=== $dsn = ""dbi:<SQL Platform>:<database name>:<host name>:<port>;
=== The default port for MySQL is 3306.
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my $dsn = 'dbi:mysgl:example test:localhost:3306' ;
my Suser = 'test user ;
my Spassword = 'test password' ;

#=== Connect to the database.
my $dbh = DBI->connect ($dsn, Suser, $password) ;

#=== Prepare and execute the query.
if (S$dbh)
{my $sth = Sdbh->prepare ("SELECT checking balance, saving balance FROM
accounts WHERE number=Saccount number");
IF (Ssth && $sth->execute ())
{ $DB result = 1;

if (! (($checking, $saving) = $sth->fetchrow array())) ($SDB result = 2;
($checking, $saving) = (0.00, 0.00)};

}
#=== Disconnect from the database.

Sdbh->disconnect () ;

=== }}11}}

Output Variables. This section contains the checks to verify the data format of the
variables (currency and integer) for the parameters to be returned. The print
statements describe the format for the parameters, which is an XML structure, as you
specified in the Response tab.

fmmmmmmm e
# Output variable checking.
# __________________
if (!defined S$checking && isvalidcurrency ($Schecking))) {
SERR_CODE = "3";
$ERR_DETAILS = "Invalid value 'Schecking' for parameter 'checking' "
1
if (! (defined $saving && isvalidcurrency ($saving))) {
SERR CODE__ = "3";
SERR_DETAILS = "Invalid value '$saving' for parameter 'saving'
1
if (! (defined $DB result && isvalidinteger ($DB result))) {
SERR CODE__ = "3";
$SERR_DETAILS = "Invalid value '$SDB result' for parameter 'DB result'

}

print gqg|Content-Type: text/xml\n\n]|;
print gqg|<?xml version="1.0"?>;

print ggl|<response>|;

print gqgl| <variable>|;

print gq| <var name="DB result" expr = "| . convert2vxml ($DB result)
aql"™ />|;
print gqgl| <varname="checking" expr = "| . convert2vxml ($checking) . ggl"
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/>1;

print ggl| var name="saving" expr = "| . convert2vxml ($saving) . ggl"

/>1;

print qg| </variables>|;

print gqg| <error code="| . convert2vxml ($saving) . ggl" description = "
convert2xml ($ERR_DETAILS ) . ggl" />|;

print ggl</response>|;

Testing Your Implementation

When done with all configuration, test your implementation with valid and invalid
input.

Code Script. The HTML file included in the package enables you to debug the code,
for example:

e If you send a valid account number, such as 11111, you receive the successful
response on the right. In the XML, the var elements correspond to the
parameters that you entered in the Response tab of the Query module.

e If you send an invalid account number, such as 1111 or 1111a, you receive error
messages.
Request Response

SCRIPT DEBUG PAGE — <response>

. ) - —<variables>
WA R Yegi-bin/Query4.pl <var name="checking" expr="1200.00"/>
Method: GET

<var name="saving" expr="300.00"/>

<var name="DB_result” expr="1"/>
</variables>
<error code="0" description=""/>

Input Parameter account niumber

Variable: account_number </response=

Type: Integer

Comment: An integer number
Format: An integer number

Enter value for account number 11111

IVR Script. To ensure that the complete flow works as expected, be sure to test your
IVR script.

Five9 Salesforce Module

The Five9 Salesforce IVR module enables you to manage interactions and workflow
between the IVR and Salesforce. Salesforce must be enabled for your domain to access
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the Salesforce module and the associated service scripts. Contact your Five9
representative for additional information.

You can define a Salesforce Object Query Language (SOQL) query, enabling the IVR
module to pass the request and return the response with any associated error
messaging. The query response is treated as an object that you can route as an
interaction. The Five9 Salesforce module is available from the IVR builder toolbar, seen
with the Salesforce cloud icon in the figure below.

TRl LA 95 8Ra)

You can drag the Salesforce module to your canvas to build your IVR script, or you can
choose one of the predefined Service Script examples to use as a template. Right-click
or double-click to access the module properties.

You can rename the module in the General tab and assign your specific parameters in
the Parameters tab.

Properties

General Tab

% Foreign script Module Properties H:H

Gererdl || Parameters|

Integraton vath SalssForce

D Erpuit Varisbles:
SalesForcel KL - SalesForce AL
AuthProfle- Name of a authorzation profile o

Modae Name: | Fred SalesForos

¢ Module Name: Name shown in IVR builder.
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Parameters Tab

% Foreign script Module Froperties

General | Parameters 4 [Initisting of Called Script Variable ﬂ

[ritiating of Called Seript Vanabies

Caled Soipt Variabee

Ak
Mestecisog,
Pass Contact wariables to the caled sof Cormiant @ vanane L
Rleturned Varabies x
Diescrgtecn,

Cabed Script Variabke

Addl

Feetum Condact variables from the called soript

¢ Input Parameters: Contains authorization profile and called script with variable
parameters:

° JAuthProfile: Name of an authorization profile configured for Salesforce
Gateway in VCC.

° IFields: KVList of the object's fields to receive. Keys are the field names. If
a value is not empty, it is used for filtering records. All case field’s ID
included with Omni.external_id by default. This field is optional.

° [IFilterType: KVList of comparison module operation modifiers. This field is
optional.

— ILimit: Maximum number of returned records. Default is 1.
— |Object: (Optional) Default is Case. Salesforce object name.
— ISalesForceURL: URL of the Salesforce SOQL REST API.

— Mode: Simple (default value) or Advanced. Advanced mode uses
sSoaQL.

— Simple: Default value. Simple mode uses IObject, IFields,
and IFilterType.

— Advanced: Uses a SelectSOQL string containing an
executable SOQL query.

SelectSOQL: Executable SOQL for Advanced mode.
Select check box to pass contact variables to the called script.
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SELECT Id, Name,

For more information about creating SOQL queries, see Introduction to

SOQL and SOSL.

¢ Returned Variables:

Five9 Salesforce Module

BillingCity FROM Account LIMIT 3

& Foreign soript Module Properties

Gareral | Parameters

Iritiafing of Called Seript Varables

Called Soipt Variabie

Value \Durrend Sorpt Variable

— S— L
% Called Script Returned Variable [
Called Soript Varable
Add
— Resuits -
Pass Cort| Trpe: EVLIST
Returned vanal Description:
Calied Seript Curment Script Variable bo Assign to
|_ExtConta:tFiekds__ -
User Vanables
__FatontactFeits
e Carel
r 1]
Fietum Conftact variabies rm-nh:nm 1
[ con |

° Results: Resulting KVList from query response.

— __ExtContactFields__
third-party systems.

— FieldValToSkillMap enables additional data mapping.

¢ Possible Errors:

© CUSTOM_ERR_1: Salesforce error.
© CUSTOM_ERR_2: Bad input parameters.
© CUSTOM_ERR_3: Authorization error.

Example IVR Scripts with Salesforce Module

e SFCaseRoutedByPriority
e SFCaseRoutedBySubject

To see a working example before you create your own, navigate to the IVR > Service
Scripts subfolder to find the following sample scripts:
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¢ SFChatRoutedBylLang
e SFChatRoutedByCustomField

& Virteal Contact Cenber - Administrator v10.11

Actions Options View Help
| % X »p0O|a
5 B DR Sapes E
BB Service Sopts I

EXAMPLES. Fived. Ernsten
EXAMPUES, Fved.  EmadRoutedBySrteninbent

& ENAMPLES, Fives. EmaiioutedByEnsterSentment r

) ExAMPLES. Fives. EmalinubecByManflecepient i
EXAMPUES., Fived. EnalFoubedByhLFCategory F
EXAMPLUES, Fived. EmalfioubedByLPSen timent 4

@ EXAMPLES. Fives. Emalfiouterdyi PipamCetetion \

) ExaMPLES, Frves EmalioutediyStulesEngne
EXAMPLES. . Fived. EnadR outedBySerderDomain - H
EXNAMPUES, Fived. EmalfoubedBySubgect

0 ExaMPLES, Fived, EmaltoutediyiehinahficsOutrone i

@ EwweLss, Fves. EmalRoutedByvehanalyncsPersonas
EXAMPLES. FiveaL NP
EAFES, Fives. S CaseRoutedayPron by

0 EAMELES, Fived. SFCaseRioutedBySubject

) EXAMPLES, Fives. SFChaoutedyBromse iang M
EXAMPUES, Fived. SFChafRoubedB yCustomied 1

EXAMPLES, FivelL WebAnalytics 3
@ Frves e i-
) Frves Aules Engine {
g Fived SalesForce I

Fived Wb Analytes |
§ SFOC Ensamn

Set DNC Module

The Set DNC module places a single phone number in your local Do Not Call list. To
place the many phone numbers of a single contact in your DNC list, attach the contact
record to the call, and select one of these options:

* Use one Set DNC module for each phone number (maximum three modules).

e Create an IVR script that contains post-processing steps, such as a disposition
that adds all the contact’s numbers to the list.

@ (x]

General

The Set DNC Module can be used to add a caller's phone number to your
DNC (Do-Nat-Call) list.

Maodule Name: SetDNC3

Variable: Call.ANI v

Save Cancel

Use this module as follows:

e If an inbound campaign receives return calls from an outbound campaign, give
the caller the option to be placed on your Do Not Call list so that your agents do
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not need to spend time to process DNC requests.

e For autodial campaigns, provide to contacts an option to opt out of future
campaigns.
The Variable menu contains a list of all your variables. Select the string variable that
contains the phone number to add to your DNC list.

Set Variable Module

The Set Variable module enables you to assign specific values to variables. Typically,
use this module to test the value of one variable in the If/Else or Case modules. You
assign a value to another variable with the Set Variable module for a subsequent Web
request or call routing decision.

Variables are subject to these size limitations: 1M characters for script variables and
2040 characters for call/reporting variables. For an example of the Set Variable module
following the If/Else module, see Simple Campaign Script for Post-Call Surveys.

Because you may not use call variables that contain sensitive information in this field,
these variables do not appear in the menu even if they exist in the Call Variables folder
of the VCC.

@ =]
General

T The Set Variable Module can be used to set or update the value of an IVR

Sog| Variable or Call Variable,

Module Name: | SetVariable3

Variable Assigned Variable, Constant, or Function

Add Remove

Save Cancel

Click Add, and select your options.
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@ O Assignment

Variable
__BUFFER__ &
Type: STRING
Description:  Default variable for collecting digits

Assigned Value
Constant Variable © Function NULL
CONCAT(STRING, STRING, STRING, STRING, STRING) B

Function Arguments:

#1 Constant q
#2 Constant w
#3 Constant e
#4 Constant r
#5 Constant

The required data types for your arguments display for each selected function.

e Variable: List of your user, contact, IVR and user CAV variables. When you select
a variable, the type, such as string, and description are automatically populated.

To ensure that you can save the module variable, follow these rules about
sensitive information:

° If you select a variable that does not contain sensitive information, you
may assign only a variable or function value not containing sensitive
information.

° If you select a variable that contains sensitive information, you may assign
any type of variable or function value.

e Assigned Value: Type of value to assign to the variable.

° Constant: Single specified value.

° Variable: List of your contact, system, agent, IVR and user CAV variables.
When you select a variable, the description is automatically populated.
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Function: List of functions. For more information, see the tables below.
NULL

When using Constant and Function values, you must enter phone numbers
according to your domain and VCC configuration:

(e)

If your domain is enabled for the E.164 format, you may need to enter
phone numbers in your national format or phone numbers up to 15 digits,
starting with the plus (+) sign and the country code. See your
administrator.

If your domain is enabled for the E.164 format, you may need to enter
phone numbers in your national format or phone numbers up to 15 digits,
starting with the plus (+) sign and the country code. See your
administrator.

If your domain is not enabled for the E.164 format, you must enter 10
digits to conform to the North American Numbering Plan (NANP).

This table contains the possible operations for each data type.

Left Function Description Argument Exceptions
Variable Types
Type
INTEGER DIFFERENCE Number of days between two DATE, DATE Arg2>Argl,
dates. Argl or Arg2 is
NULL
DIFFERENCE Number of seconds between TIME, TIME Arg2>Argl,
two times. Argl or Arg2 is
NULL
DIFFERENCE Subtracts second argument from [INTEGER, Arg2>Argl,
first one. INTEGER Argl or Arg2 is
NULL
LEN Returns the number of STRING_EXPR Arglis NULL
characters of the specified string
expression, excluding trailing
blanks.
CURRENCY SUM Adds or subtracts arguments. CURRENCY, Argl or Arg2 is
DIFFERENCE CURRENCY NULL
PRODUCT Multiplies the currency by an CURRENCY, Arglor Arg2is
integer. INTEGER NULL
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Left Function Description Argument Exceptions
Variable Types
Type
QUOTIENT Divides the currency by an CURRENCY, Argl or Arg2 is
integer. INTEGER NULL
DATE ADD Adds Arg2 days to Argl date. DATE, Argl or Arg2 is
INTEGER NULL
INTEGER LOCATE Returns the position of the first  SUBSTRING, Argl or Arg2 is
occurrence of substring within STRING NULL
string.
PRODUCT Multiplies arguments. INTEGER, Argl or Arg2is
INTEGER NULL
QUOTIENT Divides first argument by second INTEGER, Arg2=0,
one. INTEGER Argl or Argz is
NULL
SUM Adds arguments. INTEGER, Argl or Arg2 is
INTEGER NULL
TOINTEGER Converts value into USD STRING_EXPR Arglis NULL
(CURRENCY(S)) currency integer.
TOINTEGER Converts value into GBP STRING_EXPR Arglis NULL
(CURRENCY(£)) currency integer.
TOINTEGER Converts value into Euro STRING_EXPR Arglis NULL
(CURRENCY(€)) currency integer
TOINTEGER Converts date to integer DATE_EXPR Argl is NULL
(DATE)
TOINTEGER Converts number to integer. Use NUMBER_ Argl is NULL
(NUMBER) this to convert floating-point EXPR
values, such as 31.2, to an
integer.
TOINTEGER Converts string expression to STRING_EXPR Arglis NULL
(STRING) integer. Use this to convert
whole numbers, such as 31, to
integer.
TOINTEGER Converts time expression into TIME_EXPR Argl is NULL
(TIME) integer.
NUMBER SUM DIFFERENCE Adds, subtracts, multiplies, or NUMBER, Argl or Arg2 is
PRODUCT divides arguments. NUMBER NULL
QUOTIENT
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Left Function Description Argument Exceptions
Variable Types
Type
LEN Returns the number of STRING_EXPR Arglis NULL
characters of the specified string
expression, excluding trailing
blanks.
RANDOM Returns numeric value between None
0 (inclusive) and 1 (inclusive).
The result can be assigned to
Numeric IVR variables or
NUMBER call variables.
STRING BASE64DECODE  Decodes STRING IVR or call STRING STRING is NULL
variable.
BASE64ENCODE  Encodes STRING IVR or call STRING STRING is NULL
variable.
CONCAT Concatenates up to five strings.  STRING, Any of Argl
STRING, through Arg5
STRING, are defined by
STRING, Variable having
STRING a NULL value
GET Returns the value to which the KVLIST, Argl or Arg2 is
specified key is mapped, or null  STRING NULL
if this kv-pair contains no
mapping for the key.
GET_KEY Returns nth key of kv if 0 < nth < KVLIST, Argl or Arg2 is
SIZE(kv). INTEGER NULL
Activates exceptional exit
otherwise.
HASHBYTES Hash the string using algorithm  <algorithm>,  Arglis NULL or
method: STRING incorrect
MD2 | MD4 | MD5 | SHA | SHA1 method
| SHA_256 | SHA_512
LEFT Returns the leftmost characters STRING_EXPR, Arglisnota
of a string. LENGTH STRING IVR or
call variable
Arg2 is negative
PAD Pads a string to a new length STR, INT Argl or Arg2 is
extending the string to the right. (Length), STR  NULL
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Left Function Description Argument Exceptions
Variable Types
Type
Example: (Padstring)
PAD(“1234”,10,”X”) results in:
“1234XXXXXX”
PUT Associates the specified value KVLIST, Arglis notin
with the specified key. Returns ~ STRING (key), KVLIST
an old value if the key existed STRING Arg2 is invalid
before the func'gion’s invocation, (value) Any Argument
or NULL otherwise. is NULL
RIGHT Returns the rightmost characters STRING_EXPR, Arglisnota
of a string. LENGTH STRING IVR or
call variable
Arg2 is negative
SUBSTRING Returns string value which can EXPRESSION, Arglisnota
be assigned to a STRING IVR START, STRING IVR or
variable or a STRING call variable LENGTH call variable
expression. Indexed Arg2 is greater
starting at than number of
zero (0), from characters
left. Arg3isnota
positive or
whole number
TO_E164PHONES Returns country code of phone  STRING, Argl or Arg2 in
number in E164 domains. STRING NULL or CAV is
UNDEFINED
TOSTRING Converts value to USD currency  STRING Arglin NULL
(CURRENCY(S)) string.
TOSTRING Converts value to USD currency  STRING Arglin NULL
(CURRENCY(£)) string.
TOSTRING Converts value to USD currency  STRING Arglin NULL
(CURRENCY(€£)) string.
TOSTRING(DATE) Converts date value to string. DATE Arglin NULL
TOSTRING(DATE, Converts date value to string. DATE, STRING ArglorArg2is
STRING) NULL
TOSTRING Converts INTEGER value to INTEGER Argl is NULL
(INTEGER) string.
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Left Function Description Argument Exceptions
Variable Types
Type
TOSTRING Converts KVLIST to string. KVLIST Argl is NULL
(KVLIST)
TOSTRING Converts numeric value to string  NUMERIC Argl is NULL
(NUMERIC) value.
TOSTRING(TIME) Converts TIME value to string TIME Arglis NULL
value.
TOSTRING(TIME, Converts TIME value to string TIME, STRING Argl or Arg2 is
STRING) value. NULL
TO_UTC_TIME Converts TIME to local time; that TIME, STRING Argl or Arg2 is
(TIME, STRING) is, the GMT setting for your Time NULL
Zone in the IVR schedule of the
campaign properties.
TIME ADD Adds Arg2 seconds to Argl time. TIME, Argl or Arg2 is
INTEGER NULL
Converting Integers
To change a data type, use the data transformation methods in this table. Numbers
with decimals are not converted to integers.
244 Interactive Voice Response (IVR) ¢ Administrator’s Guide



Modules

Set Variable Module

Variable Function Arguments Comment Exceptions
Type
INTEGER TOINTEGER NUMBER Fraction truncated. Argis NULL
TOINTEGER CURRENCY  Fraction truncated. Argis NULL
TOINTEGER STRING Until first non-digit; Arg is NULL or contains non-
can be empty. digit characters.
TOINTEGER DATE, Second argument: Argl or Arg2 is NULL
STRING d, such as 31 Wrong Arg2
m, such as 12
y, such as 2007
TOINTEGER TIME, Second argument: Argl or Arg2 is NULL.
STRING h, such as 18 Wrong Arg2
m, such as 45
NUMBER TONUMBER INTEGER Argis NULL
TONUMBER CURRENCY Argis NULL
TONUMBER STRING Period (.) for decimals. Argis NULL
CURRENCY TOCURRENCY INTEGER .00 for fractions. Argis NULL
TOCURRENCY NUMBER Fraction truncated to 2 Argis NULL
digits.
TOCURRENCY  STRING Period (.) for decimals. Argis NULL
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Variable
Type
STRING

DATE
TIME

WAV Files

Function

TOSTRING
TOSTRING
TOSTRING
TOSTRING
TOSTRING

TOSTRING
TOSTRING

TODATE
TOTIME

WAV2BASE64
WAV2BASE64

Arguments

INTEGER
NUMBER
CURRENCY
DATE

DATE,
STRING

TIME

TIME,
STRING

STRING

STRING

Comment

yyyy-mm-dd = ymd
Second argument:
d, such as Monday

dmy, such as
31/12/2007

m, such as June
md, such as June, 14

mdy, such as
12/31/2007

ymd, such as 2007-12-

31

hh:mm = hm24

Second argument:
hm12, such as 6:45 PM
hm?24, such as 18:45

Encodes in ASCII

format.

Exceptions

Argis NULL
Argis NULL
Argis NULL
Argis NULL

Argl or Arg2 is NULL

wrong Arg2

Argis NULL

Argl or Arg2 is NULL.

wrong Arg2

Argis NULL,

unsupported transformation

Argis NULL,

unsupported transformation

Using the KVLIST Data Type Functions

To pass sets of data fields to and from IVR, use collections of values with functions for
accessing, adding, and deleting elements with keys. You can iterate all elements in the
collection and convert the collections to strings to send/receive them to/from external
systems. To do so, use the KVLIST data type, which uses collections of string key-value
pairs instead of elementary data.

Defining a KVLIST Collection

Using KVLIST Variable Functions
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You can introduce a KVLIST collection by defining a variable with KVLIST data type
selected. For information on adding or creating variables, see Adding Variables.

&

[x]

Variable

__ExtContactFields__
Type: KVLIST
Description:  Default variable for data exchange w

Assigned Value
Constant Variable (® Function NULL
TOKVLIST(STRING) ~
Function Arguments:

#1 Constant

|_ OK | Cancel

Example

Set Variable Module

These variables may have an initial value defined as a JSON-formatted string with a
collection of key-value pairs, where both keys and values are strings.

A variable named person contains key-value pairs that describe a person:

Person = {"last name": "Jones",
"31", "phone": "650.321.4800"}

"first name":

"Betty",

"age":

"last name", "first name", "age", and "phone" are keys for values "Jones™",

"Betty", "31",and "650.321.4800".

Assignment {} is an empty KVLIST but a non-empty variable.

Using KVLIST Variable Functions

Specific functions are used in conjunction with the KVLIST data type to return a JSON
string of key-value pairs enabling you to store multiple data elements in a single IVR

KVLIST variables without a default value are considered empty variables.
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variable. Benefits of using the KVLIST data type include:

IVR can dynamically expand or contract the volume of variables, or data elements, used
rather than manually storing every possible variable value.

JSON response to IVR Query module requests can be more easily parsed than standard
elementary pairing with string pattern matches.

Specific functions (see function descriptions below) with a KVLIST data type return a
JSON string of key-value pairs, enabling you to store multiple data elements in a single
IVR variable:

e To GET the value of a key.

e To GET a key according to index, or position.
e To PUT, or write, a new key-value pair.

e To REMOVE a KV pair from a KVLIST.

e To TRANSFORM a KVLIST to a regular string.
e To return the SIZE of a KVLIST as an integer.
e To TRANSFORM a string to a KVLIST.
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Variable
Contact_AtNumber_LastCampaign v
Type: STRING

Description:  Variable for CRM field AtNUmber_La:

Assigned Value
Constant Variable (® Function NULL

p

| GET_KEY(KVLIST, INTEGER)|

HASHBYTES(STRING, STRING)
LEFT(STRING, INTEGER)
PAD(STRING, INTEGER, STRING)
PUT(KVLIST, STRING, STRING)
REMOVE(KVLIST, STRING)

——|RIGHT(STRING, INTEGER} (—

SUBSTRING(STRING, INTEGER, INTEGER)

ﬁ_,_]—/-qwuxf‘—-—-—.m__._ﬁ- R e

TGo . NG(CURRENCY(.))
TOSTRING(CURRENCY(£))

TO_E164PHONE(STRING, STRING)
WAV2ZBASE64(STRING)

You can use the KVLIST of variables only with these functions:

Set Variable Module

Returns Function Description

STRING GET (KVLIST Returns the value for mapping the specified key or NULL if
kv, this key-value pair contains no mapping for the key.
STRING key)

GET_KEY Returns nth key of kv if 0 =< nth < SIZE (kv).

(KVLIST kv,  Activates an exception exit otherwise.

INTEGER
nth)

PUT (KVLIST Associates the specified value with the specified key.
kv, Returns an old value if the key existed before the

STRING key, function's invocation or NULL.

STRING

249

Interactive Voice Response (IVR) ¢ Administrator’s Guide



Modules

Skill Transfer Module

Returns Function Description
value)

REMOVE Removes the mapping for a key from kv if it is present.

(KVLIST kv,  Returns removed value or NULL if not present.
STRING key)

TO_STRING Returns JSON representation of kv.
(KVLIST kv)  Activates an exception exit if kv is NULL.

INTEGER  SIZE (KVLIST Returns the number of key-value mappings in kv.

kv)

KVLIST TO_KVLIST  Pparses arg to receive KVLIST,
(STRING Activates an exception exit if arg is in the incorrect
arg) format.

Skill Transfer Module

Use the Skill Transfer module to transfer calls to skill groups and configure the queue
according to agent availability. When you add multiple skills to this module, any agent
with one of the skills can receive calls from the module. After the call transfers to an
agent, the IVR script is complete.

General Tab

Skills Tab

Announcements Tab
Estimated Wait Time

Priority Tab

Connectors Tab

Queue Callback Tab

Dispositions Tab

Disposition Flow
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o [ ) Skill Transfer Module Properties

General = Skills  Announcements  Priority  Connectors  Queue Callback  Disposition

The Skill Transfer Module can be used to queue callers and play in-queue hold music and
announcements until the callers are routed to an available appropriately-skilled agent.

Module Name: SkillTransfer2
Call Queuing
Max Queue Time (mmm:ss)
If there are available agents in queue 010:00
Queue calls when agents in queue, but unavailable (on call) 010:00 2
Queue calls when no agents in queue (not ready / logged out) 010:00
Termination Digit: N/A
Queue Callback
On queue timeout expiration On digit receiving: # (C]

Record caller name for agent assigned to QCB
Transfer to Agent

Distribution Algorithm: Longest Wait - All Calls
Time Frame: 15 Minutes
Max Ring Time (secs): 15 Pause Before Transfer (secs): 02

Set agent to Not Ready if no answer
Transfer to Voicemail

On queue timeout expiration On digit receiving:
Voicemail Box: Skill @ Personal Variable: [ CavGroupl.DateTime
Action for Recorded Files: Keep as Recording

Clear User Input

S e
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General Tab

¢ Max Queue Time: Maximum time allowed for calls in a queue. The default is 10
minutes for each setting. The maximum is 999 minutes and 99 seconds.

° |f there are available agents in queue: Agents are logged in but do not
answer the call or the station is not connected.

° Queue calls when agents in queue but unavailable (on call): Agents are
currently logged in but busy with other calls. If you enable this option, the
minimum value is 00:01 second.

°© Queue calls when no agents in queue (not ready / logged out): Agents are
logged in but not ready, or all agents are logged out. If you enable this
option, the minimum value is 00:01 second.

Afterward, depending on the settings below, calls are transferred to an agent or
to voicemail according to the IVR flow.

e Termination Digit: Phone key that enables callers to exit the queue. Afterward,
depending on the settings below, calls are transferred to an agent orto a
voicemail module.

° Enabled: #, *, and digits from 1 through 9.
° Disabled: N/A.

* Queue Callback: Phone key that enables callers to receive a callback. Callers
retain their position in the queue without staying on hold. The Queue Callback
feature is disabled when both Queue Callback options are disabled.

© On queue timeout expiration:

— If the caller chose a queue callback, the call remains in the queue
and is processed as queue callback.

— If the caller declined the queue callback, the call either returns to
IVR or is transferred to voicemail.

° On digit receiving: Number callers press to receive a callback. If enabled:
#, *, and digits from 1 through 9.

To prevent errors, the user interface does not display the Termination
Digit in the Queue Callback Digit menus.

° Record caller name for agent assigned to QCB: Caller can record a name
that is forwarded with the queue callback request. Before agents return
the call, the recording is played for agents when Automatic Answer is on.
This enables agents to announce the name of the person who left the
queue callback to the person who answers the call. Agents can also replay
the recording to the person who answers the phone if clarification is
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needed.
Contact your Five9 account representative for additional information.

e Distribution Algorithm: Method used by the ACD to select the agent who
receives the call:

° Longest Wait - All Calls: Agent with the longest idle time since the last
call.

° Longest Wait - Non-Manual: Agent with the longest idle time, excluding
manual calls, such as callbacks.

° Round Robin: Agent with the longest idle time among those logged into
the queue. When agents log into the queue, they have the shortest idle
time. The first queued call goes to the agent with the highest idle time.
This agent is removed from the list. The process continues from the
highest to the shortest idle time.

° Min Calls Handled: Agent who handled fewer queued calls than other
agents during the selected interval.

° Min Handle Time: Agent with the lowest total call handle time in the
gueue during the selected interval.

e Time Frame: Interval (15 minutes to 24 hours) for the Distribution Algorithm
option.

Note: We recommend setting this interval to 24 hours.

e Max Ring Time: Maximum number of seconds allowed for the agent to answer a
call.

e Pause Before Transfer: Number of seconds before transferring a call to an
agent.

e Set Agent to Not Ready if No Answer: Whether to change the status of the
agent to Not Ready if the agent doesn't answer a call within the maximum ring
time allowed.

e On queue timeout expiration: Whether to transfer calls to voicemail when the
maximum queue time has expired. This option activates the type of voice
mailbox: personal or skill.

e On digit receiving: Number callers press to activate the transfer to the voicemail
box: #, *, or digits from 0 through 9. This option activates the type of voicemail
box: personal or skill.
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e Voicemail Box: Type and voice mailbox to activate for the transfer:
o Skill: list of all skills in the domain.

° Personal: list of all users who have permission to receive transfers.

° Variable: list of defined variables. Select this option to obtain the value
for Skill or Personal from the selected variable.

e Action for Recorded Files: Method for handling the recorded files gathered by
the previous modules. See also Using Recorded Files.

° Keep as Recording: Save recorded files as a recording to access from
reporting. The recorded files are not sent to the agents or skills.

° Send to Agent: Routes recorded files to the agent. If agents are not
available and the voicemail option is enabled, the recorded files become
part of the voicemail message.

e Clear User Input: Whether information entered by the caller before reaching
this module is erased.

° Enabled: Delete all user input before this module.

° Disabled: Do not enable if you have a prompt that provides instructions,
such as pressing a key (termination digit) to exit the queue, before this
module.

Skills Tab

List of queues and variables for call transfers. To obtain useful reports, Five9
recommends that you add only one queue in each module. You can prioritize the list as
needed.

e Select one or more queues by name.

e Select one or more variables that contain the name of a queue as a string. If a
variable contains the name of an invalid queue, the call will not transfer.
If you don't select queues, calls route to users not assigned to a queue.
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@ skill Transfer Module Properties L

General Skills  Announcements  Priority Connectors Queue Callback  Disposition

Required Skills To Perform Skill Transfer:

@ [x]

Q No skill added - Calls will be transferred to any available agent

Yes Mo

Add Add Variable Remove Up Down
Ignore skills order. Primarily, pricritize by agent skill level

Save Cancel

The unassigned queue is labeled Default in the softphone. This feature enables you to
use a default queue to send calls to agents and supervisors not assigned queues or
when agents assigned a particular queue are not available.

Announcements Tab

Recorded set of greetings or custom prompts played until one of these events occur:

e Agent answers.

e Call queue timeout expires.

e Customer enters termination digit.
 Call transfers to voicemail.
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You can enable up to fifteen recordings.

@

Skill Transfer Module

General Skills  Announcements  Priority  Connectors  Queue Callback  Disposition

+! Enable music on hold

Estimated Wait Time Announcement:  [default] ~ New...
In Queue Announcements
Enabled Loop Timeout (secs) Yoice File to Play
] Estimated Wait Time
Estimated it Time
Estims Tim
ESTIME me
Estim Time
Estim me
Estin Time
Estimse Tim
ESTImeE me
Estin Time
Estimated Wait Time
me
-
C me
Estimate it Time
Save Cancel

Create an announcement to play a prompt or precede this module with a Play module

that contains a prompt.

¢ Enable music on hold: Whether to enable music for callers on hold. If enabled,

the default music is played between each recording.

e Estimated Wait Time Announcement: Message that indicates to the customer
the possible waiting time (EWT) until an agent answers the transferred call. The

announcement is appended to the prompt that you select.

Each announcement is actually a set of announcements
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The menu contains a default announcement or a list of announcements that you
create for different durations or events.

1 To customize your list of EWT prompts, click New > Add.

@ [x]
Name: EWT|
Description:
en-us
EWT Interval ... Prompt
Add Remove Edit
| oK | Cancel

2 Name and describe the announcement.

The name will be displayed in the Estimated Wait Time Announcement
field of the Announcements tab.

3 Click Add.
@ [x]

Estimated Wait Time (minutes)> 0

<3

Select a prompt:

@ PleaseEnterTheExtensionOfThePartyYoudLike
[4] PleaseHaveYourAccountNumberReady
PleaseHoldWhile|TransferyYourCall

[+] PleaseLeaveAMessageAfterTheTone

[£) QC1YourPhoneNumberls

[4) QCzPressOnelfCorrect

[ QCc3PleaseEnteryourPhoneNumber

|_ oK | Cancel

4 Select a prompt and an estimated time.
5 Click OK twice.

¢ In Queue Announcements:

° Enabled: Whether to enable the recording. When a recording is enabled,
the menus for the recording are activated.
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° Loop: Whether to play the recording multiple times.

° Timeout: Interval from 0 to 3600 seconds between the end of the
previous recording and the beginning of the current recording. If the time-
out is 0, the current recording is played without pause after the previous
recording. If the Loop option is enabled, the time-out also determines the
time-out from the end of the previous loop iteration. The default time-out
is 1.

The time-out for the first enabled recording is calculated from the
moment that the call enters this module.

° Voice File to Play: Possible recording options to play:
— Estimated Wait Time (default prompt)
— System prompt
— Custom prompt in your Prompts folder

Estimated Wait Time

Estimated Wait Time (EWT) uses a sophisticated algorithm to predict the wait time for
callers within the skill and uses these two consistent metrics:

e EWT =The position of the caller in the queue divided by the Skill Answer Rate.
EWT data is pulled from the last 15-minute interval. If the calculated EWT value
is less than 60 seconds, the final value is always 60 seconds (this approach
applies whether one or more skills are included in the Skill Transfer module).
This default calculation applies to queues with >30 calls in the last 15 minutes.

More granular logic is used for <15 or 15—30 calls entering the queue in the last
15 minutes.

© Calculations for <15 calls in the last 15 minutes:
— If calls are immediately assigned to an agent: EWT = 60 seconds

— If the call is queued and there are no available agents: EWT =
current Answer Rate (no less than 60 seconds) or 10 minutes
(default) if no calls were in the queue in the last 15 minutes

— If call is queued and agents are available: EWT = current Answer
Rate minus the caller's elapsed Wait Time or 5 minutes minus the
caller's elapsed Wait Time if no calls were in the queue in the last
15 minutes

© Calculations for 15-30 calls entering the queue in the last 15 minutes:
the default EWT calculation minus the number of seconds since the last
call entered the queue
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e Skill Answer Rate: The average number of calls answered per minute, using the
statistical data collected in the last 15-minute period.

Example
During the last 15-minute period, there were 45 calls answered for a specific
skill. The Skill Answer Rate for that skill is 3 per minute: 45 + 15 =3

For the 6thcaller waiting in queue, EWT is 2 minutes: 6 + 3 =2

For the 9th caller waiting in queue, EWT is 3 minutes: 9 + 3 =3

Priority Tab

Amount, from 1 (lowest) to 100 (highest), that the call’s base priority is increased or
decreased. You can use a specific number, or a contact, system, or call variable. Calls
with higher priority are answered first.

The base priority is either 10, the default, or the value that is set as Initial Call Priority in
the associated campaign profile. See the Campaign Administrator's Guide for more
information. The resulting value must still be within the range one to 100.

If your script has multiple IVR modules that route the calls to the same queue, the
behavior is as in the following example.

e If both modules have the default priority settings, calls are prioritized by the wait
time in the skill transfer module that they are in. So calls that are already waiting
in SkillTransferA are routed to Skill W before a call that is just entering
SkillTransferB.

e |f SkillTransferB has a higher Priority setting, all calls in SkillTransferB are routed
to Skill W before any calls from SkillTransfer A are sent there. Example You have
SkillTransferA and SkillTransferB, both routing calls to Skill W.

Note

The Skill Transfer module has a default Priority setting of Increase By: 10. So if
the campaign has no associated campaign profile and you do not alter the mod-
ule’s default setting, the call has a priority of 20.
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Example

You have multiple IVR branches for the same agents. You want calls from one
branch to be answered first. In this case, assign a higher priority to that branch.

@ [x]

General Skills  Announcements  Priority Connectors  Queue Callback  Disposition

Change Call Priority

® Increase Decrease

By value:

# Constant 10 | <

Variable

The priority must be between 0 and 100.

Note

The priority of text items routed to agents who can manually select text
interactions is the same as that for voice interactions. All interactions are
created with default priority 50, which can be changed by Engagement
Workflow. Filtering works as expected when items in the view contain

inte...ractions that were processed with Engagement Workflow and others that
did not.

Connectors Tab

List of connectors that can forward call-related data for reports. For example, a
connector can send the call duration or queue time to an external URL when the call is
assigned a disposition, such as when the caller abandons the queue.

Queue Callback Tab

This tab is available when you select the Queue Callback in the General tab.

If agents are not available when customers call your company, your customers are
placed in a queue. They can continue to wait in the queue, leave a voicemail message,
or request a callback. You can dynamically display an estimated waiting time to
customers by using Visual IVR for chat or video chat interactions.
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The process starts when callers press the queue callback digit that you selected to
request a callback instead of remaining on hold until an agent becomes available. For
an example flow, see the Queue Callback Flow shown below.

For an example IVR, see Creating an IVR Script with Queue Callback.

@ (x]

General Skills  Announcements Priority Connectors Queue Callback  Disposition

Initial Callback Number from: Call.number v

Store Callback Number in:

Allow collection and callback of International numbers?

Prompts
Playing the Phone Number: QC1YourPhoneNumberls Select
Confirming the Phone Number: | QC2PressOnelfCorrect Select
Entering the Phone Number: QC3PleaseEnterYourPhoneMumber Select
Recording Caller's Name: QC5PleaseClearlySayYourName Select
Confirmation and Thank You: QC4YouWwillBeCalled Select
Timeouts

Disable Queue Callback after: Days: 0 < Hours: 5 < Minutes: 0 < Seconds: 0

(43)

After Digit Timeout (secs): 5

L]

TCPA Consent
TCPA Consent

TCPA Consent Text: | conse

alls frc

the telephone number
tand that consent is

m [Business Name] at

motional calls. | unde

e, includi
not a condition of purchase

|_ Save ‘ Cancel

e Initial Callback Number from: Variable that contains the caller’s initial phone
number.

Because you may not use call variables that contain sensitive information in this
field, these variables do not appear in the menu even if they exist in the Call
Variables folder of the VCC.
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e Store Callback Number in: Variable that contains the phone number specified by
the caller for the callback.

Important

When caller enters their callback number, this entry must be followed by
a hash symbol termination entry (#).

* Allow collection and callback of international numbers: Whether to store
phone numbers from outside your country so that you may return those calls. If
you do not enable this feature, you can return only national calls. To use this
feature, you must have enabled the campaign for callbacks. For more
information, see Creating IVR Schedule Rules in the Campaign Administrator's
Guide.

e Prompts: Prompt that you select for each part of the process. Each menu
contains the list of prompts in your Prompts folder:

° Playing the Phone Number

° Confirming the Phone Number
° Entering the Phone Number

© Confirmation and Thank You

* Timeouts: Expiration time for the queue callback request.
° Disable Queue Callback after: Expiration day and time.

o After digit timeout: Number of seconds between digits when DTMF entry
is used.

e TCPA Consent: Whether to enable the feature. This feature applies to Visual IVR
only. This option enables the text field.
TCPA information is stored in the call log with the date, the name of the contact,

and the text of the consent.

e TCPA Consent Text: Telephone Consumer Protection Act (TCPA) text that you
may modify as needed to comply with TCPA regulations.

Dispositions Tab

The default disposition is Abandon. Be sure to create disposition codes specific to
callbacks so that your agents can finish processing the call appropriately. For more
information, see Selecting Dispositions.
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Disposition Flow

This figure shows an example queue callback flow that occurs when a customer calls,
but all agents are busy. The diagram starts when the customer enters the queue

callback digit.

Skill Transfer Module

You will be called wihen an
‘ogent becomes availoble.
Thamk you. Good bye.

L4

Presses the

quewse callback digit.

The caller's position in the queue is
reached

Y

The agent is notified, and an
outhound call is placed to the: caller's
b,

Y

The: agent hears the phore mging.
caller's information.

and a pop-up windaw apens with the

L

Thee agenit greets the person who
answers the call.

Vour phane

Press 1 if this is correct,

press 2

maamiber is cnumbers,

e use o different

The next available agent receives a callback request that contains the information
about the caller and the call that generated the request.

This shows an example queue callback that appears as a sequence of 3 windows in a

Visual IVR:

¢ First window: Available types of communication: queue callback, chat, and

email.

¢ Second window: Queue callback number or chat window, for example, and Back
and Forward options. The numberl contact field is displayed if it is available.

e Third window: Estimated waiting time for a queue callback or chat. The time is
updated every 15 seconds until the callback occurs.
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System Info Module

The System Info module enables you to retrieve the properties and statistics of users,

skills, voicemail messages, EWT, skill groups, and campaigns. You may use the returned
variables in subsequent IVR modules.

Example

You can use this module to determine the number of agents logged in to a
particular queue. For a queue that is normally staffed, the absence of logged-in
agents may indicate a network failure or an emergency evacuation of your
contact center. In this instance, you can play an emergency prompt to your

callers to explain the absence of agents. See Defining Search Conditions for
configuration details.

When using Visual IVR scripts, you can add images to pages and menus to enhance
your brand or to describe a product or service; however, you cannot add links to
images. For more information, see Page Tab.

Note: You cannot delete a System Info module if the script contains an Update
System Info module with a reference to the System Info module.

L)

General Prompts Page Text

@ The System Info Module can be used to look up Users and Skills based on their properties such as name or extension, to select a destination for the
call

Module Name:  Systeminfo3

System Object: | Users

Lookup Condition:

Retumed Parameters:

Parameter Variable

Add Remove Edit
If Multiple Records Match the Condition:
| Raise an Exception

Save Number of Records to:

Save Cancel
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Properties

General Tab

Prompts Tab
Page Tab

General Tab

e Module Name: Name that represents the role of the module in the IVR script. In
Visual IVR scripts, the name is converted to text that appears in the heading of
the IVR window.

e System Object: Available system objects:
° Users
o Skills
° Voicemails
° Statistics: EWT (see Estimated Wait Time)
©  Statistics: Skills
© Statistics: Campaigns

¢ Lookup Condition: Creates a search condition. If you do not specify a condition,
all objects return. This condition can contain user-defined filter criteria, logical
operations, and a sort order. For more information, see Defining Search
Conditions.

e Returned Parameters: Parameters and variables that contain the results. When
an object is found, the module assigns the information to a variable. For more
information, see Defining Returned Parameters.

¢ |f Multiple Records Match the Condition: Options that apply to multiple
matches:

° Raise an Exception: Activates the exception exit. Enabled by default.

° Save Number of Records to: Lists integer variables. The variable is set to
the number of contact records to find.

Prompts Tab

List of default and custom prompts in the Prompts folder. You can add one or more
prompts from a file, a variable, or from the TTS builder. You can arrange the prompts in
any sequence. Between prompts, you can add brief pauses (milliseconds). Each prompt
is interruptible.
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In Visual IVR scripts, TTS prompts convert to text that appears in the body of the IVR
window.

Page Tab

This tab contains the list of Visual IVR prompts shown in the customer’s Web browser
when a IVR script executes. Prompts on this tab display. Prompts listed in the Prompts
tab do not display.

Note: If there are no prompts on this tab, the prompts in the Prompts tab
display.

@ [x]

General Prompts Page Text

Header:

Type Text / File Name
Add w Remove Edit Up Down Convert to ML Prompt
Body:
Type Text / File Name
Add - Remove Edit Up Down Convert to ML Prompt
Add File
Add File from Variable Cancel
== Add Text

Add Multilingual Prompt

You can add different types of prompts:

e File: URL of an image.

o mySibe oo fimages Sued. pogl

Cancel
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¢ Variable: Variable with the URL of an image.

Add Wark

Sebect a varable bo get URL of an image from:

BUFFER,
NTVR, Tmage
NIVR, Ingiry Type
YIVK. Sales_Ingary
WIVR. SalesInberest
WTVR.SLppar_Tnguiry
NIVR, SupDir Reason

Lo | [ ]

¢ Text: Formatted text that can contain variables. You cannot add images. If you
select a variable that contains the URL of an image, the URL displays.

e Custom Tag: See Using the Visual IVR URL for instructions on building custom
tags.

| i
Text

ot

1 [ "
A Test
Add Vanable
sxawpls b=t Aad Breskc

Add Paragraph
Add Heading
Add Span

e Ermy
Hedd Srmall
2dd Sreng
At Sub
A Sup
Add Mark

Caeshom Tag

] (o)

In the Text Builder, you can use HTML to format text (bold, color, and emphasis) and
you can insert variables. Unlike breaks in the TTS builder that are associated with
speech, breaks in the Text Builder add a line or horizontal break. Click Test to preview
the message.
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@ [x]
root>
p= Paragraph (< p >)
example text
<P Color:
<root ) =
Text-align: e
Font-family eorgia
Font-size:
Add w Remove
Test

Defining Search Conditions

This example searches for users with User Can Transfer Calls permission, who belong to
the Inbound Sales queue group.

1 Inthe General tab, select the more menu next to the Lookup Condition field.

The Condition window displays.
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@ [x]
Filter:
Condition Grouping: | All
Expression:
Criteria # Attribute Operator Value
Add Remove Edit
Order by:
Rank Contact Field Order
Add Remove Move Up Move Down
2 Select Add.

3 Define the following filter criteria:

° Attribute: Element to compare with a constant or variable. For a list of
attributes in each object, see the table below.

° Operator: Type of comparison. See If/Else Module for the comparison
operations and compared value types.

° Constant: Available options vary depending on the attribute that you
choose.
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° Variable: List of call variables. For variables specific to this module, create
a set of custom variables in the Variables tab of the IVR script properties
window (see Default Properties).

4 Select OK.

The filter criterion item appears in the list.

5 Repeat these steps to add the Sales criteria.

Rk Cartict Faald i

6 In the Condition Grouping menu, select an option:

If you create more than one criteria, you can join them using logical operations.
° Any: Find objects that match any defined criteria.
° All: Find objects that match all defined criteria.

e}

Custom: Define a custom expression that describes how to use the
criteria.

An expression automatically displays in the Expression field. For example, if you
select All, the expression is 1 AND 2.

7 To define the sort order for the returned records, select Add (maximum three
times) at the bottom.

a To select a different contact field, click the field.
b Select the order.
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8 Define the sorting options:

i

A Contat Pk Order
I e |
] Lt M scmnging
3 Prst Mame Ascenzing
Remgve Hgve Dpasn
oK Larcal
9 Select OK.

These are the attributes and types of the variables for creating conditions for the

system objects.

System Object Attribute Variable Type
Users Active Boolean
(true or false)
Extension (to route calls) Number
First Name String
Last Name String
Permission String
Role String
Skill String
Skills Name String
Voice Mail Campaign String
Creation date Date
Creation time Time
Extension Number
Is Deleted (boolean) Number
Is New (boolean) Number
Number (such as phone) Number
Statistics: EWT Module Name Number
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System Object Attribute Variable Type
(see Estimated Wait Time)
Statistics: Skills Range String

Skill String
Statistics: Campaigns Campaign String

Range String

Defining Returned Parameters

For example, if a user account with a matching permission and skill is found, the user's
extension is assigned to BUFFER.

1 On the General tab, select Add.

The Edit Returned Parameter window displays.

2 Select your desired parameters and variables:

° Parameter: Options that depend on the selected system object. For more
information about parameters and data types, see the table below.

— Users

— Skills

— Voicemails

— Statistics: EWT (see Estimated Wait Time)
— Statistics: Skills

— Statistics: Campaigns

° Variable: List of CAVs (call-attached variables). For variables specific to
this module, create a set of custom variables in the Variables tab of the
IVR script properties window (see Default Properties).

Use BUFFER if the previous module in the flow uses the value of the
buffer, for example to route to the extension.

3 Select OK.

These are the parameters and variables for creating returned parameters for system
objects.
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System Object
Users

Skills

Voicemails

Statistics: EWT (see Estimated

Wait Time)
Statistics: Skills

Statistics: Campaigns

Parameter

Active

Extension (to route calls)
First Name

Greeting (Path to greeting
file)

Last Name

Number of new voicemail
messages

Number of saved voicemail
messages

PIN

Name

Campaign

Creation date

Creation time

Extension

File Name

Is Deleted (boolean: 1 or 0)
Or true Or false?

Is New (boolean: 1 or 0)
Or true Or false?
Number (such as phone)

EWT

Agents Logged In

Agents On Call

Agents Ready for Calls
Cumulative Longest Queue
Time

Calls In Queue

Longest Queue Time
Queue Callbacks

Avg Handle Time

Avg Speed of Answer
Calls Abandoned

Variable Type
Boolean (true or
false only)
Number

String

String

String

String

String

String

String

String
Date
Time
Number
String
Number
Number
Number

Number

Number
Number
Number
Number
Number
Number

Number
Number
Number
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System Object Parameter Variable Type
Drop Call % Number
First Call Resolution Number
Service Level (Queue) Number
Total Calls Number

Third Party Transfer Module

This module enables you to transfer a call to a phone number outside your VCC.

& =]

General  Prompts  Disposition

& The 3rd-Party Transfer Module can be used to blind-transfer (single-step transfer) a caller to a specified phone number.

Module Name: ThirdPartyTransfer3
Third Party Number:
@ Constant (Example: 5101232341)

Variable
Recording:
Record 3rd Party call
Return After 3rd Party Call
eceive Data from 3rd Party
Max Time of ard Panty Call (Seconds)
Digit to Interrupt 3rd Party Call & Return

Ringing Timeout (Seconds)

Save Cancel

Note

Error response handling while processing third party transfer actions are
supported.

General Tab

e Third Party Number: Phone number for the transfer:

° Constant: Entry field for the transfer phone number. Do not enter a one
(1) in front of the number. Enter the number without dashes,
parentheses, or other characters. You must enter phone numbers
according to your domain and VCC configuration:
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— If your domain is enabled for the E.164 format, you may need to
enter phone numbers in your national format or phone numbers
up to 15 digits, starting with the plus (+) sign and the country code.
See your administrator.

— If your domain is not enabled for the E.164 format, you must enter
10 digits to conform to the North American Numbering Plan
(NANP).

° Variable: list of contact, agent, system, call, IVR, and user (CAV) variable
that contains the voice mailbox number. This menu contains string
variables only.

e Record 3rd Party call: Whether to record calls transferred to a third party.

If Set Recording Name to Session ID is selected in the General tab of the
campaign settings, third-party transfer recordings are uploaded in this file
format:

<callSessionId>@<timeOfCreate><IVRModuleName>.ext

You are responsible for notifying the third party that the call is being recorded
and for obtaining consent when required by law.

Select this option to enable third party data transfer.

e Return After 3rd Party Call: Whether to return the call to your domain after the
third-party interaction is completed.

Select this option to enable third party data transfer.
Data transfer requires additional configuration. Contact your Five9
representative.

e Send Data to 3rd Party: Enter KVList of variables to send to third party.

e Receive data From 3rd Party: Enter return mapping for KVList of variables from
third party.

e Max Time of 3rd Party Call (seconds): Configure up to 3600 seconds (sixty
minutes) duration for third party calls using this transfer module.

e Digit to Interrupt 3rd Party Call and Return: Configure dialing pad key (0-9,*,%#)
to interrupt the third-party call and return that interaction to your contact
center.

¢ Ringing Timeout (seconds): Configure up to 30 seconds for maximum allowable
ring time.
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Dispositions Tab

The default disposition is Transferred to third party. For more information, see
Selecting Dispositions.

Update System Info Module

The Update System Info module updates the currently selected system object.

Because you may not use call variables that contain sensitive information in this field,

these variables do not appear in the menu even if they exist in the Call Variables folder
of the VCC.

@ [x]

General

The Update System Info medule can be used to modify parameters of a
system object that is selected by a specified System info module.

Module Name: SystemUpdate3
System Object: Voicemails
Found in Module: ~

Assignments:

Parameter Variable/Value

Add Remave Edit

| Save | Cancel

e System Object: Type of system objects: Users and Voicemails.

* Found in Module: List of System Info modules.

276 Interactive Voice Response (IVR) ¢ Administrator’s Guide



Modules

Voice Input Module

e Assignments: System parameters that you can update with a variable:
° Users: You can modify the PIN.
° Voicemails: Parameters that you can update with a variable:
— Is New: contact, system, agent, IVR, call, and user call variables.
— Is Deleted: contact, system, or user call variable.

@ [x]
@ Parameter;
Is New v
Variable:
__DAY__ ~
0K Cancel

Voice Input Module

After callers are prompted for information, the Voice Input module saves the speech as
a recording. The recording stops when one of these conditions is met:

e The duration of the final silence is exceeded.
A DTMF key is pressed.
e The maximum recording time is exceeded.

e The caller hangs up.
If configured accordingly, the module can play the recording to callers for confirmation,
with the option to re-record the message if necessary. The Skill Transfer and
Agent/Voice Mail Transfer modules have a property that controls how the recorded
files are presented and stored. You can set the Action for Recorded Files option
(General tab):

e Keep as Recording: an inbound campaign can collect callers' address
information. The recorded file becomes available in reporting.

* Send to Agent: callers can be transferred to an agent with the Skill Transfer
Module. The recorded file becomes available in the agent desktop and in
reporting.

You can assign some recording characteristics to IVR script variables. You can save the
following information about a recording. For more information, see Using Recorded
Files.
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When using Visual IVR scripts, you may also add images to pages and menus to
enhance your brand or to describe a product or service. However, you cannot add links
to images. For more information, see Page Tab.

General Tab
Prompts Tab
Events Tab
Confirmation Tab

Page Tab
Dispositions Tab

@ [x]

General Prompts Events Cenfirmation Page Text Disposition

The Voice Input Module can be used to capture a caller's speech and save it as a call recording or voicemail, or deliver it to an agent.

Module Name: Tellus yourlnterest\
Max Time (secs): 30 T
Final Silence (msecs): 3,000 C

v|Use DTMF to Terminate Recording

Save User Input as Recording
Post-Recording Analysis

Duration of the Recording (msecs):
Variable to Access the Recording:
Save Pressed Termination Key to:
Generate Exception if Max Time Was Reached
Use the Recording as a Greeting for the Extension:

Constant

Max Attempts: 1

Collapsible

Save Cancel

General Tab

¢ Module Name: Name of the module that represents the role of the module in
the IVR script. The name also applies to the call recordings in the agent
application and in reports.

In Visual IVR scripts, the name is converted to text that appears in the heading of
the IVR window.
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e Max Time: Number of seconds allowed for the recording. The default is 30
seconds, excluding the prompt time. After that time, you may receive a
NoMatch exception.

¢ Final Silence: Number of milliseconds that indicates the end of speech. The
default is 3000 ms (3 seconds).

e Use DTMF to Terminate Recording: Whether to allow the caller to press any key
to stop the recording.
° Enabled: by default, stop the recording when the caller presses a key.
Required if you want to use the Save Pressed Termination Key to option.

° Disabled: do not stop the recording.

e Save User Input as Recording: Whether to save the caller’s input as recorded
files.;

° Enabled: by default, save the caller’s input as a recording.
° Disabled: do not save the caller’s input.

* Duration of the Recording: Number of milliseconds that indicates the length of
the recording. Use a call-attached variable that is an integer.

e Variable to Access the Recording: Variable that contains the recording. Be sure
to select a variable if you want to use confirmation with DTMF input in the
Confirmation Tab shown below. Speech recognition must be configured for your
account.

Use other modules, such as Get Digits or Play, to confirm the input. For example,
the Voice Input Module prompts callers to say their name, which is recorded.
The next module, Get Digits, prompts callers to confirm the information or to
record it again. After the information is confirmed, callers are transferred to an
agent.

IncomingCall Vorcelnputs GelDigitsd TTEIses

EL$E  skillTransferd Hangup
©)e P lat L7

e Save Pressed Termination Key to: Use DTMF to Terminate Recording must be
enabled.

String variable that contains the DTMF key, such as # (pound) that terminates
the recording if pressed by the caller. Otherwise, the variable is assigned to
empty.
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e Generate Exception if Max Time Was Reached: Whether to generate an
exception when the number of seconds allowed for the recording (Max Time
value) is reached when the IVR goes to the module connected to the Exception
branch or to the next module if no exception branch exists.

° Enabled: The system generates an exception.

° Disabled: The system does not generate an exception but generates a
NoMatch event.

e Use the Recording as a Greeting for the Extension: Replaces an existing
greeting for a specified extension with the created recording:

° Constant: up to six-digit extension number.
° Variable: List of contact, agent, system, call, IVR, and user (CAV) variable

that contains the voice mailbox number. This menu contains string
variables only.

You may use this option to enable agents to play a personalized voice mailbox
greeting when callers are transferred to agents.

¢ Max Attempts: Number of possible attempts to capture the caller’s speech
before leaving the module with error code. The default value is 1. To allow
callers to re-record, the value must be greater than 1.

e Collapsible: Visual IVR feature that applies to all types of prompts. Whether to
concatenate all the prompts in the module whether they are played (standard
prompts) or displayed (Visual IVR prompts) to callers.

Voice Input
° Enabled: Concatenate prompts. Callers see at once all the prompts in the
same window.

° Disabled: Do not concatenate prompts. Callers hear or see each prompt
after performing the requested action.

Prompts Tab

List of default and custom prompts in the Prompts folder. You can add one or more
prompts from a file, a variable, or from the TTS builder. You can arrange the prompts in
any sequence. Between prompts, you can add brief pauses (milliseconds).

In Visual IVR scripts, TTS prompts are converted to text that appears in the body of the
IVR window.
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- =]
Count: 1 -
Prompt

TR
Type Text / File Name
Add w S —
Add File
Add File from Variable | oK | Cancel
Add Pause
AddTTS

Add Multilingual Prompt

e Count: Minimum number of times that the user must speak for the prompt to be
played. The default is 1.

 Interruptible: Not in use.

Events Tab

List of event handling options. You can add one or more prompts from a file, a variable,
or from the TTS builder. You can arrange the prompts in a specific sequence. The list
contains the default messages:

Event Default Messages Action
NoMatch  Your recording is too long. Please repeat. Continue

Nolnput | cannot hear you. Reprompt

¢ Event: List of possible events:

° NoMatch: Generated if the recording stopped because it exceeded the
maximum allowed recording duration and, in the General tab, Generate
Exception If Max Time Was Reached is disabled.

° Nolnput: Generated if the recording time is zero.
° Help: Generated if the caller presses the Help button on the keypad.

e Count: Number of events (1-11) for which the action should be taken.
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e Action: Action taken when the specified event occurs.
°© Reprompt: Repeat the prompt listed in the Prompts tab.

© Continue: Proceed to next attempt without playing the prompt listed in
Prompts tab.

° Exit: Terminate the script.

¢ Interruptible: Not in use.

Confirmation Tab

This tab appears only if speech recognition is configured for your account. For
confirmation with DTMF input, you must have selected Variable to Access the
Recording in the General tab.

This tab, which accepts DTMF input, such as Press 1, or speech input, such as Yes,
enables you to set how messages are recorded again if Max Attempts in the General
tab is greater than 1. After a recording is played, the caller accepts or rejects the
recording:

e Accepts: The IVR proceeds to the next module.

* Rejects: The caller is prompted to record the message again. The prompt to

record again is specified as NoMatch events.
@ %

General Prompts Events Confirmation Page Text Disposition

Confirmation
Required
Not Required

Max Attempts ta Confirm

No Input Timeout (secs):

Prompt:

Events:

Event Event's Prompt Action

Save Cancel
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e Confirmation: Whether to use the options on this tab:
© Required: Callers can listen to the message to confirm that it is correct or
to record it again. Select this option to activate the confirmation options.

° Not Required: By default, callers cannot listen to the recorded message.

¢ Max Attempts to Confirm: Number of attempts allowed to accept the recorded
message. The default is 3.

¢ No Input Timeout: Number of seconds allowed before the Nolnput event
occurs. The default is 3.

e Prompt: Confirmation prompt played to callers. You can use the default prompt
or create a prompt specific to your needs.

e Events: Actions that can occur during confirmation and re-recording, for
example with no match, no input, or help request events. You can customize the
event in this tab and add new events in the Events tab. The list contains these
default messages.

Event Message Action
NoMatch Incorrect input. Continue
Nolnput | cannot hear you. Reprompt

Page Tab

This tab contains the list of Visual IVR prompts that are shown visually in the
customer’s Web browser when a IVR script is executed.

If this tab contains prompts, these are shown whereas prompts in the Prompts tab are
not.

If this tab does not contain prompts, the prompts in the Prompts tab are shown.
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) [x]
General Prompts Events Confirmation Page Text Disposition
Header:
Type Text / File Name
Add w Remove Edit Up Down Convert to ML Prompt
Body:
Type Text / File Name
Add - Remaove Edit Up Down Convert to ML Prompt
Add File
Add File from Variable Cancel
== Add Text

Add Multilingual Prompt

This tab enables you to add different types of prompts:

¢ File: URL of an image.
@ [x]

e URL:

www.mySite.comfimagesfﬁve?.pnd

Cancel
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e Variable: Variable that contains the URL of an image.
@ [x]

Select a variable to get URL of an image from:

__BUFFER__

Greeting

InExt

INPIN

UserPIN
bhawan_test.GuysAlphaAwesomeVariable
bhawan_test.string

CallSurvey.opt_in

ok [Ccanel |

e Text: Formatted text that can contain variables. You cannot add images. If you
select a variable that contains the URL of an image, the URL is displayed.

285 Interactive Voice Response (IVR) ¢ Administrator’s Guide



Modules

Voice Input Module

e Custom Tag: For detailed usage information, see Using the Visual IVR URL.
@ [x

root>
example text Text
<root

example text

Add - Remaove
Add Text
< Add Variable
example text Add Break

Add Paragraph
Add Heading
Add Span

Add Em
Add Small
Add Strong
Add sub
Add Sup
Add Mark

Custom Tag
_

Cancel

The text editor enables you to create HTML text that contains formatted text and
variables. You can customize the text with bold, color, and emphasis. Unlike breaks in
the TTS builder, which are associated with speech, breaks in this text editor add a line
or horizontal break.

The Test button enables you to preview the HTML text.
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@ [x]
root>
p= Paragraph (< p >)
example text
<P Color:
<root ) =
Text-align: e
Font-family eorgia
Font-size:
Add w Remove

Test

Dispositions Tab

The default disposition is Caller Disconnected. For more information, see Selecting
Dispositions.

Voicemail Transfer Module

The VoiceMail Transfer module enables you to transfer recordings captured with an IVR
to a personal or skill group voice mailbox. By default, a message remains in the module
for 59 minutes and 59 seconds. Because transferring a call ends the IVR script, you
need to specify dispositions.

If the caller does not leave a voice message, use another type of exit to route the call.
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@ (%]
General Disposition

The Voicemail Transfer Module can be used to transfer recordings
captured in the IVR to a Personal or Skill voicemail box.

Madule Name: VoiceMailTransfer3
Voicemail Box Type:

Personal

Skill

Voicemail Box:

Constant
Variable

Add Voice Input Files to Voicemail

Save Cancel

General Tab

¢ Voicemail Box Type: Select the type of voice mailbox for the message from the
caller: Personal or Skill.

¢ Voicemail Box: Name or variable that specifies the name of the voice mailbox.

° Constant: depending on the Voicemail Box Type that you selected, this
menu contains the list of possible users or skills.

Variable: list of contact, agent, call, IVR, and user (CAV) variable that you
can use to find the voice mailbox. This menu contains string variables
only.

Because you may not use call variables that contain sensitive information

in this field, these variables do not appear in the menu even if they exist
in the Call Variables folder of the VCC.

¢ Add Voice Input Files to Voicemail: Whether to transfer the files of the
recordings with the voicemail messages.
° Enabled: transfer recordings. To transfer recordings to a personal or skill
voice mailbox, include the Voice Input module in the script.
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° Disabled: recorded files are not transferred to agents or skills; saved
recordings can be accessed only from reports. See also Using Recorded
Files.

¢ Create Voicemail Only From Voice Input Files: Whether to transfer only
recorded files as voicemail to the specified voice mailbox.

You can use the Voice Input Module to limit the length of voicemail messages
received. Using the Voice Input module will also bypass an agent’s personal
greeting.

Dispositions Tab

The default disposition is Sent to Voicemail. For more information, see Selecting
Dispositions.
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IVR Examples

These topics present example scripts using several modules types.

Simple Campaign Script for Post-Call Surveys
Complex Campaign Script for Post-Call Surveys
Creating an IVR Script

Creating an IVR Loop

Configuring the Query Module

Creating an IVR Script with XML Web Service Query
Creating an IVR Script with Queue Callback
Creating an IVR Script for Tracking a Shipment
Using an Agent Extension in an IVR

Incoming Call Transfer to Studio IVA

Managing Voicemail

Creating an Opt-Out IVR Script

Flowcharts

Simple Campaign Script for Post-Call Surveys

IncomingCali4 GetDigitsé IfElses ELSE Hangupé
— ——1 )
E: 4 % IF [ d
[] esSurvey

This example describes how to create a script to transfer calls to a survey campaign.
See also Complex Campaign Script for Post-Call Surveys.

Get Digits Module

If/Else Module

Set Variable Module (IF Branch)
Set Variable Module (ELSE Branch)

SkillTransfer?

]
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Simple Campaign Script for Post-Call Surveys

Get Digits Module

This module asks the caller to participate in an after-call survey. The maximum number
of digits in the BUFFER variable is 1. The caller is asked to enter 1 to start the survey or
2 to skip the survey.

© =

Genera Frompts Page Text Disposition

Exit The Module in Case of A Prompt Exception

ype et / File Name
TTS Would you like to participate in an after call survey?

Add w Remove Edit Convert toe ML Prompt

Save Cancel

) [x]

General Prompts Page Text Disposition

The GetDigits Module can be used to accept DTMF (touch tone) input from callers, and optionally play audio files such as IVR menu options to prompt
E Y /] the caller for input.

Module Name GetDigits2

Target Variable __BUFFER__

Input Format

Maximum Number of Digits: 1 [k
Termination Digit: N/A

Max Silence (secs):

@

Max Time to Enter Digits (secs): 20 ¢
+ Clear User Input

Collapsible

Save Cancel

If/Else Module

Check the value of the BUFFER variable:

e BUFFER=1: (start the survey) proceed to Set Variable Module (IF Branch).
e BUFFER=2: (skip the survey) proceed to Set Variable Module (ELSE Branch).
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) [x]

General

Script based on a logical expression such as the value of a variable or input

% The If/Else Module can be used to select one of two branches in the IVR
previously provided by a caller.

Module Name: | [fElse2

Condition Grouping: All

Expression:
1
Criteria # Variable Operator Variable Value/Variable
1 __BUFFER__ Equals 1"
Add Remaove Edit

Save Cancel

Set Variable Module (IF Branch)

Configure the module as follows:

1 Assign a value to the callsurvey.opt in variable.

Although it is a boolean variable, the data type that you see is string.

2 Select Constant and enter true.
) [x]

Variable
CallSurvey_opt_in
Type: STRING
Description:

Assigned Value

# Constant Variable Function NULL

true

0K Cancel

3 Click OK.
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© [x]

General

The Set Variable Module can be used to set or update the value of an IVR
Variable or Call Variable

Module Name:  YesSurvey

Variable Assigned Variable, Constant, or Function

CallSurvey_opt_in "true’

Add Remove Edit

Save Cancel

4 Proceed with the survey.

Set Variable Module (ELSE Branch)

Configure the module as follows:

1 Assign a value to the callisurvey.opt in variable.

2 Select Constant and enter false.
@ [x]

General

The Set Variable Module can be used to set or update the value of an IVR
Variable or Call Variable

Module Name: | NoSurvey

Varlable Assigned Variable, Constant, or Function
CallSurvey_opt_in “False”
Add Remaove Edit
Save Cancel
3 Click Save.

293 Interactive Voice Response (IVR) ¢ Administrator’s Guide



IVR Examples

Complex Campaign Script for Post-Call Surveys

Complex Campaign Script for Post-Call Surveys

This section describes how to configure an IVR script for call surveys in which calls are
transferred at the end of a campaign.

Call Variables
IVR Script

The callsurvey.opt in variable was added to an inbound campaign as call survey
execution condition:

@ [x}
IVR Prompts QOutbound Skills Dispositions Connectors Worksheet Seript E-Mail
General Recording Transcripts DNIS Call Survey
| Enable Call Survey
Survey Name: CallSurvey
Survey Description:
Survey Campaign: Survey
Survey Execution Cnndition:l CallSurvey.opt_in
Apply W_ Cancel

Call Variables

There is a Call Survey Variable group. It is not available by default. You have to create it
by right-clicking Call Variables and selecting Add Call Variable Group. In this example it

is called CallSurvey. The variables created here are used for questions in the following
Call Survey script example.
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£3 call variables
Agent
AlexTest
bhawan_test
Call

CallSurvey

[£) Agentsatisfaction
opt_in
ProductSatisfaction

Customer

Complex Campaign Script for Post-Call Surveys

Read more in Creating Call Variable Groups, Creating Call Variables.

Agentsatisfaction Variable. You can enable Reporting Call Variable for your domain
if you plan to use it. You can choose whether or not report on this variable (it is saved

or removed).

@

[x]

General  Reporting

Description:

Data Type: Number

Restrictions  List ltems

Required
Predefined List
Min Value

Max Value

AgentSatisfaction
ocve

 Reporting Call Variable (Saved in Database)

Field Contains Sensitive Data

Digits before decimal point: T Digits after decimal point: 0

9

Apply Cancel

You can choose only the applicable dispositions for you call survey script. In this
example we use only SurveyCompleted and Surveylncomplete dispositions, which were

created earlier.
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@

General  Reporting
Dispositions

[ surveyCompleted
B surveyincomplete
[E) No Disposition

Add Remave

Apply to All Dispositions
Note: this default assignment can be overriden by campaign-specific disposition settings

Apply Cancel

Productsatisfaction Variable. We have SurveyCompleted and Surveylncomplete
dispositions set in here.
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&

General  Reporting

Dispositions

[E surveyCompleted
B surveyincomplete
[ No Disposition

Add Remave

Apply to All Dispositions
Note: this default assignment can be overriden by campaign-specific disposition settings

Apply Cancel

IVR Script

There is the Incoming Call Module and there may be a series of questions after it. There
are 2 questions in this example.

uestion? Thanks Hangupé

IncomingCall4 QuestionT Questior

Get Digits Module 1. The first question asks the caller: On a scale of 1 to 9, were you
satisfied with the call center agent?
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o %

General Prompts Page Text Disposition

Exit The Module im Case of A Prompt Exception

ype Text / File Name
LLE-] On a scale of 1 to %, were you satsified with the call center agent?

Add w

On the General tab, the target variable is a created variable AgentSatisfaction. The
maximum number of digits is 1 because we have asked on the scale of 1 to 9. There is
no termination digit unless you want the caller to confirm it.

@ [x]

General Prompts Page Text Disposition

The GetDigits Module can be used to accept DTMF (touch tone) input from callers, and optionally play audio files such as IVR menu options to prompt
I /] the caller for input.

Module Name: Question1
Target Variable: CallSurvey. AgentSatisfaction

Input Format:

Maximum Number of Digits: 118
Termination Digit: N/A ~
Max Silence (secs): 5 [
Max Time to Enter Digits (secs): 20 C

~ Clear User Input

Collapsible

Save Cancel

The disposition configured here is Surveylncomplete. It tells us whether or not the
caller actually went through the entire Call Survey script.
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@ [x]

Text

General Prompts Page Disposition
Disposition for this flow:

[E surveyincomplete

Add Remove

Save

Cancel

Get Digits Module 2. The next question asks: On a scale of 1 to 9, are you satisfied
with our product?

@ (%]
General Prompts Page Text Disposition
Exit The Module in Case of A Prompt Exception
Type Text / File Name
TTS On a scale of 1109, are you satisified with our product?
Add - Remove Edit Up Down Convert to ML Prompt

The disposition is Surveylncomplete, the target Variable is ProductSatisfaction, and the
maximum number of digits is 1.
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]

@

General Prompts Page Text Disposition

The GetDigits Module can be used to accept DTMF (touch tone) input from callers, and optionally play audio files such as IVR menu options to prompt
E: /] the caller for input.

Module Name: Question2

Target Variable: CallSurvey.ProductSatisfaction

Input Format:

Maximum Number of Digits: 112
Termination Digit: N/A
Max Silence (secs): 502
Max Time to Enter Digits (secs): 20| ¢

| Clear User Input

Collapsible
Save | Cancel
Play Module. We thank the caller for calling by using the Play module.
@ (%]

General Prompts Page Text Disposition Email Reply

Disposition for this flow:

[B surveyCompleted

Remove

Save Cancel

Hangup Module. The disposition is SurveyCompleted.

Creating an IVR Script

In this example, a dialer calls to the inbound number assigned to the campaign, is
greeted with a message, and given the choice to transfer to Sales or Support by
pressing 1 or 2. If the maximum hold time exceeds one minute, the caller is transferred
to voicemail. If the caller makes an invalid entry (a number other than 1 or 2), the
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choices are repeated. If the caller makes five consecutive invalid entries, the call is
disconnected. This example uses two skill groups, Sales and Support, and a custom
greeting, such as: Thank you for calling <your company name>. Press 1 for Sales or 2 for
Support.

Adding and Configuring the Play Module

Adding and Configuring the Get Digits Module
Routing Users to Skill Groups

Adding the Hang Up Module

Adding and Configuring the If/Else Module
Adding and Configuring the Set Variable Module
Linking From the If/Else Set Variables Modules

301

Interactive Voice Response (IVR) ¢ Administrator’s Guide



IVR Examples

Creating an IVR Script

To create an IVR script:

1 In the Navigation pane, right-click IVR Scripts, and select Add IVR Script.

@ virtual Contact Center - Administrate
Actions Options View Help

< @ X b B | 2
@ Fiveopdm11 1V
E Users IV
£ User Profiles &
£ Agent Groups j
£ skills j
£ Lists v
£ contacts $
£] Dispositions <
£ campaigns 4
) campaign Profiles &
£ workflow Rules ;
&) Pmm; # Add IVR Script k‘

£ conne X Remove IVR Script(s)
£ call varianies
{31 Reason Codes
) Not Ready Codes
£ Logout Codes

R LR LR

2 Enter the name of the IVR Script.

3 Select OK.

4 To start creating the script flow, open the Script Properties.

5 Double-click the script name or right-click and select View Properties.

6 Describe the script and its campaigns.
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@ Training IVR Script Properties *

General Misc Stats

6 Training IVR Script

Description:

Edit

IVR Builder Apply | Save Cancel

7 To open the Visual IVR Script designer, click Edit.

By default, the working area contains the Incoming Call module.

Adding and Configuring the Play Module

In the example, customers receive a welcome greeting and further instructions when
they call the inbound campaign and next choose the skill group by entering 1 or 2.

1 Double-click the Play module.

2 Select the Prompts tab.
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L) [x]

General Page Text Disposition Email Reply

The Play Module can be used to play audio files such as a welcome message to callers, and can include dynamic information provided by the
Text-to-Speech engine

Module Name:  Play6
Prompt Can Be Interrupted by Phone Key Pressing
Maximum Number of Digits
Termination Digit: | N/
lear User Input

Collapsible

| Save Cancel

You can create voice messages by using the preloaded prompts or the Text-to-
Speech functionality. If you plan to use several prompts, add a pause between
each.

3 To add the prompt, click Add > Add file.

L) [x]

General Prompts Page Text Disposition Email Reply

Type Text / File Name

Add - Remove Edit Up Down Convert to ML Prompt

Add File from Variable ‘ Save Cancel

L—  AddPause
Add TTS

Add Multilingual Prompt

To create a voice message with TTS, select Add. > Add TTS.

4 Select a prompt from the list.

Adding and Configuring the Get Digits Module

1 Drag the Get Digits module icon from the toolbar to the working area.

2 Connect the Play and Get Digits module by using the right connector.
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@

Actions Script Help

LHPOARE O S

IncomingCalld Playé GetDigits7
-

3 Double-click the Get Digits module.

4 In the General tab, set these options.

a Set the Maximum Number of Digits to 1 to ensure that customers enter
only one number.

b Select Clear User Input so that all input from the customers clears when
the call reaches this module.

)

General Prompts Page Text Disposition

The GetDigits Module can be used to accept DTMF (touch tone) input from callers, and optionally play audio files such as IVR menu options to prompt
E "' the caller for input.
Module Name: GetDigits7

Target Variable: __BUFFER__

Input Format:

Maximum Number of Digits:

Termination Digit: #

Max Silence (secs):

N
¢

Max Time to Enter Digits (secs):

+ Clear User Input

Collapsible

20

| save Cancel

5 Select Save.

Routing Users to Skill Groups

You must route user input to the skill groups. Use the Case module to split the script
flow based on user input to the appropriate branches. By default, this module has a No
Match branch for when the user input does not match the criteria defined in the Case
module (see Configuring the No Match Branch).
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1 Add the Case module and connect it from the Get Digits module.

@

Actions  Script Help

CEPPARDOAPORR B

IncormingCall4 Playe GetDigits7 Case?

$| ghe Match

Route the user to skill groups by adding two branches, Sales and Support (see
Configuring the Sales Branch and Configuring the Sales Branch), and define the
criteria for the routing.

2 To configure the Case module, open its properties.

3 In the Variable field, select the BUFFER variable which contains the caller's
input.

@ [x]

General

the IVR Script logic based on the value of a variable or input previously

x The Case Module can be used to select one of many multiple branches in
provided by a caller.

Module Name: Case2

Variable: __BUFFER__ ~
Comparison Type Value/Variable Branch Name
Equals " Sales
Equals "2" Support
No Match
Add Remove Edit Up Down

Save Cancel

4 To add a new branch, select Add.

5 Enter Sales in the Branch Name field, select Equals from the Comparison Type
drop-down list, and define the Constant as 1.
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Variable:  BUFFER

Branch Name: | sales
Comparison Type: | Equals ~

(® Constant | 1

Variable

Cancel

6 Select OK.
7 Repeat these steps to create a Support branch, but enter 2 in the Constant field.

8 Select Save.

@ [x]

General

the IVR Script logic based on the value of a variable or input previously

X The Case Module can be used to select one of many multiple branches in
provided by a caller.

Module Name:  Case2

Variable: __BUFFER__ v
Comparison Type Value/Variable Branch Name
Equals " Sales
Equals 2" Support
No Match
Add Remove Edit Up Down

Cancel

The script flow has three branches: Sales, Support, and No Match.
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@ P CHENE]

Actions  Script Help

CEP O ARE 0%@..%@@5 7 8@8
Incami CaHd Playé GetDigits7 Case? ymSales

upport "

%Eiopﬁatch P

For our example, we now add the two branches, Sales and Support, and define the
criteria for the routing.

Configuring the Sales Branch

1 Add the Skill Transfer module, and add a connector to the Skill Transfer module
from the Sales branch of the Case module.

)

Actions Script Help

CEPPARDCAPORO L AT

SkillTransferZ

Configure the Skill Transfer module to route the call to the appropriate skill
group. In this example, the settings of the Skill Transfer module are the same for
the Support and Sales branches.

2 To configure the Case module, open its properties.
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) (]

General Skills  Announcements  Priority  Connectors  Queue Callback  Disposition

The Skill Transfer Module can be used to queue callers and play in-queue hold music and
announcements until the callers are routed to an available appropriately-skilled agent.

Module Name: SkillTransfer2
Call Queuing
Max Queue Time (mmm:ss)
If there are available agents in queue 010:00 2
v Queue calls when agents in queue, but unavailable {on call) 010:00 &
Queue calls when no agents in queue (not ready / logged out) 010:00
Termination Digit: ~ N/A v

Queue Callback

On queue timeout expiration On digit receiving:

ecord caller name fc

agent assigned to QCB

Transfer to Agent

Distribution Algorithm: Longest Wait - All Calls ~
Time Frame: 15 Minutes
Max Ring Time (secs): 152 Pause Before Transfer (secs): (I}

| Set agent to Not Ready if no answer

Transfer to Voicemail

On queue timeout expiration On digit receiving:
Voicemail Box: Skill Personal
Action for Recorded Files: Keep as Recording ~

+ Clear User Input

Save Cancel

3 Inthe General tab, set these options:
° Call Queuing defines the queue properties of the call:

— Max queue time if there are available agents in queue: Sets the
maximum time that should pass from the moment the call
transfers to this module, to the moment the call transfers to the
next IVR module in flow or to voicemail if agents do not answer
during the defined time.

— Queue calls when agents in queue, but unavailable (on call):
Select to set the time where the call is on hold waiting until agents
can answer.
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— Queue call when no agents in queue (on break/logged out):
Select to set the time where the call is on hold waiting until the
agents can answer.

— Termination Digit: Choose the number the caller presses to pass
the call to the next IVR module.

— Queue Callback Digit: Choose the number the caller presses to
receive a callback when their position in the queue arrives.

° Transfer to Agent defines the call routing for the agent's transfer process:

— Distribution algorithm specifies the way the ACD selects an agent
to receive a call. The configured distribution algorithms are
available from the drop-down list. Select an algorithm that meets
the requirements of your enterprise:

— Longest Wait - All Calls: The ACD selects the agent with the
longest wait (idle) time since their last call, of any call type.

— Longest Wait - Non-Manual: The ACD selects the agent with
the longest wait (idle) time excluding manual calls.

— Round Robin: The ACD selects an agent from the list of
logged-in agents who qualify for the queue. The list is
initially sorted based on the longest wait (idle) time for all
calls. When agents initially make themselves ready for the
gueue, they are added to the bottom of the list. The first
queued call goes to the agent on top of the list. When an
agent receives a call, the agent is removed from the list,
until all agents are removed. For queued calls, when the
only available agents are those already removed from the
list, the calls are still routed to those agents.

— Min Calls Handled: The ACD prioritizes agents who have
handled fewer calls than the other agents working in the
gueue, based on statistics. The number of calls is calculated
from the agent's last login (that is, the current session), and
then assessed for the selected time range (see the Time
Frame option below).

Note: The time range counter for Min Calls Handled
and Min Handle Time begins at agent login and
resets to zero (0) at the interval set in the Time
Frame option in the Skill Transfer Module.
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— Min Handle Time: The ACD prioritizes agents with the
lowest total handle time compared to the other agents
working in the queue, based on statistics. The total handle
time is calculated from the agent's last login (that is, the
current session), and then assessed for the selected time
range (see the Time Frame option below).

— Time Frame: Time range for the Min Calls Handled or Min
Handle Time distribution algorithms.

— Max Ring Time (secs): The maximum time for the agent to
answer a call. The option allows you to set timeout in
seconds.

— Pause Before Transfer (secs): Creates a delay before
sending the call to the agent. When the agent is selected for
a new call, the system waits the set amount of time before
sending the call to the agent. When there are queued calls,
this option gives agents a short pause before receiving the
next call.

— Set Agent to Not Ready if No Answer: Select to
automatically change agent status to Not Ready if they don't
answer the call within the Max Ring Time.

° Transfer to voicemail contains the options that define the call transfer to
voicemail.

— On queue timeout expiration: Transfer calls to the skill group
voicemail when the time defined in the queue area options expires.

— On digit receiving: Number caller presses to transfer the call to the
skill group voicemail.

— Voicemail Box (skill or personal voicemail box): Selects the skill
group or agent to receive the voice message from the caller.

° Action for recorded files allows you to define the action to take for
recorded files gathered by the previous modules. See also Using
Recorded Files.

— Clear User Input: Clears the user input when the call enters this
module.

4 Select the Skills tab.
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In our example, configure one Skill Transfer module to use the Sales skill group
and the second to use the Support skill group. In the Skills window, add the skill
groups that receive the calls and define the sequence to use to choose the skill
group for transferring the call. The upper group receives the call first if there are
agents available. Otherwise, the call transfers to the next skill group in the list
with available agents.

5 Select Add.

6 Select the Sales skill group, and click OK.
@ [x]

0 Select skill(s) to add;
@ Ravi-test-skill2

I "« Sales h
=9 Support
@ support Level 1
@ test skill

& test skill 0003
& Test skill 0004

| oK Cancel

The skill group appears in the list. Use the + and - buttons to change the skill
position in the list.

7 Select the Announcements tab.

Set the voice messages that play to the caller while the call is on hold in queue.
The Enable music on hold option plays the default hold music to the caller while
the call is in the queue. You can set up to five announcement messages to play
to the caller at defined times during their wait time.

a To add an announcement, select the Enabled option and set a time in the
Timeout column.

b To repeat the message through the period of time defined in the Timeout
column, select the Loop option.

¢ To add the voice message to play to callers, select the message in the
Voice File to Play column and select the message from the list. You can
add voice messages using the Add Prompt command in the Prompts
folder. See Adding Prompts.
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@ [x]

General Skills  Announcements Priority Connectors  Queue Callback  Disposition

+ Enable music on hold
Estimated Wait Time Announcement:  [defauli] ~ New...

In Queue Announcements

Enabled Loop Timeout (secs) Voice File to Play
V) v

1 | Estimated Wait Time ~

1 [+ acaPleaseEnteryourPhoneNumber

1 [ ac3PleaseEnterYourPhoneNumberUK

1 [£) acavouwillBecalled

! [ acsPleaseClearlySayYourName

[4 sEven

Single Language - TTS

[ s1x

L —
[ spanish only prom

spansh in VCC

Support VM Greeting

[+ Testing single language prompt

[£) ThankYouForCallingPleaseHoldForNextAvailAgent
[2) THREE
[ Two

8 Select the Priority tab.

Use priority management when you use one skill group in different script
branches and the call from one branch to initially be accepted by available
agents. You can modify the call priority. Priority means how fast the call
transfers to agents from the queue. By default, Basic mode campaign calls begin
with a call priority of 10 and Advanced mode calls have priority of 60. The
priority range is from 0 to 100. You can increase priority to make the call transfer
to the agent faster or decrease it to leave the call in queue for more time. For
more information about campaign modes, see the Campaign Administrator's
Guide.

9 Enter the value to change the priority in the Constant field or select a Variable
integer value.

@ (x]

General Skills  Announcements  Priority Connectors  Queue Callback  Disposition

Change Call Priority

# Increase Decrease

By value:

® Constant 10

Variable

The priority must be between 0 and 100.
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10 Select the Dispositions tab to define the disposition of the call if the caller hangs
up.
The default disposition is Abandon.

11 Select Save.

Configuring the Support Branch

For the Support branch, add the Skill Transfer module and link it to the Support branch.
Configure the Skill Transfer module of the Support branch to route the call to the
appropriate skill group.

@
Actions Secript Help

LEPOPARDCAPOEO L BT

SkillTransfer2

IncamingCall4 Playt GetDigit:
e
-l

o

Configuring the No Match Branch

Now that we have the flow of the script, we need to configure the script to handle
wrong input from the caller. For this we use the No Match branch of the Case module.

In our example, if caller makes an invalid entry (a number other than 1 or 2), they can
repeat the input. After five consecutive invalid entries, the call is disconnected. If the
caller's entry is invalid, we repeat the voice message instructions and have the caller try
again. To trace the number of invalid entries, create the variable 1cop var in the
Variables tab to contain the number of allowed wrong entries (by default, Initial Value
is 5).
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1 In the Script menu of the IVR Script Properties window, select Variables.

@
Actions Hel
o &

Functions g
Default Properties

Languages
Incomim ‘etDigits7
|‘#_': Multilingual Elements I%—.*
B — LN TR T Ll

2 To add a new variable, select Add.

3 Enter the name loop var.
4 Select the Type of variable: INTEGER.

5 Enter a description for the variable.

If the customer enters the wrong digit, in this example.

6 Select the Initial Value option and enter 5.
@ (x]

MName: loop_var
Type: INTEGER
Description: If the customer enters the wrong digit
< Initial value: | §

Input Variable (can be used as script's parameter)

Output Variable (can be used to return values from script)

0K Cancel
[

7 Select OK.

Adding the Hang Up Module

Now that both Skill Transfer modules are configured, we'll add a script termination
module . Connect the Hang Up module to both Skill Transfer modules.
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@
Actions Script Help

CEHPPARDOAFPORIHLETHZNER

SkillTransfer2

SkillTransfer3

Adding and Configuring the If/Else Module

We configure this module to check the 10op_var variable that was initialized at the
beginning of the script with the 5 initial value. If the value of the variable is less than 1,
the caller has entered incorrect digits five times. We should terminate the script.

1 Add the If /Else module to the script.

2 Right-click If/Else.
The Module Properties window displays.

@

Actions Script Help

CEHPPARDCAPOROHLETZNE

SkillTransfer2

Hangupé

SkillTransferd
(A

[}

IncomingCall4 Play6 GetDigits7
[ 0
Cfe— 3¢
o

IfElse2

ELSE
— dlal
E |~ Module Properties

4 % Copy Module [

< Remove Module

Create the logical expression checked during the script.

If the result of expression is true, the script uses the If branch. If false, the script
uses the Else branch.

3 Click Add to add the condition to check.
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@ [x]

General

Script based on a logical expression such as the value of a variable or input

% The If/Else Module can be used to select one of two branches in the IVR
previously provided by a caller.

Module Mame:  IfElse2

Condition Grouping:  All ~
Expression:
Criteria # Variable Operator Variable Value/Variable
Add N Remove Edit Up Down
bz

Save Cancel

4 From the Variable drop-down list, select the variable to check: 100p var.

5 Select the comparison type for the condition from the Comparison Type drop-
down list: Less Than.

6 In the Constant field, enter the value to compare the variable with the
comparison type: 1.

@ [x]

Variable:  |ggp_var v
Comparison Type: Less Than e
@ Constant 1|

Variable

oK Cancel

S

7 Click OK.

8 Click Save.
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Adding and Configuring the Set Variable Module

We configure this module to subtract 1 from 1oop var each time the call enters this
module. If the caller enters incorrect information five times, the 10op var variable
contains O after the Set Variable module completes.

1 Add the Set Variable module to the script.

@
Actions  Script  Help

CHEHPPARDCAPCERLHLETZNEBIRLS

SkillTransfer?

)
‘i" Hangupé
IncomingCalld Playé GetDigits 7 Case? Q
-. '*. '@I. N x Support r;r]
<L)
] [&]

IfElse? . ELS%E{VanabIeZ

lF

< - Module Properties

Egm v e

7 Remove Module

2 Open the Set Variable module properties window.

3 Click Add to add the variable to assign to this module.
@ [x]

Variable
loop_var -
Type: INTEGER
Desctription:  If the customer enters the wrong dig
Assigned Value
® Constant Variable Function NULL

5

oK % Cancel
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4 From the Variable drop-down list, select the variable: 100p var.
5 Select the Function Assigned Value option.
6 Select the DIFFERENCE(INTEGER,INTEGER) function from the drop-down list.

7 Define the function arguments in the corresponding rows.

The first argument is the variable named 100p var.

To define this:
a Click the first column in the #1 row and select Variable
b Click the second column and choose 1oop var.
¢ Define the second argument.

In our example, this is the constant with the value equal to 1.
@ [x]

Variable
loop_var
Type: INTEGER

Description:  |f the customer enters the wrong dig
Assigned Value
Constant Variable (® Function NULL
DIFFERENCE(INTEGER, INTEGER) v

Function Arguments:

#1 Constant loop_var
#2 Constant 1|

OK h Cancel

8 Select OK.

9 Select Save.
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Linking From the If/Else Set Variables Modules

If the caller enters the wrong digit five times, the script follows the If branch of the
If/Else module, which means that you should connect the If branch to the Hang Up
module.

If the caller has entered the wrong digit fewer than five times, the call is returned to
the Play module at the beginning of the script after reducing the number of available
wrong entries in the Set Variables module.

1 Link the Else branch of the If/Else module to the Set Variables module.

@
Actions Script Help

CHPPAREOAPORESLETHMN=

IncomingCall4 Pla GetDigits7 Case?
E S
@ -H@I-Hx

SkillTransfer2

Hangupé

L7

2 Link the Set Variables module to the Play module.

@
Actions  Script Help

CHPPAREBOAPOCROHLEATHMNS

SkillTransfer2

Hangupt

L7

SkillTransfer3
[

IncomingCalld Playé GetDigits7 CaseZ
E S #
Ol E =
]

3 Connect the No Match branch with the If/Else module.
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@

Actions  Script Help

CHP@ARECAPOREROS A ETFSMN=

SkillTransfer2

SkillTransfer3
(A
[T

IncamingCalld GetDigits7 Case2
=
yd
TTEfseX ’

ELSE SetVariableZ

4 Connect the If branch with the Hang Up module.
@

Actions  Script Help

CEPPAREOAPOREO S ETFHMNS

Skill Transfer2

Hangupé

sl

IncamingCalld
=
@l

5 To save the script, select Actions > Save.

You can download this example to import it into your environment.

Creating an IVR Loop

This example shows how to create a loop, use variables, and use the Set Variable
module. We loop from the No Match branch of the Case module when a caller makes
an invalid entry.
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Creating an IVR Loop

There are other methods for creating loops. This is just one example. Another option is
to set the loop variable to zero, then use If/Else to compare for the maximum number
of loops and use SetVariable to add to, rather than subtract from, the loop variable.
You can also insert a Play module inside the loop to inform the caller that they made an
invalid entry.

Defining a Variable

Adding and Configuring the Get Digits Module
Adding and Configuring the Case Module
Adding and Configuring the If/Else Module
Adding and Configuring the Set Variable Module
Linking the Modules

Case Module

GetDigits Module

Plays prompt and accepts the
caller'sinput.

VoiceMaiiTr

i

a
" VolceMaiTr

i

SetVariable Module

number of times through the loop.

Defining a Variable

The first step in creating a loop is to define a variable. Set the initial value of the
variable to the number of times you want to loop. For each loop we subtract one from
this number. If the variable reaches zero, the loop will end.
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1 Inthe Visual IVR Script designer, select Variables from the Script menu.
@

Actions m Help
T <

Functions

Default Properties
Languages

Multilingual Elements

2 Click Add.

3 Enter a name for the variable - in our case the name is 1oop_var.

4 Select INTEGER as the Type (an integer is any whole number, positive or
negative). Since we will be doing a calculation on this variable, subtracting 1 for

each loop, it must be integer or numeric rather than a string.

5 In the Initial Value box, enter the maximum number of times you want to loop:

2.
@ [X]
Name:  loop_var
Type: INTEGER ~
Description:

| Initial Value: 2]
Input Variable (can be used as script's parameter)

Output Variable (can be used to return values from script)

oK I\F‘ Cancel

6 Click OK to save the variable.

7 Click OK in the Variables window.

Adding and Configuring the Get Digits Module

Configure the Get Digits module to accept an entry from the caller. In our example, we
accept a single digit (either 1 or 2) so we set the Maximum Number of Digits to 1.
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We are using the default BUFFER system variable. The caller’s input is stored in this
variable.

@ [x]

General Prompts Page Text Disposition

The GetDigits Module can be used to accept DTMF (touch tene) input from callers, and optionally play audio files such as IVR menu options to prompt
m the caller for input.

Module Name: GetDigits7

Target Variable: __BUFFER__ ~
Input Format:

Maximum Number of Digits: 4|C
Termination Digit #

Max Silence (secs): 2|2
Max Time to Enter Digits (secs): 20|C

Clear User Input

Collapsible

Save Cancel

Adding and Configuring the Case Module

Configure the Case module with branches based on the caller’s input. We are
comparing the value stored in the BUFFER system variable which was set by the caller’s
input in the Get Digits module. Our loop will be used for the No Match branch.

For looping we use the combination of the If/Else module and the Set Variable module
to determine how many times a caller has cycled through the loop. Set Variable
decreases the loop variable by 1 each time through the loop. If/Else checks the value of
the loop variable to determine if the caller has looped the maximum number of time.
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[ix]

@
General

The Case Module can be used to select one of many multiple branches in
x the IVR Script logic based on the value of a variable or input previously
provided by a caller.

Module Name: Case2

Variable: __BUFFER__
Comparison Type Value/Variable Branch Name
Equals " Sales
Equals "2" Support
No Match
Add Remove Edit
| save | Cancel

Adding and Configuring the If/Else Module

If a caller makes an invalid entry or no entry at all, the IVR use the No Match branch.
The first module in the No Match branch is used to check the value of the loop variable.
We use the If/Else module to do the comparison.

If the value is equal to zero, we use the If branch. If it is greater than zero we use the
Else branch. The Else branch is the loop. Since the initial value of the loop variable is 2
the first time through, the If/Else module uses the Else branch.

1 Inthe If/Else module click Add to add a new comparison.
2 Inthe Variable list select the loop variable you created (10op_var in this case).
3 In the Comparison Type list, select Equals.

4 |n the Constant box enter O (zero).
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@ condition X

Variable: | |oop_var e
Comparison Type:  Equals >
® Constant 0

Variable

Cancel

5 Click OK.

This module checks if the value of the loop variable is zero.

Adding and Configuring the Set Variable Module

After the If/Else module, we use the Set Variable module to decrease the loop variable
by 1. This module is basically counting the number of times the caller cycles through
the loop. In our example we are counting down from the maximum number of loops
set by the initial value of the loop variable (10op var =2).

1 In the Set Variable module, click Add to add a new entry.

2 Select the loop variable from the Variable drop-down list.

@ [x]

Variable

loap_var ~

User Variables

__BUFFER__
__ExtContactFields__

loop_var
As “*  Contact Variables

Contact.MarvelContact

Contact.Preferred Name

3 Select Function for the Assigned Value.
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Variable
loop_var
Type:
Description:

Assigned Value

Constant

INTEGER

If the customer enters the wrong dig

Variable unc‘[ion NULL

Function Arguments:

Cancel

4 Select DIFFERENCE(INTEGER, INTEGER) in the drop-down list. We will use this
function to subtract 1 from the loop variable.

@

[x]

Variable
loop_var

Type:

Assigned Value

Constant

Description:

DIFFERENCE(INTEGER, INTEGER) k
D

DATE, DATE)
DIFFERENCE(TIME, TIME)
LEN{STRING)
LOCATE(STRING, STRING)
PRODUCT(INTEGER, INTEGER)

QUOTIENT(INTEGER, INTEGER)
SITEV 12T

|FFERENCE|

INTEGER

If the customer enters the wrong dig

Variable (® Function NULL

o

5 Inthe #1 Function Argument, click the second column and select Variable.
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Variable
loop_var -
Type: INTEGER
Description:  If the customer enters the wrong dig
Assigned Value
Constant Variable (® Function NULL

DIFFERENCE(INTEGER, INTEGER) ~

Function Arguments:

#1 Constant
#2 Constant -~
Constant

Cancel

6 In the third column for #1, select the loop variable (1oop var in our example).
7 Inthe #2 Function Argument, select Constant in the second column.

8 In the third column for #2, enter 1.

We subtract this value from the loop variable.

9 Click OK.

The assignment is added to the Set Variable module.
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@ set variable Module Properties [x]

General
\— -
T The Set Variable Module can be used to set or update the value of an IVR

= ogl Variable or Call Variable.

Module Name: | SetVariable7?

Variable Assigned Variable, Constant, or Function
loap_var DIFFERENCE(loop_var, 1)

Add Remove Edit

Save Cancel

Linking the Modules
1 Link the If/Else module from the No Match branch of the Case module.

2 Link the If branch of the If/Else module to the IVR branch used when the
maximum number of loops is reached.

3 Link the Else branch of the If/Else module to the Set Variable module.

4 Link the Set Variable module to the Get Digits module.

This returns the caller back to the original prompt. See the first screen shot for
an example.

Configuring the Query Module

The Query module supports XML-encoded POST requests and replies. The module
invokes complex Web Services, for example, Web Services based on SOAP such as Five9
Web services. You can use external tools to confirm and debug the Web Service before
entering the request and response templates into the Query module. In our case an
example of using SOAP Ul is shown.

Use the Iterator Module to update variables in the Query Module with next matches
result set.
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1 With SOAP Ul, form a proper request for the Web Service.

2] = - A Sk
e —
Eile Jock [edtop Hep
Baw o4 O K ROE Sesech form | a0
15 | 2w s O
| = ;’::;l P @O0 B bt il e e Wb WL Wes
| & T WestharSaap g'u....uw ERvaLops whine foapsmm-RETp: /s sanea Al e |2
=W GeiCayforecasiBylIP e mpam; Moo /= ;
g noEper: Body” 1
Oy B e cetaatarmemnne i
- ' o L T —
e B T T
= B semple Prepect B S, S S ——- .
¢ T Samplebersceboapfingdeg 2w Bodys
& B Sample Senple Tesiduie « facapen: BuveLopes
B B Sample TerSube fads @ we dos
# B Sample opanded Testhube |
| T Sempieteroceionplingeg b=
a U - -
I (g
Hesd Adtachm.. W. Wi
resporae tme: J10ens (078 bytes| 1M
dcapllllog Biplog ety log ervevlog  wwmisg  memeryleg

2 Paste the XML code into the Request tab of the
variables from IVR.
[ % query Hode Properties L x
Garersl Beuest | Rpore | Siree | Promess|

<scapenviinvelope mming:scapenv="RIip://schemas.Mnlsoap.orgs’
<poapenv:Heades/>

<Rt i GAECLTWeRtharByI IRy

gt .. Irsertgariatle | 7 Hohoht Varibies

[ WTTP tesder | e | Varishie ]

[see ]| oo |

Query Module and embed

The Insert Variable button allows you to choose input variables and delimits

them. In our example, it is &&Zip&&.

3 Call the Web Service from SOAP Ul to get an example Response.
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Configuring the Query Module

4 Copy the response and paste it into the Regular Expression tool.

Ry Peosiule Fruprrte, =l

General | Asguest Resporme | sopt | Promons |
e, Blemert Atibutes

Tranaformanon
cSuccessy (true| false) </ SuccessrcResponseTexcy. Mo/ ResponseTex )

R Gringy I ariatie |

[
|
£t I

[

5 Insert Regular Expressions where you want to match part of the Response.

To find the best regular expression, you can use a tool such as this:
http://gskinner.com/RegExr/?31e98.

e}

o

o

Enter the Response from your Web Service.
Enter your pattern to match.

Use parenthesis around expressions which should be matched and

assigned to variables.
Test using evaluator.

usery Hodule Progerties ﬂl

Genersi | Reguest Rempore | sonpt | Promp |
1 ¥ Bewer Atibutes (¥ Fegular Exgression Based
Fesponse Tiangformaton

cluccnsa> (e | falan) </ SuccesarcinaponseTaxty

-*te/ResponseTexe

Feglip G [
(riae [Pl | LT
] atate
L+ ity
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6 Once the Regex tool is matching the data you want, assign the regular
expressions to variables in the Response tab (bottom area).

7 Run the IVR Script to test.

8 When testing is successful, enter the pattern into the Response tab and run the
IVR script with the Query Module.

Creating an IVR Script with XML Web Service
Query

This topic provides information on how to configure original campaign's IVR script with
XML Web Service Query. This example gets weather forecast by sending a query with a
ZIP code to a Web service. We use script variables but not call variables because the
caller is not connected to an agent.

Juery Weat Pizy Weather Rerator
=] | o -]

Ex .tl"o —' §

f

Input Module

Using the Input Module the caller enters a ZIP code. In the General tab of the Input
Module Properties, choose ZIP as a variable.

332 Interactive Voice Response (IVR) ¢ Administrator’s Guide



IVR Examples

Creating an IVR Script with XML Web Service Query

2l
(el | Pramges | Events | Contrmaton | Dot |
The oute
s for rumbers, credit cands, 20 codes, socsl securdp numbe—e, phone rumbes, dates, e, and
Buckei (1] v e, 52 hat P ol v ok M o il b o™ o B 11 kst
Mo Hame ot a8
Varatie: f= =l
o Joocose | |
Proxiots
[ ol | Pragerty v |
= g it
Al St Ve
B ey 1 el 10 Spe vkt |
[l e sl aigrone >
Maxfmewprs: [ =
DTHF e Bution: | e - ;l
I Record User's Bnput 56 A Fle
Coen ] o]

Query Module

1 Inthe General tab of the Query Module Properties window, enter the URL of the
SOAP Web service into the URL field and choose XML Web Service POST.

Query Hodule Properties

(6o ]| Request | Resporse | Scrpt | Prampis |

The Query Module o be used to ok up o Dot Fiformaton mintered by o extemsl
weh: server.

Madule Name: JQuery Westher
LR

hm:fmf.ﬂdﬂ.om,ﬁm&mm.wm.m!

Method: [0 web Service POST

Fetch tmecut (secs): I

I Save Mussber of Records b |

2 Inthe Request tab, enter the SOAP request.

It should contain the ZIP variable delimited by &&. This request will be sent to

the weather service.
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[ % QueryHoduleproperies B x|
General [FE9555t | Resporse | sarpt | Promots |

asapan Basdar s
eerapans ety

wnas  GenLnySeathenty i
oenat: LIPrANRApRR vea D12
+(wman SevCaTpe RSNy
e napam o

-+ wsapemr: Loven Lopar

4
|
oot | eetyable | 7 Hohight Varisbles

Bt ]

[ HTTP Hesder [ e | Varisble

[ome | _coce |

The Response Transformation area allows an input of Embedded Regular
Expressions that can be mapped to IVR variables in the RegExp Group area. Any
of regular expressions that are grouped (are enclosed within parenthesis), in the
Response Transformation section, are automatically loaded in the table below as
the RegExp Group. You should assign these regular expressions to variables.

|
General | Request [Fponst | sorpt | Prompts |
™ AL Bement dttribubes % Reguisr Expresson Based
=
=
Reghm Group [ Varatie Il
{truse | Pt =
:.": Etate j
(+7) Gty
= — =l
[ ] o |

Play Module

The Play Module plays the response of the web service to the caller. In the Prompts
tab, add TTS prompt to be played to the user. The text of the prompt contains the
information received from the Web service.
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% Play Module Properties x|
Tyoe | Text | Fie hame |
s [The: vesather for S5tate Temperature: STemperatune §...
M v | J J J
[som | _ome |
[+ rseme =
e |
fistane Eefuk "W'I"“'G"' ) .l
Temparatara:
Elemperalurs. Tt
|4l i
NG Bp P TH R ARTAD Te weacieT ST
aiatiled
fHu readuty
|38 s Fie i ey
(Wl
-

i w Fabrat I adesiucnd made
—]—

Tig wew chax for aSzace Tesperacurs: sTemparacurs slescriprion Cncapaetsc preasces | sFressars Hestaicy: ]
GRelacivalmidizy Wi Fll=s

o | _owa |

Iterator Module

The Iterator Module updates variables if you have multiple matches from the regular
expressions. Select the Query Module that we configured earlier in the Data Set of
Module list and chose Next.

Each time the Iterator Module is triggered, the Play Module moves to the next variable
and the caller hears the further information.
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% Merator Module Properties
[Ge=d]

— - The Tterator Hodube can be used o select 8 specific recond in & set of records refrieved
E by Bnother module Buch 8 the Ledkup Contact Record Module, Query Module, or System

tnfio Module.
Mesduie HName:

|!:r'a:r

Dats Set of Modue: |:w1.'_ea'_‘w Ll
Select Regord:
o Mext
™ Previous
 Frst
€ Last
 Withrumber speched by: [ =]
™ Save hotw Ritcord's N 1o: | =]
[sne ] _coow |

Creating an IVR Script with Queue Callback

Creating an IVR Script with Queue Callback

This section describes how to configure IVR script with queue callback for a campaign.

In the agent’s desktop, the ACD Status tab shows the call when it is in queue. Once the
agent becomes ready, the station automatically dials the phone number indicated by
the caller. During/after-call - variables are displayed.

There a special disposition for Queue Callback calls. Based on this disposition, reports

can be generated.

Call vVariables Configuration

To create a Queue Callback Variable group, right-click the Call Variables folder and

select Add Call Variable Group.

Create custom variables for questions in the script example:

e Seed Number - variable (call type) used for the initial caller's number.

e Phone Number - variable (call type) used for phone number indicated by the

user.

Read more in Creating Call Variable Groups, Creating Call Variables.
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@

[-}al(x]

Actions Options View Help
- X ra | 2 Y

£ campaigns call variable Name

Queue Callback 2 Object(s)

Description Type

£ campaign Profiles
£ workflow Rules
£ VR Seripts

Phone Number
Seed Number

Custom
Custom

£ Prompts
£ Connectors
£3 call variables
Agent
AlexTest
bhawan_test
1 call
Customer
] DebvarGrou
| GuyNextVariable
Guys Awesome Variable
Hackathon
& vr
nextiva
Omni
opt_in
1) salesforce
Seed Number
ServiceNow
test
TestingGroup
Zendesk

IVR Script Configuration

Let’s see how the Queue Callback script is configured.

SkillTransfer

IncomingCalld Set Seed to ...
—
-'_‘[

Set Variable Module

Hﬁ

The Set Variable module is used to assign ANI to the Queue Callback Seed Number

variable.
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= (%]
General
g u_' The Set Variable Module can be used to set or update the value of an IVR
25| Vvariable or Call Variable.

Module Name: | Set Seed to ANI

Variahle

Queue Callback.Seed Number  Call. ANI

Add Remove Edit

Assigned Variable, Constant, or Function

Down

Save

Cancel

Skill Transfer Module

1 Inthe Queue Callback Digit list, select the Queue Callback Digit other than N/A.

In our case, 0 was selected.
@

[x]

General Skills  Announcements  Priority

Module Name:
Call Queuing
Max Queue Time (mmm:ss)

If there are available agents in queue

Termination Digit: ~ *

Queue Callback

On queue timeout expiration

The Skill Transfer Module can be used to queue callers and play in-queue hold music and
announcements until the callers are routed to an available appropriately-skilled agent.

SkillTransfer

v/ Queue calls when agents in queue, but unavailable (on call)

v/ Queue calls when no agents in queue (not ready / logged out)

7| On digit receiving: 0
+ Record caller name for acent assianed to OCB

Connectors  Queue Callback  Disposition

001:00 <
000:45 ©

001:00 <

e

2 In the Queue Callback tab, from the Initial Callback Number from list, select the

Queue Callback Seed Number variable.

3 From the Store Callback Number in list,

Number variable.

select the Queue Callback Phone
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4 In the Prompts section, choose the prompts.
Example prompt messages:

° Your phone numberis ...

° Press one if correct.

° Please enter your phone number.
° You will be called.

5 Indicate the Disable Queue Callback after and After Digit Timeout options.

) (x]
General Skills  Announcements  Priority Connectors  Queue Callback  Disposition
Initial Callback Number from: Queue Callback.Seed Number v
Store Gallback Number in: Queue Callback.Phone Number ~
Allow collection and callback of International numbers?
Prompts
Playing the Phone Number: QC1YourPhoneNumberls Select
Confirming the Phone Number:  QCZ2PressOnelfCorrect Select
Entering the Phone Number: QC3PleaseEnterYourPhoneMumber Select
Recording Caller's Name: QC5PleaseClearlySayYourName Select
Confirmation and Thank You: QC4YouWillBeCalled Select
Timeouts
Disable Queue Callback after: Days: 1 < | Hours: 5 <  Minutes: 0 T Seconds: 0 O
After Digit Timeout (secs): 5|2
TCPA Consent
TCPA Consent
TCPA Consent Text:
Cancel
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Creating an IVR Script for Tracking a Shipment

This topic provides information on how to configure a campaign's IVR script with
multiple Web Service Query modules. This example gets tracking and delivery
information by sending a query with tracking identifiers to a Web service.

HaEGe:F..

Creating Variables to Support Query Responses

The first step in creating this IVR script is to set the variables that you will be using as
the interaction is processed. These script variables are required for the query

responses.
% EriarW_FedExRouting Variables i
Varatée Trpe Titial Vakoe Input Output Descrigtion
| BUFFER__ STRING Mo Mo Defait variable f...| =
__ExiConiaciFiekds .K\LI'_VT .{- e e 'I)u'ail warisble 1.,
Carrier ACtuaiDe Ty AN ERS .FIT-:[NG | ) -NO .ﬂfh.lﬂ delivery a. ..
ety [TRNG ves res [T Set Y
carmier Ackallsbyeryaddress ity |sTRMG Mo Mo |actual delvery a..
camerActslDsberyiddressState  STRING Mo Mo Actusl deleery 8.,
carmerhctusiDebver Diste lsTRmG ™ ™ Actual devery d..
S er— lsTRmG | ™ ™ [actual delvery o
[T —— [sTRNG [ ) Ha |address padage...
camarfsfiekveryAddressCny [sTRMG Mo Mo ..'.Inl DakADE Wai...
coreEsDeiver vAddressState [STRING Mo ] Slabe package w.
carvierEs Ceher\Date lsTRmNG ™ ™ [Estimated debver...,
cameEsDeheryTime m:m: ™ ™ :maaheﬂ debver...| |
eamierlocabanAddresaCty STRING Ha Mo Cument locaton ...
ramierl oeatonbddressSinte STRING Mo Mo Current location ..
AT P STRING Mo Mo WML responss giob
carieshippecDiate lsTRING ™ ™ [Date package wa. .
camershipnedTime lsTRmG | ™ ™ Mime padkage wa...
carrier Tracknghddress [sTRING | ves es JRETURN; Estimat....
cormrTradangleiver yate DATE | Yes Yes RETURN: Estimat...
canrieTrackingetatr yTrne e | Ve ves JRETURN; Extimat...
carmerTrackng.ocation ISR I s es JRETURN: Curren. .
carmieTradangramher .FI'R.D'OG | .'H -TES .ITFLT: Fedex Tr..
covres TrackngShopedDate joame | = es JRETURN; Dete ...
carrerTradangthppedTime [TIME | e e AETURN: Time 0.
carnerfradangStatus STRING s es BRETURN: “In Tra... | -
add | [ Remowe || Edt |
3
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Adding and Configuring the Query Modules

This IVR script uses three Query modules. Although each Query module uses the same
SOAP query, each parses the response as needed for that stage of the IVR script.

Configuring the GetlInitialShipmentinfo Query Module

The first Query module, named GetlnitialShipmentinfo, gets the initial shipping
information needed to proceed. This information includes the city and state from which
the package was shipped and the actual date and time this shipment began.

Gereral | et | Rmponses | Prompes | age | Text

% The Quiesry Modibe O bt L B0 b o & DOST NPOamaton fiTined by o ensmal mel sena

Pocie e etireshprmaneint

Blas LFL puth:

e s ey cove: 441 weh-seranes

L Part Corvment.

e

Mathod: PosT
Feith Imegui isecs]

Save Humber of Reos 10

1 Provide an intuitive name for this module.
2 Add the base URL path.

3 Assigns the POST method for this query.
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e Fenest | Respores | Fromets | Page | Test

TR bamader e Ve

Rt b P

formariencaded fomdets @ e Conleninoel Tew Deiony dursel s E w

Ses | Cancel

4 Configure the Request tab to gather the initial shipment information by using

the following code:

<soapenv:Envelope
xmlns:soapenv="http://schemas.xmlsoap.org/soap/envelope/"

xmlns:v9="http://carrier.com/ws/track/v9">
<soapenv:Header/>
<soapenv:Body>
<v9:TrackRequest>
<v9:WebAuthenticationDetail>
<v9:UserCredential>
<v9:Key>Mh6hPS34N5fCn41B</v9:Key>

<v9:Password>bCp7cpvKpT719HuavVGi7f6jHn</v9:Password>
</v9:UserCredential>
</v9:WebAuthenticationDetail>

<v9:ClientDetail>
<v9:AccountNumber>123456789</v9:AccountNumber>

<v9:MeterNumber>987654321</v9:MeterNumber>
<v9:Localization>
<v9:LanguageCode>EN</v9:LanguageCode>
<v9:LocaleCode>US</v9:LocaleCode>
</v9:Localization>
</v9:ClientDetail>

<v9:TransactionDetail>
<v9:CustomerTransactionId>Track By Number v9

</v9:CustomerTransactionId>
<v9:Localization>
<v9:LanguageCode>EN</v9:LanguageCode>
<v9:LocaleCode>US</v9:LocaleCode>
</v9:Localization>
</v9:TransactionDetail>
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<v9:Version>
<v9:Serviceld>trck</v9:Serviceld>
<v9:Major>9</v9:Major>
<v9:Intermediate>1</v9:Intermediate>
<v9:Minor>0</v9:Minor>
</v9:Version>
<v9:SelectionDetails>
<v9:Packageldentifier>
<v9:Type>TRACKING NUMBER OR DOORTAG</v9:Type>
<v9:Value>&&CarrierTrackingNumber&&</v9:Value>
</v9:Packageldentifier>
</v9:SelectionDetails>
</v9:TrackRequest>
</soapenv:Body>
</soapenv:Envelope>

The Responses tab parses the parameters into your predefined variables.

HTTP Seahus Coder

Fran M Te L

Cwmcription

& Taquisr Bqresoon Baced Funciion

Regponge Trangiorraion

= 7esnipTammatamps (VA4 - A T F-SaETTI T OV TH VAl 3T s NS (72 #7120\ / ShipT ammmrangs] [7: [hah 5] 7]
3

FegExp Spaons: Edit

Ragfxp Gosup Variabia

| carvimrfmeporne.

1.7 T Lo e ety
i ]
PRl

| EppedTine

o | [ comen

5 Parse the query response by using the following code:

(?:<StatusDetail>[\s\S]*?<Code>(.*?)
<\/Code>[\s\S]*?<Location>[\s\S]*?2<City>(.*?)
<\/City>[\s\S]*?<StateOrProvinceCode> (.*?)
<\/StateOrProvinceCode>[\s\S]*?
<\/StatusDetail>[\s\S]*?<ShipTimestamp> (\d{4}-\d{2}-\d{2})T(\d
{2}:\d{2}:\d{2}) (?:.*?)

<\/ShipTimestamp>) (?:[\s\S]*?)
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The remaining tabs in this first query module may remain unused.

Adding and Configuring the IfDelivered If/Else Module

This second module in this IVR script uses the returned variables from the first Query
module to determine if the package has been delivered. Using the If/Else module
enables separate distribution branches that lead to specific Query modules. If the item
has been delivered, the If branch is taken and the call is delivered to the follow-on
Query module and subsequent Set Variable module to retrieve and assign the delivery
information. If the item is still in transit, the Else branch delivers this call to an alternate
follow-on Query module and subsequent Set Variable module to retrieve and assign

the estimated delivery information.

The 1§/ Elee Module can be used to select one of two branches in fhe 1WA Sapt based on
& logical evpresson such a5 the: value of 2 varable or rput previowsty provded by & callar

Moduls Mara: 1 Delivered

Cordition Grouping: | Al -
Expression:
1

Criteris & ariable Operator arishle Ve Varishle
1 ameR esponse Equals oL"
add
Save Carvel

Adding and Configuring the ActualDeliveryinfo
Branch

When the item has been delivered, the actual delivery branch retrieves and assigns the

delivery information.
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S Parsng Parameter ¥
HTTF Sinkes Code:
Fram Wi T W0y
Cemraon
& Tagular Coressan Rases Function
Araporus Trambrmason
1DeliveryTimeacamps (AAf4] -2 5-%a{ 21} T WA 2F i 21 10a 12 ) [Wa\ 8] =2\ RoTualDeliveryTime stamps |
. ]
Regftxp Cpson: [ome ]
RegEwD Gran Warishir
"7 o ActusiDedreeryAddressCty
L |t A et
L] |archchuanverDae
eI T T st llery Time:
ok | | conel

1 Configure this module similarly to the first Query module with this code:

(?:<ActualDeliveryAddress>[\s\S]*?<City>(.*?)<\/City>
[\s\S]*?<StateOrProvinceCode>(.*?)<\/StateOrProvinceCode>
[\s\S]*?<ActualDeliveryTimestamp> (\d{4}-\d{2}-\d{2})T(\d{2}:\d
{2}y:\d{2}) [\s\S]*?<\/ActualDeliveryTimestamp>)

2 Configure the SetVariable module, DeliveredTransform, to assign the variables
retrieved in the previous Query Module.

@ The Set Variable Module can be used to set or update the value of an VR Varisble or

Call variable.

Mogduie Mame: elrvenad Trarmlomm

Wiriabhe

Tradongaddrass
Tradargiddress
TrackingDebver yDate
TradngDekery T
TrackingShippecDate
TradangSnnnedTime
TradangStatus
Tradorglocaton
Tiackinglocation

=]

Agsagned Varabie, Cordtant, of Funcion
[CONCAT] e AchiDebverpaddressOty, *, )
|coNCaTicarmerTradanghddress,  LocabonAddreszState)
[TODATE{ camertctuslDetver yDate)
TOTIMElcarrier AcsaDeteryTime)
[ToDATE ameshgpedtate)
[TOTMElcamershppedTime)
[Debvered
[cONCAT i peationaddressCity, *, 7
:(WC!_LWTTrMMW', camierl GCatORAGT EES LA

[ ] [(ome |
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Adding and Configuring the
GetEstimatedDeliverylnfo Branch

This branch uses a Query module and Set Variable module to retrieve the estimated
delivery information. The setup is similar to the IfDelivered branch above, with the
except that the TrackingStatus is set to InTransit, not Delivered.

T3 The Set Varsble Module car be used to et or update the vale of an DR Varisbls or
= “] Call Variable,
Eei

Moduls Mama:  Tn Transit Transform
Variabls Assignisd Varabls, Constant, or Funcson

Trackngdddress EONCAT [cameEstDeinervAddressCity, ™, 7
Trackngdckdness CONCAT] camisTrackinghddress, carmer EstDeliveryhddressSt.
TradngDebveryDate [TODATE] s EatDaivaryDate)
TracdngDekveryTime [FOTIME( carrierEstDelivery Time)
TracorgsremosdDate TODATE|camershippedDate]
TraduingShppedTime TOTIME( carrier ShippedTime)
TradangStass Ty Trarmst™
TradanglLocatian ICONCAT{ et ocationiddrassCity, °,
Tracanglocalion (CONCAT Lo Trackinglocation, crer LocabiondddressSiate)
]

[ save | [ cancel

Adding and Configuring the ReturnVariableDebug
Module

You configure this branch using an If/Else module to check for the presence of a return
variable and a Play module to play any error message to the caller.

346

Interactive Voice Response (IVR) ¢ Administrator’s Guide



IVR Examples

Creating an IVR Script for Tracking a Shipment

1 Add an If/Else module, you check the value of your debug variable.

Modun Marme:  RetuinvaratieDebug
Corditon Grouping: | Al

Expression:

1

Critevis & Wansble Operator

1 ldebug Equals
add

The 1/ Elze Module can be used to select one of bwo branches in the IVR Sopt based on
& logecal evpresson such a5 the value of 2 vanable or rput previously provded by & caller,

Varishis Vb Varishis
—~
[sae | [ concel |

2 Add criteria to check for the Debug variable is set to "Y".

3 Configure the IF branch to play that variable recording to the caller.

4 Add a Play module to play TTS as described below.
[ o . — -~

VoW
Eetumn Warisbles:
<hbreakos
$carrier TrackingStatws
ahbreaks
Searriar TrackingLocation
hreaks
Shipped on:
<breaks
$oame TrackingShippedDate
<hreaks
$carmerTrackingShipped Time
hreaks
Delvery time:
<hbreaks
§cameTrackingDelveryDate
whreakes
& corris T rackingDelive ry Time
svoe

Sk

Speak

[ Language;  Egish [L5) -

Tl

'] TrackingShippedbate chreaks §
¥ TrackirgleliveryDate <hbresks §

Azturn Verisbles: <treskr § TrackingStatus <broaks» §

TraciingDeliveryTime

Trackinglocation <break» Fhipped oni <hreaks
TrackingShippadTims vbrsakys Dalivery tims) <brsaky

o] [ ]

5 Configure the Else branch to proceed to disconnect if there are no error

messages to play.
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Adding and Configuring the IfErrorDebug Module

You configure the final If/Else module to capture any IVR errors from any of the prior
Query modules. The entry into this module is the error branch from any of the three
Query modules that you have configured. You configure this branch similarly to the
error branch above, except the TTS configuration for the final Play module, shown
below.

zhreaks= Drefault Language: English (US) -
S IVR.error_desc
Wariabhe
[WR.ermor_code -
Test value:

Sy aEc | candna -

Formatz | Hj&

[ acd - ’Hmn\:mmeﬂm

SIVR. epTor_code <hreak> SIVR.EIEOE_desc

This completes your configuration for this IVR script.

Using an Agent Extension in an IVR

This section shows how to create a script that allows callers to make a menu selection
or enter an extension without going to a second prompt with the Get Digits and the
Play module. The caller can press 1 for Sales, 2 for Support, or enter an extension. All
extensions start with the number 9.

Your IVR script should be created and the IVR Flow Editor window be open.
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Configuring the Get Digits Module

We use the Get Digits module to accept the values entered by the caller. You can also
add the Extension Transfer Module instead of the Get Digits. The Extension Transfer
Module will accept the digits entered by the caller, and transfer the call. The Extension
Transfer Module can play the default prompts. Read more in Extension Transfer
Module.

1 Add a Get Digits module to the workspace.
2 Open the Module Properties.
3 Set these properties.

a Select the default BUFFER variable.

b Check Clear User Input.
% [x]

General Prompts Page Text  Disposition

The GetDigits Module can be used to accept DTMF (touch tone) input from callers, and optionally play audio files such as IVR menu options to prompt
m the caller for input.

Module Name: GetDigits4

Target Variable: __BUFFER__

Input Format:

Maximum Number of Digits: 4 C
Termination Digit #

Max Silence (secs): 2|8

Max Time to Enter Digits (secs): 20 <

Clear User Input

Collapsible

Save cancel

4 Click Save.

Configuring the Case Module

The Case module is used to split the script flow based on the user input to the
branches. This module has a No Match branch which is used when the user input does
not match any criteria defined in the Case module.

This script has four branches: Sales, Support, Extension, and No Match:

e The caller can press 1 for sales.

e The caller can press 2 for support or enter an extension.
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¢ The caller can enter an extension. All extensions start with 9. You need to enter
a wild card % to substitute for any other character or characters in a string.

e [f the caller does not enter a number that matches Sales, Support, or Extension,
the module selects No Match. Link the No Match according to your needs.

1 Add a Case module to the workspace.

@
Actions Script  Help

A8 AHED P AR

IncomingCall4 GetDigits4
—
u
@—u

2 Open the Module Properties.

3 Inthe Variable field, select the variable that contains the caller’s input, in this
case: BUFFER.

@ [x]

General

the IVR Script logic based on the value of a variable or input previously

x The Case Module can be used to select one of many multiple branches in
provided by a caller.

Maodule Name: Case2

Variable: __BUFFER__ ~
Comparison Type Value/Variable Branch Name
No Match
Add Remove Edit Up Down

Save Cancel

4 To add the first branch, Sales, click Add.

350 Interactive Voice Response (IVR) ¢ Administrator’s Guide



IVR Examples

Using an Agent Extension in an IVR

a Enter Sales into the Branch Name text field, select Equals in the
Comparison Type, and enter 1 as the constant.

e [x]

Variable: BUFFER_

Branch Name: Sales
Comparison Type: Equals
®) Constant 1

Variable

oK | Cancel

b Click OK.
5 Repeat step 4 to create a branch named Support, with 2 as the constant.

6 Repeat step 4 to create a branch named Extension, with the Like operator.
You need to enter a wild card “%"” used to substitute for any other character or
characters in a string.

7 Click Save.

@
Actions Script Help

8 QHPOPARE O A

IncomingCall4 GetDigits4
[ ]
[]

Case?

Configuring the Agent/Voice Mail Transfer Module
1 Add a Agent/Voice Mail Transfer module to the workspace.
2 Open the Module Properties.

3 Inthe General tab, select Agent Transfer.
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&

General Agent Voice Mail Prompts Disposition

The Agent/Voicemail Transfer Module can be used to queue callers and play
a specific agent or agent's voicemail, or the Default skill.

Module Name: AgentTransfer2

Select one of the following functionalities:
Transfer to any available agent
EAgent Transfer

4 Select the Agent tab.

5 Select the default BUFFER option.
The Agent/Voicemail Transfer Module uses the BUFFER variable to find the
Agent’s extension.

@ [x]

General Agent Voice Mail Prompts  Disposition

Agent Name

Constant
/ariable

EExlension

Constant 0000

[lvariable | __BUFFER__

Transfer to any agent if specified one is unavailable

Save Cancel

6 Click Save.

Adding Modules for Each Case

Depending on your campaign requirements, add the modules for each Case Module
branch. In our example, we added the Play modules for the Sales and Support
branches. For the Extension branch, we added the Agent Transfer module, and the Play
module.
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IncamingCall4 GetDigits3
[ ! )
- Extension

No Match

Connecting the Modules

1 Connect the modules in this sequence: Incoming > Get Digits > Case.

Play3

“®)a

o

IncamingCalld GetDigits3

Extension
No Match

2 Connect the Extension branch to the Agent/Voice Mail Transfer module.

Play3

IncomingCalld GetDigits3
- o »

3 Add a new Play module and connect it to the extension port of Agent/Voice Mail
Transfer module.

If a caller enters an invalid extension, the Agent/Voice Mail Transfer module uses
the Error handling exit.
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IncamingCalld

The following image shows what happens when a caller enters an invalid
extension.
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Yy

fncamini alld GetDigits3

Agent Transf...

Plays

=

S

If a caller enters an invalid extension, the agent
transfer module will use the "error handling exit.”
We then loop back to the start.

The IVR will look for an extension based on the
value stored in the buffer variable. If no extension
is found the exception exit is called.

5 Add one more Play module, and connect the No Match branch of the Case
module to the new Play module.

IncamingCall4 GetDigits3
F
-

6 Loop back the fourth Play module to the beginning (the Get Digits module).
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Support

Extension
Mo Match

IncamingCall4 GetDigits3 Case2
[
F *@f‘—’x

AgentTransf...

7 Connect the first and the second Play modules to the Hang Up module.

Play3

Suppert
Extension
Mo Match

IncomingCalld GetDigits3 Case2
-H *@P—'x

AgentTransf...
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Incoming Call Transfer to Studio IVA

This example identifies some basic interaction and data transfer using the Five9 Studio
IVA solution. Your particular IVR script will involve more modules than discussed here.
The focus of this example is three specific modules:

e Set Variable module to collect data to pass to Studio.

e Third-party Transfer module to transfer the interaction and collected data to
Studio.

e Set Variable module to pass return data to VCC, such as customer journey
details and interaction information.

CEPOARD AN OB HENBMNEBEAeBesEa080

s

st

e (
Eliil' ToStudio CaliStudio FromStudio

Preparing Your Script Variables

You define and modify custom variables using Script Variables. The following variables
support the modules identified in this example.
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& Studio Transfer Variables X

Variable Type Initial Value  Input Qutput Description

__BUFFER__ |STRING Mo Mo Default wari...
__ExtConta... [KVLIST i+ Yes es Default vari...
FromStudio  KWLIST {} Mo es Post-IVA da...
Studiohumber |STRING 777118675, Yes Mo 1D of the St...
ToStudio KWLIST {} Yes Mo Additional p...

Add Remove Edit

QK

1 FromStudio: This variable stores the return data following the IVA interaction.
This data is defined in the Return From IVA, or second Set Variable module used
in this example.

2 StudioNumber: This variable translates the 12-digit Studio number for use in
Studio agent contact.

3 ToStudio: Data gathered in your IVR script to send to the IVA with the
interaction.

Collecting Data for IVA (to Studio)

The interaction heading toward Five9 IVA comes from the Five9 Engagement
Workflow embedded in your campaign IVR script. Once the interaction is introduced to
this campaign, the first Set Variable Module captures and stores information from
Five9 to send with the interaction, such as DNIS. This module example explains
capturing that DNIS information and lists additional, commonly used variables.

The Set Variable Module can be used to set or update the value of an IVR. Variable or
Call Variable.

Module Name:  |SetDefaultHeaders

Variable Assigned Variable, Constant, or Function

putResult PUT(StudioSendUUI, "X-five3ani®, Call. ANI)

putResult PUT(StudioSendUUI, "X-fiveSdnis”, Call.DNIS)

putResult PUT(StudioSendUUT, "%-fivedcallid®, Call.call_id)

putfesult PUT(StudioSendUUI, "X-five9sessionid”, Call.session_id)
Add Remove Ed Up Do

Save Cancel
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1 Drag a Set Variable module into your IVR script canvas and double-click the
module to edit the properties.

2 The Assignment window opens. Click Add to create a new variable.

& Assignment *

Variable
__BUFFER__ e
Type: STRING
Description:  Default variable for collecting digits

Assigned Value
(C) Constant  (O) Variable  (®) Function () NULL
PUT({KVLIST, STRING, STRING) v

Function Arguments:

#1 Variable ToStudio
#2 Constant #-five9dnis
#3 Variable Call.DNIS

3 Inthe Variable dropdown menu, select _BUFFER . You can select from the script
variables created in Preparing Your Script Variables.

4 Select the Function radio button for Assigned Value and select puT (KVLIST,
STRING, STRING) from the Function dropdown. Function arguments are as
follows:

a Argument #1: Variable - ToStudio

This calls the ToStudio script variable to store the Five9 DNIS and send it
to Studio.

b Argument #2: Constant - X-five9dnis <insert your variable name here>

Important: Variable names exactly match those in Studio. This
example is not using a required variable name.

Use all lowercase characters for variable names because the data
that returns in the IVA interaction is always lowercase and the
names must match

¢ Argument #3: Variable - Call.DNIS
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This value is the Five9 call DNIS and is selectable in the Call Variables

section of the variable dropdown.

& Assignment

Variable
__BUFFER__
Type: STRING
Description: | Default variable For collecting digits
Assigned Value
(O) Constant () Variable (@) Function (T NULL

PUT(KVLIST, STRING, STRING)

Function &rguments:

#1 Variable ToStudio

#2 Constant y-FiveQdnis

#3 Variable Call.DMIS
Agent.user_name

Call. ANI

Call.bill_time
Call.call_id
Call.campaign_id
Call.campaign_name

5 Click OK to save the variable definition.

Use this process to create other commonly used variables shown in this script,
such as call.session idandcall.call id.

Sending the Interaction to Studio IVA

The second module in this sequence, a Third Party Transfer Module, sends this

interaction to the Studio IVA. This module uses the StudioNumber, FromStudio, and
ToStudio variables.
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General prompts  Disposition

& The 3rd-Party Transfer Module can be used to blind-transfer (single-step acallert

Module Name: Callstudio
Third Party Number:
O Constant (Example; 5101232341)

@ Variable StudioNumber

Recording:

[JRecord 3rd Party call
Return After 3rd Party Call

Send Data to 3rd Party Tostudio
Receive Data from 3rd Party FromStudio
Max Time of 3rd Party Call (Seconds)

Digit to Interrupt 3rd Party Call & Return

Ringing Timeout (Seconds)

Incoming Call Transfer to Studio IVA

E=

Important: You must select Return After 3rd Party to retrieve the interaction
and select Send Data to 3rd Party and Return Data From 3rd Party to

exchange variable information.

Data Return (From Studio)

The interaction remains in Studio until it is resolved or passed to a live agent. You can
define interaction data to return in your Studio Header Node. Interaction information is

captured from SIP headers as XSIP variables. The second Set Variable module identifies
the return information from Studio. This example shows retrieving the customer

journey information.

& Set Variable Module Properties

@i The Set Variable Module can be used to set or update the value of an IVR Variable or
g E E Call Variable.

Module Name: | FromStudio

Variable Assigned Variable, Constant, or Function

_BUFFER__

GET(FromStudio, "X-customerjourney”)

Add Remove Edit Up Down

Save Cancel
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Managing Voicemail

This example is divided into specific functional branches for construction. Each branch
loops back to a main menu module to enable multiple options in a single IVR script.
This script includes the following branches.

Retrieving Voicemail Messages

Configuring Voicemail Account for New Users
Playing the Current Voicemail Greeting
Recording a Voicemail Greeting

Changing an Existing Voicemail PIN

Retrieving Voicemail Messages

Configure this branch to enable voicemail account access. Use the following modules to
identify the caller’s extension and credentials. The modules are connected in series, in

the order listed.

Get Digits Module
Use this module to collect caller input. This input identifies the user using their 4-digit
Five9 extension.
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@ [x]
General Prompts Page Text Disposition
Exit The Module in Case of A Prompt Exception
Type Text/ File Name
TTS What is your extension?
Add w Remove Edit Up Down Convert to ML Prompt

Set the maximum number of digits in the BUFFER variable to 4.

@ [x]

General Prompts Page Text Disposition

The GetDigits Module can be used to accept DTMF (touch tone) input from callers, and optionally play audio files such as IVR menu options to prompt
!: /1 the caller for input.

Module Name: Extension Input 0

Target Variable: InExt

Input Format:

Maximum Number of Digits: 4|2
Termination Digit: # ~
Max Silence (secs): 10 &
Max Time to Enter Digits (secs): 20 <

| Clear User Input
Collapsible

Save Cancel

System Info Module

This module retrieves the parameters associated with the extension identified in the
previous step. Configure this module to populate the script variables and establish the
specific user information associated with the extension entered in the previous
module.
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@

General

o

Module Name:

Prompts Page Text

The System Info Module can be used to look up Users and Skills based on their properties such as name or extension, to select a destination for the
call.

GetUser Info 0

System Object:  Users
Lookup Condition:

(Extension = InExt)

Returned Parameters:

Parameter

Variable
First Name FirstName
Last Name LastName
PIN UserPIN
Greeting Greeting
Add Remove Edit

If Multiple Records Match the Condition:

| Raise an Exception

Save Number of Records to:

Save

Cancel

Get Digits Module

Use this module to collect the user input and authenticate the PIN associated with the
user and extension. The maximum number of digits in the BUFFER variable is 4.

@ (x]
General Prompts Page Text Disposition
Exit The Module in Case of A Prompt Exception
Type Text / File Name
TTS Enter your four digit pin.
Add - Remove Edit

Up Down Convert to ML Prompt

Cancel

Save
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@ [x]

General Prompts Page Text Disposition

The GetDigits Module can be used to accept DTMF (touch tone) input from callers, and optionally play audio files such as IVR menu options to prompt
! : /] the caller for input.

Module Name: Enter Pin 0
Target Variable: INPIN

Input Format:

Maximum Number of Digits: 4|2
Termination Digit: # v
Max Silence (secs): z|C
Max Time to Enter Digits (secs): 20

| Clear User Input

Collapsible

Save Cancel

If/Else Module

Use this module to verify the PIN entered against the PIN retrieved from system
information. If the entered PIN matches the 1npPIN variable, the call proceeds to
voicemail retrieval. If the PIN entered does not match the call returns to the enter PIN
step. If the InPIN variable is null, indicating that a PIN has not yet been created for this
extension, the caller should be directed to the Configuring Voicemail Account for New
Users branch of this script. For more information, see Configuring Voicemail Account
for New Users.

@ If/Else Module Properties E

General

Script based on a logical expression such as the value of a variable or input

% The If/Else Module can be used to select one of two branches in the IVR
previously provided by a caller.

Module Name: | CheckPin0

Condition Grouping:  All
Expression:
1

Criteria # Variable Operator Variable Value/Variable
1 InPIN Equals UserPIN

Add Remove Edit Up Down
Save Cancel
L. -
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If/Else Module

Use this module to check the NewvMs variable to check for new voicemail messages.
This variable has an initial value of 0 and any value greater than zero indicates new
voicemail messages. If new messages exist the call proceeds to retrieve these new

messages.

© [x]

General

Script based on a logical expression such as the value of a variable or input

% The If/Else Module can be used to select one of two branches in the IVR
previously provided by a caller.

Module Name: | NewVMS

Condition Grouping: | All

Expression:
1
Criteria # Variable Operator Variable Value/Variable
1 NewVMS Equals
Add Remove Edit Up Down

Save . Cancel

System Info Module

Use this module to retrieve new voicemail messages to play in the next step.
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[x]

@

General Prompts Page Text

The System Info Module can be used to look up Users and Skills based on their properties such as name or extension, to select a destination for the

call

o

Module Mame: Get New VMs

System Object: | Voicemails

Lookup Condition
(Extension = INPIN) AND (Is New = 1)

Returned Parameters:

Parameter Variable
Number phone
Creation Date date
Creation Time time
File name filename
Add Remove Ed

If Multiple Records Match the Condition:
Raise an Exception

Save Number of Records to:

Save Cancel

Play Module

Use this module to play the date and time of each voicemail message, and the
associated voicemail message file, identified in the previous step. Additional messages
are played in the order they were received.

@ (x]
General Prompts Page Text Disposition Email Reply
Type Text / File Name
TTS Message and Pause(medium) Created Sdate at $time Pause(medium)
File's Variable filename
Add - Remove Edit Ur Down Convert to ML Prompt

Save Cancel

Update System Info Module

Use this module to reset the 1sNew variable to O for the voicemail, marking that
message as played and removing that message from the list of messages flagged as
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new voicemail messages.

@ (x]

General

The Update System Info module can be used to modify parameters of a
system object that is selected by a specified System info module.

Maodule Name: Save VMs
System Object: Voicemails ~
Found in Module: | Get New VMs ~

Assignments:
Parameter Variable/Value
Is New ZERO

Add Remoave Edit

Save Cancel

Get Digits Module

Use this module to present delete or save options to the caller for the message that
was just played. Configure this module to accept a maximum of one digit.

@ [x]

General Prompts Page Text Disposition

| The GetDigits Module can be used to accept DTMF (touch tone) input from callers, and optionally play audio files such as IVR menu options to prompt
I - /] the caller for input.

Module Name: NewDelete

Target Variable: __BUFFER__ ~
Input Format:

Maximum Number of Digits: 112
Termination Digit: N/A ~
Max Silence (secs): 2 &
Max Time to Enter Digits (secs): 5/C

~ Clear User Input

Collapsible

Save Cancel
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Configure TTS to prompt the caller to press seven to delete the message or nine to save
the message.

@ [x]
General Prompts Page Text Disposition Email Reply
Type Text/ File Name
TTS To delete this message, press seven. To save, press nine.
Add - Remove Edit Up Down Convert to ML Prompt
L J

Use this module to take action on the caller’s save or delete choice. Configure the If
branch to flow into the next Update System Info module when the caller chooses
seven to delete the voicemail message. Configure the Else branch to go directly into the
Iterator module to retrieve the next voicemail message.

@ (%]

General

Script based on a logical expression such as the value of a variable or input

% The If/Else Module can be used to select one of two branches in the IVR
previously provided by a caller.

Module Name:  IfDelete

Condition Grouping:  All

Expression:
1
Criteria # Variable Operator Variable Value/Variable
1 __BUFFER__ Equals 7"
Add Remaove Edit Up Down

Save Cancel
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Update System Info Module

Use this module to delete a voicemail message when the caller selects that option.
Configure this module to feed into the New Iterator module to retrieve the next
message. When the caller selects nine, to save the voicemail message, this module is
bypassed and the previous Get Digits module flows directly into the next New Iterator
modaule.

@ Update System Info Module Properties IX

General

The Update System Info module can be used to modify parameters of a
system object that is selected by a specified System info module.
Module Name: Delete New
System Object: Voicemails
Found in Module:  Get New VMs

Assignments:
Parameter Variable/Value
Is Deleted OME

Add Remave Edit

Save Cancel

New Iterator Module

Use this module to advance to the next voicemail message. The output of this module
loops back to the input side of the Play module configured to play new voicemail
messages. Configure the exception branch of this module to a play module that informs
the caller there are no more new voicemail messages.
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@ [x ]

General

The Iterator Module can be used to select a specific record in a set of
-';'&' records retrieved by another module such as the Lookup Contact Record
== Module, Query Module, or System Info Module.

Module Name: New Iterate

Data Set of Module:  Get New VMs

Select Record:
Next
Previous
First

Last

With number specified by:

Save New Record's Numberto: |

Save Cancel

This is the end of this branch. Connect the output of this branch to the input of the You
can choose to incorporate this branch into a more comprehensive IVR script and return
the caller to the options menu, or send the output of your final play module to a
hangup module to complete this script.

Configuring Voicemail Account for New Users

Configure this branch for new user setup. The input to this branch is the output of the
first System Info module (see System Info module), which establishes the specific user
information. The If/Else module that begins this branch evaluates the UserprIn
parameter to identify new users. A null value for this parameter indicates an extension
for which setup has not yet been completed.

If/Else Module

Use this module to determine whether the caller is a new user that needs to set up
their voicemail PIN and greeting. This is accomplished by evaluating the InPIN variable.
A null value indicates that the mailbox has not yet been configured.
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@ (x]

General

Script based on a logical expression such as the value of a variable or input

% The If/Else Module can be used to select one of two branches in the IVR
previously provided by a caller.

Module Name: | New User? 0

Gondition Grouping:  All ~
Expression:
1
Criteria # Variable Operator Variable Value/Variable
1 UserPIN Is NULL
Add Remaove Edit Up Down

Save Cancel

The If branch flows into the next Get Digits module to enable the caller to set their PIN.
The Else branch goes to an alternate Get Digits module to gather the user PIN for
verification into their voicemail account.

Enter PIN 0 Check PIN

ELSE
IF

Get Digits Module

Use this module to prompt the caller to enter a 4-digit PIN.
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@ [x]
General Prompts Page Text Disposition
Exit The Module in Case of A Prompt Exception
Type Text / File Name
TTS Enter four digits you'd like set as your pin
Add - Remove Edit Up Down Convert to ML Prompt

Store this new PIN in the InPIN variable.

@ [x]

General Prompts Page Text Disposition

The GetDigits Module can be used to accept DTMF (touch tone) input from callers, and optionally play audio files such as IVR menu options to prompt
!: /] the caller for input.

Module Name: Create PIN
Target Variable: INPIN ~

Input Format:

Maximum Number of Digits: 4%
Termination Digit: # ~
Max Silence (secs): 2|¢
Max Time to Enter Digits (secs): 20| ¢

| Clear User Input

Collapsible

Save Cancel

Update System Info Module

Use this module to save the PIN configured in the previous step to the user account
associated with the user’s extension.
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General

The Update System Info module can be used to modify parameters of a
system object that is selected by a specified System info module.

Module Name: Save PINO
System Object; Users ~

Found in Module: | Get User Info 0 “

Assignments:
Parameter Variable/Value
FIN UserPIN

Add Remaove Edit

Save Cancel

Play Module

Use this Play module to provide confirmation for the new PIN. In this module, the
InPIN and InExt variables are used to provide accurate details.

@ [x]
General Prompts Page Text Disposition Email Reply
Type Text / File Name
TTS The pin of $InPIN has been applied to extension SInExt Pause(medium) Now returning you to the main menu. Pause(mediu...
Add - Remove Edit Up Down Convert to ML Prompt
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Get Digits Module

Use another Get Digits Module to present menu options to your caller. One option
offered is to create a new voicemail greeting. This option is an obvious next step for
new user configuration, but may also be used by existing users that want to change
their current voicemail greeting.

@

[x]

General Prompts Page Text Disposition

Exit The Module in Case of A Prompt Exception
Type Text/ File Name
TTS To set your personal greeting, press 1. To hear your current greeting, press 2. To change your pin, press 3. To listen to your messages, press 4.

Add - Re e Ec I C er ML Pror

Save Cancel

This module allows a maximum number of one digit to be used input and is configured
to allow the caller up to 20 seconds to provide that menu selection choice.

© [x]
General Prompts Page Text Disposition
<=2 The GetDigits Module can be used to accept DTMF (touch tone) input from callers, and optionally play audio files such as IVR menu options to prompt
E’: the caller for input.
Module Name: Menu
Target Variable: __BUFFER__
Input Format:
Maximum Number of Digits: 118
Termination Digit: # -
Max Silence (secs): 2 i
Max Time to Enter Digits (secs): 20 <

/| Clear User Input

Collapsible

Save Cancel

Play Module

Use this module to confirm the recorded greeting to the caller.
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@

General Prompts Page Text Disposition

The GetDigits Module can be used to accept DTMF (touch tone) input from callers, and optionally play audio files such as IVR menu options to prompt
!: /] the caller for input.

Module Name: Menu
Target Variable: __BUFFER__
Input Format:

Maximum Number of Digits:

Termination Digit: # ~
Max Silence (secs): 2|2
Max Time to Enter Digits (secs): 20 ©
| Clear User Input
Collapsible
W Cancel

Connect the output of this module to the input of the main menu options Case module
(see Case Module).

Playing the Current Voicemail Greeting

Another option from the main menu options case module enables the caller to listen to

their voicemail greeting. In this branch, an If/Else module first checks the greeting
variable for a value.

Play Greeting
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Use this module to check the greeting variable to check for the presence of an existing
voicemail greeting. A null value indicates no greeting and sends the caller to the
Recording a Voicemail Greeting (see Recording a Voicemail Greeting) branch.

@ [x]
General
The If/Else Module can be used to select one of two branches in the IVR
Script based on a logical expression such as the value of a variable or input
previously provided by a caller.
Module Mame: | Empty greeting?
Condition Grouping: Al ~
Expression:
1
Criteria # Variable Operator Variable Value/Variable
1 Greeting Is NULL
Add Remaove Edit Up Down
Play Module

Use this module to inform the caller that they are being redirected to create a

voicemail greeting.

@ [x]
General Prompts Page Text Disposition Email Reply
Type Text/ File Name
TTS | see that you have not set a greeting. | will now transfer you ta the greeting creation menu.
Add - Remove Edit Up Down Convert to ML Prompt
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Play Greeting Module

Use this module to retrieve the Greeting variable and play the current voicemail
greeting for this caller.

@

[]

General Prompts Page Text Disposition Email Reply

Type Text/ File Name
Pause 1,000 msec

Add - Re e Ec Jp Dow Convert to ML Pror

Save Cancel

Recording a Voicemail Greeting

This branch of the script enables the recording and storage of a new voicemail greeting.
This may be used for new voicemail configuration or for existing users that want to
update their current greeting.

Play Greeting
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Use this module as your main menu selection. Configure this module with menu
selection options that direct the call flow through the caller’s selection. For this branch
of the script we will focus only on the record new greeting option. Other options will be
detailed in the subsequent branches. This module stores the caller input in the buffer.

@ (]

General

the IVR Script logic based on the value of a variable or input previously

x The Case Module can be used to select one of many multiple branches in
provided by a caller.

Module Name: | Case2

Variable: __BUFFER__
Comparison Type Value/Variable Branch Mame
Equals 2-PlayGrt
Equals 1-Record
Equals 3-ChngPIN
Equals 4-PlayMsags
Add Remove Edit Up Down

Save Cancel

Voice Input Module

Use this module to prompt the caller to record a voicemail greeting.
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) [x]

General Prompts Events Confirmation Page Text Disposition

Prompt Count Interrupt.
At the beep, begin recording your prompt. Press any key to end the rec... 1

Add Remove Edit Up Down

Save Cancel

Configure this module to store the recording as a greeting for the user’s extension.

® [x]

General Prompts Events Confirmation Page Text Disposition

E The Voice Input Module can be used to capture a caller's speech and save it as a call recording or voicemail, or deliver it to an agent.

Module Name: Record
Max Time (secs): 30 &
Final Silence (msecs): 3,000 | &

/| Use DTMF to Terminate Recording
Save User Input as Recording

Post-Recording Analysis
Duration of the Recording (msecs):
Variable to Access the Recording:
Save Pressed Termination Key to:
Generate Exception if Max Time Was Reached

v Use the Recording as a Greeting for the Extension:

Constant

® Variable | InExt ~

Max Attempts: 1|2

Collapsible
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Play Module

A final Play module confirms to the caller that the new greeting has been applied to
their extension.

) (%]
General Prompts Page Text Disposition Email Reply

Type Text / File Name
TTS Your recording has been applied to extension $InExt Pause(strong

Add w Remove Edit Uy Jown Convert to ML Promp

Save Cancel

Connect the output of this module to the input of the main menu options Case module
(see Case Module).

Changing an Existing Voicemail PIN

Use this branch to enable users to establish a new PIN for their voicemail account.

Get Digits Module

Configure this module to allow entry of a four-digit PIN to store in the InPIN variable.
Connect the output of this module to the input of an Update System Info module to
store the new PIN.
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@ [x]

General Prompts Page Text Disposition
The GetDigits Module can be used to accept DTMF (touch tone) input from callers, and optionally play audio files such as IVR menu options to prompt
E": the caller for input.
Module Name: Enter PIN
Target Variable: INPIN ~
Input Format:
Maximum Number of Digits: 4%
Termination Digit: N/A ~
Max Silence (secs): 2
Max Time to Enter Digits (secs): 20| ¢
| Clear User Input

Collapsible

Cancel

Update System Info Module

Configure this module to store the new PIN established in the previous module n the

InPIN variable.

@

[x]

General

system ohject that is selected by a specified System info module.

@ The Update System Info medule can be used to modify parameters of a

Module Name: SystemUpdate3

System Object: Voicemails
Found in Module:

Assignments:
Parameter

Add Remove Edit

p

Variable/Value

Save Cancel
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Play Module

Configure this module to provide verbal confirmation that the new PIN has been saved
to the caller’s extension.

x|

o
General Prompts Page Text Disposition Email Reply

Type Text / File Name
TTS The pin of $InPIN has been applied to extension $InExt Pause(medium)

Add w Remove Edit U Down Convert to ML Promp

Save Cancel

Connect the output of this module to the input of the main menu options Case module
(see Case Module).

Creating an Opt-Out IVR Script

This example creates a IVR script that allows call recipients to opt out of telemarketing
calls. It only applies to outbound campaigns.

FCC regulations require that all call recipients can add their dialed phone number to the
Do Not Call list (DNC) for all abandoned calls during a recorded telemarketing message.
When a person answers the phone, a call is considered abandoned or dropped if an
agent is not available within 2 seconds of the completed greeting.

Note: The abandon rate 2-second rule calculation option allows you to use a
gueue time of 2 seconds or higher to identify outbound calls as abandoned.
The Outbound Campaign Abandon Rate % 2 Seconds Rule standard report
shows these values.
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According to FCC guideline FCC 03-153, the message played must provide this
information:

e (Caller: business, Entity, or individual on whose behalf the call is made.
e Purpose: Telemarketing
e Phone number: To enable call recipients to place their number on the DNC list.

e Opt-out process: Phone key or IVR option that enables call recipients to add
their number automatically to the DNC list before ending the call.
This example describes how to create this IVR script:

| Acticns, Ecrpt Halp

EEPEOARECEBES LT MN2BE LS B

Creating a Variable to Track Calls and Numbers Added to the DNC List
Creating the IVR Script

Configuring the Outbound Campaign Properties

Testing Your IVR Script and Outbound Campaign

Creating a Variable to Track Calls and Numbers
Added to the DNC List

This variable may contain either a boolean or string value. For example, in your Call
Variables folder, create the boolean variable isDNC. When true, the variable tracks the
DNIS added to the DNC list.

To include the variable in call log reports, check Reporting Call Variable (Saved in
Database). Under the Reporting tab, associate the variable with the disposition named
Abandon.
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General  Reporting

iSDNC

Description:

~ Reporting Call Variable (Saved in Database)

Field Contains Sensitive Data

Data Type: | Boolean v

Restrictions  List ltems  Default Value

Save Cancel

Creating the IVR Script

The IVR script that you link to the outbound campaign must contain these elements:

Get Digits Module
If/Else Module

Set Variable Modules
Set DNC Module

Play Module
Hangup Modules

Get Digits Module

This module routes calls according to the digits that it receives. In this case, a single
digit is sufficient.
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1 Inthe General tab, set the Maximum Number of Digits to 1.

fix]

e

General Prompts Page Text Disposition

The GetDigits Module can be used to accept DTMF (touch tone) input from callers, and optionally play audio files such as IVR menu options to prompt
E: the caller for input.

Module Name: GetDigits6
Target Variable: __BUFFER__
Input Format:
Maximum Number of Digits 1<
Termination Digit: # -
Max Silence (secs): 2
Max Time to Enter Digits (secs): 20|C
7 Clear User Input

Collapsible

Save Cancel

2 Inthe Prompts tab, add a prompt to describe the call to recipients and the
option to add their number to the DNC list.

For example, you can use a recorded prompt or a TTS prompt with the following
text:

This is ABC Company calling for telemarketing purposes. Our phone number is 1-

800-555-1212. If you would like to be added to our Do Not Call list, please press 9

now.

@ =
General Prompts Page Text Disposition

Exit The Module in Case of A Prompt Exception
Type Text / File Name
TTS This is ABC Company calling fer telemarketing purposes. Our phone number is 1-800-555-1212. If you would like to be added to our Do Not Call list, plea..

Add - emove Edit Up down Convert to ML Pron

Save Cancel

3 On the Disposition tab, set the Disposition to Abandon.
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@ [x]
General Prompts Page Text Disposition
Disposition for this flow:
[® Abandon
Add Remove

This module processes the response from the call recipient. Configure the if (true)
branch as follows: BUFFER = 9. Later you will use the Set DNC module to add the called
number to the DNC list. In all other cases, the number is not added to the DNC list.

@ (]

General

Script based on a logical expression such as the value of a variable or input

% The If/Else Module can be used to select one of two branches in the IVR
previously provided by a caller.

Module Name: | IfElsed

Condition Grouping:  All

Expression:
1
Criteria # Variable Operator Variable Value/Variable
1 __BUFFER__ Equals "g"
Add Remove Edit Up Down
Set Variable Modules

Connect the If/Else branches to the Set Variable module as follows:

e If branch to DNCTrue
¢ Else branch to DNCFalse
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&

General

Script based on a logical expression such as the value of a variable or input

% The If/Else Module can be used to select one of two branches in the IVR
previously provided by a caller.

Module Mame:  IfElsed

Condition Grouping:  All

Expression:
1
Criteria # Variable Operator Variable Value/Variable
1 __BUFFER__ Equals "g"
Add Remove Edit Up Down

Save Cancel

Set DNC Module

Add the Set DNC module to the If branch and use the Call.DNIS variable value.

@ [x]

General

@ The Set DNC Module can be used to add a caller's phone number to your

DNC (De-Mat-Call) list.

Maodule Name: SetDNC3
Variable: Call.DNIS v
Cancel
Play Module

Use this module to confirm to call recipients that you placed their phone number on
the DNC list. Set the disposition to Abandon.
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@ (%]
General Prompts Page Text Disposition Email Reply
Type Text / File Name
TTS Your phone number has been added to the Da-Not-Call list.
Add - Remove Edit Up Down Convert to ML Prompt

Hangup Modules

Configure the Hangup module in the main workspace and the module in the lower
pane in the same manner. This last module is used if the call is dropped before the Get
Digits module.

1 Inthe General tab, check Overwrite last module’s disposition to activate the
Disposition tab.

@ (%]

General  Disposition

The Hangup Module can be used to represent the end of an IVR Script,
disconnecting the call or returning the call to the foreign script that invoked the
IVR Script.

Module Name: Hangupé
Overwrite last module's disposition
If the script is called from other script
I Return to calling script
Set IVR.error_code to:
® Constant 0 SUCCESS w
Variable
Set IVR.error_desc to:
Constant

Variable

Save Cancel
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2 Inthe Disposition tab, set the disposition to Abandon.

@ [x]

General  Disposition

Disposition for this flow:

[E) Abandon

Remove

Save Cancel

Configuring the Outbound Campaign Properties

The outbound campaign properties must comply with FCC regulations.
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@ [x]
Call Survey Lists Prompts Skills Dispositions Connectors Worksheet Script E-Mail
General Recording Transcripts Dialing Options Time Zone Dialing
Campaign Dialing Mode
Predictive @ Power O Progressive O Preview (Use Progressive when blending with inbound campaigns for less than 15
agents)
List Dialing Mode
Vertical Dialing (®' List Penetration | Extended Strategy  Manage Strateqy
Campaign Priority: 3|< Campaign Ratio: 50
Note: To enable Priority and Ratio, please turn on corresponding setting in the Domain configuration
Minimum Duration Before Redialing Number (HH:MM): 00:30 C
Call{s) To Agent Ratio
L 4
T e e L N0 L § 0 L4 |
1 2 3 4 5 6 7 8 9 10
Abandoned Call Percentage
Monitor Abandoned Call Percentage
Max Abandon Call Percentage
1 0E000 000000000 O0C000003]000000003]00C000000 JOOE0000000000000000(C00000030000C00000300(00000303 [
3 5 6 7 8 9 10

0 1 2

Call Analysis
No Call Analysis
Voice Detection Level

Fax Detection Only ‘® Fax and Answering Machine

l 1 L 1
Normal - 4.5 sec Accurate - 10 sec

1 0 1
Fast- 2 sec

Action on Answering Machine Detection Action on Max Queue Time Expiration

Drop Call ~ Abandon Call

Apply Cancel

In the General settings tab, set the Max Queue Time to 1 second. In the Dialing Options

tab, set these options:

* Dialing Mode: Add the opt-out feature to these campaign dialing modes:
° Predictive

° Power
° Progressive

Note
The preview mode gives the call to the agent first so the agent can add

the caller to the DNC list.

* Dropped Call Percentage: Check Monitor Dropped Call Percentage and set the
slider appropriately to comply with FCC regulations, for example: 3%.
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¢ Action on Max Queue Timeout Expiration: Select the IVR script that you created
in the previous section.

Testing Your IVR Script and Outbound Campaign

To test your outbound campaign, at least one agent with the correct skill must be
logged in with the status Ready for Call. If no agent is logged in, calls are not dialed.

1 Start your campaign.

All numbers in the list are dialed, including a number that will reach you.

2 Listen to the prompt, press 9, and listen the confirmation message.

The number is added to the DNC list.
3 Restart the campaign.

4 Right-click and select Reset List Position or another resetting actions.

The number assigned to the DNC is not called.

5 Validate the Results.

° |n the Contacts > Search folder, find the contact. In the In DNC column,
the value is Yes as shown below:

& Virtual Contact Center - Administrator vB0.86.0 el e |
fctions Qptions Yiew Help
+ |G X r 0
e., Aralon Systems = || Contact 2 Object(s) for finer: first_name = “5¢
=& Users I DrC
A i o ___|
v G Apent Groups E |
&[] ‘Sats Yes
& [ usts
&) Contacts
& S
r ::l Failch il
& B3 Crspomnon: ¥
=

° The variable appears in the Call Log report. The disposition value for the
call is Abandon as shown below:

treimraled Kejunt
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Flowcharts

This section contains flowcharts for complex IVR scripts. Before creating an IVR, always
map your script in this manner.

O

‘Welcome lo Demo bank,

-

Pilease enter your accoumt
followad by the pound sign.

The account number
should be S-digits long

account_number

9.999 < account_number < 100.000

Yos
¥
=T T in/scriptipl
M.I '“"' ':' : D’ B; - :Ru“lu:umber Incofrect Sccownt number
R BCCount_number.

savings _balance

Bank System No

= Your checking account balance is
g checking_balance
Your savings account balance is
i savings_balance

. .

Thank you for calling Demao Bank.
Good by.

DO

More complex example:
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Wielcoma io Dema bank
* [Press 1" dor wanalerring io the opersior.
2° 8o contnue.
lhm'.-u-:-m:w_ [Press “¥" or hang up 1o siscannsst,
accous_number

“The accouni numbes
BB« account_rumbaer « 100,030 | shossta be S-ssgns lang [ |

=
B

?;
EE*F

Med Found-—

CRM Tittew _
CRMEITEMND l|

CRM. ELIBTNCIIHE#un! FAuiniber CRMCUSTRO & accoishl_nusmber
CRMENTRYDATE & Ml!
CRM.| IT[HW-CHM ITEMHRD + 1

CRM | !llll'l'hl\"l—. _DATE !
CRMLTitle = _TIME_ /

‘TRM Update with
cali

e Administrator’s Guide
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This table contains the errors that can occur for each module.

F

ed

Code Condition Description Modules
No records selected in the Update System Info
SysinfoModule.
System Object and Found in Module  Update System Info
are incompatible.
Found in Module is not populated. Update System Info
INCORRECT_DATA Variables contain incorrect values. Update System Info
1001 SYSTEM_ERR System error
1002 TTS_ERROR TTS error
1003 TTS_OUT_OF_ TTS or ASR out of licenses
LICENSE
1050 INVALID_USER_ Invalid user input Get Digits
INPUT
1051 NO_USER_INPUT No user input Get Digits
1100 VARIABLE_ERROR Incorrect operation with variable Set Variable
1101 INVALID_RESPONSE Invalid response from server Query
1102 MALFORMED_URL Malformed URL Query
1103 FAILED_TO Failed to connect to server Query
CONNECT
1104 REQUEST TOO BIG Size of request to Web server Query
exceeds limit
1105 AUTH_PROFILE_ Auth profile does not exist Query
NOT_FOUND
1106 JS_EXECUTION _ JS function execution timeout Query
TIMEOUT
1107 SECURE_VARS_IN_ Secure variables are used in URL Query
URL_ENCODED_ encoded parameters
PARAMS
1108 SECURE_VARS_IN_ HTTP requests cannot use secure Query
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Code Condition Description Modules
HTTP_REQUEST variables

1150 CANT_ASSIGN_ Cannot assign arguments while Foreign Script
ARGUMENTS calling foreign script

1200 CRM_RECORD_NOT_ Contact record does not exist Lookup Contact Record
FOUND

1201 CRM_NOT_UNIQUE More than one contact record found Lookup Contact Record

1202 CRM_IS_NOT_ Contact record not selected Contact Update
SELECTED

1203 CRM_ADVANCED_ Result contains more than 100 Lookup Contact Record
CRITERIA_TOO_WIDE records

1204 DB_REQUEST_ Database request is timed out Lookup Contact Record
TIMEDOUT

1250 CRM_RECORD _ Cannot add contact record because it Contact Update
ALREADY_EXISTS already exists in the database

1251 CRM_FIELD_VALUE_ Incorrect value of contact field Contact Update
INCORRECT

1300 INVALID_VALUE_IN_ Failed to calculate condition because Case, If/Else
CONDITION of invalid arguments

1400 ANSMACH_ Cannot determine answer machine  Answering Machine
UNDEFINED state

1401 FAX_DETECTED Fax detected Answering Machine

1500 INVALID_NUMBER Invalid number Set DNC, Third Party

Transfer

1501 NO_CHANNEL_ No phone line available to make a Set DNC, Third Party
AVAILABLE call Transfer

1600 PROMPT_DOESNOT_ Invalid prompt name Play
EXIST

1601 ANSWERMACHINE_  Cannot perform operation while Play
DETECTION_IN_ answer machine detection is in
PROGRESS progress

1700 INVALID_AGENT _ User with specified agent name or Agent/Voice Mail Transfer
OR_EXTENSION extension was not found, agent

inactive, or user does not have agent
role.
1701 TRANSFER_TO_ Transfer to campaign failed. Check Agent/Voicemail Transfer
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Code Condition Description Modules
CAMPAIGN_FAILED  that the campaign is active.

1800 ITERATOR_INDEX _ Iterator index is out of range Iterator
OUT_OF_RANGE

1801 ARRAY_IS_EMPTY_ Array is empty or does not exist Iterator
OR_DOES_NOT_
EXIST

1900 INPUT_NOT_ User has not entered or confirmed Input, Voice Input
CONFIRMED_OR_ the input
NO_INPUT

1901 ATTEMPTS_MAX_ Maximum number of attempts is Input, Voice Input
NUMBER_REACHED reached

1950 MAX_ Maximum number of simultaneous  Voice Input
SIMULTANEOUS _ recording reached
RECORDINGS_
REACHED

2000 NO_CHOICES TO _ No available choices or referenced Menu
CHOOSE data is not initialized

2100 NO_RECORDS Systemlnfo for given conditions does System Info

not exist

2101 SYSTEM_INFO_NOT_ More than one System Info record System Info
UNIQ found

2102 WEB_ANALYTICS _ Web analytics is not allowed System Info
NOT_ALLOWED

2200 DATA_RESTRICTION_ Data type or restriction violation Agent/Voicemail Transfer,
VIOLATION Answering Machine, Case,

Conference, Contact
Update, Extension Transfer,
Foreign Script, Get Digits,
Hangup, If/Else, Input,
Iterator, Lookup Contact
Record, Menu, Play, Query,
Set DNC, Set Variable, Skill
transfer, System Info, Third
Party Transfer, Voice Input,
Voicemail Transfer

2201 INVALID_ Invalid campaign name or extensions System Info
CAMPAIGN_NAME_
OR_EXTENSION
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Code Condition Description Modules

2300 INVALID_SKILL Skill does not exist. Appears if the list Iterator, Skill transfer
of skills returned in a System Info
module is empty.

2400 INCORRECT _DATA_  System update is failed due to System Update
TO_UPDATE incorrect data

2500 NOT_APPLICABLE_ The module cannot be executed in Agent/Voicemail Transfer,
MODULE current media Conference, Extension

Transfer, IVA Transfer, Third
Party Transfer, Voicemail

Transfer
2600 LANGUAGE_NOT_ Language does not exist in this script Language
EXIST
2601 VARIABLE_NOT _ Variable is not found Language
FOUND
2602 URIL_INVALID Incorrect reference to grammar file Language
2603 GRAMMAR_INVALID Incorrect content of grammar file Language
2604 CRM_IS OBSOLETE  Contact Record is obsolete Contact Update
2700 FAILED TO_GET_ Failed to get data to send to third Third Party Transfer
DATA_TO_SEND_TO_ party
3RD_PARTY
2701 TIMEOUT _3RD_ Call duration on third party side Third Party Transfer
PARTY_CALL exceeds max timeout
2702 FAILED_MAKE_3RD_ Failed to make third party call Third Party Transfer
PARTY_CALL
2703 FAILED_TRANSMIT_ Failed to transmit data to third party Third Party Transfer
DATA_TO_3RD_
PARTY
2704 FAILED_RECEIVE_ Failed to receive data from third Third Party Transfer
DATA_FROM_3RD_  party
PARTY
2705 THIRD_PARTY_ Third party transfer does not havea  Third Party Transfer
DESCENDANT_NOT_ descendant
DEFINED
2706 RINGING_TIMEOUT  No answer during ringing timeout Third Party Transfer
2800 FAILED_TO GET_ Failed to get data to send to IVA IVA Transfer

DATA_TO_SEND_TO_
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Code Condition Description Modules
IVA

2801 TIMEOUT _IVA_CALL Call duration on IVA side exceeds IVA Transfer

max timeout

2802 FAILED_MAKE_IVA_  Failed to make IVA call IVA Transfer
CALL

2803 IVA_DESCENDANT_  IVA transfer doesn't have descendant IVA Transfer
NOT_DEFINED

91 CUSTOM_ERR_1

92 CUSTOM_ERR_2

93 CUSTOM_ERR_3

94 CUSTOM_ERR_4

95 CUSTOM_ERR_5
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Al Agent Connect

Al Agent Connect integrates your Five9 IVR system with certified third-party Al
providers. These integrations streamline customer onboarding and support
cloud-to-cloud and business-to-business scenarios.

This topic explains how to implement each certified Al provider. The implementation
guides for each provider appear in the sections that follow. Before you start, review the
prerequisites in the implementation guide for that provider. To complete the setup, get
the required configuration details directly from your Al provider.

You can implement only pre-integrated, certified Al providers. If you don’t see an
integration guide for your provider, contact your sales representative to confirm
certification status and availability.

Cresta.Al Implementation Guide
Decagon Implementation Guide
FlipCX Implementation Guide
Hyro Implementation Guide
Kastle.Al Implementation Guide
LevelAl Implementation Guide
Parloa.Al Implementation Guide
Sierra Implementation Guide

Cresta.Al Implementation Guide

This section explains integrating Cresta.Al, a certified third-party Al provider, with the
Five9 platform.

Prerequisites

Before you begin, make sure you have:
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e A Five9-provisioned domain
e A Five9 domain ID

¢ A Cresta.Al-activated account

A Cresta.Al-assigned phone number

e Cresta.Al-generated query credentials

Integration Process

The following tasks outline what each party does during the Cresta.Al integration.

What Cresta.Al Does (Informational Only)

1 Creates your account in the Cresta.Al platform.
2 Configures Five9-provided domain ID.
3 Provides the integration details required to begin setup.

4 Uses X-headers to differentiate routing to its Al platform when multiple Al
agents exist.

What You Do (Customer Responsibility)

1 Provide your Cresta.Al phone number (one per customer) to the Five9
implementation team.

2 Provide your Cresta.Al query credentials, when applicable, including the API
username and password for the Query module.

What the Five9 Implementation Team Does (Informational
Only)

1 Provides your domain ID to complete the IVA account setup.

2 Applies your Al phone number for outbound call routing through the Cresta.Al
integration.

3 Creates a campaign and assigns a test direct inward dialing (DID) number.
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4 Configures call-attached variables (CAVs) to enable reporting. The delivery team
will advise you if additional reporting variables are required.

5 Imports the Five9 IVR template using the default configuration. For more
information about transfer settings, see IVR Transfer Configuration.

6 Applies your Al phone number to the third-party transfer module.

7 Tests the campaign to confirm that calls successfully reach Cresta.Al.

IVR Transfer Configuration

The integration sends X-headers on outbound invites from the Five9 platform. The
platform retrieves data from Cresta.Al using the Query module.

The Five9 implementation team completes the following IVR transfer configuration
steps to configure the Five9 platform for call transfers that use default X-headers.

Note: As customer, you don’t configure the IVR. The Five9 implementation
team performs the IVR transfer configuration steps. You can use the following
information for awareness only.

1 Creates a call variable group named CrestaAl.

2 Creates the following CAVs:

Variable Type Description

custom_ String Needed return data

meta_data (breadcrumb, short
summary)

from_iva String Data returned from the IVA
(KV list)

iva_transfer_  String Al phone number

number

route_reason String Short outcome description

for Five9 reporting

route_type String Next action (skill transfer,
phone transfer)

route_value String Destination (skill name,
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Variable Type Description
phone number)
status_type String Event type that triggered
status (transfer, API)
status_code Integer Numeric error code
status_reason String Error reason
to_iva String Data sent to the IVA (KV list)
=¥ VA

custom_meta_data
from_iva
wva_transfer_number
route_reason
route_type
route_value
status_code
status_reason
status_type

to_wa

Note: The IVR script automatically populates these CAV values from
corresponding X-headers in the API. For more information about

headers, see Header Usage.
3 Configures the Auth Profile. If the integration requires APl use, the Five9
implementation team:
a Creates an authentication profile using your Cresta.Al credentials.
b Names the profile Cresta.ai.

If the integration doesn't require API access, the team skips this step.

The following example shows an Auth Profile configuration.
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e

Trusted IP Ranges Velocily Outbound Lines  Single Sign-On

Auth Reposttory:
Kame

Cresta.Al Implementation Guide

Sound Seftinas Webd Localization

Time Zone Dialing  Proxy User Access Schedules
Other Bxport KPI E-Mad Certficates Speed Dil ANI Dialing Rules Auth Profiles  Password Policles  Password Restrictions  Campaigns

Type MNotes

Y S S

@ Edit Auth Profile

Type:
Nome:
Notes:
User Name:

Password:

na_api_suth_profile

fives

esssssrsttstrtnststttIRIee

Acd

4 Imports the Cresta Al Agent Connect Integration v1 IVR script.

Note: The Five9 implementation team uses the template designed
specifically for Cresta.Al, as X-header names vary across integrations.

The following example shows an IVR that uses a Query module.
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Q@ IVA Transfer

Cresta.Al Implementation Guide

Shifome 7. SkwTvenste

General

The Set Variable Module can be used 10 set or update the value of an IVR
| Varable or Call Variable.

Module Neme:  SetHeaders

Variddle Assigned Vaniable, Constant, or Function
|_BUFFER_ PUT(TOIVA, "X-CallANT', Call ANI)
_BUFFER_ PUT(TOIVA, "X-CallDNIS", Call.DIS)
|__BUFFER__ PUT(ToIVA, "X-CalllD", Coll.call_id)
|_BUFFER__ PUT(TOIVA, "X-C , Coll.session_ic)
_BUFFER_ PUT(TOIVA, “X-CallCampaign”, Call.campaign_name)
|__BUFFER_ PUT(TOIVA, "X-CallCampaignDD", Call.campaign_icd)
|_BUFFER_ PUT(ToIVA, "X-CallDomainiD", Call.domain_ic)
|_BUFFER__ PUT(TOVA, "X-G , Col.start ¢
_BUFFER_ PUT(TOIVA, "X-FQDN-08- VA", “Customer.sip.domain.com")
VAto_ve [TOSTRING(ToIVA)

Add Remove Ede Up Down

Goe ) conce

o
Thirganty 7.
SkillTrarsfor Alo-
susacan A A

SHacsl SetHesders SendToNA WA Transter SeveHeaders GetResRs BaCAFromIVA CaochRY Transfor . o

o — - 2 Hanguo 775

o ] r D lghotscn
Mo route TS
E :
@ Set Variable M Properties X Q@ Set Variable Module Properties

General

G
The Set Variable Module can be used to set or update the value of an IVR Varizble
or Call Variable.

Module Neme:  Saveteaders

Variable Assigned Variable, Constant, of Function
VAfrom_wa [TOSTRING(FromIvA)

IVA.route_reason GET(FromiVA, )
VArowe_type GET(FromIVA, *X-RouteType")

GET(FromIVA, *X-RouteValue")
GET(FromIVA, "X-CustomMetaData")

Add Remove Edet up Down

(Csove ] | concel

The following example shows an IVR that doesn't use a Query module.

@ IVA Transfer
Actions Script Help

BB EATRNaBRIDAL &8

LEPOARE OI&PE
L

General
Variable or Call Variable.

Module Name:  SetHeaders

The Set Variable Module can be used to set or update the value of an IVR

The Set Variable Module can be used to set or update the value of an IVR
Varisble or Call Varisble.

(o] oo

Variable Assigned Variable, Constant, or Function Varioble Assigned Vanable, Constant, or Function
|__BUFFER__ |PUT(TOIVA, *X-CallANT", Call.ANI) |VvAfrom_wa TOSTRING(FromIVA)
[ BUFFER_|PUT(ToIVA, “X-CallDNIS", Call.ONIS) IVA.route_reason ( )
|__BUFFER__ |PUT(ToIvA, "X-CallD", Call.call_id) [IVA_route_type GET(FromiVA, *X-RouteType")
|_BUFFER_ [PUT(ToIVA, "X-CalSessionID", Cal.session_id) IVA.route_target 'GET(FromiVA, *X-RouteTarget’)
|_BUFFER__ IPll!(‘r 0IVA, “X-CallCampaign”, Call.campaign_name) |IVA.custom_meta_data GET(FromiVA, "X-CustomMetaData")
|_BUFFER__ PUT(ToIVA, “X-CallCampaignID*, Call.campaign_id)
|_BUFFER__ PUT(TOIVA, *X-C: ', Call.domain_id)
|_surrerR__ [PUT(ToIVA, *X-CaliStartTimestamp®, Call.start_timestamp)
__BUFFER__ PUT(TOIVA, *X-FQON-OB-IVA", “customer.sip.doamin.com”)
[VAto_va [rosTRING(TolvA)

Add Remave Edit up Dowmn Remove Edn up Down
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5 When applicable, assigns the Cresta.Al auth profile to the Query module. The
following example shows an assigned auth profile to the Query module.

@ Query Module Properties =

B Authoraation Profle
© tama wa_spi_suth_profile

Vaneble
O form-uriencoded

Paramater Valua / Variabia

Save Cancel

The system already populates the production URL in the IVR template. The
following example shows a pre-populated production URL in the IVR template.

@ Query Module Properties X
General Request Responses Prompts Page Text

% The Query Module can be used to look up o post informatian maintained by an external web server.

Module Name: GetResults
Base URL path:

https://prod.va.com/fved/call-result

URL Part Comment
Call call_id call 1D

Add

Method: GET
Timeout (sec): HE

(") Save Number of Records to:

Save Cancel

6 Configures the transfer number by using the single Al phone number that
Cresta.Al provides for your organization. This configuration supports one phone
number per customer, regardless of the number of domains. The Five9
implementation team sets the default value of the iva_transfer_number
variable to this phone number.

Note: The Connectivity Project Manager manages call routing for the Al
phone number to the IVA integration. The Five9 implementation team
also uses the same transfer DID across all your domains that send calls
to Cresta.Al. If you use multiple Al agents, Cresta.Al uses X-headers to
differentiate routing within its platform.

The following example shows a transfer number configuration.
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@ iva_transfer_number Properties X

[General

cve

Description: |Set the Default Value of this CAV with the number provided by the Vendor
()] Reporting Call Variable (Saved in Database)

tive Data

Data Type: String
Restrictions Default Value
*) Undefined
O value 9995550000

Apply Save Cancel

Header Usage

The Five9 implementation team manages X-headers in the IVA. The Five9 platform
sends and receives X-headers during call processing, and the team can add more
headers in either direction if needed. When adding custom headers, the team limits
them to 10 to avoid packet fragmentation or call quality issues.

Headers Sent to the IVA

The Five9 platform sends the following platform call variables to the IVA:

call.ANI
 call.DNIS

e call.call_id

e call.session_id

¢ call.campaign_name

¢ call.campaign_id

407 Interactive Voice Response (IVR) ¢ Administrator’s Guide



Al Agent Connect

Decagon Implementation Guide

e call.domain_id

e call.start_timestamp

Note: The Five9 implementation team can edit the SetHeaders module to add
more variables.

Headers Received from the IVA
The Five9 platform receives the following headers from the IVA:

¢ X-RouteReason

e X-RouteType

X-RouteValue

¢ X-CustomMetaData

Note: The Five9 implementation team can edit the SetHeaders module to add
more headers.

Decagon Implementation Guide

This section explains integrating Decagon, a certified third-party Al provider, with the
Five9 platform.

Five9 offers integration services but doesn't resell the Decagon product. You must
purchase and implement Decagon through Decagon.

Prerequisites

Before you begin, make sure you have:

* A Five9-provisioned domain

* A Decagon-activated account
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e A Decagon-assigned phone number
e Decagon-generated query credentials

* A Decagon-provided SIP domain value (FQDN)

Integration Process

The following tasks outline what each party does during the Decagon integration.

What Decagon Does (Informational Only)

1 Creates your account in the Decagon platform.
2 Provides the integration details required to begin setup.

3 Uses X-headers to differentiate routing to its Al platform when multiple Al
agents exist.

What You Do (Customer Responsibility)

1 Provide your Decagon phone number (one per customer) to the Five9
implementation team.

2 Provide the Decagon SIP domain value required for the integration.

3 Provide your Decagon query credentials, including the following information per
customer:

e Query URL
e API key

e Bearer token

What the Five9 Implementation Team Does (Informational
Only)

1 Provides your domain ID to complete the IVA account setup.

2 Applies your Al phone number for outbound call routing through the Decagon
integration.
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3 Creates a campaign and assigns a test direct inward dialing (DID) number.

4 Configures call-attached variables (CAVs) to enable reporting. The delivery team
will advise you if additional reporting variables are required.

5 Imports the Five9 IVR template using the default configuration. For more
information about transfer settings, see IVR Transfer Configuration.

6 Assigns the Al phone number to the third-party transfer module.

7 Sets the Decagon SIP domain value (FQDN) in the X-FQDN-OB-PRD-DECAGON
header.

8 Tests the campaign to confirm that calls successfully reach Decagon.

IVR Transfer Configuration

The integration sends X-headers on outbound invites from the Five9 platform. The
platform retrieves data from Decagon using the Query module.

The Five9 implementation team completes the following IVR transfer configuration
steps to configure the Five9 platform for call transfers that use default X-headers.

Note: As customer, you don’t configure the IVR. The Five9 implementation
team performs the IVR transfer configuration steps. You can use the following
information for awareness only.

1 Creates a call variable group named Decagon.

2 Creates the following CAVs:

Variable Type Description

custom_ String Needed return data

meta_data (breadcrumb, short
summary)

from_iva String Data returned from the IVA
(KV list)

iva_transfer_  String Al phone number

number

route_reason String Short outcome description
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Variable Type Description
for Five9 reporting
route_type String Next action (skill transfer,
phone transfer)
route_value String Destination (skill name,
phone number)
status_type String Event type that triggered
status (transfer, API)
status_code Integer Numeric error code
status_reason String Error reason
to_iva String Data sent to the IVA (KV list)
= g VA

custom_meta_data
from_iva
wva_transfer_number
route_reason
route_type
route_value
status_code
status_reason
status_type

to_wa

Note: The IVR script automatically populates these CAV values from
corresponding X-headers in the API. For more information about

headers, see Header Usage.
3 Configures authentication for the Query module by modifying the request
headers because Decagon doesn’t support authentication profiles.

a Creates an authentication configuration using your Decagon query
credentials.

b Uses the Query module instead of an Auth Profile.
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¢ Modifies the Authorization header to include the Decagon-generated

Bearer token.

The system already populates the production URL in the IVR template. The
following example shows a pre-populated production URL in the IVR template.

@ Query Module Properties

General Request Responses Prompts Pege Text

Module Name:

% The Query Module can be used to look up o post informatian maintained by an external web server.

GetResults

Base URL path:

https://prod.sa.com/fved/call-result

X

URL Fart
Callcall id

Add

Method: GET

Timeout (sec):

Seve Number of Records to:

Comment
call I

Save Cancel

4 Imports the Decagon IVR Transfer Template v1 IVR script.

The following example shows an IVR transfer script.

W

CEPONRTOAPORSHATRNEOB RSB 506

WA Drasster e

[ [ MO
o o

e

General

.@. ".‘ e

@ The Set Variable Module can be used to set or update the value of an VR

Variable or Call Variable.

Module Neme: | SetHeaders

Variable Assigned Variable, Constant, or Function
|__surrer [PUT(TONVA, "X-CallANT’, Call.ANY)
|_surFeR_ PUT(TOIVA, “X-CallDNIS", Call.DNIS)
|_suerer_ [PUT(TOIVA, "X-CalllD", Cal.call_id)
|_BUFFER__ PUT(TOIVA, "X-CallSessionlD", session_id)
[_surrer ~ |PUT(ToIVA, "X-Callcampaign", Call.campaign_name)
|_surFer__ PUT(TOIVA, “X-CallCampagniD", Call.campaign_ic)
|_suerer_ FUT(ToIVA, "X-CallbomainiD", Call.domain_id)
|_BUFFER__ | VA, "X-CallStertTimestamp®, Coll.start_tmesiamp)

_BUFFER_ (TOIVA, "X-FQDN-0B-IVA", “customer.Sip.domain.com")
[vato_wva [TOSTRING(ToVA)
L

Acd

=0

Cancel

SwuRanste.

)

General

sw.| The Set Variable Module can be used to set or update the value of an IVR Varizble

358 or Call Variable.

58

Module Name:  Savereaders

Variable Assigned Variable, Constant, or Function
VA from_wa [TOSTRING(FromIVA)

IVA.route_reason GET(FromiIVA, "X-RouteResson”)
|TvA.route_type GET(FromIVA, "X-RouteType")
VAroute_value GET(FromIVA, *X-RouteValue*)

IVA.custom_meta_data

Add

GET(FromIVA, "X-CustomMetaData")
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Note: The Five9 implementation team uses the template designed
specifically for Decagon, as X-header names vary across integrations.

5 Configures the transfer number by using the single Al phone number (real or
pseudo) that Decagon provides for your organization. This configuration
supports one phone number per customer, regardless of the number of
domains. The Five9 implementation team sets the default value of the iva_
transfer_number variable to this phone number.

Note: The Connectivity Project Manager manages call routing for the Al
phone number to the IVA integration. The Five9 implementation team
also uses the same transfer DID across all your domains that send calls
to Decagon. If you use multiple Al agents, Decagon uses X-headers to
differentiate routing within its platform.

The following example shows a transfer number configuration.

@ iva_transfer_number Properties X

[General

va_transfer_number
cve

Description: | Set the Default Value of this CAV with the number provided by the Vendor
() Reporting Call Variable (Saved in Database)

Field Contains Sensitive Data

Data Type: String
Restrictions Default Value
(O Undefined
O value 9995550000

Apply Save \ Cancel

6 Sets the X-FQDN-OB-PRD-DECAGON header to the SIP domain value provided by
Decagon. The Five9 implementation team uses the unique SIP domain assigned
to your organization to ensure successful call routing through the Decagon
integration.

The following example shows the unique SIP domain in the Set Variable module
to enable call routing.
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'_BKFFEL -FUT(”’ONA. "X-CallStartTimestamp”®, Call.start_timestamp)
| BUFFER__ PUT(TolVA, "X-FQDN-OB-IVA", "customer.sp.doamin.com™)
(IVA.to_iva i 2
@ Assignment X
Variable
BUFFER__
Add Remove Edit Type: STRING

Description:  Default varsabla for collecting digits

Assigned Value

Digit to Interrupt 3ed Party Call & Return _) Constant () variable @ Functon () NULL
Ringing Timeout (Seconds) PUT({KVLIST, STRING, STRING)
Function Arguments:

#1 |Variable [TolVA
2 |Canstant X-FQDN-OB-IVA
w #3 |Constant lcustomer.sp.domain.com |

0K | Cancel

Header Usage
The Five9 implementation team manages X-headers in the IVA. The Five9 platform
sends and receives X-headers during call processing, and the team can add more

headers in either direction if needed. When adding custom headers, the team limits
them to 10 to avoid packet fragmentation or call quality issues.

Headers Sent to the IVA

The Five9 platform sends the following platform call variables to the IVA:

¢ call.ANI
 call.DNIS

¢ call.call_id

¢ call.session_id

¢ call.campaign_name

¢ call.campaign_id
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e call.domain_id

e call.start_timestamp

Note: The Five9 implementation team can edit the SetHeaders module to add
more variables.

Headers Received from the IVA
The Five9 platform receives the following headers from the IVA:

¢ X-RouteReason

e X-RouteType

X-RouteValue

¢ X-CustomMetaData

Note: The Five9 implementation team can edit the SetHeaders module to add
more headers.

FlipCX Implementation Guide

This section explains integrating FlipCX, a certified third-party Al provider, with the
Five9 platform.

Five9 offers integration services but doesn't resell the FlipCX product. You must
purchase and implement FlipCX through FlipCX.

Prerequisites

Before you begin, make sure you have:

* A Five9-provisioned domain

e A FlipCX-activated account
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e A FlipCX-assigned phone number

¢ FlipCX-generated query credentials

Integration Process

The following tasks outline what each party does during the FlipCX integration.

What FlipCX Does (Informational Only)

1 Creates your account in the FlipCX platform.
2 Provides the integration details required to begin setup.

3 Uses X-headers to differentiate routing to its Al platform when multiple Al
agents exist.

What You Do (Customer Responsibility)

1 Provide your FlipCX Al phone number (one per customer) to the Five9
implementation team.

2 Provide your FlipCX query credentials, when applicable, including the API
username and password for the Query module.

What the Five9 Implementation Team Does (Informational
Only)

1 Provides your domain ID to complete the IVA account setup.

2 Applies your Al phone number for outbound call routing through the FlipCX
integration.

3 Creates a campaign and assigns a test direct inward dialing (DID) number.

4 Configures call-attached variables (CAVs) to enable reporting. The delivery team
will advise you if additional reporting variables are required.

5 Imports the Five9 IVR template using the default configuration. For more
information about transfer settings, see IVR Transfer Configuration.
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6 Applies your Al phone number to the third-party transfer module.

7 Tests the campaign to confirm that calls successfully reach FlipCX.

Note: The system returns X-headers when the call disconnects (BYE) and the
Query module retrieves hang-up data.

IVR Transfer Configuration

The integration sends X-headers on outbound invites from the Five9 platform. The
platform retrieves data from FlipCX using the Query module.

The Five9 implementation team completes the following IVR transfer configuration
steps to configure the Five9 platform for call transfers that use default X-headers.

Note: As customer, you don’t configure the IVR. The Five9 implementation
team performs the IVR transfer configuration steps. You can use the following

information for awareness only.

1 Creates a call variable group named Flip.

2 Creates the following CAVs:

Variable
custom_
meta_data
from_iva
iva_transfer_
number
route_reason

route_type

route_value

Type
String

String

String

String

String

String

Description

Needed return data
(breadcrumb, short
summary)

Data returned from the IVA
(KV list)

Al phone number

Short outcome description
for Five9 reporting

Next action (skill transfer,
phone transfer)

Destination (skill name,
phone number)
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Variable Type Description

status_type String Event type that triggered
status (transfer, API)

status_code Integer Numeric error code

status_reason String Error reason

to_iva String Data sent to the IVA (KV list)

=¥ VA

custom_meta_data
from_iva
wva_transfer_number
route_reason
route_type
route_value
status_code
status_reason
status_type

to_wa

Note: The IVR script automatically populates these CAV values from
corresponding X-headers in the API. For more information about

headers, see Header Usage.
3 Configures the Auth Profile. If the integration requires APl use, the Five9
implementation team:
a Creates an authentication profile using your FlipCX credentials.
b Names the profile FlipCX.

If the integration doesn't require API access, the team skips this step.

The following example shows an Auth Profile configuration.
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Trusted IP Ranges Velocily Outbound Lines  Single Sign-On
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Sound Seftinas Webd Localization

Time Zone Dialing  Proxy User Access Schedules
Other Bxport KPI E-Mad Certficates Speed Dil ANI Dialing Rules Auth Profiles  Password Policles  Password Restrictions  Campaigns

Auth Reposttory:
Kame Type Notes
T .
@ Edit Auth Profile X
Type: R N T R R S AR R
Nome: na_dpi_duth_profile
Notes:
User Name:  fived
Password:  sesessssescssssssssessesses
oK Cancel
Add Remove Edt Save
Exit

4 Imports the FlipCX IVR Transfer Template v1 IVR script.

The following example shows an IVR that uses a Query module.
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Q VAT

CEPOARTCARORS D ATINEBE IS 508

SwTanste
[~
w9
Setdesders SensToNA WA Dranstec  SevaHeaders GetResuts Recafiomva 1o
— S |l ol
o =] =] 0 =]
Risvimar
o) o
)
Q@ set ble ) t Q@ setv
General General
The Set Variable Module can be used 1o set or update the value of an IVR The Set Variable Module can be used to set or update the value of 2n IVR Varisle
Variable or Call Variable. or Call Variable.
Module Neme: | SetHeaders Module Neme:  SaveHeaders
[ Vvarizble Assigned Variable, Constant, or Function Variable Assigned Variable, Constant, of Function
BUFFER PUT(TOIVA, "X-CallANT', Call.ANI) VAfrom_wa [ToSTRING(FromIvA)
BUFFER__ PUT(TOIVA, "X-CallDNIS", Call.DNIS) IVA.route_reason |GET(FromIVA, "X-RouteReason")
BUFFER__ PUT(ToIVA, "X-CalllD", Call.call_id) |vA.route_type
|_BUFFER__ PUT(TOVA, "X-Q , Coll.session_id) |VA.route_value
BUFFER PUT(TOIVA, X-CaliCampaign", Call.campaign_name) |vA.custom_meta_data
_BUFFER_ PUT(TOIVA, "X-CallCampaigniD", Call.campaign_ic)
BUFFER__ PUT(ToIVA, "X-CallDomainiD", Call.domain_id)
_BUFFER__ |PUT(TOIVA, "X-CallStartTimestamp*, Coll.stort_tmestamp)
|_BurFer [PUT(TOIVA, "X-FQDK-08- IVA", “customer.sip.domain.com")
irvua_m TOSTRING(TOIVA)
Acd Add
[ save | concel Save Cancel

5 When applicable, assigns the FlipCX auth profile to the Query module. The
following example shows an assigned auth profile to the Query module.

@ Query Module Properties o
Genernl Request Responses Frompts Fage Text

WTTP Header Value / Variabie

Add

(B 2uthorgation Profile
Onama  wa_spi_suth_prefle
Variable

O form-siencoded m-data

Paramater Value / Variatie

Add

| Seve | comcel

The system already populates the production URL in the IVR template. The
following example shows a pre-populated production URL in the IVR template.
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@ Query Module Properties

General Request Responses Prompts Pege Text

Q) The Query Module can be used to look up o post informatian maintained by an external web server.

Module Name: GetResults
Base URL path:
https://prod.va.com/fved/call-result
URL Fart Comment
Call call_id call 1D
Add
Method: GET

Timeout (sec): SIS

(") Save Number of Records to:

Save Cancel

6 Configures the transfer number by using the single Al phone number that FlipCX

provides for your organization. This configuration supports one phone number
per customer, regardless of the number of domains. The Five9 implementation

team sets the default value of the iva_transfer_number variable to this phone
number.

Note: The Connectivity Project Manager manages call routing for the Al
phone number to the IVA integration. The Five9 implementation team
also uses the same transfer DID across all your domains that send calls
to FlipCX. If you use multiple Al agents, FlipCX uses X-headers to
differentiate routing within its platform.

The following example shows a transfer number configuration.

@ iva_transfer_number Properties X

[General

va_transfer_number
cve

Description: | Set the Default Value of this CAV with the number provided by the Vendor
() Reporting Call Variable (Saved in Database)

Field Contains Sensitive Data

Data Type: | String

Restrictions Default Value
(O Undefined
O value 9995550000

Apply Cancel
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Header Usage

The Five9 implementation team manages X-headers in the IVA. The Five9 platform
sends and receives X-headers during call processing, and the team can add more
headers in either direction if needed. When adding custom headers, the team limits
them to 10 to avoid packet fragmentation or call quality issues.

Headers Sent to the IVA

The Five9 platform sends the following platform call variables to the IVA:

call.ANI

e call.DNIS

e call.call_id

e call.session_id

¢ call.campaign_name
e call.campaign_id

e call.domain_id

e call.start_timestamp

Note: The Five9 implementation team can edit the SetHeaders module to add
more variables.

Headers Received from the IVA
The Five9 platform receives the following headers from the IVA:

e X-RouteReason

¢ X-RouteType

X-RouteValue

¢ X-CustomMetaData
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Note: The Five9 implementation team can edit the SetHeaders module to add
more headers.

Hyro Implementation Guide

This section explains integrating Hyro, a certified third-party Al provider, with the Five9
platform.

Five9 offers integration services but doesn't resell the Hyro product. You must purchase
and implement Hyro through Hyro.

Prerequisites

Before you begin, make sure you have:

* A Five9-provisioned domain

e A Hyro-activated account

e A Hyro-assigned phone number

e Hyro-generated query credentials

¢ A Hyro-provided SIP domain value (FQDN)

Integration Process

The following tasks outline what each party does during the Hyro integration.

What Hyro Does (Informational Only)

1 Creates your account in the Hyro platform.

2 Provides the integration details required to begin setup.
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Uses X-headers to differentiate routing to its Al platform when multiple Al
agents exist.

What You Do (Customer Responsibility)

1

Provide your Hyro phone number (two per customer) to the Five9
implementation team.

Provide the Hyro SIP domain values required for the integration for both
Staging/Test and Production SIP domains (FQDN, customer-specific; two SIP

domain values per customer).

Provide your Hyro query credentials, when applicable, including the following
information per customer:

Static URL
Client ID
Client secret
Private key

Passphrase

What the Five9 Implementation Team Does (Informational
Only)

1

2

Provides your domain ID to complete the IVA account setup.

Applies your Al phone number for outbound call routing through the Hyro
integration.

Creates a campaign and assigns a test direct inward dialing (DID) number.

Configures call-attached variables (CAVs) to enable reporting. The delivery team
will advise you if additional reporting variables are required.

Imports the Five9 IVR template using the default configuration. For more
information about transfer settings, see IVR Transfer Configuration.

Assigns the Al phone number to the third-party transfer module.
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7 Sets the Hyro SIP domain value (FQDN) in the X-FQDN-OB-PRD-HYRO header.

8 Tests the campaign to confirm that calls successfully reach Hyro.

IVR Transfer Configuration

The integration sends X-headers on outbound invites from the Five9 platform. The
platform retrieves data from Hyro using the Query module.

The Five9 implementation team completes the following IVR transfer configuration
steps to configure the Five9 platform for call transfers that use default X-headers.

Note: As customer, you don’t configure the IVR. The Five9 implementation
team performs the IVR transfer configuration steps. You can use the following
information for awareness only.

1 Creates a call variable group named Hyro.

2 Creates the following CAVs:

Variable Type Description

custom_ String Needed return data

meta_data (breadcrumb, short
summary)

from_iva String Data returned from the IVA
(KV list)

iva_transfer_  String Al phone number

number

route_reason String Short outcome description

for Five9 reporting

route_type String Next action (skill transfer,
phone transfer)

route_value String Destination (skill name,
phone number)

status_type String Event type that triggered
status (transfer, API)

status_code Integer Numeric error code
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Variable Type Description
status_reason String Error reason

to_iva String Data sent to the IVA (KV list)

custom_meta_data
from_iva
wva_transfer_number
route_reason
route_type
route_value
status_code
status_reason
status_type
to_wa

Note: The IVR script automatically populates these CAV values from
corresponding X-headers in the API. For more information about

headers, see Header Usage.
3 Configures the Auth Profile using OAuth2. To set the authentication profile, the
Five9 implementation team:
a Creates an authentication profile using your Hyro credentials.
b Names the profile Hyro.

The following example shows an Auth Profile configuration.
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e

Trusted IP Ranges Veloclly Outbound Lines Single Sign-On  Sound Settinas  Webd Localization Time Zone Dialing Proxy User Access Schedules
Other Bxport KPI E-Mad Certficates Speed Dial ANI Dialing Rules Auth Profiles  Password Policles  Password Restrictions  Campaigns
Auth Reposttory:

Kame Type Notes
e -
@ Edit Auth Profile X
Type: R N T R R S AR R
Nome: na_dpi_duth_profile
Notes:
User Name:  fived
Password:  eeeessssssssssssssssssesees
oK Cancel
Add Remove Edt Save
Exit

4 Imports the Hyro IVR Transfer Template v1 IVR script.

The following example shows an IVR transfer script.
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CEPONREOAPORSHATRNCOBLOBS 508

Setreaders SendTolA

GetRosurs

5T T

BscAFromVA

SwuTanste.

e
General

| The Set Variable Module can be used 1o set or update the value of sn VR
Vanable or Call Variable.

Module Neme:  SetHeaders

‘ Varizble Assigned Variable, Constant, or Funcion

|_surFer [PUTCTONVA, "X-CallANT', Call ANY)

|_surFer_ PUT(TOIVA, "X-CallDNIS", Call.DNIS)

|_suerer_ [PUT(ToIVA, "X-CalllD", Ca.call_id)

|_BUFFER__ PUT(TOIVA, "X-CallSessionlD", Call.session_id)

|_surFer PUT(ToIVA, "X-CallCampaign", Call.compaign_name)
|_BuFFer__ [PUT(TOIVA, "X-CaliCampaigniD®, Call.campaign_id)
|_surer_ PUT(ToIVA, "X-CallbomainiD’”, Call.domain_ic)
_BUFFER__ TOIVA, "X-CallstartTimestamp®, Cal.start_timestamp)

| suFFeR {TGIVA, "X-FQDN-OB-IVA", "customer.sip.domain.com"”)
¢

[rvato_va TOSTRING(TONVA)

Acd

[ save | concel

Sc| The Set Variable Module can be used to set o update the value of zn IVR Varizble
288 or Call variable.

Module Nome:  SaveHeaders

Variable Assigned Variable, Constant, or Function
VA from_wa [TOSTRING(FromIvA)

VA route_reason |GET(FromIva, "X-RouteRezson”)

VA rouze_type leeT WteType”)

VA route_value

VA.custom_meta_data [ceT(FromIva, "X-CustomMetaData")

Add

( sove | concel

Note: The Five9 implementation team uses the template designed
specifically for Hyro, as X-header names vary across integrations.

5 When applicable, assigns the Hyro auth profile to the Query module. Since the
Query module requires additional request headers, the Five9 implementation
team also updates the request configuration by adding X-Passphrase and
X-Private-Key values to the Request section of the Query module.

The following example shows an assigned auth profile to the Query module.

@ Query Module Properties
General Request Responses Prompts Fage Text

WTTP Header

Add

(B 2uthorgation Profile
© rame wa_spi_suth_profile
Vanable

O form-rlencoded  form-data

Paramater

Add

Value / Variabie

Value / Variatie

x

Save Cancel
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The system already populates the production URL in the IVR template. The
following example shows a pre-populated production URL in the IVR template.

@ Query Module Properties X

General Request Responses Prompts Pege Text

% The Query Module can be used to look up o post informatian maintained by an external web server.

Module Name: GetResults
Base URL path:

https://prod.va.com/fved/call-result

URL Part Comment
Call call_id call 1D

Add

Method: GET
Timeout (sec): HE

(") Save Number of Records to:

6 Configures the transfer number by using the single Al phone number (real or
pseudo) that Hyro provides for your organization. This configuration supports
one phone number per customer, regardless of the number of domains. The
Five9 implementation team sets the default value of the iva_transfer_number
variable to this phone number.

Note: The Connectivity Project Manager manages call routing for the Al
phone number to the IVA integration. The Five9 implementation team
also uses the same transfer DID across all your domains that send calls
to Hyro. If you use multiple Al agents, Hyro uses X-headers to
differentiate routing within its platform.

The following example shows a transfer number configuration.
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@ iva_transfer_number Properties X

iva_transfer_number

Description: | Set the Default Value of this CAV with the number provided by the Vendor
[") Reporting Call Variable (Saved in Database)

Field Contains Sensitive Data
Data Type:  String
Restrictions Default Value

(O Undefined
O value 9995550000

Apply Cancel

7 Sets the X-FQDN-OB-PRD-HYRO header to the SIP domain value provided by
Hyro. The Five9 implementation team uses the unique SIP domain assigned to
your organization to ensure successful call routing through the Hyro integration.

The following example shows the unique SIP domain in the Set Variable module
to enable call routing.

IVA.to_iva i ’
' @ Assignment X
Variable
—BUFFER__
Add Remove Edit Type: STRING

Description: | Default variable for collacting digits

Assigned Value

Digit to Interrupt 3ed Party Call & Return () constant () vanable @ Functon () NULL

PUT{KVLIST, STRING, STRING)

RInging Timeout (Seconds)
Function Arguments:
#1 |Variable [ToIVA
(] Constant [X-FQDN-0B-IVA
23 |Constant lcustomer. sp.domain.com

oK Cancel
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Header Usage

The Five9 implementation team manages X-headers in the IVA. The Five9 platform
sends and receives X-headers during call processing, and the team can add more
headers in either direction if needed. When adding custom headers, the team limits
them to 10 to avoid packet fragmentation or call quality issues.

Headers Sent to the IVA

The Five9 platform sends the following platform call variables to the IVA:

call.ANI

e call.DNIS

e call.call_id

e call.session_id

¢ call.campaign_name
e call.campaign_id

e call.domain_id

e call.start_timestamp

Note: The Five9 implementation team can edit the SetHeaders module to add
more variables.

Headers Received from the IVA
The Five9 platform receives the following headers from the IVA:

e X-RouteReason

¢ X-RouteType

X-RouteValue

¢ X-CustomMetaData
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Note: The Five9 implementation team can edit the SetHeaders module to add
more headers.

Kastle.Al Implementation Guide

This section explains integrating Kastle.Al, a certified third-party Al provider, with the
Five9 platform.

Five9 offers integration services but doesn't resell the Kastle.Al product. You must
purchase and implement Kastle.Al through Kastle.Al.

Prerequisites

Before you begin, make sure you have:

* A Five9-provisioned domain

¢ A Kastle.Al-activated account

A Kastle.Al-assigned phone number

Kastle.Al-generated query credentials

A Kastle.Al-provided SIP domain value (FQDN)

Integration Process

The following tasks outline what each party does during the Kastle.Al integration.

What Kastle.Al Does (Informational Only)

1 Creates your account in the Kastle.Al platform.

2 Provides the integration details required to begin setup.
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3 Uses X-headers to differentiate routing to its Al platform when multiple Al
agents exist.

What You Do (Customer Responsibility)

1 Provide your Kastle.Al phone number (one per customer) to the Five9
implementation team.

2 Provide the Kastle.Al SIP domain value required for the integration.

3 Provide your Kastle.Al query credentials, when applicable, including the API
username and password for the Query module.

What the Five9 Implementation Team Does (Informational
Only)

1 Provides your domain ID to complete the IVA account setup.

2 Applies your Al phone number for outbound call routing through the Kastle.Al
integration.

3 Creates a campaign and assigns a test direct inward dialing (DID) number.

4 Configures call-attached variables (CAVs) to enable reporting. The delivery team
will advise you if additional reporting variables are required.

5 Imports the Five9 IVR template using the default configuration. For more
information about transfer settings, see IVR Transfer Configuration.

6 Assigns the Al phone number to the KastleNumber variable.

7 Sets the Kastle.Al SIP domain value (FQDN) in the X-OB-FQDN-PRD-KASTLE
header.

8 Tests the campaign to confirm that calls successfully reach Kastle.Al.

IVR Transfer Configuration

The integration sends X-headers on outbound invites from the Five9 platform. The
platform retrieves data from Kastle.Al using the Query module.
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The Five9 implementation team completes the following IVR transfer configuration
steps to configure the Five9 platform for call transfers that use default X-headers.

Note: As customer, you don’t configure the IVR. The Five9 implementation
team performs the IVR transfer configuration steps. You can use the following
information for awareness only.

1 Creates a call variable group named KastleAl.

2 Creates the following CAVs:

Variable Type Description

custom_ String Needed return data

meta_data (breadcrumb, short
summary)

from_iva String Data returned from the IVA
(KV list)

iva_transfer_  String Al phone number

number

route_reason String Short outcome description
for Five9 reporting

route_type String Next action (skill transfer,
phone transfer)

route_value String Destination (skill name,
phone number)

status_type String Event type that triggered
status (transfer, API)

status_code Integer Numeric error code

status_reason String Error reason

to_iva String Data sent to the IVA (KV list)
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custom_meta_data
from_iva
wva_transfer_number
route_reason
route_type
route_value
status_code
status_reason
status_type

to_wa

Kastle.Al Implementation Guide

Note: The IVR script automatically populates these CAV values from
corresponding X-headers in the API. For more information about

headers, see Header Usage.

3 Configures the Auth Profile. To set the authentication profile, the Five9

implementation team:

a Creates an authentication profile using your Kastle.Al credentials.

b Names the profile Kastle.ai.

The following example shows an Auth Profile configuration.
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Sound Seftinas Webd Localization

Time Zone Dialing  Proxy User Access Schedules
Other Bxport KPI E-Mad Certficates Speed Dil ANI Dialing Rules Auth Profiles  Password Policles  Password Restrictions  Campaigns

Auth Reposttory:
Kame Type Notes
T .
@ Edit Auth Profile X
Type: R N T R R S AR R
Nome: na_dpi_duth_profile
Notes:
User Name:  fived
Password:  sesessssescssssssssessesses
oK Cancel
Add Remove Edt Save
Exit

4 Imports the Kastle Al Agent Connect Integration v1 IVR script.

The following example shows an IVR transfer script.
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@ IVA Transf

CEPONREOAPORSHATRNCOBLOBS 508

Shitoue 7. SkTiasste
o) A
5
L w9
Ssacay Sedesser SensTONA WA Diasster  GeveHeasers GetResurs RscAFromWVA  ChockRo o
= (o2
5 i A e B B | O Y R B -
o ] o o o o
BlsyEmar
o)
=
@ Set Variable M t @ setv
General General
| The Set Variable Module can be used to set or update the value of sn IVR “a=| The Set Variable Module can be used to set or update the value of 2n IVR Varisble
Variable or Call Variable. S88) or call variable.
Module Neme:  SetHeaders Module Nome:  SaveHeaders
Vorioble Assigned Varable, Constant, or Funcion Variable Assigned Variable, Constant, or Function
BUFFER PUT(TOIVA, "X-CallANT", Call.ANI) IVA.from_wa |TOSTRING{FromIVA)
|_BUFFER_ PUT(TOIVA, "X-CallDNIS®, Call.DNIS) IVA.route_reason |GET(FromIVA, "X-RouteReason")
|_BuFFeR_ PUT(ToIVA, "X-CalllD", Cal.call_d) IVAroute_type GET(FromIVA, "X-RouteType")
|_BUFFER__ FUT(TOIVA, "X-CallSessioniD", Call.sessicn_id) VA.route value JGET(FromivA, "X-RouteValue®)
BUFFER. PUT(TOIVA, "X-CaliCampaign", Call.campaign_name) VA.custom_meta_data |GET(FromIvA, "X-CustomMetaData™)
_BUFFER_ PUT(TOIVA, “X-CalCampagniD", Call.campaign_ic)
|_BUFFER_ [PUT(ToIVA, "X-CallbomainiD", Call.domain_id)
|__BUFFER__ PUT(TOIVA, "X-CallStartTimestamp®, Call.start_timestamp)
BUFFER PUT(TOIVA, "X-FQDN-0B-IVA", "customer.sip. domain.com")
VA to_va TOSTRING(TONVA)
Add emove dr p ) Add emove ? Down
[ save | concel Save |  Concel

Note: The Five9 implementation team uses the template designed
specifically for Kastle.Al, as X-header names vary across integrations.

5 When applicable, assigns the Kastle.Al auth profile to the Query module. The
following example shows an assigned auth profile to the Query module.

@ Query Module Properties o
General Request Responses Prompts Fage Text

WTTP Header Value / Variabie

Add

(B 2uthorgation Profile
© tama wa_spi_suth_profile
) Varable

O formaslencoded  form-data

Paramater Value / Variatie

Add

| Seve | comcel

The system already populates the production URL in the IVR template. The
following example shows a pre-populated production URL in the IVR template.
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@ Query Module Properties

General Request Responses Prompts Pege Text

Q) The Query Module can be used to look up o post informatian maintained by an external web server.

Module Name: GetResults
Base URL path:

https://prod.va.com/fved/call-result

URL Part
Callcall id

Comment

call I

Add

Method: GET
Timeout (sec): SIS

(") Save Number of Records to:

Save Cancel

6 Configures the transfer number by using the single Al phone number that

Kastle.Al provides for your organization. This configuration supports one phone
number per customer, regardless of the number of domains. The Five9
implementation team sets the default value of the iva_transfer_number
variable to this phone number.

Note: The Connectivity Project Manager manages call routing for the Al
phone number to the IVA integration. The Five9 implementation team
also uses the same transfer DID across all your domains that send calls

to Kastle.Al. If you use multiple Al agents, Kastle.Al uses X-headers to
differentiate routing within its platform.

The following example shows a transfer number configuration.

@ iva_transfer_number Properties

X
|General|
va_transfer_number
cve
Description: | Set the Default Value of this CAV with the number provided by the Vendor

() Reporting Call Variable (Saved in Database)

Field Contains Sensitive Data

Data Type: | String

Restrictions Default Value
(O Undefined
O value 9995550000

Cancel
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7 Sets the X-OB-FQDN-PRD-KASTLE header to the SIP domain value provided by
Kastle.Al. The Five9 implementation team uses the unique SIP domain assigned

to your organization to ensure successful call routing through the Kastle.Al
integration.

The following example shows the unique SIP domain in the Set Variable module
to enable call routing.

| BUFFER__ [FUT(Tolva, "X-CallStartTimestamp®, Call.start_timestamp)
PUT(TolVA, "X-FQDN-OB-IVA", "customer.sp.doamin.com™)

VA.to_na
@ Assignment X

Variable
__BUFFER__

Add Remove Edit Type: STRING

Description:  Default variable for collacting digits

Assigned Value

Digit to Interrupt 3rd Party Call & Return | Constart () variable @ Funcbon () NuLL
R Thummcnt (Sl PUT(KVLIST, STRING, STRING)

Function Arguments:

#1 |Variable [ToVA
2 |Canstant X-FQDN-OB-IVA
=3 |Constant lcustomer.sp.domain.com |

0X | Cancel

Header Usage
The Five9 implementation team manages X-headers in the IVA. The Five9 platform
sends and receives X-headers during call processing, and the team can add more

headers in either direction if needed. When adding custom headers, the team limits
them to 10 to avoid packet fragmentation or call quality issues.

Headers Sent to the IVA

The Five9 platform sends the following platform call variables to the IVA:
e call.ANI
e call.DNIS

e call.call_id
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e call.session_id

e call.campaign_name
¢ call.campaign_id

e call.domain_id

e call.start_timestamp

Note: The Five9 implementation team can edit the SetHeaders module to add
more variables.

Headers Received from the IVA
The Five9 platform receives the following headers from the IVA:

¢ X-RouteReason
¢ X-RouteType
¢ X-RouteValue

¢ X-CustomMetaData

Note: The Five9 implementation team can edit the SetHeaders module to add
more headers.

LevelAl Implementation Guide

This section explains integrating LevelAl, a certified third-party Al provider, with the
Five9 platform.

Prerequisites

Before you begin, make sure you have:
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e A Five9-provisioned domain
e A Five9 domain ID

¢ A LevelAl-activated account

A LevelAl direct inward dialing (DID) phone number

e A customer-specific Level-VA value

Integration Process

The following tasks outline what each party does during the LevelAl integration.

What LevelAl Does (Informational Only)

1 Creates your account in the LevelAl platform.
2 Configures Five9-provided domain ID.
3 Provides the integration details required to begin setup.

4 Uses X-headers to differentiate routing to its Al platform when multiple Al
agents exist.

What You Do (Customer Responsibility)

1 Provide your LevelAl phone number (one per customer) to the Five9
implementation team.

2 Provide your customer-unique identifier for the call-attached variable (CAV)
Level-VA.

What the Five9 Implementation Team Does (Informational
Only)

1 Provides your domain ID to complete the IVA account setup.

2 Applies your Al phone number for outbound call routing through the LevelAl
integration.

3 Creates a campaign and assigns a test DID number.
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4 Configures CAVs to enable reporting, including the LevelAl-provided Level-VA

CAV values.

The delivery team will advise you if additional reporting variables are required.

5 Imports the Five9 IVR template using the default configuration. For more
information about transfer settings, see IVR Transfer Configuration.

6 Applies your DID phone number to the third-party transfer module.

7 Tests the campaign to confirm that calls successfully reach LevelAl.

IVR Transfer Configuration

The integration sends X-headers on outbound invites from the Five9 platform. The

platform retrieves data from LevelAl using the Query module.

The Five9 implementation team completes the following IVR transfer configuration
steps to configure the Five9 platform for call transfers that use default X-headers.

Note: As customer, you don’t configure the IVR. The Five9 implementation
team performs the IVR transfer configuration steps. You can use the following

information for awareness only.

1 Creates a call variable group named LevelAl.

2 Creates the following CAVs:

Variable

custom_
meta_data
from_iva
iva_transfer_
number

route_reason

route_type

Type
String

String

String

String

String

Description

Needed return data
(breadcrumb, short
summary)

Data returned from the IVA
(KV list)

Al phone number

Short outcome description
for Five9 reporting

Next action (skill transfer,
phone transfer)
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Variable Type Description

route_value String Destination (skill name,
phone number)

status_type String Event type that triggered
status (transfer, API)

status_code Integer Numeric error code

status_reason String Error reason

to_iva String Data sent to the IVA (KV list)

Level-VA String Customer-specific

=8 VA

custom_meta_data
from_iva
wva_transfer_number
route_reason
route_type
route_value
status_code
status_reason
status_type

to_wa

Note: The IVR script automatically populates these CAV values from
corresponding X-headers in the API. For more information about

headers, see Header Usage.

3 Imports the LevelAl IVR Transfer Template v1 IVR script.

The following example shows an IVR transfer script.
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W

CEYPOARECAPORSHATINCBRIOBS 580

SuTanste
A
<)
Ssacay Sedesser SendToNA VA Dasster  Geveesders GetRosuts Rscafromve o
©e—{E=— Ele—{Q=—
o ] o 0 o
BlsyEmar
> ﬁloi P
E%
@ et varible » e
General General
e
The Set Variable Module can be used to set or update the value of an IVR wwi| The Set Variable Module can be used to set or update the value of an IVR Varizble
Vaniable or Call Variable. 288 or Call variable.

Module Neme:  SetHeaders Module Nome:  SaveHeaders

[vartobte Assigned Variable, Constant, or Function Variable Assigned Variable, Constant, of Function

1 BUFFER |PUT(TOIVA, "X-CallANT", Call.ANT) VA.from_na |TOSTRING(FromIVA)

|_BUFFER__ PUT(ToIVA, "X-CallDNIS", Call.DNIS) IVA.route_reason |GET(FromIVA, "X-RouteReason")

|_BUFFER_ FUT(ToIVA, "X-CalllD", Cal.call_id) |vAroute_type _|GET(FromIVA, "X-RouteType")

|_BUFFER__ FUT(TOIVA, "X-CallSessicnlD", Call.session_id) VA route_value |GET(FromIVA, *X-RouteValue®)

[_surreR [PUT(TCIVA, "X-CalCampaign®, Call.campaign_name) | VA.custom_meta_data GET(FromIVA, "X-CustomMetaData")

|_BUFFER__ PUT(TOIVA, "X-CallCampagniD®, Call.campaign_id)

|_BUFFER_ PUT(TOIVA, "X-CallDomainiD", Call.domain_id)

|_BUFFER_|PUT(TaIVA, "X-CalstartTimestamp", Calstart_tmesamp)

|_suFreR [PUT(TOIVA, "X-FQDN-0- VA", “customer.sip.domain.com")

[vAto_iva TOSTRING(TOVA) |

L

Add emove drt D X Add
[ save | concel [ save Cancel

Note: The Five9 implementation team uses the template designed
specifically for LevelAl, as X-header names vary across integrations.

4 Configures the transfer number by using the single Al phone number (real or
pseudo) that LevelAl provides for your organization. This configuration supports
one phone number per customer, regardless of the number of domains. The
Five9 implementation team sets the default value of the iva_transfer_number
variable to this phone number.

Note: The Connectivity Project Manager manages call routing for the Al
phone number to the IVA integration. The Five9 implementation team
also uses the same transfer DID across all your domains that send calls
to LevelAl. If you use multiple Al agents, LevelAl uses X-headers to
differentiate routing within its platform.

The following example shows a transfer number configuration.
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@ iva_transfer_number Properties X

[General

cve

Description: |Set the Default Value of this CAV with the number provided by the Vendor
()] Reporting Call Variable (Saved in Database)

tive Data

Data Type: String
Restrictions Default Value
*) Undefined
O value 9995550000

Apply Save Cancel

Header Usage

The Five9 implementation team manages X-headers in the IVA. The Five9 platform
sends and receives X-headers during call processing, and the team can add more
headers in either direction if needed. When adding custom headers, the team limits
them to 10 to avoid packet fragmentation or call quality issues.

Headers Sent to the IVA

The Five9 platform sends the following platform call variables to the IVA:

call.ANI
 call.DNIS

e call.call_id

e call.session_id

¢ call.campaign_name
¢ call.campaign_id

e call.domain_id
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¢ call.start_timestamp

e X-Level-VA

Note: The Five9 implementation team can edit the SetHeaders module to add
more variables.

Headers Received from the IVA
The Five9 platform receives the following headers from the IVA:

¢ X-RouteReason
e X-RouteType
¢ X-RouteValue

e summary

Note: The Five9 implementation team can edit the SetHeaders module to add
more headers.

Parloa.Al Implementation Guide

This section explains integrating Parloa.Al, a certified third-party Al provider, with the
Five9 platform.

Five9 offers integration services but doesn't resell the Parloa.Al product. You must
purchase and implement Parloa.Al through Parloa.Al.

Prerequisites

Before you begin, make sure you have:

* A Five9-provisioned domain

¢ A Parloa.Al-activated account
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* A Parloa.Al-assigned phone number
e Parloa.Al-generated query credentials

* A Parloa.Al-provided SIP domain value (FQDN)

Integration Process

The following tasks outline what each party does during the Parloa.Al integration.

What Parloa.Al Does (Informational Only)

1 Creates your account in the Parloa.Al platform.
2 Provides the integration details required to begin setup.

3 Provides a block of five pseudo numbers for each customer domain to reduce
the number of routing changes.

4 Uses X-headers to differentiate routing to its Al platform when multiple Al

agents exist.

What You Do (Customer Responsibility)

1 Provide your Parloa.Al phone number (five per customer) to the Five9
implementation team.

2 Provide the Parloa.Al SIP domain value required for the integration.

3 Provide your Parloa.Al query credentials, when applicable, including the API
username and password for the Query module.

What the Five9 Implementation Team Does (Informational
Only)

1 Applies your Al phone number for outbound call routing through the Parloa.Al
integration.

2 Creates a campaign and assigns a test direct inward dialing (DID) number.

3 Configures call-attached variables (CAVs) to enable reporting. The delivery team
will advise you if additional reporting variables are required.

447 Interactive Voice Response (IVR) ¢ Administrator’s Guide



Al Agent Connect

Parloa.Al Implementation Guide

4 Imports the Five9 IVR template using the default configuration. For more
information about transfer settings, see IVR Transfer Configuration.

5 Assigns the Al phone number to the third-party transfer module.
6 Sets the Parloa.Al SIP domain value (FQDN) in the X-FQDN-OB-PARLOA header.

7 Tests the campaign to confirm that calls successfully reach Parloa.Al.

IVR Transfer Configuration

The integration sends X-headers on outbound invites from the Five9 platform. The
platform retrieves data from Parloa.Al using the Query module.

The Five9 implementation team completes the following IVR transfer configuration
steps to configure the Five9 platform for call transfers that use default X-headers.

Note: As customer, you don’t configure the IVR. The Five9 implementation
team performs the IVR transfer configuration steps. You can use the following
information for awareness only.

1 Creates a call variable group named Parloa.

2 Creates the following CAVs:

Variable Type Description

custom_ String Needed return data

meta_data (breadcrumb, short
summary)

from_iva String Data returned from the IVA
(KV list)

iva_transfer_  String Al phone number

number

route_reason String Short outcome description

for Five9 reporting

route_type String Next action (skill transfer,
phone transfer)

route_value String Destination (skill name,
phone number)
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Variable Type Description

status_type String Event type that triggered
status (transfer, API)

status_code Integer Numeric error code

status_reason String Error reason

to_iva String Data sent to the IVA (KV list)

=¥ VA

custom_meta_data
from_iva
wva_transfer_number
route_reason
route_type
route_value
status_code
status_reason
status_type

to_wa

Note: The IVR script automatically populates these CAV values from
corresponding X-headers in the API. For more information about

headers, see Header Usage.
3 Configures the Auth Profile. To set the authentication profile, the Five9
implementation team:
a Creates an authentication profile using your Parloa.Al credentials.
b Names the profile Parloa.Al.

The following example shows an Auth Profile configuration.
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Qv fig

Trusted IP Ranges Velocify Outbound Lines  Single Sign-On  Sound Settinas Web Localization Time Zone Disling Prexy User Access Schedules
Other Bxport KPI E-Mad Certficates Speed Dial ANI Dialing Rules Auth Profiles  Password Policles  Password Restrictions  Campaigns

Auth Repository:

Type: R I R R S TR R
Name: wa_api_suth_profile
Notes:
User Name:  fived
Password: R
OK Cancel
Add Remove Eat Test Save

Exit

4 Imports the Parloa.Al IVR Transfer Template v1 IVR script.

Note: The Five9 implementation team uses the template designed
specifically for Parloa.Al, as X-header names vary across integrations.

The following example shows an IVR transfer script.

BPONRDOAPORO I ITBNCOBIDS 580

st [Blgn
g % il

8 gt =

mzzn

@ set Variable Module Properties X @

{Ganarsl} General
The Set Varlable Module can be used 10 sét or update the value of an IVR Variable or The Set Variable Module can be used to set or update the value of an IVR Varisble or Call
Cal Variable. Variable.

Module Nome: | SetHieaders. Module Name: | SaveHeaders

Vanable Assigned Varisble, Constant, or Functon Variable Assigned Variable, Constant, or Function

R PUT(TGIVA, “X-CIANT,, CallANT) VAfrom e [TOSTRIG(Fromiva)

BUFFER_  [PUT(TOIVA, “X-CalONIS", Call.ONIS) IVA.route_reason |GET(FromIvA, "x-RouteReasen")
[surrer_ |PUT(ToIvA, “X-CollD", Call.callJd) VA.route_type IGET (FromIvA, "X-RouteType")
|_BurreR_ [PUT(ToIvA, “X-CotSessionlD", Callsession_Jd) VA.route_target (GET(FromIVA, "X-RouteT arget”)
|_suerer_ FUT(ToIVA, “X-ColCampaign’, Call.campogn_nome) VA.custom_meta_data [GET(Fromiva, "X-CustomMetaData®)
[“eusrer_ PUT(TOIVA, X-CalCampaignlD”, Col.campagn_id)

BUFFER, [PUTCTeIVA, X-CalbomanD, Call domain_d)

_BUFFER_ FUT(TOIVA, “X-CalStartTimestam", Call.start_timestamp)
|_BurrER_ PUT(TGIVA, "X-FQON-08- VA", "customer.ip.domain.com")
VAt TOSTRING(TONVA)
Acd Add
(= Cancel Sl concel

450 Interactive Voice Response (IVR) ¢ Administrator’s Guide



Al Agent Connect

Parloa.Al Implementation Guide

5 When applicable, assigns the Parloa.Al auth profile to the Query module. The
following example shows an assigned auth profile to the Query module.

@ Query Module Properties X

General Request Responses Prompts Fage Text

WTTP Header Value / Variable

Add

{8 authorzation Profile
© rame wa_spi_auth_profile
vanable

O form-rlencoded

Paramater Valus / Variatie

The system already populates the production URL in the IVR template. The
following example shows a pre-populated production URL in the IVR template.

@ Query Module Properties

X
General Request Responses Prompts Page Text

% The Query Module can be used to look up

or post information maintained by an external web server.

Module Name: GetResults
Base URL path:
https: //prod.wa.comyfived/call-result

URL Part

Comment
Callcall_id

Call ID

Add

Method: GET
Timeout (sec):

() Save Number of Records to:

6 Configures the transfer numbers that Parloa.Al provides for your organization.

The Five9 implementation team sets the default value of the iva_transfer_
number variable to this phone number.

Important: With this configuration, call routing from Five9 requires an

update each time Parloa creates a new phone number for your
organization in its platform.

Note: The Connectivity Project Manager manages call routing for the Al
phone numbers to the IVA integration. The Five9 implementation team
also uses the same transfer DID across all your domains that send calls
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to Parloa.Al. If you use multiple Al agents, Parloa.Al uses X-headers to
differentiate routing within its platform.

The following example shows a transfer number configuration.

@ iva_transfer_number Properties X

[General

va_transfer_number
ove

Description: | Set the Default Value of this CAV with the number provided by the Vendor
() Reporting Call Variable (Saved in Database)

eld C i ve Data

Data Type: String
Restrictions Default Value
_) Undefined
O value 9995550000

Apply Save \ Cancel

7 Sets the X-FQDN-OB-PARLOA header to the SIP domain value provided by
Parloa.Al. The Five9 implementation team uses the unique SIP domain assigned
to your organization to ensure successful call routing through the Parloa.Al
integration.

The following example shows the unique SIP domain in the Set Variable module
to enable call routing.
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'_BKFFEL -FUT(”’ONA. "X-CallStartTimestamp”®, Call.start_timestamp)
| BUFFER__ PUT(TolVA, "X-FQDN-OB-IVA", "customer.sp.doamin.com™)
(IVA.to_iva i 2
@ Assignment X
Variable
BUFFER__
Add Remove Edit Type: STRING

Description:  Default varsabla for collecting digits

Assigned Value

Digit to Interrupt 3ed Party Call & Return _) Constant () variable @ Functon () NULL
Ringing Timeout (Seconds) PUT({KVLIST, STRING, STRING)
Function Arguments:

#1 |Variable [TolVA
2 |Canstant X-FQDN-OB-IVA
w #3 |Constant lcustomer.sp.domain.com |

0K | Cancel

Header Usage
The Five9 implementation team manages X-headers in the IVA. The Five9 platform
sends and receives X-headers during call processing, and the team can add more

headers in either direction if needed. When adding custom headers, the team limits
them to 10 to avoid packet fragmentation or call quality issues.

Headers Sent to the IVA

The Five9 platform sends the following platform call variables to the IVA:

¢ call.ANI
 call.DNIS

¢ call.call_id

¢ call.session_id

¢ call.campaign_name

¢ call.campaign_id
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e call.domain_id

e call.start_timestamp

Note: The Five9 implementation team can edit the SetHeaders module to add
more variables.

Headers Received from the IVA
The Five9 platform receives the following headers from the IVA:

¢ X-RouteReason

e X-RouteType

X-RouteValue

¢ X-CustomMetaData

Note: The Five9 implementation team can edit the SetHeaders module to add
more headers.

Sierra Implementation Guide

This section explains integrating Sierra, a certified third-party Al provider, with the
Five9 platform.

Five9 offers integration services but doesn't resell the Sierra product. You must
purchase and implement Sierra through Sierra.

Prerequisites

Before you begin, make sure you have:

* A Five9-provisioned domain

e A Sierra-activated account
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e ASierra-assigned phone number
e Sierra-generated query credentials

e ASierra-provided SIP domain value (FQDN)

Integration Process

The following tasks outline what each party does during the Sierra integration.

What Sierra Does (Informational Only)

1 Creates your account in the Sierra platform.
2 Provides the integration details required to begin setup.

3 Uses X-headers to differentiate routing to its Al platform when multiple Al
agents exist.

What You Do (Customer Responsibility)

1 Provide your Sierra phone number (multiple per customer) to the Five9
implementation team.

2 Provide the Sierra SIP domain value required for the integration.

3 Provide your Sierra query credentials, when applicable, including the following
information per customer:

e Static URL
e Authentication token (per Al agent)

e Agent token (per Al agent)

What the Five9 Implementation Team Does (Informational
Only)

1 Provides your domain ID to complete the IVA account setup.

2 Applies your Al phone number for outbound call routing through the Sierra
integration.
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3 Creates a campaign and assigns a test direct inward dialing (DID) number.

4 Configures call-attached variables (CAVs) to enable reporting. The delivery team
will advise you if additional reporting variables are required.

5 Imports the Five9 IVR template using the default configuration. For more
information about transfer settings, see IVR Transfer Configuration.

6 Assigns the Al phone number to the third-party transfer module.
7 Sets the Sierra SIP domain value (FQDN) in the X-FQDN-OB-PRD-SIERRA header.

8 Applies your Al phone number and the Sierra SIP domain value (FQDN) to the Set
Variable Module named 0.0.

@ Set Variable Module Properties X

The Set Variable Module can be used o set or update the value of an IVR Vanable or
Call Yanable.

Module Name: 0.0 setFQDN1

Variable Assigned Variable, Corstant, or Function
Sierrasva_trensfer _number "+15554441212°
Sierra.fqdn “customer -five9.sp.sydney.twiio.com”

‘ngasijegase 08 5thaw 3-58gw4-gswht”

Add Remove Edat Up Down

9 Tests the campaign to confirm that calls successfully reach Sierra.

Note: After testing completes, the implementation team notifies the
Connectivity Project Manager (PM) of the call outcome. If a call fails, the
implementation team verifies the transfer phone number, FQDN value
(don'tinclude the @ character), and Sierra Al agent readiness. If these
checks don't resolve the issue, the implementation team contacts the
Connectivity PM to confirm that number routing is in place and that the
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configured phone numbers are correct. If routing is correct, the assigned
Connectivity PM assists with further troubleshooting.

IVR Transfer Configuration

The integration sends X-headers on outbound invites from the Five9 platform. The

platform retrieves data from Sierra using the Query module.

The Five9 implementation team completes the following IVR transfer configuration
steps to configure the Five9 platform for call transfers that use default X-headers.

Note: As customer, you don’t configure the IVR. The Five9 implementation
team performs the IVR transfer configuration steps. You can use the following

information for awareness only.

1 Creates a call variable group named Sierra.

2 Creates the following CAVs:

Variable
custom_
meta_data
from_iva
iva_transfer_
number
route_reason
route_type
route_value

status_type

status_code

Type
String

String

String

String

String

String

String

Integer

Description

Needed return data
(breadcrumb, short
summary)

Data returned from the IVA
(KV list)

Al phone number

Short outcome description
for Five9 reporting

Next action (skill transfer,
phone transfer)

Destination (skill name,
phone number)

Event type that triggered
status (transfer, API)

Numeric error code

457

Interactive Voice Response (IVR) ¢ Administrator’s Guide



Al Agent Connect

Sierra Implementation Guide

Variable Type Description
status_reason String Error reason

to_iva String Data sent to the IVA (KV list)

custom_meta_data
from_iva
wva_transfer_number
route_reason
route_type
route_value
status_code
status_reason
status_type

to_wa

Note: The IVR script automatically populates these CAV values from
corresponding X-headers in the API. For more information about

headers, see Header Usage.

3 Imports the Sierra IVR Transfer Template v1 IVR script.

The following example shows an IVR transfer script.
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@ set ; ’ @ setv
General General
) o
The Set Variable Module can be used 1o set or update the value of sn IVR sw=| The Set Variable Module can be used to set or update the value of an IVR Varizble
Vanable or Call Variable. 388 or Call variable.
Module Neme:  SetHeaders Module Nome:  Savereaders
Varizble Assignad Varable, Constant, or Funcion Variable Assigned Variable, Constant, of Function
BUFFER PUT(TGIVA, *X-CallANT", Call AN]) VA from_wa [TOSTRING(FromivA)
|_BUFFER_ PUT(TOIVA, “X-CallDNIS®, Call.DNIS) IVA.route_reason |GET(FromIVA, "X-RouteReason")
|_BUFFER__ [PUT(TOIVA, "X-CalllD", Cal.call_id) VA route type
|_BUFFER__ FUT(TOIVA, "X-CallSessionlD", Call.session_ic) VA route_value I .
BUFFER PUT(TOIVA, "X-CaliCampaign", Call.campaign_name) IVA.custom_meta_data GET(FromIVA, "X-CustomMetaData")
_BUFFER_ PUT(TOIVA, “X-CalCampagniD", Call.campaign_ic)
|_suFFer_ FUT(ToIVA, "X-CallDomainiD", Call.domain_id)
|_BUFFER__ PUT(TOIVA, "X-CallStartTimestamp", Call.start_timestamp)
BUFFER [PUT(TOIVA, "X-FQDN-0- VA", “customer.sip.domain.com")
[vato_ e TOSTRING(TONVA)
Acd emove dr o )0 Add
[ save | concel ((save | concel

Note: The Five9 implementation team uses the template designed
specifically for Sierra, as X-header names vary across integrations.

The system already populates the production URL in the IVR template. The

following example shows a pre-populated production URL in the IVR template.

@ Query Module Properties

X

General Request Responses Prompts Page Text

% The Query Module can be used to look up or post information maintained by an external web server.

Module Name: GetResults

Base URL path:

https://prod.wa,com/fves/cal-result

URL Fart Comment

Callcall_id Call D

Add

Method: GET
Timeout (sec): SIS

(") Save Number of Records to:

Save Cancel

4 Configures the transfer number by using the single Al phone number (real) that
Sierra provides for your organization. This configuration supports one phone
number per customer, regardless of the number of domains. The Five9
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implementation team sets the default value of the iva_transfer_number
variable to this phone number.

Note: The Connectivity PM manages call routing for the Al phone
number to the IVA integration. The Five9 implementation team also uses
the same transfer DID across all your domains that send calls to Sierra. If
you use multiple Al agents, Sierra uses X-headers to differentiate
routing within its platform.

The following example shows a transfer number configuration.

@ iva_transfer_number Properties X

[General’

va_transfer_number
cve

Description: | Set the Default Value of this CAV with the number provided by the Vendor
() Reporting Call Variable (Saved in Database)

Field Contains Sensitive Data
Data Type: String
Restrictions Default Value

(O Undefined
© value 9995550000

Apply Save ] Cancel

5 Sets the X-FQDN-OB-PRD-SIERRA header to the SIP domain value provided by
Sierra. The Five9 implementation team uses the unique SIP domain assigned to
your organization to ensure successful call routing through the Sierra
integration.

The following example shows the unique SIP domain in the Set Variable module
to enable call routing.
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'_BLFFEL >FU1’(To:VA. "X-CallStartTimestamp”®, Call.start_timestamp)
| BUFFER__ PUT(TolVA, "X-FQDN-OB-IVA", "customer.sp.doamin.com™)
IVA.to_iva " >
@ Assignment X
| variable
1 __BUFFER__
Acd Remove Edit 1we: STRING
Description:  Default varsabla for collecting digits
‘ Assigned Value
Digit to Interrupt 3ed Party Cal & Return | | ) Constant - () variable @ Functon () NuLL

Ringing Timeout (Seconds) PUT{KVLIST, STRING, STRING)

Function Arguments:

#1 |Variable [TolVA
”2 |Canstant X-EQDN-08-IVA
#3 |Constant lcustomer.sp.domain.com |

0K | Cancel

Header Usage
The Five9 implementation team manages X-headers in the IVA. The Five9 platform
sends and receives X-headers during call processing, and the team can add more

headers in either direction if needed. When adding custom headers, the team limits
them to 10 to avoid packet fragmentation or call quality issues.

Headers Sent to the IVA

The Five9 platform sends the following platform call variables to the IVA:

* call.ANI

 call.DNIS

e call.call_id

¢ call.session_id (compare to snippet and update)
¢ call.campaign_name

¢ call.campaign_id
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e call.domain_id

e call.start_timestamp

Note: The Five9 implementation team can edit the SetHeaders module to add
more variables.

Headers Received from the IVA
The Five9 platform receives the following headers from the IVA:

¢ X-RouteReason: Provides a short outcome description for Five9 reporting
purposes.

* X-RouteType: Specifies the next action the platform should take.

Example: Skill, external, hangup, agent

¢ X-RouteValue: Identifies the destination for the next action.

Example: Skill name, phone number, other routing value

e X-CustomMetaData: Returns supplemental data such as breadcrumbs, short
summaries, or other contextual information required for reporting or
troubleshooting.

Note: The Five9 implementation team can edit the SetHeaders module to add
more headers.
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