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PeopleSoft MultiChannel Framework
Preface

This preface introduces the PeopleSoft MultiChannel Framework.

PeopleSoft MultiChannel Framework

PeopleSoft MultiChannel Framework delivers an integrated infrastructure to support multiple interaction
channels for call center agents or other PeopleSoft users who must respond to incoming requests and
notifications on these channels.

PeopleSoft MultiChannel Framework supports voice, email, web-based chat, instant messaging, and generic
event channels.

Additional Resources

The following resources are located on My Oracle Support web site:

Resource Navigation

Hardware and software requirements Knowledge tab, Tools & Technology, Documentation,
Hardware and Software Requirements

Installation guides Knowledge tab, Tools & Technology, Documentation,
Installation Guides and Notes

PeopleBook documentation updates Knowledge tab, Tools & Technology, Documentation

Troubleshooting information Knowledge tab, Tools & Technology, Documentation,
Best Practices-Troubleshooting

PeopleBooks and the PeopleSoft Online Library

A companion PeopleBook called PeopleBooks and the PeopleSoft Online Library contains general
information, including:

» Understanding the PeopleSoft online library and related documentation.
« How to send PeopleSoft documentation comments and suggestions to Oracle.

» How to access hosted PeopleBooks, downloadable HTML PeopleBooks, and downloadable PDF
PeopleBooks as well as documentation updates.
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e Understanding PeopleBook structure.

» Typographical conventions and visual cues used in PeopleBooks.

» ISO country codes and currency codes.

» PeopleBooks that are common across multiple applications.

e Common elements used in PeopleBooks.

» Navigating the PeopleBooks interface and searching the PeopleSoft online library.

» Displaying and printing screen shots and graphics in PeopleBooks.

» How to manage the locally installed PeopleSoft online library, including web site folders.

* Understanding documentation integration and how to integrate customized documentation into the library.
* Application abbreviations found in application fields.

You can find PeopleBooks and the PeopleSoft Online Library in the online PeopleBooks Library for your
PeopleTools release.
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Chapter 1

Getting Started with PeopleSoft
MultiChannel Framework

This chapter provides an overview of Oracle's PeopleSoft MultiChannel Framework and discusses how to
implement it.

PeopleSoft MultiChannel Framework Overview

PeopleSoft MultiChannel Framework (MCF) provides the tools that are required to support multiple channels
of communication between customers (users) and agents. Some PeopleSoft applications, such as an email
response management system (ERMS) from PeopleSoft CRM, use PeopleSoft MultiChannel Framework or
you can develop your own applications on the framework that is provided.

PeopleSoft MultiChannel Framework delivers an integrated infrastructure to support multiple interaction
channels for call center agents and other PeopleSoft users who must respond to incoming requests and
notifications on these channels. PeopleSoft MultiChannel Framework supports email, web-based chat, voice,
instant messaging, and generic event channels. It can be used from any PeopleSoft application.

PeopleSoft MultiChannel Framework also supports a broadcast function, which allows a user, such as a
supervisor, to broadcast a notification message to a group of agents.

PeopleSoft MultiChannel Framework enables third-party routing systems that enable applications, such as
PeopleSoft CRM, to provide embedded multichannel functionality. You may choose either the PeopleSoft
queue server or the third-party routing server to route voice, email, chat, and generic events.

In the planning phase of your implementation, take advantage of all PeopleSoft sources of information,
including the installation guides, PeopleTools documentation, and the PeopleBooks that are specific to your
applications.

PeopleSoft MultiChannel Framework Implementation

This section describes the required steps for implementing PeopleSoft MCF.
Depending on your business use of PeopleSoft MCF, several activities are necessary for implementation:
e At aminimum, you must configure a real-time event notification (REN) server.

» If you are using a PeopleSoft-supplied application, such as ERMS, you must also configure MCF servers,
clusters, queues, and agents.

e You can develop your own applications built on the PeopleSoft MCF.
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e Ifyou are using PeopleSoft CTI or other third-party MCF integrations, additional configuration is
required.

Configuring REN Servers and Clusters

The REN server routes event notifications through the PeopleSoft MultiChannel Framework. Certain
PeopleSoft applications, such as Reporting and Optimization, use the REN server to route notifications
without using any of the rest of the PeopleSoft MultiChannel Framework. Therefore, a minimal configuration
of PeopleSoft MultiChannel Framework includes at least one REN server and REN server cluster.

REN server-specific security setup is required, including configuration of Real-time Event Notification
Permissions for each role using a REN server alone or as part of PeopleSoft MultiChannel Framework.

To provide a secure channel of communication between the clients and the REN servers, the REN servers
may be SSL-enabled. SSL-enabled REN servers enable secure communication by providing client and server
authentication.

Typically, a system administrator configures and manages REN servers and clusters.

See Chapter 5, "Configuring REN Servers." page 65.

Configuring MCF Servers, Clusters, Queues, and Tasks

MCEF servers (queue servers and log servers) work with REN servers to queue and route task notifications to
agents. An implementation of PeopleSoft MultiChannel Framework requires configuration of MCF servers,
MCEF clusters, queues, and tasks.

Typically, a system administrator configures and manages MCF servers and clusters, and either a system
administrator or an agent supervisor configures and manages queues and tasks.

See Chapter 6. "Configuring PeopleSoft MCF Servers and Clusters," page 89 and Chapter 7. "Configuring
PeopleSoft MCF Queues and Tasks," page 97.

Creating and Defining Agents

Agents are PeopleSoft users who are further defined as PeopleSoft MultiChannel Framework agents. Agents
manage tasks that are assigned to them. Agents can log on to and accept tasks from the MultiChannel
Console.

Typically, an agent supervisor defines agents and assigns agents to appropriate queues.

See Chapter 8, "Configuring PeopleSoft MCF Agents," page 119.

Using MCF Sample Pages

PeopleSoft MultiChannel Framework is delivered with sample pages that demonstrate the use of email, web-
based chat, generic, and instant messaging channels. An application developer can use these sample page
definitions as the basis for application pages. The PeopleTools 8.52 PeopleBook: PeopleCode API Reference
includes detailed descriptions of PeopleSoft's Mail Classes, MCFIMInfo Classes, and the Universal Queue
Classes.

Additional sample pages demonstrate how to use the JavaScript MultiChannel Application Programming
Interface (JSMCAPI) to customize the CTI console and to develop supervisor desktops using the available
monitoring functions.
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See Chapter 9, "Administering Queues, Logs, and Tasks." page 133.

See PeopleTools 8.52: PeopleCode API Reference, "Mail Classes"; PeopleTools 8.52: PeopleCode API
Reference, "MCF IM Classes" and PeopleTools 8.52: PeopleCode API Reference, "Universal Queue
Classes."

Configuring PeopleSoft CTI

PeopleSoft MultiChannel Framework includes support for PeopleSoft CTI. PeopleSoft CTI requires
supporting computer-telephony middleware and additional configuration separate from other channels of
PeopleSoft MultiChannel Framework.

See Chapter 3, "Configuring PeopleSoft Computer Telephony Integration," page 15.
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Chapter 2

Understanding PeopleSoft MultiChannel
Framework

This chapter discusses:
» PeopleSoft MultiChannel Framework.
« PeopleSoft MultiChannel Framework elements and channels.

» PeopleSoft MultiChannel Framework architecture.

PeopleSoft MultiChannel Framework

PeopleSoft MultiChannel Framework delivers an integrated infrastructure to support multiple interaction
channels for call center agents or other PeopleSoft users who must respond to incoming requests and
notifications on these channels.

PeopleSoft MultiChannel Framework can be used from any PeopleSoft application.

In this context, the word channel refers to the technology used to communicate during an interaction.
PeopleSoft MultiChannel Framework supports the following channels:

* Voice (telephone).

*  Web collaboration (chat).
*  Email.

* Generic tasks.

» Instant messaging.

The PeopleSoft MultiChannel Framework includes an HTML agent console, universal queueing, real-time
task routing, customer-to-agent and collaborative chat, and centralized event logging.

PeopleSoft MultiChannel Framework Elements and Channels

This section discusses:

» PeopleSoft MultiChannel Framework elements.
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PeopleSoft MultiChannel Framework channels.
PeopleSoft MultiChannel Framework universal queue.

PeopleSoft MultiChannel Console.

PeopleSoft MultiChannel Framework Elements

PeopleSoft MultiChannel Framework comprises the following services and elements:

Universal queue server, running on the Universal Queue server process (PSUQSRYV).
Real-time event notification (REN) server, running on the REN server process (PSRENSRYV).
MultiChannel Framework (MCF) log server, running on the MCFLOG server process (PSMCFLOG).

MultiChannel console, the HTML interface through which users manage the channel interactions assigned
to them.

Chat windows, the HTML interfaces used for customer-to-agent and collaborative chat sessions.
Agents, identified by their expertise and responsibilities.

PeopleCode built-in functions and an email application package.

GETMAILTARGET connector running under PeopleSoft Integration Broker.

PeopleSoft MultiChannel Application Programming Interface (PSMCAPI) to enable server-side
computer-telephony integration (CTI) integration.

JavaScript MultiChannel Application Programming Interface (JSMCAPI) to enable a customizable CTI
console and monitoring functions.

Each of these services and elements requires configuration.

In addition, each communication channel handled by PeopleSoft MultiChannel Framework requires
supporting elements:

CTI middleware to notify the system of telephone calls.
An email server to store and serve email.

Application pages to request customer-to-agent chat sessions and to provide context data and resolution
logic for all interactions.

Application pages or batch processes to enqueue generic events.

PeopleSoft MultiChannel Framework Channels

This section discusses support for communications channels offered by PeopleSoft MCF.
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Voice

The agent console offers a softphone and full CTI support with Oracle-validated third-party CTI systems.
Relevant application pages appear based on data attached to the call by the Interactive Voice Response (IVR)
and CTI middleware.

Web Collaboration

PeopleSoft application pages can include Live Help buttons that initiate customer-to-agent chat sessions. The
customer and agent chat windows are browser-based and do not require a client installation or applet
download. The universal queue routes chat requests to the first available agent with the skills required to
handle that request. The agent chat window displays relevant customer information and enables the agent to
push web content to the customer. The agent can manage multiple chat sessions from the agent console.

Agents can also include peers and supervisors in chat conferences and transfer chat sessions to other agents or
queues. Agents can also initiate collaborative chats with other agents on their buddy lists.

Email

PeopleSoft MCF enables applications to fetch Multipart Internet Mail Extensions emails from Post Office
Protocol 3 (POP3) and Internet Message Access Protocol 4 (IMAP4) mail servers, store their parts in a
database, and route the email to call center agents by either adding the email to worklists or enqueueing them
on the universal queue. Large emails and binary attachments are not inserted into the database, but are instead
stored in an attachment repository, accessible by URLs from a browser. The repository checks user-based and
role-based security before retrieving an attachment. The email framework is built on PeopleSoft Integration
Broker technology.

PeopleSoft MCF supports emails conforming to the Simple Mail Transfer Protocol (SMTP) specifications
including both inbound and outbound HTML email.

Generic Channel

Channels that are not provided by PeopleSoft MCF can be integrated by means of the generic channel to
enqueue tasks onto the universal queue.

Instant Messaging

PeopleSoft MCF enables you to use instant messaging called from an application page by using one of
several instant messaging clients, such as AOL, Yahoo, or Sametime.

PeopleSoft MultiChannel Framework Universal Queue

The universal queue accepts, evaluates, and distributes incoming task requests from multiple communication
channels: email, web chat, and generic notifications.

The universal queue handles email, chat, and generic tasks. It distributes workload across the call center, or
any other pool of qualified users, based on the priority of the task and the availability of agents possessing the
required skill level and language skills. Availability is based on agent presence and the cost of the new task (a
measure of the task's impact on agent capacity) against the current workload of each agent.
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Agents can forward tasks to other agents or to another queue. The task is removed from the transferring
agent's workload and added to the accepting agent's workload.

Email and generic tasks that are not closed before the agent signs out persist in the database. Persisted tasks
are reassigned to the same agent that accepted the tasks when the agent signs in again. A task that is not
accepted, within configurable time limits, by the agent to whom it was assigned is reassigned to another
qualified agent, if one is available. Tasks that are not resolved within configurable time limits are
automatically escalated. Tasks that cannot be assigned to or are not accepted by any agent within configurable
time limits are moved to an overflow table.

Voice tasks (CTI) are not queued or routed by the universal queue. They take precedence over all other tasks.
However, the queue server adds the cost of voice tasks to the agent workload calculations it uses to queue and
assign incoming tasks.

PeopleSoft MultiChannel Console

The agent console is the web-browser-based desktop from which the user manages all tasks, irrespective of
channel. The console combines CTI, chat, email, and generic notice response tools into one configurable
window. Agents use the console to sign in, to select their current queue, to accept tasks, and to initiate and
accept collaborative chat requests with buddy users. After the agent accepts a task, additional browser-based
windows appear to enable the agent's response. These windows are task-dependent and include elements
developed specifically for supporting applications, such as email response management systems.

A custom CTI console can be created by means of the JSMCAPL.

PeopleSoft MCF Architecture

This section discusses:

» PeopleSoft MCF server architecture.
» Chat architecture.

o Email architecture.

PeopleSoft MCF Server Architecture

The REN server (the PSRENSRYV process) is essential to the framework architecture. MCF events are sent to
REN servers, which then deliver them to recipients of those topics. The REN server is a modified web server
using the HTTP 1.0 or HTTP 1.1 communications protocol. Communication with server processes and MCF
browser windows is bidirectional, because the browser windows maintain persistent connections to the REN
server. Events can be sent proactively to browser windows without polling or page refreshes. To provide a
secure channel of communication to overcome concerns from PeopleSoft customers about sensitive data and
its security, the REN server can be Secure Sockets Layer (SSL)-enabled. An SSL-enabled REN server
provides secure communication that encrypts and provides client and server authentication.
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Applications send interaction and action requests (tasks) received from the supported communication
channels to logical queues. The REN server notifies the universal queue server (the PSUQSRYV process)
responsible for that queue that a new task has arrived. Tasks are queued in order of priority until they can be
assigned to an available agent qualified to respond to the task, at which time the queue server sends an
assignment notification to the user's MultiChannel Console through the REN server.

The queue server routes work requests (tasks) to users based upon a set of configurable policy properties that
define which agents can handle what types of tasks and when the tasks can be assigned. The queue server
manages state information about the current status of active agents and active tasks.

The MCEF log server logs MCF events and chat content to the database. You configure logging levels on the
MCF administration pages.

Chat Architecture

This diagram illustrates the architecture of a chat session:
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Architecture & Flow

MCF chat architecture and flow

When a customer clicks the Help button on an application page:

1. InitChat() passes the following parameters to the application server:

Queue number.
Priority override.

Context page URL.

Query.

See PeopleTools 8.52: PeopleCode Language Reference, "PeopleCode Built-in Functions."
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10.
11.
12.

Understanding PeopleSoft MultiChannel Framework

The application server posts to the REN server to notify the queue server that a customer chat is waiting.

The application server then returns the name and port of the REN server and the iScript to build the
customer chat window.

The customer chat window appears and communicates with the REN server to receive all events on that
chat topic.

The REN server notifies the queue server that a customer chat is waiting.

The queue server determines the appropriate agent according to workload, cost, agent availability, skill
level, and language.

The queue server tells the REN server to notify the agent that the agent has been assigned a chat.
The REN server notifies the agent from the MultiChannel Console that the agent has been assigned a chat.

The agent, from the MultiChannel Console, notifies the REN server to notify the queue server that the
agent has accepted the task.

The REN server notifies the queue that the agent has accepted the task.

The MultiChannel Console displays an agent chat window.

The agent responds to inquiry.

Agent to customer two-way communication is mediated by the REN server.

If the agent chooses to grab a URL, the Grab button invokes the application URL wizard.

If the agent chooses to push a URL, the Push button invokes a pagelet (labeled with an A in the diagram)
to push a selected URL through the REN server (labeled with a B in the diagram) and customer chat
window (labeled with a C in the diagram) to a new browser window.

The entire chat session can be logged through the MCF log server (labeled with a dotted line in the preceding
diagram).

Email Architecture

This diagram illustrates the architecture of email processing:
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MCF email architecture and flow

When a customer sends an email:

1.

A PeopleSoft Application Engine program uses the MCF email application package classes and
PeopleCode built-in functions to save and enqueue email in a database.

The PeopleSoft Application Engine program notifies the REN server that email has been enqueued.
The REN server notifies the queue server of the waiting email.
The queue server retrieves email information required to determine appropriate routing from the database.

The queue server determines the appropriate agent to handle each email according to workload, cost,
agent availability, skill level, and language.
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5. The queue server tells the REN server to notify the agent that the agent has been assigned an email.

6. The REN server notifies the agent from the MultiChannel Console that the agent has been assigned an
email.

7. The agent, from the MultiChannel Console, notifies the REN server to notify the queue server that the
agent has accepted the task.

8. The REN server notifies the queue that the agent has accepted the task.
9. The MultiChannel Console displays an agent email window, as determined by the application developer.
The agent responds to the email.

10. The agent's resolution of the task is communicated back to the REN server by either the Done or Forward
button.

Email events can be logged to a database by the MCF log server.
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Chapter 3

Configuring PeopleSoft Computer
Telephony Integration

This chapter provides overviews of the PeopleSoft Computer Telephony Integration (CTI) console, adapter-
based CTI requirements, and applet-based CTI requirements and discusses how to:

» Configure PeopleSoft CTI.

» Configure PeopleSoft CTI using adapters.

e Configure PeopleSoft CTI using applets.

e Configure PeopleSoft CTI queues and CTI agents.
» Use other PeopleSoft CTI options.

» Use the PeopleSoft CTI sample pages.

Understanding the PeopleSoft CTl Console

This section discusses:

» PeopleSoft CTI.

» PeopleSoft CTI components.

PeopleSoft CTI

PeopleSoft CTI enables you to integrate your PeopleSoft applications with your call center. PeopleSoft CTI
offers the following benefits:

» Seamlessly integrates your PeopleSoft application with Oracle-validated third-party CTI systems to
improve agent productivity.

Agentsrefers to the individuals who interact with your customers using CTI.
* Requires only that you install a supported web browser on the agent's workstation.

» Enables agents to take advantage of browser-based call management and automatic population of
PeopleSoft transaction pages with the relevant customer data associated with an incoming call.

e Transmits DTMF data.
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« Handles outbound calls from automated systems.

PeopleSoft CTI is an optional component that you can integrate with the PeopleSoft MultiChannel
Framework. This means that you can incorporate a CTI channel within the MultiChannel Framework.
PeopleSoft CTI requires third-party middleware in the form of an Oracle-validated third-party CTI
middleware.

Note. For a list of partners that offer CTI middleware integrations, refer to the link in the See Also section.

In PeopleSoft CTI, the CTI middleware performs the call routing. The universal queue is not involved in
routing calls. For an incoming call, the CTI middleware notifies the MultiChannel Console, which then
notifies the queue server so that the agent's workload can be updated with the cost of a call.

See Also

For vendors using the adpater-based CTI solution, refer to Oracle Validated Application Integrations — Find a
Partner Solution http://www.oracle.com/partnerships/isv/integration/search.html

For vendors using the applet-based CTI solution, sign in to My Oracle Support and select Product
Certifications tab.

PeopleSoft CTI Components

16

The PeopleSoft CTI Console works together with the IVR (Interactive Voice Response) system, the CTI
middleware, an Automatic Call Distributor (ACD), and your PeopleSoft application.

When a customer calls, the caller enters his or her information (for example, an account number) using the
IVR system. Using this information, the CTI middleware routes the call to an appropriate ACD queue. The
ACD sends the call to the next available agent on that queue and notifies the CTI middleware that an
incoming call is on that Directory Number (DN). The CTI middleware, in turn, notifies the CTI Console and
passes the customer's information as attached data. The CTI Console uses the attached data to determine what
PeopleSoft transaction page to open (pop-up) for the agent and what application data to retrieve from the
database. The agent can manage the call using the CTI Console, which in turn communicates with the PBX
(Private Branch Exchange) using the CTI middleware.

You can configure PeopleSoft CTI systems using either the adapter solution or the applet solution. These
terms are defined in the following table.

Adapter For PeopleSoft CTI systems using PeopleTools 8.45.05 or later, the CTI
Console uses a JavaScript MultiChannel Application Programming
Interface (JSMCAPI) to communicate with CTI middleware that
implements the PeopleSoft MultiChannel Application Programming
Interface (PSMCAPI).

Applet The CTI Console uses a Java applet that runs within the web browser to
communicate directly with your CTI middleware. The CTI Console
communicates to the Java applet using JavaScript. The applet is delivered in
a file called pCti.cab, which is approximately 500 KB. The applet resides in
the browser cache to reduce network traffic and improve response time.
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Note. The CTI Console Java applet was deprecated in PeopleTools 8.46. Deprecated features are supported;
however, no additional functionality is planned. Refer to the Product Certifications link on My Oracle
Support, https://metalink3.oracle.com (sign-in required), for more information about supported products and
deprecated features.

Configure PeopleSoft CTI to use either the applet or the CTI console (JSMCAPI) on the CTI Type tab on the
Configure CTI page.

This diagram illustrates PeopleSoft CTI architecture using PSMCAPI and JSMCAPI:

PeopleSoft System

o <
g @ ' 1 ""f-* r |rl
— l — : -"—l' +  —JSMCAPI-

Application Queue Web Agent
Database Server Server Se:ier Cn%sule REN Sarver
Third-Party CTI System
PSMCAPI
FBX
Switch

-

-
:] Customer

Vendor CTI System Interactive Voice Response (IVR)

PeopleSoft CTI integration architecture

See Also

PeopleTools 8.52: PeopleCode API Reference, "Internet Script Classes (iScript)"

Adapter-Based CTI Requirements

This section describes components required for PeopleSoft CTI using the adapter-based solution. It discusses:

» PeopleSoft MultiChannel API (application program interface)
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« Required Security for PSMCAPI

» JavaScript MultiChannel API

PeopleSoft MultiChannel API

18

The PeopleSoft MultiChannel API (PSMCAPI) is a Java API and software development kit (SDK) that

provides server-side connectivity with the PeopleSoft CTI system. PSMCAPI enables third-party telephony
vendors and system integrators to integrate with PeopleSoft applications.

PSMCAPI and JSMCAPI are installed during PeopleTools installation.

This table provides the installed locations of PSMCAPI and JSMCAPI components:

Component Location
PSMCAPI Java archive <PS_HOME>\sdk\psmcapi\dist\lib
PSMCAPI configuration files: <PS_HOME>\sdk\psmcapi\dist\config

e psmcapilog.properties

e renclient.properties

JSMCAPI JavaScript file <PIA_HOME>\webserv\<domain>\applications\peoplesoft\PORTA
L\ps\pMCF

Working With Older Adapters

For some implementations using older versions of third party adapters, you may require a version of
psmecapi.jar built with an older version of JDK. PeopleTools provides a previous version of the PSMCAPI for
use with older adapters.

This table provides the installed locations of the PSMCAPI components provided for use with older adapters:

Component Location
PSMCAPI Java Archive PS_HOME\sdk\psmcapi\dist\archive\lib
PSMCAPI configuration files PS_HOME\sdk\psmcapi\dist\archive\config

Configuring PSMCAPI

Two files, psmcapilog.properties and renclient.properties, include parameters to configure PSMCAPI.
Configure the logging characteristics of PSMCAPI in psmcapi.properties. To have PSMCAPI generate full
debug logs, set com.peoplesoft.pt.mcf.level to FINEST.

The following table lists all the parameters in renclient.properties:
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Parameter Default Value Description

interval heartbeat server 30000 Heartbeat interval in milliseconds
from PSMCAPI to console.

interval heartbeat_client 30000 Heartbeat interval in milliseconds
from console to PSMCAPI.

maxsize eventqueue 100000 Maximum number of events in the

event queue.

interval _event expired 300000 Expiration interval in milliseconds for
an event in the event queue. An
expired event is never published to
the client/console and is discarded
from the event queue.

interval_topic_reaper 3600000 Topic reaper interval in milliseconds.
number_of requests in_requestschun | 1 The number of requests that
k JSMCAPI sends at a time during

auto-recovery.

waitingtime between_requestchunks | 1 The time elapsed between two
consecutive JSMCAPI request queues
during auto-recovery.

mtu_size 0 The Maximum Transmission Unit
size of your computer or network. Set
mtu_size to 0 (zero) for no TCP
packet padding, or to the maximum
transmission unit (MTU) size for your
network or computer to remove TCP
acknowledgement delays.

heartbeats _to miss 2 The number of heartbeat intervals to
wait before removing a nonresponsive
client

psmcapi_heartbeats to miss 5 The number of PSMCAPI heartbeat

intervals to wait before removing a
nonresponsive client.

tcp_nodelay True TCP no delay. Set to True to disable
the TCP Nagle algorithm.
disable session False This parameter is used when multiple

PSMCAPI implementations subscribe
to the same REN server.

Set to True to disable the internal
session and heartbeat listeners.
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Required Security for PSMCAPI

CTI agents require only that the MCF Agent security object be enabled on the REN Permissions page of their
associated permission list. The MCF Agent security object includes security for both CTI and other MCF
channels.

To enable CTI configuration pages, authorize the CTI Type, CTI Applet, and CTI Console panel items on the
PT_CTI page permissions for the appropriate permission list.

Also enable WEBLIB_MCF weblib permissions for the appropriate permission list.
See Also

Chapter 5. "Configuring REN Servers." Configuring REN Servers, page 71

PeopleTools 8.52: Security Administration, "Getting Started with Security Administration"

JavaScript MultiChannel API

The JavaScript MultiChannel Application Programming Interface (JSMCAPI) is an interface that application
developers can use to generate the CTI Console or to enable CTI functionality on a PeopleSoft Pure Internet
Architecture page. The JSMCAPI builds on the real-time event notification (REN) JavaScript client.
JSMCAPI uses standard JavaScript.

See Also

Chapter 11, "Using PeopleSoft MCF Broadcast and Working with Sample Pages," Using and Demonstrating
JSMCAPI, page 178

Applet-Based CTI Requirements

PeopleSoft CTI using the adapter based solution uses:

» Java Applet Console.

« Java Runtime Environment (JRE).

Java Applet Console

20

The Java applet console was deprecated in PeopleTools 8.46. Specific Java APIs are shipped as a part of the
CTI applet. Depending on the CTI software and version, your PeopleSoft application may require additional
CTI components to attach data to incoming calls.

This section lists some considerations for:

* Genesys components
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« Cisco components

Genesys Components

If you are using a Genesys CTI system with the PeopleSoft CTI Java applet console, the assumption is that
you already have a functioning Genesys system configured at your site. Genesys Java API is shipped as part
of the CTI applet; however, no other Genesys products are shipped with the PeopleSoft system.

To interact with the PeopleSoft CTI system, you need a Genesys T-Server installed and configured before
you begin installing your PeopleSoft CTI system. Refer to your Genesys documentation for installation
information.

In addition, your PeopleSoft application may require the following CTI components to attach data to
incoming calls:

* Genesys Strategy Builder or Interaction Router or equivalent.

« An IVR supported by Genesys and capable of passing call data to Genesys.

For detailed information regarding specific versions that Oracle supports, refer to the Product Certifications
on the My Oracle Support web-site.

Cisco Components

If you are using a Cisco CTI system with the PeopleSoft CTI Java applet console, the assumption is that you
already have a functioning and configured Cisco system at your site. The Cisco Java API is shipped as part of
the CTI applet; however, no other Cisco products are shipped with the PeopleSoft system.

You need a Cisco ICM Central Controller Server installed and configured before you begin installing your
PeopleSoft CTI system.

In addition, your PeopleSoft application may require an IVR supported by Cisco and capable of passing call
data to Cisco. This enables CTI components to attach data to incoming calls.

Note. For detailed information regarding specific versions that Oracle supports, refer to the Product
Certifications on the My Oracle Support web-site.

Java Runtime Environment

Java applets, such as the PeopleSoft CTI Java applet console, run within a Java Virtual Machine (JVM) that
uses a sandbox (a controlled environment in which remote programs run) to restrict access to what the applets
can do. The JRE is required for those PeopleSoft CTI systems using the Java applet console. The JRE is not
required if you are using the JSMCAPI console.

If you are using the Java applet console, you should install and use the Sun Java Plug-in 1.4.2 or later. You
can download the plug-in from Sun Microsystems at www.java.com.
Applet Protection

The CTI applet has an attached digital signature, which enables the PeopleSoft CTI applet to open a network
connection to your CTI system as opposed to being able to send back data only to the web server that
downloaded it.
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The digital signature protects the applet against tampering, and it requires that the agent grant permission to
run the applet. When doing so, agents need to indicate whether such permission should be granted to any
PeopleSoft code for all subsequent sessions or for the current session only. Instruct your end users to select

the appropriate option for your site.

See Also

Supported web browsers for PeopleSoft PeopleTools Certifications on the My Oracle Support web-site.

Configuring PeopleSoft CTI

This section describes how to install and configure the PeopleSoft CTI system. This information assumes that

you already have a functioning CTI system installed and configured at your site. The information in this

section is common to both the adapter and applet solutions.

This section discusses how to:

» Install PeopleSoft CTI.

» Enable PeopleSoft CTIL.

» Create CTI configurations.

» Use the Shared Phone Book page.
» Use the Miscellaneous page.

« Use the Reason Code page.

Pages Used to Configure CTI

22

Framework, CTI
Configuration, CTI,
CTI Type

PeopleTools,
MultiChannel
Framework, Third-Party
Configuration, CTI
Configuration, CTI

Type

Page Name Definition Name Navigation Usage
CTI Type CTICONSOLETYPE PeopleTools, Configure CTI console
MultiChannel type. CTI console can be

either Java applet or CTI
JavaScript console.
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Page Name Definition Name Navigation Usage
Shared Phone Book PT_CTL PNCTI «  PeopleTools, Create a list of frequently
MultiChannel dialed phone numbers for
Framework, CTI use with a specified
Configuration, CTI, configuration.
Shared Phone Book
*  PeopleTools,
MultiChannel
Framework, Third-Party
Configuration, CTI
Configuration, Shared
Phone Book
Miscellaneous PT_CTI_MISC PeopleTools, MultiChannel | Enter the default screen

Framework, CTI
Configuration,
Miscellaneous

pop-up window URL.

Note. This page is available
for the CTI server only.

Reason Code

CTI_SYSREASON

e PeopleTools,
MultiChannel
Framework, CTI
Configuration, CTI,
Reason Code

e PeopleTools,
MultiChannel
Framework, Third-Party
Configuration, ,CTI
Configuration, Reason
Code

Define your own
customized codes when
using a third-party routing
system.

Note. This page is available
for third-party routing
systems only.

Installing PeopleSoft CTI

When you run the PeopleSoft Pure Internet Architecture setup program, the PeopleSoft CTI files are installed
automatically to your web server.

Note. You do not need to select any additional options from the install program dialogs. The CTI files are

installed by default.

After you have run the PeopleSoft Pure Internet Architecture setup program, enable the PeopleSoft CTI
Console and configure the system as discussed in the following sections.

See Also

PeopleTools Installation Guide for your platform

CTI vendor product documentation
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Enabling PeopleSoft CTI

If a user is set up as a CTI agent or a MultiChannel Framework agent, the Multichannel Console link appears
in the universal navigation header (in the upper-right portion of the screen) when he or she accesses the
PeopleSoft Pure Internet Architecture. The following example shows the Multichannel Console link
displayed in the PeopleSoft Pure Internet Architecture:

ORACLE’
Home
Personalize Content | Layout
Menu =
Search:
| ®

[+ by Favarites

[ Administer Procurement
[» Contral Inventony

[ Define Business Rules
[> Maintain ltems

[ Manage Production

[ Manage Sales Activities
[ Manage Treasury

[ PeopleTools Quality

[ Plan Production

[ Process Financial Information
[ chedule Resources

[> Gelf Senvice

[» Structure Manufacturing
[ PeopleTools SDK

[> Mohile Demo

[ Manage Assets

[ Warklist

[> Application Diagnostics
[ Tree Manager

[> Reporing Tools

[* PeopleTools

The MultiChannel Console link displayed in the PeopleSoft Pure Internet Architecture

Users who do not have full access to the MCF Agent object do not see this link.

Note. Blended agents—agents who use both the CTI and MCF consoles—must sign in to queues supported
by the same REN server cluster.

See Chapter 11, "Using PeopleSoft MCF Broadcast and Working with Sample Pages," Using the CTI Sample
Console, page 184.

See Also
PeopleTools 8.52: PeopleTools Portal Technologies, "Understanding Portal Technology"

Chapter 3, "Configuring PeopleSoft Computer Telephony Integration," Configuring CTI Agents, page 39

Configuring CTl Console Type

Access the CTI Type page using either of the following navigation paths, whichever is appropriate to you:
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PeopleTools, MultiChannel Framework, CTI, CTI Type (if you are using the CTI server) or PeopleTools,
MultiChannel Framework, Third-Party Configuration, CTI Configuration, CTI Type (if you are using a third-
party routing server).

ERERETTR TN

Comligraten £ T b Ayt

CTI Type page

Select the Is Applet check box if you are using the CTI Java applet console.
Clear the Is Applet check box if you are using the CTI JavaScript (JSMCAPI) console.

A CTI configuration contains all the information required for a user to be able to connect to a CTI server.

Note. The Configuration ID is created when CTI is configured for the first time.

Creating a List of Frequently Dialed Phone Numbers

Access the Shared Phone Book page using either of the following navigation paths, whichever is appropriate
to you:

PeopleTools, MultiChannel Framework, CTI, Shared Phone Book (if you are using the CTI server) or
PeopleTools, MultiChannel Framework, Third-Party Configuration, CTI Configuration, Shared Phone Book
(if you are using a third-party routing server).

{ CTIType '/ CTINon-Applet '{ Shared Phone Book ' Reason Code |

Configuration [0 CTI

Phone Book Customize | Find | View All | B First [ 12012 [M] Last
*Phone Humber *Type Description

1 |20255 | DN | |sAwvYERBOB =

220435 | oN =l |FINNJOHN [=]

Shared Phone Book page

On this page, you can manage a list of frequently dialed phone numbers for a specific CTI configuration.
These numbers appear when an agent connected to that CTI configuration selects the drop-down list box
when dialing a number from the CTI Console. This saves the agents from manually entering any dialed
numbers present in that CTI configuration when making outbound calls.

Note. Phone lists are updated on the CTI Console only after the CTI Console launches. To refresh phone lists,
refresh the browser and reactivate the console.
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Phone Number Enter a frequently dialed phone number to associate with this configuration.

Type Select one of the following values:

» DN (directory number): The number that identifies a telephone set on a
PBX or in the public network. The caller dials this number to establish a
connection to the addressed party. The DN can be a local PBX
extension (a local DN) or a public network telephone number.

* Queue The directory number that identifies an ACD queue or group.
Calls to a group are distributed to agents belonging to the group,
according to ACD algorithms.

Description Add a description for the telephone number.

Entering Default Screen Pop-Up URL

The default URL provides a way to enable CTI screenpops if data from the voice task should not be used to
construct the base of the pop-up URL. If the default URL is populated, then it will be used for the screenpop,
even if sufficient user or call data is provided in a voice task to construct a URL.

Note. User and Call data may be used as parameters to the URL.

Access the Miscellaneous page using the following navigation path:

PeopleTools, MultiChannel Framework, CTI, Miscellaneous

Note. This page is available through the CTI server only.

Miscellaneous

¥ Use Default Screen Popup URL

Default Screen Popup URL:
|http:mmmw.nracle.curm1

The Miscellaneous page having the Use Default Screen Popup URL check box and the Default Screen
Popup URL editable field

Set default screen pop-up URL parameters on the Miscellaneous page.
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Use Default Screen Popup
URL

Default Screen Popup URL

See Also

Configuring PeopleSoft Computer Telephony Integration

Select if you want to set a default URL for the pop-up screen.

The system uses the default method to determine what URL to use for the
page launched for incoming calls. The system uses that default URL to
examine the user data attached to that call. However, for customers who do
not want to attach this user data to incoming calls, this option enables you
to use the same URL for all pop-up screens.

After selecting this option, enter the URL in the Default Screen Popup URL
edit box.

If the Use Default Screen Popup URL check box is selected, enter the value
for the default URL.

Note. To ensure that the user does not have to sign in to the pop-up
window, the domain of the default URL must exactly match the domain of
the sign-in URL. If the sign-in URL has no domain, the machine name of
the default URL should be the same as the machine name of the sign-in
URL. If either the domain or the machine name do not match, the system
prompts the user for the user ID and password for the first pop-up screen.

With Matching Domains:

Within the same domain, such as example.com, the machine names can be
different. For example:

Sgnon URL:
http://ntserverl.example.com/peoplesoft8/signon.html
Default URL:

http://uxserver2.example.com/servlets/iclientservlet/peoplesoft8/?ICType=
PANEL&Menu=UTILITIES&Market=GBL&Component=MESSAGE_CA
TALOG1&Target=Mainl &LANGUAGE_CD=ENG&MESSAGE SET N
BR=1

Without Matching Domains:

Without the matching domains, the machine name should be the same in
both URLs. For example:

Sgnon URL:
http://ntserver1/peoplesoft8/signon.html
Default URL:

http://ntserverl/servlets/iclientserviet/peoplesoft8/?2ICType=PANEL&Menu
=UTILITIES&Market=GBL&Component=MESSAGE_CATALOGI1&Tar
get=Mainl «kLANGUAGE_ CD=ENG&MESSAGE SET NBR=I

PeopleTools 8.52: Security Administration, "Implementing Single Signon"
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Using the Reason Code Page

Access the Reason Code page using the following navigation path:

PeopleTools, MultiChannel Framework, Third-Party Configuration, CTI Configuration, Reason Code

Chapter 3

Note. This page is available only to third-party vendors.

[ CTIType | CTIMon-Applet | Shared Phone Book | Reason Code ‘|

Configuration ID: 2415

Customize | Eind | Wiew All i First E 1-2 of 2 |E| Last

Reason Code Reason Messaie
1 |3 |N|:| answer. =]
2|E |Incnmingtask.| =]

The Reason Code page having the following editable fields: Reason Code and Reason Message

This page is used by the third-party vendors to define their customized codes.

See Also

Chapter 11, "Using PeopleSoft MCF Broadcast and Working with Sample Pages." Understanding JSMCAPI,

page 178

Configuring PeopleSoft CTl Using Adapters

28

This section discusses how to configure the CTI console.
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Page Name

Definition Name

Navigation

Usage

CTI Configuration

CTIREN

e PeopleTools,
MultiChannel
Framework, CTI
Configuration,
CTLConfiguration

e PeopleTools,
MultiChannel
Framework, Third-Party
Configuration, CTI
Configuration,
Configuration

Configure CTI for use with
the JavaScript console.

Configuring the CTI Console

Access the CTI Configuration page using either of the following navigation paths, whichever is appropriate to
you, to configure the CTI (JSMCAPI) console:

PeopleTools, MultiChannel Framework, CTI,Configuration (if you are using the CTI server) or PeopleTools,
MultiChannel Framework, Third-Party Configuration, CTI Configuration, Configuration (if you are using a
third-party routing server).

Configuration [0
*Configuration Name:

*REN Server Cluster 1D

Humber of Lines:

Lines on Console:

Humber of Extensions:

Iu_' CTI Type '_lll' CTI Hon-Applet \'III( Shared Phone Book V Reason Code \'II

CTI

|samPLE

. |RENCLSTR_0001 @
K
[ 2

2

CTI Non-Applet page

Configuration ID

Configuration Name

Displays the name of the CTI configuration. The name cannot be modified

after it is created.

Add a descriptive name to help identify the configuration.
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Number of Extensions Enter the number of extensions or directory numbers associated with the
telephone.
Number of Lines Enter the number of lines associated with each extension. Depending on

your configuration, you can enter up to two lines.

Lineson Console The CTI Console supports up to two lines. The only supported
configurations are two extensions with one line each, one extension with
two lines, and one extension with one line.

Configuring PeopleSoft CTl Using Applets

This section discusses how to:

» Configure the CTI applet console
o Use the CTI Genesys page
« Use the CTI Cisco page

Pages Used to Configure CTI Using Applets

Page Name Definition Name Navigation Usage
CTI Applet PT_CTI_CONFIG «  PeopleTools, Configure CTI for use with
MultiChannel the Java applet console.

Framework, CTI
Configuration, CTI,
CTI Applet

e PeopleTools,
MultiChannel
Framework, Third-Party
Configuration, CTI
Configuration, CTI

Applet

CTI Cisco PT_CTI_CSCO +  PeopleTools, Configure parameters
MultiChannel specific to Cisco CTI
Framework, CTI middleware for use with the
Configuration, CTI, Java applet console.
CTI Cisco

¢ PeopleTools,
MultiChannel
Framework, Third-Party
Configuration, CTI
Configuration, CTI
Genesys
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Page Name Definition Name Navigation Usage

CTI Genesys PT_CTI_GENESYS «  PeopleTools, Configure parameters
MultiChannel specific to Genesys CTI
Framework, CTI middleware for use with the
Configuration, CTI, Java applet console.
CTI Genesys

*  PeopleTools,
MultiChannel
Framework, Third-Party
Configuration, CTI
Configuration, CTI
Genesys

Configuring the CTI Applet Console

Access the CTI Applet page using either of the following navigation paths, whichever is appropriate to you,
to configure PeopleSoft CTI for use with the CTI applet console.

PeopleTools, MultiChannel Framework, CTI, CTI Applet or PeopleTools, MultiChannel Framework, Third-
Party Configuration, CTI Configuration, CTI Applet.

| CTIType | CTIApplet Y Shared Phone Book | CTIGisco

Configuration ID: 1

*CTIYendor: | Cisco - I
*Switch Name: | Aspect |
*Configuration Name: |CTI

*Number of Extensions: |_1
*Number of Lines: I_E

Lines on Console: 2

*Host HName or IP Address: |I|:u:alhnst

*Port Humber: ISDIIIIII

The CTI Applet page displaying the Configuration ID and having the following editable fields: CTI Vendor,
Switch Name, Configuration Name, Number of Extensions, Number of Lines, Lines on Console, Host Name
or IP Address, and the Port Number.

Configuration 1D Displays the name that you gave the configuration when you created it. The
name cannot be modified after it is created.
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CTI Vendor

Switch Name
Configuration Name

Number of Extensions

Number of Lines

Lineson Console

Host Nameor |P Address

Port Number

Select the vendor of your CTI solution. The options are:
« Genesys
« Cisco

This value controls whether the CTI Cisco page or the CTI Genesys page
appears in the component. For example, if you select Cisco, the CTI Cisco

page appears.

Select from one of the supported switches.
Add a descriptive name to help identify the configuration.

Enter the number of extensions or directory numbers associated with the
telephone.

For Genesys, 1 or 2 can be used.

For Cisco, only 1 can be used.

Enter the number of lines associated with each extension. Depending on
your configuration, you can specify up to two lines.

If Number of Extensions is 1, enter 2.

If Number of Extensions is 2, enter 1.

The CTI Console supports up to two lines. The only supported
configurations are two extensions with one line each, one extension with
two lines, and one extension with one line.

Enter the host name or IP address for your CTI server.

Enter the port number on which the T-Server, Configuration Server, or
Cisco ICM listens.

Using the CTIl Genesys Page

Access the CTI Genesys page using either of the following navigation paths, whichever is appropriate to you:

PeopleTools, MultiChannel Framework, CTI, CTI Genesys or PeopleTools, MultiChannel Framework, Third-
Party Configuration, CTI Configuration, CTI Genesys.

32
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{ CTIType | CTlApplet | Shared Phone Book | CTIGenesys '

¥ Genesys Configuration Server

T-Server address type: I Host Mame vI

CTI Application Name: |

CTI Application Password: |

The CTI Genesys page having the Genesys Configuration Server check box, T-Server Address Type drop-
down list, CTI Application Name, and CTI Application Password

The CTI Genesys page provides additional options for Genesys implementations. This page appears only
when Genesys is selected as the CTI vendor on the General Configuration page and the chosen CTI type is
Applet.

Genesys Configuration Select to direct the CTI Console to get data required for connecting to the

Server T-Server from a configuration server instead of from the PeopleSoft
database. Using a configuration server is transparent to the user or agent.
When the agent activates the console, it requests a list of available T-
Servers from the Configuration Server, and then the console sequentially
attempts to connect to each T-Server in that list until it establishes a
connection. If it reaches the end of the list without connecting to a T-
Server, an error message is returned to the agent.

Note. If you select this option, you enable the Application User Information
group box on this page. Enter the appropriate application user name and
password for the Genesys system.

T-Server addresstype If you are using a configuration server to indicate what T-Server to connect
to (instead of connecting directly to a T-Server), indicate whether the
configuration server is returning the host name or the IP address of the T-
server.

Enter the type address to use when sending information to the T-Server.
The options are Host Name and |P Address. Your selection should
correspond to the host name or IP address that you entered on the CTI
Applet page.

CTI Application Nameand  Enter the Genesys application name and password used to sign in to the

CTI Application Password Genesys Configuration Server. Using this option, each user connects to the
configuration server with the same application name.

Using the CTI Cisco Page
Access the CTI Cisco page using either of the following navigation paths, whichever is appropriate to you:

PeopleTools, MultiChannel Framework, CTI, CTI Cisco or PeopleTools, MultiChannel Framework, Third-
Party Configuration, CTI Configuration, CTI Cisco.
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[ CTIType Y CTlApplet | Shared Phone Book | CTICisco

*Peripheral ID: |1 234

Secondary Host: |

Secondary Port: |
“CTI Server F'rutu[:ul:l B 'I

Heartheat: I -1

Agent State Mask: [1023

call ControlmMask:|

Call Progress Mask: IW

Call Variable Mask: |

Service Request Mask: IT—

Transfer Conference Setup Mask: I—
Other Feature Mask: I—

The CTI Cisco page having the following editable fields: Peripheral ID, Secondary Host, Secondary Port, CTI
Server Protocol, Heartbeat, Agent State Mask, Call Control Mask, Call Progress Mask, Call Variable Mask,
Service Request Mask, Transfer Conference Setup Mask, and the Other Feature Mask.

The CTI Cisco page provides additional options for Cisco implementations. This page appears only when
Cisco is selected as the CTI Vendor on the General Configuration page and the chosen CTI type is Applet.

Peripheral ID Enter the switch (ACD) that the current configuration uses. The peripheral
ID is the alias used to identify a switch within the system.

Secondary Host and Enter a second ICM server. In most cases, the secondary server is used for
Secondary Port fail over and load balancing.
CTI Server Protocol Enables you to set the server protocol for a configuration. Currently, only

protocol 6 is supported.

Heartbeat Enter an interval in seconds for the system to send a message to the CTI

Server to make sure it is running. To disable the feature, enter —1. To
enable it, enter a value in seconds. The minimum value is 5 seconds. Refer
to the Cisco documentation for any recommendations for this option.
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Agent State Mask Enter a combination of agent state masks that the CTI agent wants to
receive. For instance, you may set the AGENT _AVAILABLE MASK

Configuring PeopleSoft Computer Telephony Integration

when you want the application to receive available
AGENT_STATE_EVENT messages. Oracle supports the following masks:

AGENT LOGIN_MASK
AGENT_LOGOUT MASK
AGENT NOT READY MASK
AGENT _AVAILABLE MASK

AGENT TALKING MASK

AGENT WORK NOT READY MASK
AGENT WORK_READY MASK
AGENT BUSY_OTHER MASK

AGENT HOLD MASK

Note. This value can be overridden by a Cisco system-level mask.

Refer to your Cisco documentation for more information.

Call Control Mask The PeopleSoft system does not currently use this mask in the CTI
application. This option is reserved for future use.

Refer to your Cisco documentation for information about this mask.

Note. This value can be overridden by a Cisco system-level mask.
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Call Progress Mask

Call Variable Mask

36

Displays any unsolicited call event messages that you want your application
to receive. For instance, you can enter the events that a particular
application depends on, such as Begin_Call,

CALL _DELIVERED_EVENT, and so on. You can opt to skip events that
the application does not depend on, and this can reduce network traffic.

The PeopleSoft system uses the following masks:

- BEGIN CALL MASK

END CALL MASK

« CALL DATA UPDATE MASK
« CALL FAILED MASK

« CALL DELIVERED MASK

« CALL _ESTABLISHED MASK
« CALL HELD MASK

« CALL RETRIEVED MASK

« CALL CLEARED MASK

« CALL_CONNECTION CLEARED MASK
« CALL_ORIGINATED MASK

- CALL CONFERENCED MASK
« CALL TRANSFERRED MASK
« CALL DIVERTED MASK

« CALL SERVICE INITIATED MASK

Note. Modify this value with caution. If you mistakenly elect to skip an
event on which an application depends, the application can fail.

This value can be overridden by a Cisco system-level mask.

This option is intended for future use. It is not currently implemented for
use with PeopleSoft applications.

Refer to your Cisco documentation for information about this mask.

Note. This value can be overridden by a Cisco system-level mask.
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Service Request Mask

Transfer Conference Setup
M ask

Other Feature Mask

Configuring PeopleSoft Computer Telephony Integration

Enables you to adjust CTI service masks. The PeopleSoft system uses the
following masks:

« CTIL SERVICE CLIENT EVENTS
. CTI SERVICE CALL DATA UPDATE
« CTI SERVICE CLIENT CONTROL

If you modify this option, do not enter a value lower than 7.

Refer to your Cisco documentation for more information about this option.

Note. This value can be overridden by a Cisco system-level mask.

Enter the valid ways the application can be configured for a transfer or
conference call.

Refer to your Cisco documentation for more information about this option.

Enables you to select the other features supported by an application.

Refer to your Cisco documentation for more information about this option.

Two additional parameters are available to configure the Cisco expanded call context variable. Configure
these expanded call context variables in the Cisco middleware:

» user.PS.referencelD: CTI internal use only.

The console uses this parameter to identify a call.

» user.PS.OutboundContext: This variable, a string type, is attached to an outbound call.

This variable can be used to associate an outbound call with the desired context.

Configuring PeopleSoft CTl Queues and CTI Agents

To configure CTI queues and agents, use the Queue Configuration (PT_CTI QUEUE) and CTI Agent
Configuration (PT_CTI_AGENT) components.

This section discusses how to:

» Configure CTI queues.

» Configure CTI agents.

» Use the Phone Book page.

« Personalize he agent console.

» View information about the Agent Info page.
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Pages Used to Configure CTI Queues and CTI Agents

Chapter 3

Page Name

Definition Name

Navigation

Usage

Queue Configuration

PT_CTI_QUEUE

PeopleTools, MultiChannel
Framework, CTI
Configuration, Queue

Configure CTI queues.

CTI Agent Configuration

PT_CTI_AGENT

PeopleTools, MultiChannel
Framework, CTI
Configuration, Agent, CTI
Agent Configuration

Configure CTI agents.

Phone Book

PT_CTI PNAGENT

PeopleTools, MultiChannel
Framework, CTI
Configuration, Agent,
Phone Book

Use an agent phone book.

Personalization

PT_CTI_AGENTGUI

PeopleTools, MultiChannel
Framework, CTI
Configuration, Agent,
Personalization

Personalize agent console
and pop-up windows.

Agent Information

PT_CTI_AGENTINFO

PeopleTools, MultiChannel
Framework, CTI
Configuration, Agent
Information

View information about the
current agent.

Configuring CTI Queues

Access the Queue Configuration page using the following navigation path:

PeopleTools, MultiChannel Framework, CTI Configuration, Queue

Queue Configuration

Customize | Eind | Wiew All | i
Queue Description

First El 1-2of 2 El Last

|Cisco IPCC 4.15- 1

] [=]

|Genesys (W

] [=]

|zerver-side CTI @ 1

] [=]

The Queue Configuration page having the following editable fields: Queue and Queue Description

Use this page to add queues for agents.

38
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Queue

Queue Description

Enter the directory number identifying an ACD group. Calls to a group are
distributed to ACD agents belonging to that group, according to ACD

algorithms.

Configuring PeopleSoft Computer Telephony Integration

Note. Queue names can be alphanumeric.

Enter a brief description of the queue.

See Chapter 12, "Configuring PeopleSoft MCF for Third-Party Routing Systems," Defining PeopleSoft MCF
Queues for a Third Party, page 217.

Configuring CTI Agents

Access the CTI Agent Configuration page using the following navigation path:

PeopleTools, MultiChannel Framework, CTI Configuration, Agent, CTI Agent Configuration

User ID:

Agent Information
Effective Date:

*Agent 1D

Queue:

*Configuration ID;

*Trace Level:

II( CTl Agent Configuration \llf Phone Book \III( Personalization \II

Agent Password:

QEDMO

[0ar2012008 [

Find | View Al

|aEDMO

I*****

|12345 ), CQueue
ICTI Q SAMPLE

|2—Debug 'I

Limit debug tracer log size [

Hum of log messages to |

save when cleared:

Maximum number of log |

messages to allow:

First E 1 of 1 |I| Last

CTI Agent Configuration page
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40

Configuring CTI agents involves the CTI Agent Configuration page, the Phone Book page, and the

Personalization page.

User ID

Agent Information
Effective Date
Agent ID

Agent Password

Queue

Configuration 1D

Application User
Name/Password

CTI Client Signature

Displays the PeopleSoft user ID of the agent.

Enter the date on which the current configuration should become active.
Enter a user ID for the agent within the switch.
Enter the password that the agent uses to sign in to the phone, if any.

Enter the name of the queue that you want to assign to an agent. Use the
Queue Configuration page to associate a queue with a directory number
identifying an ACD group.

Select the name of the configuration that you want to associate with the
agent. The configuration ID is the name of the configuration that you
created using the CTI Applet or CTI Configuration page.

These fields are applet-specfic and appear only in the applet-based solution.
Enter the CTI user name and password of the agent.

Note. This option appears only for Cisco configurations.

This control shows the signature of a particular agent. The signature
uniquely identifies an agent if you have implemented call monitoring.
Typically, this value appears as an email address, such as
john.doe@example.com.
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Trace Level

Limit debug tracer log size

Number of log messagesto
save when cleared

Maximum number of log
messages to allow

Configuring PeopleSoft Computer Telephony Integration

Options are:

» 0- None: Disables tracing.

» 1-Info (informational): Traces agent actions, such as dialing out,
transfers, and so on.

e 2-Debug: Used to troubleshoot crashes and other major errors.

If you ever need to open a PeopleSoft GSC case about a CTI issue,
include a level 2 - Debug trace.

If a value other than O is selected, a tracer window appears to display
activities and events on the chat or MultiChannel Console for debugging
purposes.

If you are using the JSMCAPI console, two tracers (a JSMCAPI tracer and
a console tracer) appear if trace level 2, Debug, is selected.

If you are using the Java applet console, trace information is written to the
browser's Java Console, which must be enabled. In Microsoft Internet
Explorer, enable the Java Console by selecting Tools, Internet Options,
Advanced, Java, Java Console. View the Java Console by selecting View,
Java Console. To clear the console, press C on your keyboard.

In Sun Java, enable Java Console by selecting Tools, Sun Java.

Note. Setting the trace level to 2 - Debug can degrade performance. Unless
you are troubleshooting the system, set the trace level to None.

This check box is enabled when the value entered for Trace Level is not O.
Select this check box to enable the agent to clear the tracer log based on
Number of log messages to save when cleared and Maximum number of
log messages to allow.

If the check box is cleared, the tracer log will not get cleared and the
Number of log messages to save when cleared and Maximum number of
log messages to allowfields will be disabled.

Specify the minimum number of recent tracer log messages that should be
maintained in the tracer window.

Specify the maximum number of tracer log messages that will be
maintained in the tracer window.

See Chapter 12. "Configuring PeopleSoft MCF for Third-Party Routing Systems." Creating PeopleSoft MCF

Agents for a Third Party, page 222.

Using the Phone Book Page

Access the Phone Book page using the following navigation path:

PeopleTools, MultiChannel Framework, CTI Configuration, Agent, Phone Book

Copyright © 1988, 2011, Oracle and/or its affiliates. All Rights Reserved.

41



Configuring PeopleSoft Computer Telephony Integration Chapter 3

| CTI Agent Configuration { Phone Book % Personalization '

User ID: clidgent

Phone Book

*Phone Numher Type Description

1610 [on =]  [EexTENSIONT =
2 [612 oM x| |EXTENSION 2 =
3 [B20 DM =] [EXTENSION 3 =]
4 [8001 |aueve x|  [aUEUE [=]

The Phone Book page displaying the user ID and having the following editable options: Phone Number, Type,
and Description

On this page, you can manage a list of frequently dialed telephone numbers for a specific CTI agent. These
numbers appear when that agent selects the drop-down list box for a number to dial in the CTI Console. This
listing saves the agents from having to manually enter frequently dialed numbers when making outbound
calls.

Note. Phone lists are updated on the CTI Console only after the CTI Console launches. To refresh phone lists,
refresh the browser and reactivate the console.

Phone Number Enter frequently dialed telephone numbers associated with a particular
agent.
Type Select one of the following options:

» DN (directory number): This number identifies a telephone set on a
PBX or in the public network. The caller dials this number to establish a
connection to the addressed party. The DN can be a local PBX
extension (a local DN) or a public network telephone number.

* Queue Directory number identifying an ACD queue or group. Calls to a
group are distributed to agents belonging to the group, according to
ACD algorithms.

Description Add a description for the telephone number.

Personalizing the Agent Console

Access the Personalization page using the following navigation path:

PeopleTools, MultiChannel Framework, CTI Configuration, Agent, Personalization
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I|"IC.‘.TI Agent Configuration ‘ulnf Phone Book \'|'( Personalization \III

User ID: CQEDMO

*Popup Mode: | 1-Popup after answer =]

Top: I_EI

Left: I_EI

Heigth: [ 600

Width: Iﬁ I Enable mini console
Top: I_EI

Left: I_EI

r Logout when console is closed

Personalization page

Use this page to personalize timing, size, and position of the pop-up window on the desktop as well as the
position of the floating console.

Popup Window

Popup Mode Enables you to configure when the pop-up window appears. You can have
it appear after the call is answered, or you can have it appear when a call
comes in. If it appears before the call is answered, the agent can determine
whether she or he wants to answer the call based on the information that
appears in the pop-up window.

The default pop-up mode is 1- Popup after answer.

In some cases, for example accepting a transfer, although you set the value
as 0- Popup when incoming, you still get the pop-up window after you
answer. This is because no call data was attached by the CTI vendor to the
incoming event, and consequently the PeopleSoft CTI Console couldn't
build the URL for the pop-up window.

For example, assume party A is transferring a call to party B. Party B gets
the incoming event, but party B doesn't get a pop-up window. This is
because the console did not receive the user data to generate the URL
despite the fact that the mode is set to O. But after B answers this call, A
completes the transfer. Then, B gets the event partychanged, receives the
user data, and generates the URL and pop-up window.
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Top

L eft

Height
Width

L ogout when consoleis closed

Enable mini console

Floating Console

Top

L eft

Chapter 3

Enter the top position, in pixels. This value is relative to the top of the
screen.

Enter the left position, in pixels. This value is relative to the left side of the
screen.

Enter the height of the window, in pixels. The minimum value is 100.
Enter the width of the window, in pixels. The minimum value is 100.

This setting depends on CTI vendor support in applet-based consoles, and
may not be supported by all vendors. For JSMCAPI consoles and applet
consoles with vendor support, select this setting to automatically sign out
the agent when the CTI Console is closed.

Select to enable the administrator or user to configure the presence of the
CTI mini console in the pop-up window. If this check box is not selected,
the mini console does not appear in the popup window.

Note. The mini console has performance overhead.

Enter the top position in pixels. This value is relative to the top of the
screen.

Enter the left position in pixels. This value is relative to the left side of the
screen.

Viewing Information About the Agent Information Page

Access the Agent Information page using the following navigation path:

PeopleTools, MultiChannel Framework, CTI Configuration, Agent Information

Agent Information

User ID: clifgent
CTI Agent ID: 5610
Queue: gooz
Configuration 1D: 5501

Server-gside CTI G 1

SERVER SIDE CTI SIMULATOR 1

The Agent Information page showing the user ID, CTl agent ID, queue, and configuration ID
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The Agent Information page is a read-only page that displays the following information about a CTI agent.

User ID Displays the agent's PeopleSoft user ID.

Agent ID Displays the agent's CTI middleware ID.

Queue Displays the queue to which an agent is assigned.
Configuration 1D Displays the configuration ID associated with the agent.

Using Other PeopleSoft CTI Options

You can configure other optional CTI parameters.
This section discusses how to:

» Configure pop-up windows.

» Support single sign-in.

* Log CTI events.

» Implement free seating.

Configuring Pop-Up Windows
PeopleSoft CTI can launch and populate transaction pages in the following ways:

e Default URL.

The same URL is used for all calls. The Automatic Number Identification (ANI) is passed in as a
parameter to that URL. The ANI identifies the telephone number from which the incoming call
originated, and the number may be useful in determining what application data to retrieve. For example, it
may be the home phone number of a customer.

e Build the URL from attached Call Data.

PeopleSoft CTI formats a URL for the browser with a specific target PeopleSoft menu, market, and
component. However, this method cannot be used if you are accessing multiple databases through the
PeopleSoft Portal.

» iScripts.

PeopleSoft CTI opens the transaction page using an iScript. This method must be used if you are
accessing multiple databases through the PeopleSoft Portal. The iScript communicates with the targeted
database to populate the appropriate transaction page with the caller's data.

Note. The call ID is passed in the URL string as a variable named calllD.
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Note. Browser settings and add-on tools that block pop-up windows can prevent CTI inbound call pop-up
windows from appearing. If possible, configure such tools to allow pop-up windows from your site or
domain.

Setting Up Genesys for Pop-Up Windows Using Applet Solution

Unless you choose to use the default URL for your pop-up windows, you must create certain user-defined
variables that are attached to each incoming call. These variables are then sent to the PeopleSoft CTI
application providing instructions on which PeopleSoft Pure Internet Architecture page appears for the agent.

Note. The following variables are case-sensitive. Match the case of the variables as shown in this section.

ICType Represents the type of PeopleSoft service being called, either a panel (page)
or a script.

If the ICTYPE is set to Panel, then the following three attached data
variables must be set:

»  Menu: The name of the PeopleSoft menu containing the destination
component.

e Market: The market property of the target component.
» Component: The target component name in the PeopleSoft Application.

If the ICTYPE is set to Script, then the following attached data variable
must be set:

ICScriptProgramName. This represents the location of the iScript, which is
run through the pop-up screen.

Descr (description) Optional data for descriptive purposes only. You can add any descriptive
information that might be useful to the agent. This information appears in
the CTI Console. For example, you may want the agent to be aware of the
customer's priority status, as in Gold Customer.

Application Specific Data Any other attached data keys that are sent to the CTI Console by the
Genesys telephony server, such as customer number, are passed to the
target application page as parameters.

The parameters are separated from the PeopleSoft URL by a question mark
(?). Parameters are separated from other parameters by an ampersand (&).
If you are using iScripts, you can use the GetParameter methods to read the
parameters in your PeopleCode. If you choose to use ICPanels instead, the
parameters are used as the key list.

Refer to your PeopleSoft application documentation for specific
instructions on any other attached data keys that must be passed to the CTI
Console by Genesys.
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Setting Up Cisco for Pop-Up Windows Using Applet Solution

Unless you choose to use the default URL for your pop-ups windows, you must create certain expanded call
context (ECC) variables. ECC variables are variables that you define and enable in the Cisco ICM
Configuration Manager to store values associated with the call. These variables are sent to the PeopleSoft CTI
Console when ICM notifies it of an incoming call, and the console uses the variables to determine which
PeopleSoft page to launch for the agent.

Every call data key used in your implementation must be registered in the Cisco ICM, before the PeopleSoft
system can receive the attached call data from the IVR.

The PeopleSoft system recognizes only data keys with user.PS in front of all the PeopleSoft key names. For
example,

user . PS. Descr

The following table contains the call data variables that must be created and registered in the ICM.

Note. The following variables are case-sensitive. Match the case of the variables as shown in this section.

ICType user.PSICType. 6 characters. Valid values are Panel (page) or Script. It
represents the type of PeopleSoft service being called, either a panel (page)
or a script.

If ICType is set to Panel, the following variables apply:

» user.PS.Component. 20 characters. This variable is required to specify
the name of the destination component.

» user.PS.Menu. 10 characters. This variable is required to specify the
name of the menu within PeopleSoft containing the destination
component.

» user.PS.Market. 3 characters. This variable is required to specify the
name of the market of the destination component.

If the ICType is set to Script, then the following variable applies:

user.PS.ICScriptProgramName. 70 characters. If the ICTYPE is set to
Script, then this variable is required to specify the location of the iScript,
which is run through the pop-up screen.

Descr user.PS.Descr. 30 characters.

You can add any descriptive information that might be useful to the agent.
This information appears in the control bar. For example, you may want the
agent to be aware of the customer's priority status, as in Gold Customer.

Application Specific Data Any other variables that the application requires must be prefixed with
user.PS. PeopleSoft truncates user.PS before passing the parameter to the
application. For example,

user.PS.App1 (3 characterss)
user.PS.App2 (1 characterss)
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Note. Typical character sizes for these variables appear in the previous table. The actual size of these
variables depends on the components specified by the PeopleSoft application you are using. Refer to your
PeopleSoft application documentation for correct size information.

See Also

PeopleTools 8.52: PeopleCode API Reference, "Internet Script Classes (iScript)"

Supporting Single Sign-In

In the applet-based solution, PeopleSoft CTI offers single sign-in. The console connects to the CTI
middleware using the CTI user ID and password retrieved from the PeopleSoft database.

See Also

PeopleTools 8.52: Security Administration, "Implementing Single Signon"

Logging CTI Events

CTI events can be logged in the CTI Event Log. You can view the logged CTI events by navigating to
PeopleTools, MultiChannel Framework, Universal Queue, Administration, CTI Event Log.

To implement CTI event logging, navigate to PeopleTools, MultiChannel Framework, Universal Queue,
Configuration, Cluster Tuning, and set the key log_cti to yes. Use the Notify Cluster page to notify the
affected queue to refresh logging parameters.

The CTI event log logs all events and requests related to a session, user, or call connection. It also logs all
events related to call and group information.

Note. Applet-based CTI events are not logged.

See Also

Chapter 7, "Configuring PeopleSoft MCF Queues and Tasks." Tuning Cluster Parameters, page 108

Implementing Free Seating

48

When users sign in, they do not need to reenter telephone extensions and other user information if they have
used the workstation before and the relevant information for the telephone associated with that workstation
has not changed.

The PeopleSoft system enables free seating by maintaining a cookie on the workstation.
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Using the PeopleSoft CTlI Sample Pages

To demonstrate an outbound call, use the Sample Pages component (PT_CTI DEMOOUTB). The CTI
sample pages are intended for demonstration purposes only and should not be used in production.

Page Used to Demonstrate Outbound Calls

Page Name Definition Name Navigation Usage
Outbound Call PT_CTI_DEMOOUTBOUN PeopleTools, MultiChannel | Demonstrate making an
Framework, CTI outbound call.

Configuration, Sample
Pages, Outbound Call

Using the Outbound Call Page

Access the Outbound Call page using the following navigation path:

PeopleTools, MultiChannel Framework, CTI Configuration, Sample Pages, Outbound Call

{ Outhound Call

Flease input the phone number, and then click " Dial*.

URL: |http:ﬂhﬂnn.example.|:|:|mIpsprsIEMPLOYEEIQE_LDCAUCIF’T_CTI.MCF_UHL.GEIL?I

Context ID: |A string identifying the call.

Phone Number: [1-212-555-1212 Dial _ |

The Outbound Call page having the following editable fields: URL, Context ID, and Phone Number to dial

The Outbound Call page is an example of how you can customize an application page to enable a user to
direct the CTI Console to dial a telephone number displayed on that page. The outbound calling
demonstration works only when the CTI Console is enabled and the user has registered with the CTI vendor.

URL Enter the URL of a page to display when dialing out.
Context ID Enter a string to attach to the call as outbound context.
Phone Number Enter the telephone number that you want to dial. This field accepts

numeric digits only. Do not enter special characters, such as - (hyphen), .
(period), or other separators.

Dial Click to dial the telephone number that you entered.
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See Also

Chapter 11, "Using PeopleSoft MCF Broadcast and Working with Sample Pages." Using the CTI Sample
Console, page 184
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Using PeopleSoft CTI

This chapter provides an overview of PeopleSoft CTI and discusses how to use PeopleSoft CTI using a CTI
server or an integrated third-party routing system.

Understanding PeopleSoft CTI

This section discusses:

» PeopleSoft CTIL.

» Cisco switch considerations for the applet-based solution.

PeopleSoft CTI

PeopleSoft CTI is a browser-based call-management system that helps call agents work more efficiently with
customers. PeopleSoft CTI integrates Oracle-validated third-party CTI systems and your PeopleSoft
applications. It exchanges data between the CTI system and your PeopleSoft applications so that the system

automatically fills PeopleSoft transaction pages with the appropriate customer information—the information
related to the caller.

With PeopleSoft CTI, you can perform the following tasks:
e Operate two lines or two extensions.

* Answer incoming calls.

» Release calls.

e Puta caller on hold.

*  Monitor call status.

» Access PeopleSoft applications.

« Transfer callers.

+ Initiate conference calls.

* Place an outbound call.
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Note. PeopleSoft CTI supports Oracle-validated third-party CTI systems. In the following sections, when the
phrase your CTl middleware or CTI vendor appears, assume that it refers to Oracle-validated third-party CTI
systems, as appropriate for your installation.

For a list of partners that offer CTI middleware integrations, refer to Oracle Validated Application
Integrations — Find a Partner Solution, http://www.oracle.com/partnerships/isv/integration/search.html

Because a CTI console developed with the JavaScript MultiChannel Application Programming Interface
(JSMCAPI) can be customized, features described in this chapter may not appear or may act differently.

The CTl Interface
The PeopleSoft CTI interface is incorporated within the MultiChannel Console.
See Also

Chapter 3. "Configuring PeopleSoft Computer Telephony Integration.” page 15

Chapter 10, "Managing Tasks and Using Chat in PeopleSoft MultiChannel Framework," page 151

Cisco Switch Considerations for the Applet-Based Solution
The following list presents the limitations of the Cisco Systems Internet Protocol (IP) Contact Center switch:

« MAKE CALL is supported only when the agent is in the Not Ready state.
» Consultative and blind transfers are supported.

Placing a call on hold and making a new call and completing the transfer is not supported due to
limitations in the Call Manager.

« Hold and retrieve are supported, but not during a consultative call because it disrupts the consult
relationship in Call Manager.

« Only the conference initiator can add parties to the conference.
» Cisco does not support two applications managing the same call.

Therefore, you cannot run a Cisco softphone and the PeopleSoft CTI console on the same workstation.

Note. Refer to your CTI vendor documentation for further information about any limitations imposed by a
particular switch. In some cases, the switch limitations may actually be due to the CTI server, so be sure to
refer to any server limitations that may also impose limitations on the switch.

Using PeopleSoft CTI

This section discusses how to:

e Qet started.
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» Use the CTI console.

» Select call actions.

* Answer a call.

o Transfer a caller.

« Initiate conference calls.

*  Work with the hold status.
« Disconnect a caller.

» Switch agent ready status.
» Dial an outbound call.

» Complete a call.

» Use hot keys.

Getting Started
Getting started with PeopleSoft CTI is a three-step process that involves:
» Signing in to the PeopleSoft system.
« Specifying your extension information.
» Connecting to your CTI middleware.

The first time that you access PeopleSoft CTI using the applet-based solution, a Security Warning dialog box
may appear prompting you to trust information from PeopleSoft. Click the Yes button.
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Security Warning |

Do you want ta install and run 'PeopleSoft' signed on an
unknown datetime and diztibuted by:

PeopleSaft, [nc.

Publizher authenticity verified by YeriSign Commercial
Software Publizhers Ca,

Caution: PeopleSoft, Inc. aszerts that thiz content is safe.
You should anly installfview this cantent iF pau bzt
FPeopleSaft, Inz. to make that aszertion.

SIGHED wITH PERMISSIONS
Full Permizzions

S

[ Abways truzst content from PeopleSaft, Ine,

tore Info |

The Security Warning dialog box asking you whether you want to trust information from PeopleSoft

Tez

The Security Warning dialog box may not appear if:

* You have previously accepted PeopleSoft applets as trusted.

» The system is not correctly installed.

Note. If you have any questions or concerns about this warning, contact your system administrator.

To sign in to PeopleSoft CTI:

1. On the PeopleSoft sign-in page, enter your PeopleSoft user ID and password as you normally do to sign in
to the PeopleSoft system.

2. Click the MultiChannel Console link in the universal navigation header.
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Using PeopleSoft CTI

3. On the CTI control bar, set your configuration by performing the following actions:

Ensure that your agent ID appears beneath the CTI Agent ID label.
Ensure that the appropriate queue name appears beneath the Queue label.
Queues are discussed in a subsequent section.

If you are signing in from a workstation with a different extension, enter the current extensions in the
Extension field.

The Extension Type field indicates whether an agent can receive calls by way of a queue or just from
a directory number (DN).

If this value is set to Queue, the console offers options that are queue-specific, such as being able to
log on to a queue.

Click the Activate button to sign in to your CTI middleware.

The CTI console appears.

Using the CTI Console

Change any registration parameters if necessary and click Set or Activate (depending on your version). After
you do so, the CTI interface appears, which looks similar to the following:

Note. Note that the PeopleSoft CTI interface operates within the MultiChannel Framework Console. CTI

users

will see the MultiChannel Console only if their user ID belongs to a role that has MCF_AGENT or

MCF_SUPR real-time event notification (REN) permissions, and WEBLIB MCF web libraries in their role's
permission list.
Bem | ues 7 & © & m Fiuinge Mo Ii o Sancel Sag [Featy | oem Dialing

The CTI Console

Note

. Do not open two consoles for the same user on a single machine. Doing so can result in an error.

E

W ) Select to register and unregister with the CTI middleware. The button acts
(register) as a toggle switch. When the green check mark appears, you are registered;

when the red X appears, you are not registered.
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Lines

Select Call Action

Status

Q (queue)

M essages

Call Duration

Incoming Call Information

Chapter 4

Select the option to the left of the telephone icon to activate the associated
line. The icon that you select determines the active line. All call actions that
you choose apply only to the active line. The color of the icon reveals the
activity on the line. The colors are:

e Blue: Inactive.
* Red: Ringing.
e Green: On call.

*  Yellow: On hold.

Select actions related to calls, including Answer,Hold, and Transfer. Which
call action options appear depends on your current status. For instance, the
Hold call action is valid only while you are on the line with a caller. Call
action options are discussed in detail in the following section.

Displays the agent status, as in Ready or Not Ready (to receive calls). It can
also show Ready/DND (do not disturb) if the agent is not using a queue.

If the agent belongs to an automatic call distributor (ACD) group, the group
appears here.

Informational messages appear in the right corner of the CTI Console.
Examples of such messages are Dialing,Connected, and Released. These
messages do not persist.

Note. Error messages appear in separate windows.

The system tracks the amount of time spent on calls for each line.

Displays the string associated with the Descr call variable. For example,
Gold Customer.

Note. In the applet-based solution, some CTI systems will automatically sign out the CTI agent when the CTI
console is closed. For CTI systems in which this is not automatic, the option can be set on the agent
Personalization page (select PeopleTools, MultiChannel Framework, CTI Configuration, Agent,

Personalization.)

Selecting Call Actions

56

The Select Call Action drop-down list box contains all of the options that you have for handling calls.
Depending on the status of the agent or the telephone line, certain selections from the drop-down list box are

not available.

After you select a call action, two buttons, the Go performs the selected call action.

The following list describes the call actions:
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Dial

Answer Call

Transfer Mute

Transfer

Conference
Hold

Retrieve

Release

Change

Using PeopleSoft CTI

When you are in Agent Ready or Agent Not Ready mode, you can call
another party.

This button appears and flashes when an incoming call is waiting to be
answered.

Transfers the caller to the desired number without speaking to the intended
recipient. A dialog box appears enabling you to enter the extension of the
person to whom you want to transfer the caller.

Note. In the applet-based solution, this action is not supported on Aspect
switches.

Transfers the caller to the desired number. You have the opportunity to
speak with the recipient before transferring the caller. A dialog box appears
enabling you to enter the extension of the person to whom you want to
transfer the caller.

Enables you to add one or more individuals to your call.
Places the caller on hold.

Takes the caller out of Hold status. This option appears only when the caller
is on hold.

Disconnects the caller. This option is available as a selection only after a
call is answered.

When an agent status is unknown, the system sets the status to Change so
that the user can set the status manually to match the status for the
telephone.

Note. You can transfer to or initiate a conference call with individuals who are not enabled to access
PeopleSoft CTI. Their phone rings, but remember that the pop-up window showing customer data does not

appear.

In the applet-based solution, the following call actions are available depending on whether you are using a

DN or Queue configuration:

Queue

Select from:
Log on: Enables the agent to log an extension on to a queue.

Ready: Indicates that the agent is ready to receive incoming calls. This
option is available when the extension is associated with a queue and the
status bar reads Agent Not Ready.

Not Ready: Stops incoming calls. This option is available when the
extension is associated with a queue and the status bar reads Agent Ready.

Log off: Enables the agent to log an extension off a queue. When logged
off, the agent is no longer participating in the queue.
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DN This option is available when the extension is not associated with a queue.

Ready: Indicates that the agent is ready to receive incoming calls.

In the adapter solution, the availability and meaning of the call actions are determined by the third-party CTI
vendor. Consult your CTI vendor for details.

Answering a Call

After you have signed in to PeopleSoft CTI, you can receive calls. For each incoming ACD call to your
extension, the telephone extension icon turns red. After you have accepted a call, the system does not send
you more incoming calls until you have completed the current call.

To answer a call:
1. Select the radio button to the left of the telephone icon that has turned red.

The Answer option is automatically selected as the current option in the drop-down list box when an
incoming call arrives.

2. Click Go.

The pop-up browser launches with the appropriate PeopleSoft transaction page displayed. The system
determines which page to display based on caller information sent by the CTI middleware.

After you have answered a call, you enter the not available status.

If an agent erroneously cancels a call instead of clicking Go when accepting an incoming call, the agent can
recover the call by:

1. Selecting a call option.

2. Selecting the line that is receiving the incoming call.

Note. If CTI screen pop-ups are configured, the CTI console attaches a CTI miniconsole to the screen pop-up
page. This miniconsole takes a few seconds to initialize before it can be used.

In the Javascript console, you can configure whether the miniconsole appears.

Transferring a Caller

58

Occasionally, you need to transfer callers to other agents. PeopleSoft CTI supports two types of transfers:

o Transfer Mute: This option enables you to transfer a call without speaking to the target agent before
transferring the call.

» Transfer: This option is also known as a consultative transfer, which means that you consult with the
target agent before transferring the call.
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Note. You can always transfer or invite users to a conference call even if the called party is not CTI-enabled.
The non-CTI-enabled users do not get pop-up windows, but their phones still ring.

When you initiate a transfer or conference call on the Cisco system using the applet-based solution and the
contacted party does not answer, wait until the system notifies you of the unsuccessful connection before
attempting another action. This wait can be 20 to 30 seconds.

In the applet-based solution, Cisco ICM does not notify client applications about some call events during two-
step transfers or conferences. As a result, the state of the PeopleSoft CTI Console may not stay synchronized
with that of the teleset, especially if the teleset is used to initiate or complete these call actions. The CTI
console should automatically resynchronize with the teleset when the call is completed.

To perform a transfer mute:

L.

Select the appropriate telephone line.

The selected line must be green.

From the Select Call Action drop-down list box, select TransferMute.
In the Phone No. edit box, select the number that you want to dial.

The drop-down list box contains all of the numbers from the shared phone book and agent phone book. If
the number that you want to dial does not appear, click Dial other number and manually enter the number.

Click Go.
This connects the caller to the new agent and releases your line.

The system prompts the recipient of the transfer that it is transferring a call from your extension. When
the recipient accepts the transfer, the PeopleSoft page connected to the caller's case opens as it did when
you first received the call.

To perform a transfer (consultative):

1.

Select the appropriate telephone line.

The selected line must be green.

From the Select Call Action drop-down list box, select Transfer.
In the Phone No. edit box, select the number that you want to dial.

The drop-down list box contains all of the numbers from the shared phone book and agent phone book. If
the number that you want to dial does not appear, click Dial other number and manually enter the number.

Click Go.

When you use one extension with two lines, the outbound call you make to the agent to whom you are
transferring the incoming call gets initiated on your second line and the incoming call gets placed on hold.
When the outbound call is established, you can consult with the recipient and place that call on hold. To
complete the transfer, you need to return to the first line and select Complete and click Go. This action
releases the call on the second line and transfers the call on the first line to the recipient of the transfer.

When you use two extensions, each with one line, the CTI Console does not have access to the outbound
call to the intended recipient of the transfer. When the outbound call is established, you can consult with
the recipient. You do not have to toggle between the two lines, and you cannot put the recipient on hold.
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5. To complete the transfer, select Complete and click Go.

Initiating Conference Calls

If you need the assistance of other agents to answer a caller's questions, you can use the conference feature to
include the appropriate agents on a call.

To initiate a conference call:
1. Select the appropriate telephone line.
The selected line must be green.
2. From the Select Call Action drop-down list box, select Conference.

3. From the drop-down list box of all numbers from the shared and agent phone books, select a number to be
dialed.

If the number is not there, select Dial other number to access an edit box and enter the number to be
dialed.

4. Click Go.

The system notifies the target agent of the incoming call (conference). The PeopleSoft page associated
with the caller's case opens for the target agent as it did for you when you first received the call.

This feature depends upon two parameters set up by the administrator:

e Default Screen Pop-up URL.
» Personalization: Screen Pop-up Mode.

If the default URL for screen pop-up is set and the screen pop-up mode is 0 (pop up when incoming)
for the second agent, the agent gets the screen pop-up as soon as the call is transferred.

If the screen pop-up is set to 1 (pop up after answer), the screen pops up only after the first agent
completes the transfer or conference call. However, if the default URL for the screen pop-up is not set,
then whether the mode is 0 or 1 doesn't matter. In that case, the second agent gets the screen pop-up
only after the first agent completes the transfer or conference call.

When you use one extension with two lines, the outbound call that you make to the agent to whom
you are inviting to the conference gets initiated on your second line and the incoming call gets placed
on hold. After the outbound call is established, you can consult with the third party, and place that call
on hold. To complete the conference, you need to return to the first line and select Complete and click
Go. This action releases the call on the second line and starts the conference on the first line.

When you use two extensions, each with one line, the CTI Console cannot access the outbound call to
the third party. When the outbound call is established, you consult with the target agent. You do not
have to toggle between the two lines, and you do cannot put the recipient on hold. To start the
conference, select Complete and click Go.

5. After consulting with the target agent, select Complete from the Select Call Action drop-down list box,
and click Go.
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Working with the Hold Status

Putting calls on hold and retrieving calls on hold is likely to be the call action that you perform most.
To place a call on hold:
1. Select the appropriate telephone line.
The selected line must be green.
2. From the Select Call Action drop-down list box, select Hold.

3. Click Go.

To retrieve a call on hold:
1. Select the appropriate telephone line.
The selected line must be green.

The retrieve option is automatically selected as the current option in the drop-down list box when a call is
on hold.

2. Click Go.

Disconnecting a Caller
After you have finished a call, you need to release the call.
To release a call:
1. Select the appropriate telephone line.
The selected line must be green.
2. On the console control bar, select Release from the Lines drop-down list box.
3. Click Go.

If you are using the applet-based solution, the system automatically places you in wrap-up mode, which
enables you to complete any remaining work before accepting more incoming calls. Technically, when
you are in wrap-up mode, your status is Agent Not Ready.

If you are using the adapter-based solution and you have configured wrap-up mode in your CTI
middleware, the console can automatically place you in a Not Ready or Work Not Ready state, which
enables you to complete any remaining work before accepting more incoming calls.

When you are ready to accept incoming calls, select Agent Ready.

Switching Agent Ready Status

Your agent status determines whether you can receive incoming calls.
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In the applet-based solution, agent statuses include:

Agent Ready

To activate Agent Ready status:

From the Select Call Action drop-down list box, select Agent Ready.
When you are ready, the system routes incoming calls to your extensions.
Do Not Disturb

To activate Do Not Disturb status:

From the Select Call Action drop-down list box, select DND.

With Do Not Disturb, your extensions do not accept incoming calls.

Note. This status is not available to agents associated with an ACD queue.

Agent Not Ready
To activate Agent Not Ready status:
From the Select Call Action drop-down list box, select Agent Not Ready.

This status is typically used when agents are at their desks, but temporarily unable to receive calls. While
you are not ready, the system routes calls to other available agents.

Note. This status applies only to agents associated with an ACD queue.

Note. In the adapter-based solution, the adapter provider is responsible for determining what states and
statuses are available in the drop-down list boxes, as well as the meaning of those states.

Dialing an Outbound Call
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You can use PeopleSoft CTI to place a call while the agent status is either Agent Ready or Agent Not Ready.

Note. If you have multiple extensions assigned to you, do not call one of your extensions from the other.

To place an outbound call:

1.
2.

Select your status from Agent Ready or Agent Not Ready.

Select the option next to the telephone icon representing a free line.

For example, if you had a customer on hold on one line, you would select the icon for the second line.
From the Select Call Action drop-down list box, select Dial.

From the drop-down list box showing all numbers from the shared and agent phone books, select a
number to be dialed.

If the number is not there, select Dial other number to get an edit box and enter the number to be dialed.
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5. Click Go.

As with any other call you receive, you can access all the call actions for calls that you initiate. You can
transfer the person that you've called, place the line on hold, or initiate a conference with another party.

Note. If you are using the applet-based solution, the system places you in Agent Not Ready status until
you release the call. If you are using the adapter-based solution, you must configure your CTI middleware
call actions.

When you make an outbound call:
*  You can specify a URL to display a page.

When you display the page, the outbound call data is also attached to the URL so that an application
can collect information such as the automatic number identification (ANI), dialed number
identification service (DNIS), and so on.

* A context ID (such as a customer case number or an invoice number) is attached to the call data.

This allows PeopleSoft application context to be passed on to CTI middleware, where it can be stored.
This context can be used to establish a relationship between the outbound call and the application
context when the call was made.

See Also

Chapter 3. "Configuring PeopleSoft Computer Telephony Integration.”" Creating a List of Frequently Dialed
Phone Numbers, page 25

Completing a Call

When you disconnect or release a call from the miniconsole, the system disconnects you from the CTI
middleware, and the miniconsole becomes disabled (unavailable for entry). However, the PeopleSoft page
remains active so that you can finish updating information if needed.

The availability of an agent to accept incoming calls depends on how the system administrators of the agent
have set up the agent's CTI middleware.

Using Hot Keys

Hot keys are combinations of keyboard buttons that you can press instead of using a mouse. To help you
easily select options, PeopleSoft CTI offers the following hot keys:

Hot Key Description

Alt+R Registers your phone extensions with the CTI
middleware.

Alt+1 Makes Extension 1 the active line.
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Hot Key Description

Alt+2 Makes Extension 2 the active line.

Alt+S Presents a list of applicable call actions for you to select.

Alt+P Presents a list of frequently called telephone numbers
for you to select.

Alt+G Enables you to perform a call action.

Alt+C Enables you to cancel a call action.

Alt+Z Enables you to check agent status.
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Configuring REN Servers

This chapter provides overviews of real-time event notification (REN) servers and Secure Sockets Layer
(SSL) enabled REN servers and discusses how to:

» Configure REN server security.
» Configure REN servers.
e Configure REN server and SSL-enabled REN server clusters.

« Configure a reverse proxy server with a REN server.

Understanding REN Servers

This section discusses:

« REN server failover, scalability, and security configuration.
« REN server failover.
* REN server clusters.

The REN server, an application server domain process, is essential to PeopleSoft MultiChannel Framework
(MCF) architecture. MCF events are sent to REN servers, which deliver them to recipients of those topics.

REN servers are also used by other PeopleSoft applications to push event notifications to users, such as the
Reporting Window output option and the Optimization Progress Window.

The REN server is a modified web server using the HTTP 1.0 or 1.1 communications protocol.
Communication with MCF server processes and browser windows is bidirectional because they maintain
persistent connections to the REN server. Events can be sent proactively to browser windows without polling
or page refreshes.

REN Server Failover, Scalability, and Security Configuration

REN servers can be configured to support both failover and scalability, and should be protected with firewalls
and appropriate security measures, as illustrated in the following diagram:
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REN Server Failover

Although the REN server is integrated into an application server domain, it is not a standard PeopleTools
server process (it has no database connection) and therefore has a separate failover mechanism. Two
scenarios exist for failure recovery:

» For a standalone REN server, Oracle Tuxedo restarts the server if it fails.

MCF servers and consoles reconnect to the REN server. However, any active browser sessions (such as
MCEF chat) are interrupted until a connection can be reestablished between the chat console and the
restarted REN server.

« For clustered REN servers, each REN server in the cluster is a peer that mirrors the current state.

This configuration has two advantages over a standalone REN server:

* Clustered REN servers guard against hardware failure (provided that the clustered REN servers are on
different host machines).

e Active browser sessions are not lost.

REN Server Clusters

You can configure a REN server cluster with only one REN server member. However, a REN server cluster
that is configured with two or more REN servers provides failover.

All REN servers in a cluster mirror each other and appear to external processes as a single URL. The REN
server cluster must have an HTTP load balancer or switch as its front end. All connections with browsers and
application server processes address the front end's URL. The load balancer should use an active standby
content-switching rule to route all traffic to a designated REN server in the cluster. The front end selects an
alternate member of the cluster only when the designated REN server fails to respond.

The REN server cluster maintains mirrored state in all members by relaying events with HTTP messages.
Increasing the number of servers within a REN server cluster therefore does not address scalability issues.
Clustering REN servers does not improve performance and may increase processing overhead and internal
network traffic. The internal HTTP connections between cluster members should be high speed for best
performance. Because of the overhead involved in synchronous cluster members, each member of a cluster
can handle less load than a REN server in a cluster with only one REN server.

Note. In an environment in which multiple REN servers exist within a single cluster, the primary REN server
sends synchronization data to the other members of the cluster. If any of these synchronization messages fail,
then the primary REN server retries up to cluster retry count times. The minimum value of this parameter,
cluster_retry count, in psrenconfig.txt is 0, which means that the REN server does not retry.

If a REN server crashes, it does not rejoin the cluster because it would not be synchronized with the other
clustered REN servers. The entire cluster must be shut down and rebooted to restore all members back to full
participation.

Incoming cluster requests must eventually route to the front end's HTTP address. Queue servers and
application servers use the cluster URL, which is typically set to be the URL of the front end. Browser clients
make requests using the browser URL, which may be set to the front end, or to a server that proxies to the
load balancer. If browser transactions are encrypted with SSL, then the browser URL is an HTTPS address to
a reverse proxy server or SSL accelerator.
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Note. If you use SSL between the browser and REN server, then you must use a reverse proxy server or SSL
accelerator, unless you have configured an SSL-enabled REN server.

Note. When clustering multiple REN servers, typically there is some performance degradation.

Understanding SSL-Enabled REN Servers

You can enable a secure channel of communication between the clients and the REN server by enabling SSL
on the REN server using openssl. The SSL protocol runs above Transmission Control Protocol/Internet
Protocol (TCP/IP) and below higher-level protocols, such as HTTP and IMAP4. By using TCP/IP on behalf
of higher-level protocols, openssl allows an SSL-enabled server to authenticate itself to an SSL-enabled
client, a client to authenticate itself to a server, and both machines to establish an encrypted connection.

This section discusses:

+ Installing digital certificates.
» Authenticating sever and client.

» Performance and scalability for SSL-enabled REN servers.

Installing Digital Certificates

REN servers require digital certificates to work in SSL mode. The servers pick up the certificates from the
PeopleTools database. The certificates must be imported into PeopleTools database from PeopleTools,
Security, SecurityObjects, Digital Certificates. Certificates that are installed in the database will have a
unique combination of certificate type and alias.

The certificate type that is used for the server should be of the type CERT, and the alias is <machine
name>.<domain name>. When the certificate is configured with a unique alias name, it should be associated
with the REN server that is SSL-enabled. The REN server loads its server certificate from the database at the
start-up.

See Appendix B, "Installing Digital Certificates for REN SSL." page 593.

Authenticating Server and Client

For server authentication, the server sends its certificate to the client as a part of the SSL handshake and the
client authenticates by verifying the Certificate Authority (CA) of the certificate against its trusted keystore.
When the REN server is configured for SSL, all clients must trust the CA of the server certificate to
participate in a successful communication.

Client authentication verifies the clients's authenticity to participate in a communication with the server.

When the REN server is configured for client authentication, all clients must supply a valid client certificate
to participate in a successful communication.
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All clients must use the REN cluster's HTTPS URL to communicate in the SSL mode. If the REN server is
SSL only, access is denied to any client trying to communicate with a HTTP URL port. The browser-based
clients, the application server client, and the REN Java clients should be configured appropriately to
communicate with an SSL-enabled REN server.

Performance and Scalability for SSL-Enabled REN Servers

During an SSL transaction, the handshake is an added overhead that occurs. However, for every transaction,
the handshake is done once to authenticate the server and the client. After authentication, the data is digitally
signed, encrypted, and exchanged on an established session. For each console, authentication establishes a
session only once, and no subsequent transactions inherit any overhead of authentication.

Configuring REN Server Security

This section provides an overview of REN server security configuration and discusses how to define
permission lists for REN server access.

Understanding REN Server Security Configuration

Protect the REN server behind firewalls. A reverse proxy server can be used between browser clients and the
REN server. Browser sessions can be SSL-encrypted by means of a reverse proxy server or hardware SSL
accelerator.

Note. The security of your PeopleSoft system and configuration of load balancers, switches, and reverse
proxy servers is beyond the scope of this document. Refer to your PeopleBooks for more information.

REN server access from browser clients is restricted to users who are currently signed in to PeopleSoft
software with appropriate REN server permissions. You must enable single sign-in security to obtain REN
server access. Permission to access REN server applications is granted on permission lists, which are in turn
associated with security roles and user IDs. Clients lacking access permission receive a 403 Forbidden page
from the REN server.

Note. REN server access requires that single sign-in be enabled.

See Also

PeopleTools 8.52: Security Administration, "Getting Started with Security Administration"

PeopleTools 8.52: System and Server Administration, "Getting Started with System and Server
Administration"

Defining Permission Lists for REN Server Access

The following REN Permissions page shows the objects and permissions that are defined for permission list
PTPT1200. You can create custom permission lists and define access to REN servers.
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REN Permissions

Fermission List.  PTPT1200
Description: FeopleTools

Full Access (Al) |

Permission Customize | Find | i First E 1-9af 3

Mo Access (Al |

MCF Agent

MCF Tl Server [Full fccess  ~]
MCF Customer |FuIIAccess j
MCF MCFLOG Server [Full dccess =]
MCF Matify Gueue [Full sccess =]
MCF Supervisor |FuIIAccesa j
MCF UQSRY Server [Full access x|
Optimization Notify [Full dccess  »]
Repating Window |FuIIAccess j

Ok Cancel

The REN Permissions page showing the objects and permissions that are defined for a permission list

To define permission lists for REN server access:

1.
2.

70

Select PeopleTools, Security, Permissions & Roles, Permission Lists.
On the search page, search for and select your permission list.

On the Permission List page, select the PeopleTools tab.

Click Realtime Event Notification Permissions.

On the REN Permissions page, select your permissions.

To enable REN server access for roles that are defined with the current permission list, select Full Access
for each object that is required by the role. For example, users who require access to the MultiChannel
Console must have Full Access defined for the MCF Agent object.

The MultiChannel Console link appears in the universal navigation header for any user with full access
permissions defined for the MCF Agent object. However, the user must also be configured as an MCF or
CTI agent to access the MultiChannel Console or CTI console.
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Note. To enable access to the Report-to-Window functionality, add WEBLIB_RPT to the Web Libraries page
of the permission list, and set Reporting Window to Full Access on the REN Permissions page.

Grant full access to the MCF CTI Server object only on the permission list that is assigned to the CTI server
role. No other users should have MCF CTI Server access.

The user ID that is configured to start the Process Scheduler must have full access to the Reporting Window
REN permission on at least one permission list for that user ID. If the user ID does not have full access to the
Reporting Window, then the pop-up window stays in a status of queued.

See Also

Chapter 3. "Configuring PeopleSoft Computer Telephony Integration," Required Security for PSMCAPI,
page 20

Configuring REN Servers

To configure REN servers, use the REN Server (REN_SERVER CMP) component.

This section provides an overview of REN server configuration options and discusses how to:

» Configure REN servers and SSL-enabled REN servers.

e Define REN servers.

Understanding REN Server Configuration Options
Depending on your requirements, choose one of two REN server creation and configuration options:

» To create a single REN server in a particular database using default configuration parameters, create an
application server domain using PSADMIN.

Event Notification is enabled by default in the quick-configure menu. An associated REN server cluster is
also created by default.

» To create additional REN servers in a particular database, configure each REN server as required on the
REN Server Definition and REN Server Cluster pages.

Then create the associated application server domains. Event Notification is enabled by default in the
quick-configure menu.

When a REN server starts, it looks for configuration information in the database, using the application server
domain name and host name as keys. If the associated configuration information exists in the database, the
REN server uses it. If no such configuration information exists, the REN server is configured by defaults,
which also configure a REN server cluster for each REN server. You can change the default REN server
configuration by using the REN Server Configuration pages, but such changes do not take effect until the
REN server starts up again.

Note. You can create only one REN server per application server domain.
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This section discusses some possible REN server configurations that depend on domain server topology.

Simple Configuration: Mycompany.com

In this configuration, the REN server is on the host machine MachA, the REN server uses the default port
number 7180, the domain name server (DNS) addresses the host machine as MachA.mycompany.com, and no

SSL or reverse proxy server is involved:

Parameter

Value

PeopleSoft Pure Internet Architecture
Authentication Token Domain

mycompany.com

Authentication Domain in REN Server
Cluster Configuration

mycompany.com

REN Server Cluster Root Path

/psren

REN Server Cluster URL

http://MachA:7180

REN Server Browser URL

http://MachA.mycompany.com:7180

Simple Configuration with SSL-Enabled REN Server: Mycompany.com

In this configuration, the REN server is on the host machine MachA, the REN server uses the default port
number 7143, and DNS addresses the host machine as MachA.mycompany.com. The REN server is SSL-

enabled.

Parameter

Value

PeopleSoft Pure Internet Architecture
Authentication Token Domain

mycompany.com

Authentication Domain in REN Server
Cluster Configuration

mycompany.com

REN Server Cluster Root Path

/psren

REN Server Cluster URL

https://MachA:7143

REN Server Browser URL

https://MachA.mycompany.com:7143
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Reverse Proxy Server with Non-SSL Configuration

This configuration includes a single REN server and a reverse proxy server. The reverse proxy server could
be either a dedicated reverse proxy server or a web server with a proxy plug-in configured to redirect both
PeopleSoft Pure Internet Architecture and REN server requests. The application server host machine is
MachA, and the REN server uses its default port 7180. The reverse proxy server is on MachRPS using port
8080 for HTTP. The DNS server must recognize MachRPS.mycompany.com.

Parameter

Value

PeopleSoft Pure Internet Architecture
Authentication Token Domain

mycompany.com

Authentication Domain in REN Server
Cluster Configuration

mycompany.com

REN Server Cluster Root Path

/psren

REN Server Cluster URL

http://MachA:7180

REN Server Cluster Browser URL

http://MachRPS.mycompany.com:8080

Reverse Proxy Server with SSL Configuration and Secure HTTP

For SSL, install certificates on the reverse proxy server, set the server to encrypt all communications, and use
HTTPS URLs from the browser. In this example, the reverse proxy server uses port 8443 for SSL:

Parameter

Value

PeopleSoft Pure Internet Architecture
Authentication Token Domain

mycompany.com

Authentication Domain in REN Server
Cluster Configuration

mycompany.com

REN Server Cluster Root Path

/psren

REN Server Cluster URL

http://MachA:7180

Note. The cluster URL should not be a secure HTTP address if SSL is
handled through a reverse proxy server.
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Parameter

Value

REN Server Browser URL

https://MachRPS.mycompany.com:8443

Note. This is a secure HTTP address (HTTPS).

Note. If you use SSL between the browser and REN server, you must use a reverse proxy server or SSL

accelerator.

See Also

PeopleTools 8.52: Security Administration, "Getting Started with Security Administration"

Page Used to Configure REN Servers

Page Name Definition Name Navigation Usage

REN Server Configuration | REN_SERVER DET PG PeopleTools, REN Server | Define a REN server.
Configuration, REN Server
Definition

Configuring REN Servers and SSL-Enabled REN Servers

Specify REN server configuration parameters based on your network topology and server arrangement.

Define the parameters for REN server configuration in three locations:

» Authentication token domain, set during PeopleSoft Pure Internet Architecture installation or in web

profile configuration.

» REN server configuration parameters, specified in an application server domain using PSADMIN.

* REN server parameters, including cluster and browser URLs, set in the PeopleTools REN Server and
REN Cluster components.

Configuration parameters that are set in the REN Server and REN Cluster components override any

defaults in PSADMIN.

Authentication Domain

The authentication domain tells PeopleSoft Pure Internet Architecture the internet domain name that browser
clients use when accessing PeopleSoft applications across the internet. The token is required to comply with
the same-origin security policy that is enforced by most browsers. The domain name that is specified in the
REN Server Configuration page must be identical to the domain name that is specified as the authentication
token domain during PeopleSoft Pure Internet Architecture installation.
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If authentication domain is not set during PeopleSoft Pure Internet Architecture installation, define the
authentication domain in web profile configuration to match the REN server configuration.

Note. You must specify the authentication token domain if you access the REN server and the PeopleSoft
Pure Internet Architecture web server using different DNS names from the browser client (for example, if
they are on different machines).

Configuring a REN Server and SSL-Enabled REN Server with PSADMIN

If necessary, you can specify parameters in the PSRENSRYV section of the PSADMIN application server
domain configuration, as illustrated in the following example:

\8.48% 107-11% appsery' psadmin.exe
Jalues for config section — Search Indexes

Do you want to change any values <ysn>? I[nl:

Jalues for config section — PSRENSRU
log_severity_level=Warning
io_buffer _size=8172
default_http_port=7180
default_https_port=7143
default_auth_token=peopleszoft.com

ouw want to change an

values Cy/n>? [nl:

Configuring PSRENSRYV in PSADMIN

Specify parameters as described in the following table:

Parameter

Default

Description

log_severity level

Warning

This is the logging level for the REN server.

Select from one of the following log severity levels,
from less to more logged data: Error, Warning,
Notice, Debug.

Note. Do not use Debug in a production environment.

io_buffer size

8192

This is the TCP buffer size in bytes that is used for
serving content. Do not exceed a value of 65536.

If the REN server is running on Microsoft Windows,
change io_buffer size to a minimum value of 56000.
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Parameter Default Description

default_http port 7180 This is the REN server's HTTP port.
The default value is 7180.

The default_http _port parameter takes effect only
when a REN server starts up for the first time and the
database does not already contain configuration
information for the REN server.

Note. After the HTTP port number that is assigned to
the REN server has been established in the database,
the only way to change it is on the REN Server
Definition page. Editing the port number in the
psappsrv.cfg file does not overwrite the value that is
stored in the database.

default_https_port 7143 This is the REN server's HTTPS port for SSL-enabled
REN server.

The default value is 7143.

Note. The https port is used only when the REN
server is SSL-enabled.

The default https port parameter is configured in
psappsrv.cfg and is used when a SSL-enabled REN
server starts up for the first time.

Note. To change the default https port, use the REN
Server Definition page. Changing the SSL Port
requires the reboot of the REN server.

default_auth token example.com This is the fully qualified domain name of the
application server.

This value should match the value of the web server's
authentication domain.

The default auth token parameter takes effect only
when a REN server starts up for the first time and the
database does not already contain configuration
information for the REN server.

When configuring the REN server parameters through
PSADMIN, do not place a period or dot (.) before the

default auth token value. For example, the parameter
should read default_auth token=example.com

Access logging is not enabled by default in PT852. In order to enable access logging, remove #(hash) from
the access.log path(#ns_param file $ {homedir}/LOGS/access.log) in psrenconfig.txt file.

After specifying REN server configuration parameters, be sure to specify Y (Yes) when asked if you want
event notification configured and MCF server configured. Boot this domain from the Domain Administration
menu.
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Note. Use PeopleSoft Pure Internet Architecture REN server definition and configuration pages to modify
configuration parameters whenever possible. REN server configuration parameters that you make using
PSADMIN are written to the psappsrv.cfg file in the application server directory. REN server configuration
values that are found in the database override any values that are found in psappsrv.cfg.

Use static IP addresses for your web servers. If you use dynamic IP addresses (DHCP), ensure that the
domain name server (DNS) can map fully qualified domain names to the dynamic IP addresses.

If you are using Microsoft Internet Explorer internet security zones, include both the web server and REN
server addresses in the same security zone; alternatively, exclude both addresses from security zones.

Socket Binding

The REN server listens on the port that is defined in the REN Server Definition page, which is by default
7180. However, the host name to which the REN server binds is determined by information in the
psrenconfig.txt file for each application server domain. If the host machine contains multiple network
interface cards (NICs), then the REN server binds by default to only one NIC, which is given by unane()
on Unix, or Get Conput er Nanme() on Microsoft Windows.

To bind a REN server to a specific NIC, manually edit psrenconfig.txt for the appropriate application server
domain, changing both set address and set hostname to the IP address and locally-known host name of the
NIC. For example:

set address 192.168.10.1
set hostnane hostsrv. exanpl e.com

Note. If you enter an invalid IP address in the psreconfig.txt file, the REN server may not start correctly.
Check the REN server log for error messages that identify the issue.

Configuring TCP_NODELAY

The parameter, TCP_ NODELAY in psrenconfig.txt controls whether to disable the TCP Nagle algorithm on
the TCP packets sent by the REN server. Two instances of TCP_ NODELAY are available in psrenconfig.txt.
TCP_NODELAY in the nssock section is used by non-SSL REN servers, and the instance in the nsopenssl
section is used by SSL-enabled REN servers. The TCP Nagle algorithm is generally enabled by default and
inserts a short delay before sending small TCP packets. This helps prevent network overload.

If TCP_NODELAY is set to 0, the TCP algorithm acts normally. This is the recommended configuration for
most applications. However, for certain CTI applications, this parameter must be set to 1 to improve
performance. If TCP_ NODELAY is set to 1, the TCP Nagle algorithm is disabled on operating system
platforms that support disabling this feature.

Defining REN Servers
Access the REN Server Configuration page using the following navigation path:

PeopleTools, REN Server Configuration, REN Server Definition
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REHN Server ID:
FEREMSREY_000

*Application Server Domain:

|QEDMO
*Host Machine:

|LocaLHOST
*Port Number:

I 7180

Process Instance:
1

S5L Port Number: -.nicate Alias:
I ssLonly [ 774z |

' No Client Authentication

" On Each Request - Yerify only if Supplied

" On Each Request - Mandatory to Supphy

" At Initial Handshake Only - Verify only if supplied
" At Inital Handshake Only - Mandatory to Supphy

The REN Server Configuration page displaying the REN server ID and the Process Instance. It has the
following editable options: Application Server Domain, Host Machine, Port Number, SSL Only check box, SSL
Port Number, Certificate Alias, and the various Client Authentication options to choose from.

Application Server Domain  Enter the application server domain that is serving this REN server.

Host Machine

Port Number

SSL Only

SSL Port

Process | nstance

78

Enter the name of the host machine on which the specified application
server domain runs.

This entry requires the host machine name, not its DNS name. However,
the host machine name may need to be fully qualified, for example,
machineA.example.com. On a Unix machine, determine the host name by
running uname - a. On a Microsoft Windows machine, determine the host
name by running host nane at a command prompt.

Enter the HTTP port number on which this REN server is addressed.

Change the HTTP port value if multiple REN servers are running on the
same host machine to avoid port conflicts.

Select to enable SSL on REN server.

Note. If this option is selected, you must enter the SSL port.

Enter the HTTPS port number on which this SSL-enabled REN server is
addressed.

Reserved for future use.
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Select a certificate alias to be used as a server certificate by the SSL-

enabled REN server.

Note. The certificate alias is stored in the PSKEYDB, PSCERTDB, and

PSREN records.

Select to determine the level of client authentication.

Note. If the browser is configured for client authentication pop-up or the
browser has more than one certificate configured, the SSL session ends if
the user fails to provide the certificate within three heartbeats. To avoid
such a session time-out, the user must either accept the client certificate
within a heartbeat or increase the session time-out value in psrenconfig.txt.

The following table shows the client authentication values:

Parameter Flag Value Description

No Client Authentication 0 Client authentication is disabled.

On each Request-Verify | Client authentication is enabled

only if Supplied The server sends a client certificate request to the
client. Verification happens only if the certificate is
provided. If the verification process fails, the
TLS/SSL handshake is immediately terminated. If the
client does not return any certificate, SSL
communication still continues

On Each Request- 3 Client authentication is enabled and mandates that the

Mandatory to Supply client provide the certificate.
If the client does not return a certificate, the TLS/SSL
handshake is immediately terminated with a
handshake failure alert. If the client returns a
certificate, it is verified. The communication fails if
the verification fails.

At Initial handshake 5 Client authentication is enabled and requests a client

Only-Verify only if certificate on the initial TLS/SSL handshake only.

Supplied Verification happens only if the certificate is
provided. If the client does not provide any certificate,
SSL communication still continues. If verification
fails, the TLS/SSL handshake is immediately
terminated.

At Initial handshake 7 Client authentication is enabled and mandates that the

Only-Mandatory to client provide the certificate only in initial TLS/SSL

Supply handshake.
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Configuring REN Server and SSL-Enabled REN Server Clusters

A cluster is typically a collection of REN servers among which the session information is replicated. You
cannot add both SSL and non-SSL servers in a single cluster.

To configure REN server clusters, use the REN Cluster (REN_CLUSTER CMP) component.

This section discusses how to:

* Cluster REN servers and SSL-enabled REN servers.
» Specify REN server ownership.
» Specify REN server cluster members.

REN server clusters address failover and scalability.

Pages Used to Configure REN Server and SSL-Enabled REN Server Clusters

Page Name Definition Name

Navigation

Usage

REN Server Cluster REN_CLUSTER_PG

PeopleTools, REN Server
Configuration, REN Server
Cluster, REN Server Cluster

Define a REN server
cluster.

REN Server Cluster Owner | REN_OWNER_PG

PeopleTools, REN Server
Configuration, REN Server
Cluster, REN Server Cluster
Owner

Specify REN server cluster
ownership.

REN Server Cluster REN_CLUST_RSERV_PG

Members

PeopleTools, REN Server
Configuration, REN Server
Cluster, REN Server Cluster
Members

Specify REN server cluster
members.

Defining a REN Server Cluster

A REN server serves requests only if it is a part of the cluster. If the REN server is SSL-enabled:

e All the member REN servers must be SSL-enabled REN servers.

e All the member REN servers must use the same server certificate.

* Both REN Server Cluster URL and REN Server Browser URL must start with HTTPS and use the

HTTPS port.
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Note. When the administrator changes the REN server to be in SSL mode, he or she must also ensure that the
REN server is a member of SSL clusters only. In any given REN cluster, all REN servers that are members
must be either SSL-only servers or non—SSL servers. For SSL-enabled REN servers, use SSL-enabled
PeopleSoft Pure Internet Architecture.

Access the REN Server Cluster page using the following navigation path:

PeopleTools, REN Server Configuration, REN Server Cluster, REN Server Cluster

[/ REN Server Cluster Y REN Server Cluster Owner | REN Server Cluster Members

Any changes saved on this page do not take effect until affected REM Servers are
rebooted.
REN Server Cluster ID:

REMCLSTRE_0001

*State Flag:

IActive 'I

*REN Server Cluster Root Path:

|Ipsren

*REN Server Cluster URL:

|http:IIFSAMF'SDN1 11203:7180 Buffer Test |
*REN Server Browser URL:

|http:IIFEAMF'BDN111203.peup|esnﬂ.cum:?1aﬂ Fing Test |

Authentication Domain:
|peup|esnﬂ.cnm

The REN Server Cluster page showing the REN server cluster ID and having the following editable options:
State Flag, REN Server Cluster Root Path, REN Server Cluster URL, REN Server Browser URL, and the
Authentication Domain

By default, if you start a REN server from PSADMIN without configuring a REN server cluster, a cluster is
created with a cluster ID RENCLSTR_000n

State Flag Select Active or Inactive.

This field determines whether the cluster can receive new client requests.
For scalability, configure multiple REN server clusters with the same
ownership and set them to active status. Then the reporting window and
customer chat applications will direct new client requests to a randomly
chosen active REN server cluster. If all clusters are inactive, the client
receives an error message.

If the cluster supports MCF servers, current chat sessions continue even
after a cluster is inactive. But the MCF system does not route any additional
requests to an inactive cluster.

Inactivate a cluster before deleting the cluster, or before removing a
member REN server from the cluster. You can inactivate a REN server
cluster without deleting the cluster.
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REN Server Cluster Root
Path

REN Server Cluster URL

Buffer Test
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The default REN server cluster root path is /psren. Change this as required
so that multiple REN server clusters are addressable through a single
reverse proxy server.

Changes to the root path should also be reflected in the URL mapping of
any reverse proxy server.

The REN server cluster URL is the address that is used to reach the REN
server cluster internally.

This is the URL that is used by internal processes. If the MCF cluster is
served by a REN server cluster, the cluster URL is that of the switch or load
balancer in front of the clustered REN servers. The cluster URL must be
unique for each cluster. No two clusters can address the same cluster URL.
Specify the cluster URL in the form <http://<DNS_machine
name>:<port>, where:

* <DNS machine name> is the server machine name that is recognized
by your DNS.

» <port> is the REN server port number; the default value is 7180.

This port number is the REN server port number or the port number of a
proxy server, load balancer, or other front end.

» The protocol must be HTTP if the REN server is non-SSL; for an SSL-
enabled REN server, the protocol must be HTTPS.

Note. Use the limit_http _responses parameter in the psrenconfig.txt
configuration file to control the number of HTTP responses that will be sent
to the browser following an HTTP POST. The default value of this
parameter is 1, meaning that each POST receives only one response. If
limit_http_responses is set to O, the number of responses will not be limited,
and each POST may receive more than 1 HTTP response from the REN
server. Multiple responses can cause unpredictable browser, load balancer,
and ping test behavior.

Click Buffer Test to initiate a test of the REN servers' ability to break up
and send a large file using multiple internal buffers.

The buffer test bypasses REN server security, and does not depend on
specified domain names (authentication domain), so you can use it to verify
that the REN server is running on the network.
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Ping Test

Authentication Domain
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The REN server browser URL is the address that is used by external clients
and by agent chat to reach the application that is served by this REN server
cluster.

The browser URL may be different from the cluster URL, which should not
have to go through any firewall, reverse proxy server, or other outward-
facing security barrier. If the REN server is reached through a load
balancer, switch, or reverse proxy server, specify the fully qualified URL of
that device as accessed from the user's browser. The URL must be the
address of the gateway machine (proxy server, load balancer, or SSL
accelerator). Specify the address in the form http: or
https://<DNS_machine name>.<domain_name>:<port>, where:

» <DNS_machine_name> is the server machine name that is recognized
by your DNS.

* <domain_name> is the fully qualified domain name that is recognized
by your DNS.

»  <port> is the REN server port number; the default value is 7180.

This port number is the REN server port number or the port number of a
proxy server, load balancer, or other front end.

Note. If the REN server is SSL-enabled, the browser URL must be HTTPS.

Click to initiate a test of the REN server that is specified in the browser
URL fields. Failure may indicate that a URL or authentication domain is
incorrectly specified, the REN server is not running, or single sign-in is not
implemented.

Enter the authentication domain. This must be the same as the
authentication domain that is specified in the PeopleSoft Pure Internet
Architecture installation or in the web profile configuration.

Specifying REN Server Ownership

Access the REN Server Cluster Owner page using the following navigation path:

PeopleTools, REN Server Configuration, REN Server Cluster, REN Server Cluster Owner
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refbinoted.
REN Server Cluster ID:
REMCLSTR_0001

*REN Server Cluster Owner

T

{ REM Server Cluster | REN Server Cluster Owner ' REN Server Cluster Members |

Any changes saved on this page do not take effect until affected REM Servers are

&+ =]

The REN Server Cluster Owner page showing the REN server cluster ID and having the editable REN Server

Cluster Owner editable field

REN Server Cluster Owner  Select the owner of this REN server cluster from the drop-down list box.
Select from the following values:

All
MCF
Optimization

Reporting

Specifying an owner for a REN server cluster limits client access to that
cluster. This is useful to ensure performance under load.

Specifying an owner for a REN server cluster also supports security. For
example, an MCF cluster can be created only on a REN server cluster that
is owned by MCF or ALL.

Specifying REN Server Cluster Members

Access the REN Server Cluster Members page using the following navigation path:

PeopleTools, REN Server Configuration, REN Server Cluster, REN Server Cluster Members
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/ REMN Sewer Cluster ' REN Server Cluster Owner | REN Server Cluster Members

Any chanoges saved on this page do not take effect until affected REMN Servers are
rebooted.

REN Server Cluster ID:
REMCLSTR_O0O01

REN Senver ID
EMSRY 0001 =]
IPSRENEH"\-’_DDDE j ll ;I

The REN Server Cluster Members page showing the REN server cluster ID and having the REN Server ID
editable field

REN Server ID Select a REN server from the drop-down list box.

Each REN server can belong to only one REN server cluster.

Configuring a Reverse Proxy Server with a REN Server

This section provides an overview of reverse proxy server (RPS) configuration and provides examples.

Understanding RPS Configuration

Production PeopleSoft installations may configure the REN server behind an RPS. The RPS isolates the REN
server and other web servers from the open internet, provides SSL session handling, and presents a single-
server origin to outside clients. PeopleSoft customers may put REN servers and PeopleSoft Pure Internet
Architecture web servers behind one RPS, or just REN servers.

These examples assume that:

* You have installed the current PeopleTools release on both host machines.
* You have configured a web server using the default parameters on the first host machine.
* You have configured a REN server using the default parameters on the first host machine.

See Chapter 5. "Configuring REN Servers." Reverse Proxy Server with SSL Configuration and Secure HTTP,
page 73.
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Example: Configuring a WebLogic RPS for a REN Server on Another Host
Machine

86

This example presents one possible configuration for a REN server running on one host machine and
installing an RPS to run on a second host machine, using Oracle WebLogic . The RPS redirects clients to both
a REN server and to the PeopleSoft Pure Internet Architecture web server.

To configure an RPS for a REN server on another host machine:

L.

Install a new web server domain on the second machine.
Name the domain rps.

Configure the following values:

»  AppServer Name: <application_server _machine_name>
» JSL Port: 9999
The RPS will not make Jolt connections.
e HTTP Port: 8080
* HTTPS Port: 8443
Start the new web server.
Navigate to <PIA_ HOME>webservrps, and run st ar t Pl A. cnd.
Sign in to the WebLogic Server Administrative Console for the rps web server.

Access the WebLogic Server Administrative Console at http://<webserver>:<port>/console (for example,
http://localhost:8080/console).

When prompted for a user name and password, specify the WebLogic system ID and password. If you've
followed the default WebLogic Server install, the ID and password are System and password.

Using the console's hierarchical navigation, navigate to rps, Deployments, Applications, PeopleSoft.
Select the Targets tab.

Clear the PIA option.
Click Apply.

Using the console's hierarchical navigation, navigate to rps, Deployments, Web Application Modules,
HttpProxyServlet. Select the Targets tab. Select the PIA option. Click Apply.

For better web server performance, navigate to rps, Servers, PIA. Select the Protocols tab, select the
HTTP tab, and set both Duration and HTTPS Durationto 120 secs.

Stop the rps web server.

Navigate to <PIA_HOME>webservrps and run st opPI A. cnd.
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8. Configure RPS parameters for the rpsserver.

Locate the file web.xml at PIA_ HOME/webserv/rps/applications/HttpProxyServiet/ WEB-INF.

Edit web.xml in a text editor, changing the WebLogic port and WebLogic host from 8080 to 80 (the value
8080 is a default value that is derived during installation of the domain rps). For example:

<init-paranp

<par am nane>WebLogi cPort </ par am nanme>

<par am val ue>80</ par am val ue>

<descripti on>HTTP |listen port of WhbLogi c Pl A/ PORTAL server.</description>
</init-paranp

To specify the associated REN server, (which is on another machine), edit web.xml, changing the REN
server host machine, port, and root URL from their default RPS values. For example:

<init-paranp

<par am nanme>WebLogi cHost </ par am nane>

<par am val ue>MACHI NE_2</ par am val ue>
<descri pti on>Host name of REN server. </description>
</init-paranp

<init-paranp

<par am nane>WebLogi cPort </ par am nanme>

<par am val ue>7180</ par am val ue>

<description>Li sten port of REN server.</description>
</init-paranp

Another example is:

<servl et - mappi ng>
<servl et - name>RENHt t pPr oxySer vl et </ ser vl et - nane>
<url-pattern>/psren/*</url-pattern>

</ servl et - mappi ng>

Reboot the RPS web server.

Navigate to <PIA_HOME>\webserv\rps, and run st art Pl A. cnd.

10. (Optional) Configure and enable SSL on the RPS machine.

Note. When using Apache 1.3.x or 2.0.x RPS, you must configure the kn_response flush override and the
flush_rps_buffer size for knjs parameters in the psrenconfig.txt file. If you are using Apache 1.3.x, set both
of these parameters to 4096. If you are using Apache 2.0.x, set both parameters to 8192. Apache needs both
parameters present with the same buffer size. The kn_response flush_override parameter flushes a message,
while the flush _rps_buffer size for knjs parameter flushes the stay-alive.

Note. Using WebLogic as a reverse proxy server is not recommended for a production system.

Note. The WebSphere plug-in for Microsoft IIS does not work as a RPS for the REN server.

Configuring Apache-based Reverse Proxy Servers for a REN Server

Apache-based proxy servers vary widely in configurations, here we present an example configuration. The
configuration files for your environment may be quite different.
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To proxy for RenServer, find and edit the httpd.conf configuration file. Make the following modifications to
the file:

1.
2.

Move the line LoadModule proxy module modules/ApacheProxyModule.dll to the bottom of the file.
Comment out the line AddModule mod_proxy.c.
Add the following five lines after LoadModule proxy module:
<I f Modul e nod_pr oxy. c>
Pr oxyRequests O f
ProxyPass /psren http://machi ne: 7180/ psren
Pr oxyPassReverse /psren http://machi ne: 7180/ psren
</ | f Modul e>

Reboot your webserver and reverse proxy server.
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Configuring PeopleSoft MCF Servers and
Clusters

This chapter provides an overview of PeopleSoft MultiChannel Framework (MCF) server and cluster
architecture and discusses how to configure MCF clusters.

Understanding PeopleSoft MCF Server and Cluster Architecture

This section discusses:

» PeopleSoft MCF server configuration.

» PeopleSoft MCF cluster architecture.

* Queue server and queue server failover.
« Logical queues and physical queues.

* MCEF log server and log server failover.
* Queue server scalability.

* Recommended configurations.

PeopleSoft MCF Server Configuration

PeopleSoft MCF depends on processes that are configured and booted as part of an application server
domain. Configure MCF processes (servers) through PSADMIN, along with other processes in each
application server domain.

Note. The REN server process can be used by applications that are separate from the queue server and MCF
log processes. In this case, you can configure the application server domain for event notification without
creating the MCF servers.

After considering performance and failover issues, the MCF system administrator provides configuration
information that describes the arrangement of queues, domains, queue server processes, REN server
processes, MCF processes, and URL addresses.

REN server processes are configured on PeopleSoft Pure Internet Architecture pages before or after being
initiated in an application server domain. Each queue server process is uniquely identified in the system by
the combination of the machine name, domain subdirectory name, and process identifier. MCF log processes
use the same queue-server identification scheme.
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See Also

Chapter 5. "Configuring REN Servers." page 65

PeopleSoft MCF Cluster Architecture

90

In a PeopleSoft system, all application server processes, including MCF servers and REN servers, belong to
an application server domain. Each domain can have only one REN server process (PSRENSRYV), one queue
server process (PSUQSRYV), and one MCF log server process (PSMCFLOG). Domains can be redundantly
clustered to provide failover. Logical queues can be serviced by multiple clusters for scalability. Support for
scalability and failover is integrated into the configuration process.

The following diagram illustrates MCF cluster architecture:
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Queue Server and Queue Server Failover

92

The queue server is a server process in the PeopleSoft application domain that routes email, chat, and generic
tasks to the agent based on the agent properties, such as state and skill set, and task routing properties, such as
priority, language, and cost.

The queue server process (PSUQSRYV) is a Tuxedo-managed server with a standard PeopleSoft database
connection. Each queue server process is the central routing point for one or more physical queues. The queue
server maintains state information for work requests, work in progress, agent availability, and agent
workload. Queue server state is written to database records, except for the assignment of chat to agents.

The queue server can recover from a crash because most of its state is written to the database. When a queue
server reboots, it checks the database and loads state information for open work tasks. The queue server
connects to its REN server and issues restart queries to each console so that it can rebuild agent assignment
information, which may have changed while the queue server was down.

Although a single queue server can recover state after recovering from software failure, this does not guard
against hardware failure. Multiple queue server processes running on multiple host machines and configured
in a cluster provide failover for hardware failure. Unlike the REN server cluster, the clustered queue servers
operate as one master and many slaves. The master handles all routing decisions, while slave processes
monitor the master and step in only if it fails. Any rebooted queue server rejoins the cluster in a slave role.
Any slave that is promoted to master loads state from the database and issues queries to consoles as if it were
the only process in the cluster.

Each queue server process follows a fixed procedure to ensure that the cluster has at most one functioning
master. Database locks eliminate possible race conditions, and the master periodically writes a timestamp to
indicate its health. The masterinterval parameter controls the frequency at which the master process must
update the timestamp in the cluster table. The masterinterval parameter corresponds to the maximum time
after a master queue server fails before another queue server process takes over. Minimizing this value
provides rapid failover response time but also requires frequent database updates.

See Chapter 7, "Configuring PeopleSoft MCF Queues and Tasks." Tuning Cluster Parameters, page 108.

Each queue server must be part of an MCF cluster, and each MCF cluster must include at least one queue
server. An MCF cluster of only one queue server provides no redundancy against hardware failure.

Create a queue server that starts when an application domain is started by selecting MCF servers from the
quick-configure menu during application domain configuration.

In summary, configure queue servers to provide hardware failover. Each queue server is part of an MCF
cluster. To support hardware failover, distribute master and slave queue servers over multiple hosts. Every
queue server in an MCF cluster communicates with the same REN server ID. Therefore, REN server failover
is also crucial.

The first queue server that places a valid master entry for itself in the cluster table becomes the master queue
server. In most cases, the master queue server is the first queue server started. No configuration parameter
exists to designate master or slave queue server within a cluster.

After an MCF cluster's master queue server is established, all other cluster members become slave queue
servers. If the slave queue servers within a cluster detect a failure of the master queue server, the remaining
slave servers compete to become the master queue server. If the master queue server reboots before a slave
takes over, the master queue server also competes. No configuration parameter exists to designate priority
among slave servers.

See Chapter 5. "Configuring REN Servers." page 65.
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Logical Queues and Physical Queues
PeopleSoft MultiChannel Framework enables the configuration of both logical and physical queues.

A logical queue is an application-level queue that receives work requests (tasks) relating to an application
area, such as chat requests regarding sales information, and routes them to agents that are capable of handling
the work. For example, you might configure a logical queue called SALES for sales inquiries and another
called SUPPORT for support issues.

Logical queues can be partitioned into physical queues for scalability. A physical queue is managed by a
single MCEF cluster. For scalability, the tasks that are enqueued on a logical queue are distributed by the
framework among all available physical queues. For example, the SALES queue could be serviced by four
MCEF clusters across four physical queues: SALES1, SALES2, SALES3, and SALESA4.

Each agent can be assigned to only one physical queue within each logical queue. Each agent can be assigned
to multiple logical queues.

PeopleSoft MCF Log Server and Log Server Failover

The MCF log server (PSMCFLOG) is a Tuxedo-managed server that is similar to the queue server. Each
MCEF log server receives events that are sent by a REN server and is responsible for writing MCF events to
the database.

The MCEF log server logs events to PS MCFUQEVENTLOG. By default, the log server does not log periodic
state information broadcasts from the queue server to the MultiChannel Console. If you need to log these
events, configure logging on the Cluster Tuning page. You can also configure the log server to log the

contents of chat sessions. Chat session logging is deactivated by default. Logged chats are stored in
PS MCFCHATLOG.

If the MCF log server crashes, it resumes functioning immediately after restarting. When the first slave log
server detects a failed master, it takes over as the master log server for the cluster. The new master log server
again receives all base topics, but it does not log chat sessions that started or continued during the time that
the original master log server failed. The new master log server does not log per-agent events for agents that
were signed in at, or during, the time of the failure.

An MCF log server is created along with a queue server when you enable MCF servers during application
server domain configuration. No specific log server configuration is available during domain configuration.

Queue Server Scalability

PeopleSoft MultiChannel Framework is scalable to support large-capacity call centers or other large
organizations. The basic strategy is to divide the workload by spreading it over several MCF clusters. This is
accomplished by creating multiple physical queues for each logical queue and spreading the management
responsibility for each physical queue to separate queue server processes, preferably on multiple host
machines. This technique should not be confused with failover protection, which also adds processes and
machines. In failover, the added processes are clustered together and do not provide performance
improvement.
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Organize applications using PeopleSoft MultiChannel Framework around logical queues (for example,
SALES queue and SUPPORT queue). Incoming work tasks are sent to a logical queue. PeopleSoft
MultiChannel Framework then assigns the task to one of the corresponding physical queues. This assignment
is random across the queues. The load across the servers is balanced by servicing only one physical queue per
logical queue by single MCF cluster.

For example, a logical SUPPORT queue might be split into physical SUPPORT1 and SUPPORT2 queues
such that work requests are randomly distributed between the two physical queues. Half the agents receive
from one queue and half from the other. This splits the workload evenly between the two queue server
processes, while still presenting one logical SUPPORT queue to the application.

Recommended Configurations

Consider the following configuration options to ensure maximum reliability and scalability of your
PeopleSoft MultiChannel Framework installation:

» Configure multiple MCF servers in a cluster across multiple host machines.
This provides protection against single-point failures.

Each MCEF cluster requires a REN server cluster. Configuring multiple REN server clusters is functionally
the same as configuring multiple MCF clusters for scalability. Inside a REN server cluster, configuring
multiple REN servers is functionally the same as multiple queue servers for failover.

See Chapter 6. "Configuring PeopleSoft MCF Servers and Clusters," Configuring PeopleSoft MCF
Clusters, page 95.

» Use REN server clusters only for failover.
REN server clusters do not enhance performance.

» Split logical queues into more than one physical queue if more work is required on that queue than a
single process or machine can handle.

« If an application server domain is likely to be restarted regularly for reasons that are not related to
PeopleSoft MultiChannel Framework, configure PeopleSoft MultiChannel Framework in a separate
domain.

Regular restarting of MCF servers affects performance because the MCF servers must recover state when
they are recycled or when a slave takes over from a master server.

Configuring PeopleSoft MCF Clusters

94

An MCEF cluster is a group of multiple MCF-enabled application server domains in which all queue servers
and log servers communicate with the same REN server cluster. Only one queue server and one log server in
an MCEF cluster are active at any one time. These are called the masters. The rest are dormant and redundant,
and are called the slaves. If a master drops out of the cluster for any reason, the slaves elect a new master to
take its place.

This section provides an overview of MCF cluster configuration and discusses how to configure MCF
clusters.
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Understanding PeopleSoft MCF Cluster Configuration

Each MCEF cluster includes a minimum of one queue server and one log server communicating with one REN
server. An MCF cluster is typically identified by the ID of the REN server cluster serving it. No configuration
limit is placed on the maximum number of queue servers in an MCF cluster.

In MCF architecture, a chat client initiates contact with an agent through the designated external (browser)
URL for a REN server. This URL can point to a load balancer, switch, reverse proxy server, or other
hardware or software directing requests through a firewall. The external URL is also known as the browser
URL because it supports the MCF browser windows (agent chat, customer chat, and MultiChannel Console).

For communication of queue servers, log servers, and application servers with REN servers, for example,
handling email requests behind a firewall, you can use an internal URL. Specify both internal (cluster) and
external (browser) REN server URLs during MCF cluster configuration.

Note. If no security is implemented, the browser and cluster URLs may be the same.

Configuring PeopleSoft MCF Clusters

Access the UQ Cluster page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Configuration, Cluster (MCF_UQCLUSTER)

UG Cluster

MCF Cluster I RENCLSTR_0001

Description |bniversa| Queue Cluster

MCF Cluster URL  http:iPLE-MKANT2:7180 Buffer Test

MCF Browser URL http:/fPLE-MKANTZ peaplesoft com: 7180 Ping Test |

Find | view Al First [0 1051 [ Last

*Queue Server ID | 2SERYER_0001 [=]

*Application Server Domain |'3!5':'4|1 Dz

*Host Machine |PLE-MKANTZ

Description |I::u_|eue Server 1 of LIG cluster 1

Delete |

The UQ Cluster page showing the MCF Cluster ID and having the following editable fields: Description, MCF
Cluster URL, MCF Browser URL, Queue Server ID, Application Server Domain, Host Machine, and
Description

MCF Cluster 1D Displays the MCF cluster ID.
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MCF Cluster URL Displays the URL for the REN server that serves this cluster. This is the
URL that is used by internal processes. If the MCF cluster is served by a
REN server cluster, the cluster URL is that of the switch or load balancer in
front of the clustered REN servers.

Buffer Test Click to initiate a test of the REN server's ability to break up and send a
large file using multiple internal buffers.

The buffer test does not depend on specified domain names, so you can use
it to verify that RENSRYV is running on the network.

M CF Browsar URL Displays the URL for a REN server cluster that serves this MCF cluster for
external clients and for agent chat. The browser URL may be different from
the cluster URL, which should not have to go through any firewall, reverse
proxy server, or other outward-facing security barrier.

Ping Test Click to initiate a test of the REN server that is specified in the URL fields.
Failure may indicate that a URL is incorrectly specified.

Delete Click to delete the entire MCF cluster. No active agents or tasks should be
on the cluster.

Note. If the cluster's queue server configuration is changed, changes to the actual application server domains
must be made manually using PSADMIN. For example, if a cluster member (queue server) is removed, the
affected application server domain must be shut down and reconfigured (set the MCF Servers field to NO)
using PSADMIN. If the cluster URL is changed, all associated queue server domains must be shut down and
rebooted.

Queue Server
An MCEF cluster can consist of a primary queue server and any number of backup servers.

Each cluster requires a minimum of one queue server. The primary queue server is the first queue server
started, and the remaining queue servers are backups. If the primary queue server fails, the system determines
the subsequent primary queue server among the backups.

You can add a queue server to a cluster by adding a new row. Before removing a queue server, ensure that it
is not the master, and then shut down its domain. Then click Delete (the minus sign).

If a domain is started with a queue server that does not belong to a cluster, the universal queue server and
MCF log server poll the MCF configuration tables indefinitely until the queue server is assigned to a cluster.

Queue Server ID Enter a unique identifier for each queue server to identify its entries in the
database control tables.

The log server process that is paired with this queue server uses this same
ID to identify its entry in the log cluster table.

Application Server Domain  Enter the application server domain of which this queue server is a member.

Host Machine Enter the name of the application server host machine.
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Configuring PeopleSoft MCF Queues and
Tasks

This chapter discusses how to:

e Define queues.

» Configure tasks.

*  View the cluster summary.

» Tune cluster parameters.

» Notify clusters of changed parameters.
See Also

PeopleTools 8.52: PeopleCode API Reference, "Universal Queue Classes"

Defining Queues

To define queues, use the MCF Queue (MCF_Q CONFIG CMP) component.

This section discusses how to:

« Define queues.
» Define chat responses.

» Define static push URLs.

Pages Used to Define Queues

Page Name Definition Name Navigation Usage

Queues MCF_QUEUE_PG PeopleTools, MultiChannel | Define a queue.
Framework, Universal
Queue, Configuration,
Queue, Queue
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Page Name Definition Name Navigation Usage
Chat Responses MCFSYSMSG PG PeopleTools, MultiChannel | Define chat messages that
Framework, Universal every agent can use.

Queue, Configuration,
Queue, Chat Responses

Static Push URLs MCFQUEUEURL_PG PeopleTools, MultiChannel | Define URLs that each
Framework, Universal agent can push to a client.
Queue, Configuration,
Queue, Static Push URLs

Defining Queues
Access the Queues page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Configuration, Queue, Queues

[ Queues Y ChatResponses | Static Push URLs |

Queue ID MARKETIMNG

Description |MARKETING Ciueue Descr Delete Gueuel

Physical Queues Custormize | Eibd | Wi Al | i First [4] 1 of 1 [H Last
Physical Queue MCF Cluster ID Select Cluster

Active
1 MARKETINGT FEMCLSTR_0001 Selectmusterl |ﬂu:tive 'I =

The Queues page showing the Queue ID and having the following editable fields: Description, Physical
Queue, MCF Cluster ID, Select cluster and Active

QueuelD Queue IDs must be alphanumeric, cannot end in a numeral, but can include
underscore characters.

Delete Queue Click to remove this queue.

Deleting a logical queue means that no work or agents can be assigned to
the queue, and the queue is removed from all agents' available queues.

You can delete a logical queue only if all of its constituent physical queues
are inactive and have no tasks. Verify that no application code assigns tasks
to a queue before deleting the queue. All agents that are assigned to the
child physical queue will receive a message notifying them to sign out of
their MultiChannel Consoles when the logical queue is deleted.
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Physical Queue

MCEF Cluster 1D

Select Cluster

Active

Defining Chat Responses

Configuring PeopleSoft MCF Queues and Tasks

Identifies that part of a logical queue that is serviced by the selected MCF
cluster.

Physical queue IDs always end in a number, for example, SALES2. The
physical queue identifier automatically increments by one for each physical
queue that is added.

Physical queue IDs are automatically generated. The maximum number of
physical queues is nine.

Identifies the MCF cluster that services this physical queue. Click Select
Cluster to select from configured MCF clusters.

Each MCF cluster can service only one physical queue per logical queue.
For example, an MCF cluster could service physical queue SALES1 or
SALES2, but not both.

An MCEF cluster can service multiple physical queues belonging to different
logical queues. For example, an MCF cluster could service physical queues
SALES1, MARKETING2, and COBOLI.

Click to select a cluster from a list of available MCF clusters.

The selected MCF cluster services this physical queue. The primary queue
server in this cluster manages tasks and agents that are assigned to this
physical queue.

Select Active or Inactive from the drop-down list box.

The queue server does not send new tasks to an inactive physical queue.
Agents and existing tasks remain on an inactive physical queue. The
physical queue must be active to receive new queued tasks.

Only inactive physical queues can be deleted from a logical queue.
Inactivate a physical queue and complete or transfer all assigned tasks
before deleting the physical queue.

Active and inactive status support follow-the-sun practices. For example, an
organization could support SALES] in the London office, and SALES2 in
the San Francisco office when the London office is closed by activating the
appropriate queues.

Access the Chat Responses page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Configuration, Queue, Chat Responses
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Queues " ChatResponses Y Stalic Push URLs ||

Queue ID: MARKETIMNG MARKETING Queue Descr
Chat Responses Custarnize | Find | Miew All | e First [ 1 o 1 [M Last
*Contact Type ;:?:;nf;”ﬂ Description Response Text
1|chat =] [MARKETING [MARKETING [MARKETING Response Text HEE

The Chat Responses page displaying the queue ID and having the following editable fields: Contact Type,
Response Name, Description, Response Text

Chat responses that are specified on this page are available to all agents who are signed in to this queue.

Contact Type Select one of the following contact types:
« Chat

» Email (not currently supported)

» Generic (not currently supported)

Response Name The response name appears in the agent's Template Messages drop-down
list box for all agents who belong to a physical queue on this logical queue

All chat responses are downloaded when the agent launches the agent chat
console by accepting a customer chat. Template messages are not available
in collaborative chat.

Response Text The specified message appears in the client chat window when selected by
the agent.

Defining Static Push URLs

Access the Static Push URLSs page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Configuration, Queue, Static Push URLs
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Queuss | ChatResponses | Static PushURLs )

Queue ID: MARKETING

URL Hame

MARKETING Queue Descr

Custornize | Find | iew Al | 58 First (401 (] (gt

URL Description URL

1 |MARKETING

[MARKETING [ ttp it MARKETING.com

=

The Static Push URLs page displaying the queue ID and having the following editable fields: URL Name, URL

Description, and URL

Static URLs enable the agent to push a predefined URL to the customer, which appears in a pop-up window
for the customer. The agent can edit these URLs in the chat window after selecting them.

URL Name

URL Description

URL

Enter a name to identify the URL.

The URL name appears in the agent's Static URL drop-down list box for all

agents who belong to this logical queue

Enter a description of the URL.

This description appears only on this page to further describe this URL or,
for example, its reason for inclusion.

Enter the queue push URL.
The URL must include the opening http:// and any required parameters.

All static URLSs that are defined for the queue are downloaded when the
agent launches the agent chat console by accepting a customer chat. Static
URLs are not available in collaborative chat.

If you send a static push URL that is a PeopleSoft Pure Internet
Architecture URL, ensure that the recipient has permissions to access that
portal, node, or page.

Configuring Tasks

To configure tasks, use the MCF Task (MCF_TASKCFG_CMP) component.

This section discusses how to configure tasks.
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Page Used to Configure Tasks

Chapter 7

Page Name Definition Name

Navigation Usage

MCEF Task Configuration MCF_TASKCFG_PG

Use one of the following
navigation paths:

Configure tasks such as
chat, email, voice, and
generic alerts using the
queue server or third-party
routing system.

e PeopleTools,
MultiChannel
Framework, Universal
Queue, Configuration,
Tasks

*  PeopleTools,
Multichannel
Framework, Third-Party
Configuration, Tasks

Configuring Tasks

Access the MCF Task Configuration page using either of the following navigation paths whichever is

appropriate to you:

PeopleTools, MultiChannel Framework, Universal Queue, Configuration, Tasks (if you are using the CTI
server) or PeopleTools,Multichannel Framework, Third-Party Configuration, Tasks (if you are using a third-

party routing server).

MCF Task Configuration
Task Type: Chat
Default Cost of Task:

Imvalid Task Type:

el

Default Skill Level of Task:
Default Acceptance Timeout in Seconds: I 30
I 1

Default Escalation Timeout in Minutes: I 2

Default Overflow Timeout in Minutes:

Seed for Sequence Humber: I

s
E

Inactivity Timeout in Minutes:

Interval for Greeting in Seconds:

The MCF Task Configuration page showing the task type and having the following editable fields: Default
Cost of Task, Invalid Task Type, Default Skill Level of Task, Default Acceptance Timeout in Seconds, Default
OverFlow Timeout in Minutes, Default Escalation Timeout in Minutes, Seed for Sequence Number, Inactivity
Timeout in Minutes, and Interval for Greeting in Seconds

102
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Define values for different types of tasks that the queue server uses to assign tasks to appropriate agents and
to manage tasks that are not accepted or closed within configurable time limits.

After you define or change values for a task, you must use the Refresh Task Properties button on the Cluster
Notify page to propagate the changes to clusters. If you are working with MCF tasks, use the Cluster Notify
page (MCF_CL_NOTIFY_PGQG) by navigating to PeopleTools, Multichannel Framework, Universal Queue,
Configuration, Notify Cluster. If you are configuring third-party tasks, use the third-party Cluster Notify page
(MCFTP_CL_NOTIFY_PG) by navigating to PeopleTools, Multichannel Framework, Third-Party
Configuration, Cluster Notify.

Default Cost of Task Enter the cost of the task.

Cost is a measure of the workload that each task places on an agent. The
cost of a task is an estimate of the task's expected complexity and of the
time that is required to resolve the task. The minimum value is O, and no
maximum value exists.

The costs of tasks that are assigned to an agent are added up and evaluated
against the maximum workload for each agent to determine whether the
agent can receive additional tasks. For example, if an agent has a maximum
workload of 100, and the default cost of a chat is 20, the agent can manage
five concurrent chat sessions, assuming that the default cost is not
overridden in the InitChat() built-in function call and that no other task
types have been assigned.

Note. Although priority has no effect on voice tasks (which are not
queued), voice task cost is included in calculating an agent's workload.

Default costs are:

e Chat:5
e Email: 2
e Generic: 1

Voice: 10
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Default Priority of Task

Default Skill Level of Task

104

Chapter 7

Enter the priority of this task. A higher value means a higher priority. Tasks
are ordered on a physical queue based on their assigned priority.

The minimum value is O, and no maximum value exists.

A queue server gives precedence to a task of higher-priority value over a
task of lower-priority value when looking for an agent to assign the task to.
This means that the queue server always assigns a task of priority 100 to a
qualified available agent before it looks for an agent for a task of priority
10. If two tasks have the same priority, they are assigned in the order of
their enqueue time.

The value that is specified here can be overridden in the EnQueue() or
InitChat() built-in function call.

Note. Priority has no effect on voice tasks, which are not queued; however,
voice task cost is included in calculating an agent's workload.

Default priorities are:

e Chat:5
e Email: 2
e Generic: 1

Voice: 10

Enter the minimum agent skill that is required to handle this task.

The queue server assigns this task type to an available agent with the lowest
skill level on that queue that is greater than or equal to the skill level that is
required by the task.

The minimum value is O, and no maximum value exists.

The value that is specified here can be overridden in the EnQueue() or
InitChat() built-in function call.

Default skill levels are:

e Chat:1
e Email: 1
e QGeneric:1

e Voice: 2

Note. Only the third-party routing server supports voice channel. The
queue server does not route voice tasks.
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Default Acceptance Timeout
in Seconds

Default Overflow Timeout in
Minutes

Configuring PeopleSoft MCF Queues and Tasks

Specify the period of time that an agent has to accept an assigned task (to
click the flashing icon on the MultiChannel Console). If the task is not
accepted within this time, the task is reenqueued for assignment to another
agent.

The queue server uses an algorithm to minimize reassignment of tasks that
previously timed out to the same agent.

The value that is specified here can be overridden in the EnQueue() or
InitChat() built-in function call.

Default acceptance timeouts are:

e Chat: 30
e«  Email: 30
e Generic: 30

e Voice: 10

Note. Only the third-party routing server supports voice channel. The queue
server does not route voice tasks.

Specify the overflow time-out.

The overflow time-out is the time period that a queue server has to find an
agent who accepts a task (click the flashing icon on the MultiChannel
console). If the task is not accepted within this time, the task is removed
from the queue and placed in the overflow table. This table can be managed
from the Overflow Administration page.

The value that is specified here can be overridden in the EnQueue() or
InitChat() built-in function call.

Default overflow time-outs are:

e Chat: 2
e Email: 120
e Generic: 120

e Voice: 1

Note. Only the third-party routing server supports voice channel. The
queue server uses CTI to route voice tasks.
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Default Escalation Timeout in Specify the default escalation time-out.

Minutes

Seed for Sequence Number

The escalation time-out is the time period within which a task must be
closed. If the task is not closed within this time, the task is removed from
the queue and from the agent's accepted task list (that is, the task is
unassigned) and the task is placed in the escalation table. This table can be
managed from the Escalation Administration page.

Escalation time-out is valid on a chat session only after it is accepted by an
agent, and has no effect on voice tasks (CTI).

The value that is specified here can be overridden in the EnQueue() or
InitChat() built-in function call.

Default escalation time-outs are:

+ Chat: 10

» Email: 480

* Generic: 480
*  Voice: 2

Note. Only the third-party routing server supports voice channel. The
queue server uses CTI to route voice tasks.

Displays the current cumulative count of tasks of this type that are
enqueued. Do not modify this value until it has reached its upper limit of
2,147,483,647.

This value does not apply for the voice task type.

Inactivity Timeout in Minutes Specify the inactivity time-out

Interval for Greetingin
Seconds

Inactivity time-out applies to chat only. The inactivity timeout is the time
period within which an agent or customer must participate in a chat. If the
chat session is dormant for more than this time, the chat is terminated.

The default value is 15 minutes.

Specify the interval, in seconds, over which the initial greeting appears in a
customer chat window while the system searches for an available agent.

Note. All task parameters are delivered with sample values. Determine a range for these values that is
appropriate to your business requirements. For example, task cost could vary over a range of 1 to 100 instead

of 1 to 10.
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See Also
Chapter 7, "Configuring PeopleSoft MCF Queues and Tasks," Notifying Clusters of Changed Parameters,
page 116

Chapter 12, "Configuring PeopleSoft MCF for Third-Party Routing Systems." Notifying PeopleSoft MCF
Clusters of Changed Parameters for a Third Party, page 215

Chapter 8. "Configuring PeopleSoft MCF Agents." Creating Agents, page 120

Viewing the Cluster Summary

To view the Cluster Summary page, use the Cluster Summary (MCF_RSERV_CFG_CMP) component.

This section discusses how to view the Cluster Summary page.

Page Used to View the Cluster Summary

Page Name Definition Name Navigation Usage
Cluster Summary MCF_RENSRV_PG PeopleTools, MultiChannel | View summary information
Framework, Universal about MCF clusters.

Queue, Configuration,
Cluster Summary

Viewing the Cluster Summary
Access the Cluster Summary page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Configuration, Cluster Summary

Cluster Summary

MCF Cluster ID: REMCLSTR_0001
MCF Cluster URL: http:/P LE-MKANTZ: 7180

WCF Browser URL: hitp:iP LE-MKANT 2 peoplesoft.com: 7180

Cluster Summary Customize | Find | ¥ 4l | i First 4] 1zcta O Last

Phwsical Queue Logical Queue Queue Server ID Active
1 COBOL1 CoOBOL QSERWER_0001 Active
2 FORTRAM1 FORTRAR QSERWER_D0O0O1 Active
3 MARKETIMNG MARKETIMG QSERYER_00M Active

Cluster Summary page showing the MCF Cluster ID, MCF Cluster URL, and MCF Browser URL. It shows the
following cluster summary details: Physical column, Logical Column, Queue Server ID, and Active.
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The Cluster Summary page displays the associated MCF cluster URLs and queue details for the selected
MCEF cluster. The information cannot be changed from this page.

Tuning Cluster Parameters

To tune cluster parameters, use the Cluster Tuning (MCF_SYSTEM_NV_CMP) component.

This section discusses how to tune cluster parameters.

Page Used to Tune Clusters

Cluster Tuning

Page Name Definition Name Navigation Usage

Cluster Tuning MCF_SYSTEM_KV_PG PeopleTools, MultiChannel | Modify MCF cluster
Framework, Universal parameters to tune
Queue, Configuration, performance.

Tuning Cluster Parameters

Access the Cluster Tuning page using the following navigation path:

PeopleTools ,MultiChannel Framework, Universal Queue, Configuration, Cluster Tuning
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Cluster Tuning

First El 1-18 of 18 El Last

Parameters
‘Key Value
1 |beastinterval |50
2 [clhhinterval |20
3 |donelistsize [100
4 |dumpagents |n|:|
5 [dumpinterval ([
B |highwater [100
7 |logDmPa [no
g |I|:|gStat |n|:|
9 |Ing_hruadcast |n|:|
10 |I|:|g_chat_ses |n|:|
11 |I|:|g_|:ti |n|:|
12 |I|:|wwater |5
13 |maaterintewal |1 ]
14 |ma}{_nn_reply |5
14 |ma}{_refresh |5
16 |reeperintewal |EIII
17 |statedump |n|:|
18 [timinginterval a0

O I R R = R R
[0 00 OO O] O 00 00 00 00 00 O 0] O 00 00 00 0] [

The Cluster Tuning page showing the Key and Value parameters

Use the Cluster Tuning page to set MCF cluster parameters to optimize performance or enable logging.
If you make changes to a cluster parameter, you must use the Notify Cluster page to propagate the changes.

See Chapter 7. "Configuring PeopleSoft MCF Queues and Tasks." Noti

page 116.

The following table lists the cluster tuning parameters you can modify and describes the default values and

usage of each.

ing Clusters of Changed Parameters
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Key

Default value

Usage

bcastinterval

60

The interval, in seconds, after which the number of
unassigned tasks per physical queue and the number of
agents that are logged into each physical queue are
broadcast to the MultiChannel Consoles for display next
to the queue names.

A smaller value provides more accurate queue statistics,
but increases the load on the queue server and REN
server. A larger value decreases queue server and REN
server load, but also decreases statistical accuracy.

The bcastinterval value also determines how frequently
onStat2 event statistics are calculated. A smaller value
provides updated statistics more frequently.

This is a timing parameter. If you change the value of this
parameter, you must use the Refresh Threshold/Timing
Parameters button on the Cluster Notify page to notify
clusters of the changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and

Tasks," Notifying Clusters of Changed Parameters, page
116; Chapter 11, "Using PeopleSoft MCF Broadcast and

Working with Sample Pages." Using the Monitor Queues
Page and Sample Monitor - Queue Statistics Page, page
197 and Chapter 11, "Using PeopleSoft MCF Broadcast
and Working with Sample Pages." Using the Monitor
Agents Page and Sample Monitor - Agent States Page,

page 195.

clhbinterval

30

The interval, in seconds, in which the queue server
expects to receive a heartbeat from a connected JSMCAPI
client. If the queue server receives no heartbeat during this
interval, the queue server stops the client session. For a
queue server, to avoid a session time-out for the client
when CPU usage of the machine on which the client is
running is high, increase the heartbeat interval of the
client.

Note. For third-party server, increase the heartbeat
interval on the third-party server side to avoid a session
time-out.

This is a timing parameter. If you change the value of this
parameter, you must use the Refresh Threshold/Timing
Parameters button on the Cluster Notify page to notify
clusters of the changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and

Tasks," Notifying Clusters of Changed Parameters, page
116 and Chapter 11, "Using PeopleSoft MCF Broadcast

and Working with Sample Pages," Using and
Demonstrating JSMCAPI, page 178.
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Key Default value Usage

donelistsize 100 The number of completed tasks that are stored in the list
that is used to calculate average task duration.

Configure the donelistsize value depending on the task
volume that is encountered and the interval over which
you want to monitor tasks.

This is a timing parameter. If you change the value of this
parameter you must use the Refresh Threshold/Timing
Parameters button on the Cluster Notify page to notify
clusters of the changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and

Tasks," Notifying Clusters of Changed Parameters, page
116 and Chapter 11, "Using PeopleSoft MCF Broadcast
and Working with Sample Pages," Using and
Demonstrating JSMCAPI, page 178.

dumpagents No Enter Yesif the status of agent activity should be written
to the database during the periodic state dumps.

Logging agent status increases queue server load, but
provides information about agent performance.

This is a task parameter. If you change the value of this
parameter, you must use the Refresh Task Properties
button on the Cluster Notify page to notify clusters of the
changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and

Tasks," Notifying Clusters of Changed Parameters, page
116 and Chapter 9, "Administering Queues, Logs, and
Tasks," Viewing the Agent State Summary, page 139.

dumpinterval 600 The interval, in seconds, after which the queue state is
written to the database.

A smaller value increases load on the queue server, but
provides more frequent statistics. A larger value decreases
load on the queue server, but provides less frequent
statistics.

A value of less than one minute will significantly reduce
queue server performance.

This is a timing parameter. If you change the value of this
parameter, you must use the Refresh Threshold/Timing
Parameters button on the Cluster Notify page to notify
clusters of the changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and

Tasks," Notifying Clusters of Changed Parameters, page
116; Chapter 9, "Administering Queues, Logs, and Tasks,"

Viewing the Queue Server State, page 137 and Chapter 9,

"Administering Queues, Logs, and Tasks," Viewing the

ueue State Summa age 138.
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Key Default value Usage

highwater 100 The maximum number of persistent tasks that are
retrieved from the database and cached in memory in the
queue server.

The highwater and lowwater mark values determine how
often, and how many, persistent tasks should be read into
memory.

A higher value causes the queue server to retrieve more
persistent tasks at one time, which results in less frequent
access to the database, but also more tasks for the queue
server to manage, slowing performance. A lower value
speeds performance, but requires more frequent access to
the database.

If a large number of enqueued tasks cannot be routed by
the queue server (for example, a call center handling a
specific physical queue is offline), increase the highwater
mark so that tasks that can be routed can fit into memory
cache.

This is a threshold parameter. If you change the value of
this parameter, you must use the Refresh
Threshold/Timing Parameters button on the Cluster Notify
page to notify clusters of the changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and

Tasks," Notifying Clusters of Changed Parameters, page
116.

logDMPQ No Enter Yesif you want PSMCFLOG to log REN server
event notifications resulting from bcastinterval broadcasts.

Only the event is logged, not its contents.

This is a logging parameter. If you change the value of
this parameter, you must use the Refresh Logging
Parameters button on the Cluster Notify page to notify
clusters of the changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and

Tasks," Notifying Clusters of Changed Parameters, page
116 and Chapter 9, "Administering Queues, Logs, and

Tasks," Viewing Event Logs, page 144.
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Key

Default value

Usage

logStat

No

Enter Yesto log the statistics that are returned by the
queue server for the onStatl user and group events to the
database.

This is a logging parameter. If you change the value of
this parameter, you must use the Refresh Logging
Parameters button on the Cluster Notify page to notify
clusters of the changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and
Tasks," Notifying Clusters of Changed Parameters, page
116 and Chapter 11, "Using PeopleSoft MCF Broadcast
and Working with Sample Pages," Using and
Demonstrating JSMCAPI, page 178.

log broadcast

No

Enter Yesto activate logging of the broadcast messages
that are sent.

This is a logging parameter. If you change the value of
this parameter, you must use the Refresh Logging
Parameters button on the Cluster Notify page to notify
clusters of the changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and

Tasks," Notifying Clusters of Changed Parameters, page
116 and Chapter 9, "Administering Queues, Logs, and

Tasks," Viewing Broadcast Logs, page 141.

log_chat_ses

No

Enter Yes to activate logging of the contents of chat
sessions.

This is a logging parameter. If you change the value of
this parameter, you must use the Refresh Logging
Parameters button on the Cluster Notify page to notify
clusters of the changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and

Tasks," Notifying Clusters of Changed Parameters, page
116 and Chapter 9, "Administering Queues, Logs, and
Tasks," Viewing Chat Logs, page 142.

log_cti

No

Select Yes to activate logging of CTI events.

This is a logging parameter. If you change the value of
this parameter, you must use the Refresh Logging
Parameters button on the Cluster Notify page to notify
clusters of the changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and

Tasks," Notifying Clusters of Changed Parameters, page
116 and Chapter 3, "Configuring PeopleSoft Computer

Telephony Integration," Logging CTI Events, page 48.
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Key Default value Usage

lowwater 5 The minimum number of persistent tasks that are cached
in memory in the queue server. When the lowwater value
is reached, the queue server retrieves another batch of
persistent tasks, up to the highwater value.

The highwater and lowwater mark values determine when,
and how many, persistent tasks should be read into
memory.

A higher value requires the queue server to access the
database more frequently. A lower value can cause the
queue server to run out of persistent tasks before
refreshing its queue.

The lowwater value should be greater than or equal to the
maximum number of agents that are logged onto any
physical queue at one time.

This is a threshold parameter. If you change the value of
this parameter, you must use the Refresh
Threshold/Timing Parameters button on the Cluster Notify
page to notify clusters of the changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and

Tasks," Notifying Clusters of Changed Parameters, page
116.

masterinterval 15 The interval, in seconds, after which a cluster master
updates its timestamp in its cluster tables. Slave clusters
check the timestamp to determine whether the master
cluster is still running.

A lower value enables rapid discovery of a failed master
server, but increases queue server overhead. A higher
value reduces queue server overhead, but delays discovery
of a failed master server.

If only one queue server is configured for an MCF cluster,
this value can be large.

The masterinterval value also acts as a heartbeat interval
for the master queue server connection to user consoles.

This is a timing parameter. If you change the value of this
parameter, you must use the Refresh Threshold/Timing
Parameters button on the Cluster Notify page to notify
clusters of the changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and

Tasks," Notifying Clusters of Changed Parameters, page
116.
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Key Default value Usage

max_no_reply 5 Sets the maximum number of consecutive agent timeouts
before the queue server automatically signs out the agent
and sets the agent's console status as Assumed
Unavailable.

This is a timing parameter. If you change the value of this
parameter, you must use the Refresh Threshold/Timing
Parameters button on the Cluster Notify page to notify
clusters of the changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and

Tasks," Notifying Clusters of Changed Parameters, page
116.

max_refresh 5 Sets the maximum number of consecutive times that
results are discarded when task queue is refreshed from
the database if an intervening notification of new
persistent tasks exists.

This is a timing parameter. If you change the value of this
parameter, you must use the Refresh Threshold/Timing
Parameters button on the Cluster Notify page to notify
clusters of the changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and

Tasks," Notifying Clusters of Changed Parameters, page
116.

reeperinterval 60 The interval, in seconds, after which deleted tasks are
cleared from memory in the queue server.

A lower value increases queue server load but clears
memory more frequently. A higher value decreases queue
server load but clears memory less frequently.

This is a timing parameter. If you change the value of this
parameter, you must use the Refresh Threshold/Timing
Parameters button on the Cluster Notify page to notify
clusters of the changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and

Tasks," Notifying Clusters of Changed Parameters, page
116.
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Key Default value Usage

statdump No Specify Yesto write queue server state to the database
during the periodic state dumps. The state dump interval is
set by the dumpinterval parameter.

This is a task parameter. If you change the value of this
parameter, you must use the Refresh Task Properties
button on the Cluster Notify page to notify clusters of the
changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and
Tasks," Notifying Clusters of Changed Parameters, page
116 and Chapter 11, "Using PeopleSoft MCF Broadcast
and Working with Sample Pages," Using and
Demonstrating JSMCAPI, page 178.

timinginterval 60 The interval, in seconds, after which the database is
checked for expired or overflowed persistent tasks. This
parameter does not affect real-time tasks.

A lower value increases queue server load but detects
timed-out tasks more quickly. A higher value decreases
queue server load but detects timed-out tasks less
frequently.

This is a timing parameter. If you change the value of this
parameter, you must use the Refresh Threshold/Timing
Parameters button on the Cluster Notify page to notify
clusters of the changed parameter.

See Chapter 7, "Configuring PeopleSoft MCF Queues and

Tasks," Notifying Clusters of Changed Parameters, page
116.

Notifying Clusters of Changed Parameters

To notify clusters of changed parameters, use the Cluster Notify (MCF_AD NOTIFY_ CMP) component.

This section discusses how to notify clusters of changed parameters.

Page Used to Notify Clusters of Changed Parameters

Page Name Definition Name Navigation Usage

Notify Cluster MCF_CL_NOTIFY_PG PeopleTools, MultiChannel | Notify a cluster of changes
Framework, Universal to parameters or
Queue, Configuration, configuration, or of
Cluster Notify shutdown.
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Notifying Clusters of Changed Parameters
Access the Notify Cluster page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Configuration, Cluster Notify

{ Notify Cluster
Hatify cluster of imminent shutdown
Cluster ID: | Q ki |
Refresh task propedies |
Refresh thresholdfirming parametersl
Refresh logging parameters |
Physical Queue: | Q mlotify cluster of new queue |

The Notify Cluster page having the Cluster ID and Physical editable fields

Use the Notify Cluster page to notify an MCF cluster of certain changes to its parameters or constituent
queues, or that its application servers are being shut down.

For example, after changing MCF cluster parameters on the Cluster Tuning page, use the Notify Cluster page
to refresh the tuning parameters.

Notify cluster of imminent Click to send a message to all agents who are signed in to the selected MCF

shutdown cluster that they have been signed out.
Send this notification if the cluster's application servers are being shut
down.

Refresh task properties Click to load task properties that have been changed on the Tasks page for

the selected MCEF cluster.

Refresh threshold/timing Click to reload threshold and timing parameters that have changed on the
parameters Cluster Tuning page for the selected MCF cluster.

Refresh logging parameters  Click to reload logging parameters that have changed on the Cluster Tuning
page for the selected MCF cluster.

Notify cluster of new queue  Click to notify the selected MCF cluster that the selected physical queue
has been added.
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Configuring PeopleSoft MCF Agents

This chapter discusses how to:

» Define agents.

« Define optional agent characteristics.

Defining Agents

To define agents, use the MCF Agent (MCF_AGENT CMP) component.

This section discusses how to:

¢ Create agents.

» Specify languages that an agent supports.

« Personalize an agent's presence.

The previous three agent definition pages form the basis of agent configuration. Other parameters are

optional.

Pages Used to Define Agents

Page Name Definition Name Navigation Usage
Agent MCF_AGENT_PG PeopleTools, MultiChannel | Create agents.

Framework, Universal . .

. . Specify name, skill level,
Queue, Administration, .
A maximum workload, and
gent, Agent
queues for each agent.

Languages MCF_AGENTLANG_PG PeopleTools, MultiChannel | Specify the languages that

Framework, Universal
Queue, Administration,
Agent, Languages

an agent is qualified to use.
Specify at least one
language.

Personalize Presence

MCFAGENTPRES_PG

PeopleTools, MultiChannel
Framework, Universal
Queue, Administration,
Agent, Personalize Presence

Specify an agent's presence
options.
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Creating Agents
Access the Agent page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Agent, Agent

/ Agent Y BuddyList J Window Config ' Personalize Chat | Static Push URLs ' [¥)

Agent ID: PSADMIMN

*Name: |

*Nick Name: | Delete Agentl

Customize | Find | i First (4] 1of 1 [+ Last

*Maximum
Workload

1 | Q, | Q) Randomly Select Physical Queue || | =]
.

*Logical Queue *Physical Queue  Randomlby Select Physical Queue *Skill lewel

The Agent page displaying the Agent ID and having the following editable fields: Name, Nick Name, Logical
Queue, Physical Queue, Randomly Select Physical Queue, Skill Level, and Maximum Workload.

Name Enter the full name, in (lastname, firstname) format, of this agent.

The agent name appears in other agents' buddy lists.

Note. There is no space in between lastname, firstname.

Nick Name Enter a short name for this agent.

The agent nickname identifies this agent in chat sessions and logs.

Delete Agent An agent cannot be deleted if the agent still has accepted tasks on any
queues to which the agent belongs. Before deleting an agent, ensure that the
agent is logged off from all queues to which the agent is assigned.

L ogical QueuelD Enter the ID of a logical queue to which this agent is assigned.

Each agent can be assigned to more than one logical queue. An agent can
log on to only one queue at a time from the MultiChannel Console.

Note. Do not overwrite the logical queue except when first creating an
agent, as the agent's tasks may lose their assignments.
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Physical Queue |D

Randomly Select Physical
Queue

Skill Level

Maximum Wor kload

Configuring PeopleSoft MCF Agents

Agents are randomly assigned to a physical queue when the logical queue is
associated with the agent. An agent who services a logical queue logs on to
a physical queue that is managed by a specific MCF cluster.

While an agent can service multiple logical queues, the agent can belong to
only one physical queue per logical queue.

Note. Do not overwrite the physical queue except when first creating an
agent, as this may orphan tasks. Use the Physical Queues Move Agent

page.

Click to assign another physical queue (within this logical queue)
randomly. This selection will help to spread multiple agents evenly over
available physical queues.

Select the skill level of this agent for the tasks that are assigned for this
queue. This field is required.

The agent is assigned only tasks requiring a skill level that is less than or
equal to the skill level specified here. If more than one qualified agent is
available to accept the task, the queue server gives preference to the agent
with the lowest skill level.

Each agent can have a different skill level for each queue to which the agent
is assigned.

Select the maximum load that this agent can be assigned before tasks are
held or assigned to other agents. This field is required.

The cost of each accepted task is added to the agent's current workload. A
task is not assigned to an agent if its cost pushes the agent's current
workload over the maximum.

Note. Do not delete a queue from an agent's list unless that agent has no open accepted tasks in that queue.

Specifying Languages That an Agent Supports

Access the Languages page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Agent, Languages
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(4] [ Static Push URLs | Languages Y Personalize Presence | Miscellaneous |

Agent ID: mcfagent

Hame: Torm,Sawyer

Customize | Eind | i First E 1-2 of 2 |I| Last

[+ [

2 |Fren|:h j (=]
e —

Chapter 8

The Languages page displaying the Agent ID and Name and having the Language Code editable field.

Specify the languages that each agent is qualified to support.

The agent is assigned only tasks that have been enqueued with a language code in the agent's language list.
For the EnQueue() built-in function, the language code is specified as a parameter. For the InitChat() built-in

function, the language code is determined by the user profile of the initiator.

If you do not specify a language code for a new agent, the default value is English.

Personalizing an Agent's Presence

122

Access the Personalize Presence page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Agent, Personalize Presence
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(4] / Static Push URLs | Languages | Personalize Presence Y Miscellansous |

Agent ID: mcitoent

Name: Torm, Sawyer

[

Custamize | Eind | i First E 1.6 of &
Presence Description

|[#vailable

Last

ok}

2 |Unavai|ablj |Assumed Unavailable

3 |Unavai|ablj |Ca|lwrapup

4 |Unavai|ablj |Meeting

5 |Unavailabl | |Outto Lunch

FH FH
O [0 00 O [0 [

B |Unawai|ablj |Unauai|ahle

The Personalize Presence page displaying the Agent ID and Name and having the Presence State and

Presence Description editable fields.

Each agent can configure the presence description that is displayed when the agent is available or unavailable.

The queue server understands only the presence state, available or unavailable, but you can specify more

specific presence descriptions when displaying or logging an agent's presence. For example, Lunch, Meeting,

or Indisposed are unavailable states that can be used for tracking agent time and activity.

If you do not specify presence descriptions, default values are used.

Presence State Select Available or Unavailable,

Presence Description Enter a description for each agent state.

The description appears in logs of agent activity and when agent presence is

displayed.

Note. The Available state has only one description. For the Unavailable
state, you can enter any presence description, such as tea break, coffee

break, lunch, and so on.

Defining Optional Agent Characteristics

Copyright

To define optional agent characteristics, use the MCF Agent (MCF_AGENT CMP) component.

This section discusses how to:

* Set up buddy lists.
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e Configure windows.

e Personalize chat.

» Specify agent-specific URLSs.

» Specify miscellaneous parameters.

Chapter 8

The agent configuration pages are considered optional because most do not have default values and can
remain unconfigured without affecting an agent's ability to log on to a queue and accept tasks.

Pages Used to Define Optional Agent Characteristics

Queue, Administration,
Agent, Window Config

Page Name Definition Name Navigation Usage
Buddy List MCFAGENTBUDDY_PG PeopleTools, MultiChannel | Specify a list of other
Framework, Universal agents.
Queue, Administration,
Agent, Buddy List
Window Config (window | MCFAGENTCUST PG PeopleTools, MultiChannel | Configure the specified
configuration) Framework, Universal agent's window.

Personalize Chat

MCFAGENTMSG_PG

PeopleTools, MultiChannel
Framework, Universal
Queue, Administration,
Agent, Agent Messages

Specify agent-specific
messages, in addition to
available system messages.

Framework, Universal
Queue, Administration,
Agent, Miscellaneous

Static Push URLs MCFAGENTURL_PG PeopleTools, MultiChannel | Specify agent-specific
Framework, Universal URLs, in addition to system
Queue, Administration, push URLs.
Agent, Agent Push URLs

Miscellaneous MCF_AGENTMISC PeopleTools, MultiChannel | Specify miscellaneous

behaviors.

Setting Up Buddy Lists

Access the Buddy List page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Agent, Buddy List
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[ Agent | Buddylist Y Window Confiy | Personalize Chat | Static Push URLs | [¥)

Agent ID: micfAgent

Name: Torn Sawyer

Customize | Eind | Wiew All i First E 1 of 1 |I| Last

Agent Buddy Hame
1 |uqﬂgent QL Taylor =

The Buddy List page displaying the Agent ID and Name and having the Agent Buddy and Name editable
fields.

The agent's buddy list facilitates collaborative chat and chat conferencing.

Agent Buddy Select another agent with whom this agent can have a chat session or can
ask to conference into another chat.

Each agent buddy must be logged in a physical queue on the same cluster to
be able to chat. If two agents must be able to chat but they do not share a
cluster, use the Physical Queue Move Agent page to move the agents into
physical queues on the same MCF cluster.

Agent buddies are listed with their login status in the buddy list on the
multichannel console.

Name Displays the buddy agent's nickname.

An agent's presence, as shown in the buddy list on the MultiChannel Console or on the Invite Agent list on
the chat console, indicates the agent's availability for chat or conference.

Configuring Windows

Access the Window Config page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Agent,Window Config
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[ Agent

Agent ID: mcfagent

Name: Tom,Sawyver

' BuddyList | Window Config | Personalize Chat j Static Push URLs | [Y)

Customize | Find | Wiew A

First E 1-E of § |E| Last

“Window Top Left Width Height ;':—:{%ﬂ *ficcept Mode
lll".ceni to Agent Chat »|| 0| 100 400 S0 [Automati x| |Manual x| [#] [=]
2 | Agent to Customer Chat | so| sof aoo| 640 [Manual x| Automatic =]
3 | E-mail | so| toof soo| 600 [Manual x| Autamatic =]
4 | Generic Alert | 50| toof soo| 600 [Manual x| Automatic =]
5 | MultiChannel Console = o102 f 1020 | 130 |Automati x| Autamatic [=]
B | Grab URL | 20| 20 so0| s00 Autematic  Automatic =]

The Window Config page displaying the Agent ID and Name and having the following editable fields: Window,
Top, Left, Width, Height, Popup Mode, and Accept Mode.

Set the initial agent window placement and size by specifying parameters on this page. An agent can resize

and move the windows.

Window

Top and L eft

Width and Height
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Select the window to which the specified configuration applies.

Select from:

« Agent to Agent Chat

« Agent to Customer Chat
+  E-mail

« Generic Alert

« GrabURL

« MultiChanne Console

Enter the distance in pixels from the top and left edges of the screen when

the window first appears.

Enter the width and height, in pixels, of the window when it first appears.
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Popup Mode Select from:

Automatic: The window appears automatically. For customer-initiated chat
or tasks that are initiated from the EnQueue() built-in function, the task is
automatically accepted as well. For agent-initiated chat, the agent can elect
not to accept the task; in effect, the agent can preview the task. If this is the
desired behavior, select Manual from the Accept Mode drop-down list box.
If you want agent-to-agent tasks to function like customer-initiated tasks,
select Automatic from the Accept Mode drop-down list box.

Manual: The window does not appear until the agent clicks the task on the
agent MultiChannel Console. For customer-initiated chat or tasks that are
initiated from the EnQueue() built-in function, clicking the task means that
the task is automatically accepted as well. For agent-initiated chat, the
behavior depends on the setting for the Accept Mode field.

Select from:

Automatic: Agent-to-agent chats are automatically accepted without
requiring the agent to click the icon.

Manual: Agent-to-agent chats require the agent to click the icon.

Accept mode affects only collaborative chat.

Personalizing Chat

Copyright © 1988, 2011, Oracle and/or its affiliates. All Rights Reserved.

Access the Personalize Chat page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Agent, Agent Messages

£

Agent Y BuddyList | Window Config ' Personalize Chat % Static Push URLs ' [¥)

Agent ID: mcfagent

Name: Torm,Sawyer

Customize | Find | Wiew All
Response ;F;e"sl:unse Description *Response Text
1 [JRENRNE ~ | [2BanDON  |abandon [Sorry, | have to abandan this task | == =]
2 |Accept x| [acCEPT [sccepting  |Hi, I have accepted the task, please wait... = =
3 |Answer ¥| [ANSWER @ [Answer Queur |Answering the task from Queue. = F =
4|Deny =] |DENY |Denv |Snrw,lhav eto dery this task | = =
5|End x| |END |End [Thanks, ending this task. HEE
B |Furwardj |FORWARD |Furward |F'Iease weait, | am forwarding this task... = [=]

The Personalize Chat page displaying the Agent ID and Name and having the following editable fields:
Response ID, Response Name, Description, and Response Text.
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An agent can create personalized responses in addition to the system responses that are defined for each

queue.

Response ID Responses, except those that are identified by Other, are linked to specific
events. These responses are always sent on these events from this agent. If
an agent does not have a customized response for a specific event, the
response is read from a default value that is set in the Message Catalog. The
response text that is set here overrides the default text that is set in the
Message Catalog.

Select from:

Abandon: A chat is abandoned when a chat initiator closes the chat
window before the chat is accepted by an agent. This message appears
when the agent accepts the abandoned chat.

Accept: This response is automatically sent to the chat initiator when an
agent accepts a chat in response to a chat request that does not include a
question.

If the chat request includes a question, the agent's Answer Question text
is sent in response instead of the Accept response.

Answer Question: This response is automatically sent to the chat
initiator when an agent accepts a chat in response to a chat request that
includes a question.

Deny: This response applies only to collaborative chat. If an agent
elects not to accept a chat, this message is automatically sent to the chat
initiator.

End: If either party quits a chat after the chat is accepted, this message
is displayed from the agent.

Forward: If the agent forwards a chat session to another queue, this
message is sent to the customer.

Other: These messages are never automatically sent in a chat session.
Their message names appear in the Template Messages drop-down list
box on the agent chat page. These messages are appended to the
template messages (chat responses) that are defined for the queue.

Response Name This name appears in the agent's template response drop-down list box.

Response Text Enter the response text to appear in the chat window.

Specifying Agent-Specific URLs

Access the Static Push URLs page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Agent, Agent Push URLs
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[ Agent Y BuddyList | Window Config | Personalize Chat | Static Push URLs ' [¥)

Agent ID: micfagent

Name: Torm,Sawyer

Customize | Find | view | B8 First [ 12012 [ Last

URL Name URL Description URL
1 “GOOGLE |G|:n:|g|e webpage |http:m'-mm.gnugle.cum =]
2|ORACLE |Oran:|e webpage |http:anN.nran:le.cnm =]

The Static Push URLs page displaying the Agent ID and Name and having the following editable fields URL
Name, URL Description, and URL.

This page defines URLs that this agent can send to a client browser. These URLSs are in addition to the URLs
that are defined in the queue configuration page.

URL Name The URL name appears in the agent's static URL drop-down list box.

URL Description This description appears only on this page, to further describe this URL or,
for example, its reason for inclusion.

URL Enter the queue push URL.
The URL must include the opening http:// and any required parameters.

All static URLSs that are defined for the agent are downloaded when the
agent launches the agent chat console by accepting a customer chat. Static
URLs are not available in collaborative chat.

If you send a PeopleSoft Pure Internet Architecture URL, be sure that the
recipient has permissions to access that portal , node, or page.

Specifying Miscellaneous Parameters
Access the Miscellaneous page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Agent, Miscellaneous
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@In' FPersonalize Chat \'|'( Static Push URLs \'|'( Languages \'|'( FPersonalize Presence \'|'( Miscellaneous L

Agent ID: MCFAgent

Name: Smith Tom

When task is unassigned:

Trace Level:

Limit debug tracer log size ™
Number of log messages to |25

save when cleared:;

Maximum number of
messages to allow:

| Prompt whether to close window j

|2—Debug j

I‘IDD

Agent Miscellaneous page

When task isunassigned

TraceLeve

Limit debug tracer log size

Select from the following values the action that occurs when a task that is
assigned to an agent is unassigned:

«  Prompt whether to close window (default).
« Closethe task window.

« Do not close the task window.

Select from the following log trace levels:

e 0-None
e« 1-Information
e 2-Debug

If a value other than O is selected, a tracer window appears to display
activities and events on the chat or MultiChannel Console for debugging
purposes.

This check box is enabled when the value entered for Trace Level is not 0.
Select this check box to enable the agent to clear the tracer log based on
Number of log messages to save when cleared and Maximum number of
log messages to allow.

If the check box is deselected, the tracer log will not be cleared and the
Number of log messages to save when cleared and Maximum number of
log messages to allow will be disabled.
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Number of log messagesto Specify the minimum number of recent tracer log messages that should be

save when cleared maintained in the tracer window.
Maximum number of log Specify the maximum number of tracer log messages that will be
messages to allow maintained in the tracer window.

Note. Number of log messages to save when cleared and Maximum number of log messages to allow fields

are required if the Limit debug tracer log size check box is selected.

Limit Debug Tracer Log Size Example

This table lists the values entered on the Miscellaneous page:

Field Value
Trace Level 2 - Debug
Limit debug tracer log size Selected
Number of log messages to save when cleared 25
Maximum number of log messages to allow 100

Based on these values, the first 75 messages will be cleared from the tracer window after 100 messages are
logged. It will retain the most recent 25 messages for the agents reference. This process will repeat for every
100 messages that are logged in the tracer. The maximum number of messages is the tracer window at any

one point in time is 100.
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Administering Queues, Logs, and Tasks

This chapter discusses how to:

* Administer physical queues.
e View queue server, queue, and agent states.
» View broadcast, chat, and event logs.

e Administer overflow and escalated tasks.

Administering Physical Queues

To administer physical queues, use the Physical Queues (MCF_ACCPT _TASK CMP) component.

This section discusses how to:
» Move agents between physical queues.
¢ Move queues.

» Balance queues.

Pages Used to Administer Physical Queues

Page Name Definition Name

Navigation

Usage

Move agent MCF_DEMO_AGENTQ

PeopleTools, MultiChannel
Framework, Universal
Queue, Administration,
Physical Queues, Move
agent

Move an agent to a new
physical queue.

Move queue MCF_DEMO_QUEUEQ

PeopleTools, MultiChannel
Framework, Universal
Queue, Administration,
Physical Queues, Move
queue

Move agents and tasks from
one physical queue to
another on the same logical
queue.
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Page Name

Definition Name

Navigation

Usage

Balance queue

MCF_DEMO_Q BALANCE

PeopleTools, MultiChannel
Framework, Universal
Queue, Administration,

Balance agent and task
assignments over active
physical queues.

Physical Queues, Balance
queue

Moving Agents Between Physical Queues

134

Access the Move agent page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Physical Queues, Move agent

{ Mowve agent | hove jquele

Balance queue

Agent ID:IGEDMO Q)

Logical Queue:|SALES Q)

Current Physical Queue: 254 ES1

Mumber of Accepted Persistent Tasks: 0 Refresh number of accepted taskal

New Physical Queue: || Q| Move agent to new physical queuel

The Move agent page, which displays the Current Physical Queue and the Number of Accepted Persistent
Tasks, has the editable fields Agent ID, Logical Queue, Current Physical Queue, and New Physical Queue

You can move an agent, and any open persistent tasks that are associated with that agent, from one physical
queue in one cluster to another physical queue in another cluster on the same logical queue.

L ogical Queue Select the logical queue within which the agent is to be moved.

Number of Accepted
Persistent Tasks

Displays the number of persistent tasks this agent has accepted on this
physical queue.

This number is updated and displayed when you select the logical queue.

Refresh number of accepted
tasks

Click to update the number of persistent tasks accepted by this agent on the
current physical queue.

New Physical Queue Select the new physical queue to which this agent and the persistent tasks
accepted by this agent will be assigned.

M ove agent to new physical
queue

Click to perform the action.
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Note. Ongoing chat sessions, which are not persistent tasks, are not affected by the move agent action.

Moving Queues
Access the Move queue page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Physical Queues, Move queue

[ Move agent | Move queue Y Balance gueue |

Logical Queue: [TECHNICAL Q
Physical Queue: [ TECHNIGALT Q
Humber of accepted tasks: ||;| Refresh number oftasks and agents
Humber of assigned task: I':'

Humber of engueued tasks: I':'
Number of agents: |3
To Physical Queue: |TECHNICAL1 Q hMowe agents and tasks |

The Move queue page has the editable fields Logical Queue, Physical Queue, Number of Accepted Tasks,
Number of Assigned Tasks, Number of Enqueued Tasks, Number of Agents, and To Physical Queue

You can move all agents and their open persistent tasks from one physical queue to another physical queue
within the same logical queue. For example, to delete a physical queue, move its agents and persistent tasks to
another queue before deleting the first queue. Or, if the cluster serving this physical queue is overloaded, you
can create another physical queue on another cluster, mark the first physical queue as inactive, create another
physical queue on another cluster and move agents and persistent tasks from the inactive physical queue to
the new physical queue.

L ogical Queue Select the logical queue within which the selected physical queue's agents
and persistent tasks will be moved.

Physical Queue Select the physical queue from which agents and persistent tasks will be
moved.

Number of accepted tasksand Displays the number of accepted and assigned tasks open on this physical
Number of assigned tasks queue.

Refresh number of tasksand Click to update the number of agents and persistent tasks assigned to this
agents queue.

Number of enqueued tasksand Displays the number of enqueued tasks and assigned agents on this physical
Number of agents queue.

Copyright © 1988, 2011, Oracle and/or its affiliates. All Rights Reserved. 135



Administering Queues, Logs, and Tasks

To Physical Queue

M ove agents and tasks

See Also

Chapter 9

Select the physical queue to which the currently assigned agents and tasks
will be moved.

Click to move the assigned agents and tasks to the specified physical queue.

Note. The physical queue must be inactive before moving agents and tasks.
Inactivate the physical queue on the Queues page. Agents on the inactive
physical queue are automatically logged off before being moved.

Chapter 7, "Configuring PeopleSoft MCF Queues and Tasks," Defining Queues, page 97

Balancing Queues

Access the Balance queue page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Physical Queues, Balance Queue

Move agent | Move gueue | Balance queue

Logical Queue: [SALES

Fandomly reassion agents and tasks on active physical queues

Q

The Balance queue page has the Logical Queue editable field

Over time, the distribution of agents and their associated skill levels, languages, and so on, across the physical
queues belonging to a logical queue may change as agents are added or deleted. Rather than manually
rebalancing the queue by moving individual agents, you can use the Balance queue page to randomly reassign
agents and their open persistent tasks across all the active physical queues belonging to the selected logical

queue.

L ogical Queue

Randomly reassign agents
and tasks on active physical
gueues

136

Select the logical queue across which agents and persistent tasks will be
balanced.

Click to balance agents and tasks across the active physical queues for the
selected logical queue.

This action redistributes agents and tasks assigned to this logical queue
across all active physical queues without regard to previous assignments.
Ensure that agents assigned to the affected physical queues have shut down
their MultiChannel Consoles. They are not logged off automatically.
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Viewing Queue Server, Queue, and Agent States

To view queue server state, queue state, and agent state, use the Queue Server State

(MCF_QSERVSTATE CMP), Queue State Summary (MCF_QUEUESTATE CMP), and Agent State

Summary (MCF_AGENTSTATE_CMP) components.

This section discusses how to:

* View the queue server state.

« View the queue state summary.

* View the agent state summary.

Pages Used to View Queue Server, Queue, and Agent States

Page Name

Definition Name

Navigation

Usage

Queue Server State

MCFQSERVSTATE_PG

PeopleTools, MultiChannel
Framework, Universal
Queue, Administration,
Queue Server State

Examine the state of a
queue server at a particular
time.

Queue State Summary

MCFQUEUESTATE PG

PeopleTools, MultiChannel
Framework, Universal
Queue, Administration,
Queue State Summary

Display the state of a queue.

Agent State Summary

MCFAGENTSTATE_PG

PeopleTools, MultiChannel
Framework, Universal
Queue, Administration,
Agent State Summary

View the agent state.

Viewing the Queue Server State

Access the Queue Server State page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Queue Server State
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Queue Server State

Queue Server ID: TEST Time occured: 02012007 10:32:534M

Customize | Find | Wiew All | # First E 1-11 of 24 [} Last

Key Value

1 Accepted: CHAT

2 Accepted:CTI

3 Accepted EMAIL

4 Accepted: GEMERIC
5 Agents

6 Done:CHAT

7 DoneCTI

8 Done EMAIL

9 Done:GEMERIC
10 Escalated: CHAT
11 Escalated: CTI

o O = = O kO = L O

'
-

The Queue Server State page displaying the Queue Server ID, Time Occurred, Key, and Value fields.

The Queue Server State page displays cumulative diagnostic totals for the selected queue server, at the
selected time, across all physical queues serviced by this queue server. Cumulative totals are reset after each
state dump.

This state information comprises statistics to measure load and throughput that can be analyzed and used for
tuning the system. For example, if counts are high, consider adding another physical queue to balance the
load.

The state stamps are inserted for every primary queue server by cluster at configurable intervals, irrespective
of user activity. You configure the intervals on the Cluster Tuning page.

Viewing the Queue State Summary

Access the Queue State Summary page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Queue State Summary
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Queue State Summary

Queue ID:  FORTRANT State 55005 6:58:21AM
change

time
State Summary Customize | Find | Yiews Al | 38 First (1] 141 01 21 O Last
Key Value

1 Accepted:CHAT

2 Accepted:CTI

3 Accepted:EMAIL

4 Accepted:GEMERIC

5 Agents

B Done:CHAT

7 Done:CT

8 Done:EMAIL

9 Done:GEMERIC
10 Escalated EMAIL
11 Escalated: GEMERIC

L oo oo oo

L R e

The Queue State Summary page displaying the Queue ID, State Change Time, Key, and Value fields.

The Queue State Summary page displays cumulative diagnostic totals for the selected physical queue.

This state information comprises statistics to measure load and throughput that can be analyzed and used for
tuning the system. For example, if counts are high for this queue, consider adding another physical queue to
balance the load.

The state stamps are inserted for every physical queue at configurable intervals, irrespective of user activity.
The intervals are configured on the Cluster Tuning page.

Viewing the Agent State Summary
Access the Agent State Summary page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Agent State Summary
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{ Agent State Summary |

Agent ID: WCF_AGENTY State qqgiogr2002 2:20:14PM
change

time;

Customize | Find | ¥i

o
=
=
R

Hey

1 Accepted:.chat

2 Accepted:cti

3 Accepted:email

4 Accepted:generic

5 Done:chat

6 Done:ct

7 Done:email

3 Daone:generic

9 Minutes_LastActive
10 Minutes_Logged_In
11 Pending_Task nane
12 State active

Mmoo o O O O o O O

The Agent State Summary page displaying the Agent ID, State Change Time, Key, and Value fields.

The Agent State Summary page displays cumulative totals for the selected agent.

This state information comprises statistics to measure agent performance and status that can be analyzed and
used for performance evaluation.

The state stamps are inserted for every agent at configurable intervals, irrespective of user activity. State is
only recorded for agents currently logged on. The intervals are configured on the Cluster Tuning page by
setting the dumpinterval. Enable agent logging by setting dumpagent to yes.

An agent state of Active indicates the agent is available; Inactive indicates the agent is not available.

Note. On a busy system, recording state information frequently may slow performance.

See Also

Chapter 7. "Configuring PeopleSoft MCF Queues and Tasks." Tuning Cluster Parameters, page 108

Viewing Broadcast, Chat, and Event Logs

140

To view broadcast, chat, and event logs, use the Broadcast Log (MCF_BCAST LOG_CMP), Chat Log
(MCF_CHAT _LOG_CMP), and Event Log (MCF_EVENTLOGL CMP) components.

This section discusses how to:

e View broadcast logs.
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e View chat logs.

+ View event logs.

* View PeopleSoft MCF logs.

Administering Queues, Logs, and Tasks

Pages Used to View Broadcast, Chat, and Event Logs

Page Name Definition Name Navigation Usage

Broadcast MCF_BCASTLOG_PG PeopleTools, MultiChannel | View the log of broadcast
Framework, Universal events.
Queue, Administration,
Broadcast Log

Chat MCF_CHAT_MINLOG_PG PeopleTools, MultiChannel | View the log of a specified
Framework, Universal chat session.
Queue, Administration,
Chat Log

Event Log MCF_EVENTLOG_PG PeopleTools, MultiChannel | View a log of events and
Framework, Universal display details.
Queue, Administration,
Event Log

Viewing Broadcast Logs

The broadcast log page displays detailed information about any broadcast messages that were sent.

Access the Broadcast Message Log page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Broadcast Log

You can also access the Broadcast Message Log page by searching by message number, queue ID, or REN

cluster ID.
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Message No:

REN Server Cluster ID:
MCF Channel Type:

Queue ID:

MCF Agent Login State:

MCF Agent Presence:

Importance Level:

Security Level;

Sender ID:

MCF Broadcast Topic:

Date/Time Stamp:

Broadcast Message Log

1

REMCLSTRE_0001
Chat

FORTRAMN

Logoedin

Available

URGEMT

Level 1

QEDMO

Broadeastsystemiqueus/FORTRAR

020252007 5:711:32AM

MCF Name Value Pairs: consolelD=MyConsole&ServerD=MySerer

Broadcast Message:

Flease enter reason code and description separated by semi-colon:

=)

[~

Chapter 9

The Broadcast Message Log page displaying the Message Number, REN Server Cluster ID, MCF Channel
Type, Queue ID, MCF Agent Login state, MCF Agent Presence, Importance Level, Security Level, Sender ID,

MCF Broadcast Topic, Date/Time Stamp, and the MCF Name Value Pairs. This page lets you enter a

broadcast message.

Note. To view the broadcast logs, set log_broadcast to Yes on the Cluster Tuning page. For this parameter to

take effect, click Refresh logging parameters on the Cluster Notify page.

See Also

Chapter 11, "Using PeopleSoft MCF Broadcast and Working with Sample Pages." Using PeopleSoft MCF

Broadcast, page 159

Viewing Chat Logs

142

Access the Chat page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Chat Log
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Chat

Chat Start Time: 0321/06 2:10:26.433000PM  Chat End Time: 03721006 2:13:19.597000FM

Chat ID: 4 Queue 1D: MARKETIMNGY

Conversation Detail= [=2 K
Message
Lsername=user name, Subject=5Sales Information, Question=Meed help on sales
MCFLOG: 4
MCFAgent!: Flease wait while | review your infarmation.
MCFADent1: hello
user hame: hi there
MCFAQent!: how can | help you?
user name: | need your help. my machine is broken
MCFAgentt: Let me forward wou to anather queue
MCFAQent!: This chat session is being forwarded to another gueue. Please wait...
MCFADent?: Please wait while | review your infarmation.
MCFAgent2: hithis is m2, how cani help ?
MCFADent?: bttpihwaen TECHMICAL.cOmM
MCFAQent?: httpitwasan. aracle.com
MCFAgent2: hope this helps
user name: yves, great
user hame: thansk
user hame: thanks
MCFAQent?: sure, U rwelcome
MCFAgent?: So nice to talk to you. Good-hyel
user name: Thank you, goodbyel

The Conversation tab of the Chat page displaying the Chat Message along with the Chat Start Time, Chat
End Time, Chat ID, and Queue ID.

If enabled, this log records the contents and events of every chat session.

To enable chat logging, set log_chat ses to yeson the Cluster Tuning page. For this parameter to take effect,
click Refresh logging parameters on the Cluster Notify page.

Details Tab
Access the Details tab of the Chat Page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Chat Log, Details
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Chat

Chat ID:

Conversation

User ID

il
MCFLOG
i
il
i
i
il
'l
il
m2
2
m2
m2
ma2
il
'l
il
m2
2
il

4

Chat Start Time: 03/21/06 2:10:26.433000P

Chat End Time: 03/21/06 2:13:19.597000P

Cueue ID:

MARKETIMNGA

Date/Time Stamp

03r21/06
03521706
03r21/06
03521706
03521706
0321006
03521706
03521706
03r21/06
03521706
03r21/06
03521706
03521706
0321006
03521706
03521706
03r21/06
03521706
03r21/06
03521706

21 026EPM
2126 M
210:34P M
21041PM
21 045P M
21057PM
2111:25PM
211:41PMW
211:47FPM
2121TPM
212:33PM
212:39P MW
21 2:54PM
21301 P
211 3:06P M
212:07PM
21312PM
2131TPM
21319PMW
21319P M

MCF Chat
action
InitChat
LoglD
Accept
Msg

Msg

M=o

Msg

Mz
Forward
Accept
Mz
Lnknowwn
Lnknowwn
M=o

Msg

Mz

Msg

Msg

End

End

Queue ID
MARKETIMNGT

UMDEFIMNED

TECHMICALY
UMDEFINED

TaskK identifier

LNDEFINED
LIMDEFINED

QSERVER_D001_CHAT O

LINDEFINED
LIMNDEFINED
LMDEFIMNED
LINDEFINED
LIMDEFINED
LNDEFINED

QSERVER_0001_CHAT_O

LMDEFINED
LINDEFINED
LIMNDEFINED
LMDEFIMNED
LINDEFINED
LIMDEFINED
LNDEFINED
LIMDEFINED
LMDEFINED
LINDEFINED

Chapter 9

The Details tab of the Chat Page showing the User ID, Date, Time Stamp, MCF Chat Action, Queue ID and

Task ldentifier

The Details tab displays detailed information about the selected chat conversation.

Viewing Event Logs

144

Access the Event Log page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Event Log
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Event Log

Domain:
Sequence Number:
Time event logged to DBMS:

RENSREY BEvent Topic:
BEvent type:

Task Type:
Language Code:

Task identifier:
Queue ID:
Agent ID:
Cost of Task:
Task priority:

Skill level:

g0411 032
1
0352172006 11:40:47AM

fqueuafOBOLY Istate
Read Cfg

CoBOL1

Description |Mumber of Tasks: 0, Mumber of Agents: D;l

1 Return to Search Presvious in List | +[5] Mext in List | [=] Motify |

[

The Event Log page displaying the Domain, Sequence Number, Time vent Logged to DBMS, RENSRV Event

Topic, Event Type, Task Type, Language Code, Task Identifier, Queue ID, Agent ID, Cost of Task, Task
Priority and Skill Level fields. This page allows you to enter a description.

Domain The application server domain on which this event occurred.

Timeevent logged to DBMS  The time that this event was recorded in the database.

Event Type The type of event, as described in the table that follows.

Task Type The type of task for this event: chat, email, or generic. CTI events are
logged in the CTI event log.

The event log records PeopleSoft MultiChannel Framework events sent to the real-time event notification
(REN) server, excluding chat content (which is logged in the chat log). The event log can be used for

debugging as well as for system monitoring. For example, you can determine when agents log in and log out,

or when the queue server was first notified of newly enqueued events.

Data displayed in the event log depends on the event type. Not all fields apply to every event.

To enable logging of state broadcast events, set logDMPQ to yes on the Cluster Tuning page. For this

parameter to take effect, click Refresh logging parameters on the Cluster Notify page.

Time is displayed and searched on in the format MM/DD/YYYY HH:MM:SSA/PM.

The following table lists possible event types:
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Name Translate Table Value REN MultiChannel Description
Framework Topic

Accepted ACPD /agent/<agentID>/accepte Agent's list of accepted
d Agent 's list of accepted tasks
tasks

Accept ACPT /queue/agents/accept Agent accepts an
assigned task.

Best Admin BCST /queue/admin/statedump Broadcast universal
queue information

Contact CNCT /queue/contact Real-time contact (for
example, chat)

DB Cntct DBCT /queue/dbcontact Database management
system contact (such as
email or generic)

Dump Q DMPQ /queue/<queuelD>/state Dump queue state
information to log

Done DONE /queue/agents/dequeue Done (dequeue)

Forward FWD /queue/agents/forward Forward

Notify NTFY /agent/<agentID>/notify Notify agent of assigned
task.

Presence PRES /queue/agents/presence Agent's presence change

Restrt Ack RACK /queue/agents/restartack Restart acknowledgement

Read Cfg READ /ugsrv/reread/defaults Reread defaults

Restart RSRT /queue/<queuelD>/restart Restart

Unknown UNKN UNKNOWN Unknown REN server
event

Unassign USGN /agent/<agentID>/unassig | Unassign

n
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Name Translate Table REN MultiChannel Required Meaning
Value Framework Topic Argument Value

Abandon ABAN /chat/<userID>/<ch ps_type=abandon Abandoned chat
atID> session

End END /chat/<userID>/<ch ps_type=end End chat session
atID>

Login LGIN /queue/agents/login ps_state=login Log on
state

Logout LGOT /queue/agents/login ps_state=logout Log out
state

Message MSG /chat/<userID>/<ch ps_type=msg Message
atID>

Push URL PUSH /chat/<userID>/<ch ps_type=pushurl Push URL
atID>

Timeout TOUT /chat/<userID>/<ch ps_type=timeout Timeout chat
atID> session

Viewing PeopleSoft MCF Logs

Diagnostic PSUQSRYV and PSMCFLOG traces are written to the log directory of each application server
domain. The trace level is determined by the LogFence setting in the domain configuration. You can set the

LogFence parameter with PSADMIN configuration of the application server domain. The following table lists
LogFence setting values:

LogFence Setting

Tracing Level

1 Fatal errors

2 Errors

3 Warnings

4 Level 1 Diagnostic: Logs the queues that the universal queue is servicing, logs

new queues that are added, and logs agent logon and logout.
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LogFence Setting Tracing Level

5 Level 2 Diagnostic: Logs most debugging information, except periodic events
(such as timer check and heartbeat).

6 Level 3 Diagnostic: Logs everything, including periodic events.

Administering Overflow and Escalated Tasks

To administer overflow and escalated tasks, use the Overflow Administration (MCF_OVERFLOWL CMP)
and Escalation Administration (MCF_ESCAL CMP) components.

This section discusses how to:

e Administer overflow tasks.

o Administer escalated tasks.

Pages Used to Administer Overflow and Escalated Tasks

Page Name Definition Name Navigation Usage
Overflow tasks MCF_OVERFLOWL PG PeopleTools, MultiChannel | View a list of overflow
Framework, Universal events.

Queue, Administration,
Overflow Admin (overflow

administration)
Escalation Admin MCF_ESCAL PG PeopleTools, MultiChannel | View a list of escalated
(escalation administration) Framework, Universal events.

Queue, Administration,
Escalation Admin
(escalation administration)

Administering Overflow Tasks
Access the Overflow Tasks page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Overflow Admin (overflow
administration)
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Overflow Tasks

" aE .
i Al | S First [ 4 ot 4 |
Action Timeout Task identifier Task Type Comments Logical Queue Close without Submit
032172006 ’ ’ =i . - ;
1:09°1 2P M Generic2 GEner; | = | Q Resubmn' Close without Subrmit |

The Overflow Tasks page displaying the Action Timeout, Task Identifier, and Task Type fields. You can
specify Comments and Logical Queue, and you can choose to Resubmit or Close without Submit on this

page.

Use this page to manage tasks that could not be assigned to an agent within the specified overflow timeout.

Action Timeout Displays the time at which the overflow occurred.

Task |dentifier Displays the task identifier.

Task Type Types include chat, email, generic, and voice (not supported).

Comments Enter optional text commentary about the resolution of the task.
For example, note that the customer sent follow-up email that was answered
by an agent.

L ogical Queue Select a logical queue to which to resubmit this task.

Resubmit Click to send the task to the specified logical queue to retry assignment.

Only persistent tasks can be resubmitted; chat cannot be resubmitted.
Close without Submit Click to close this task without sending it to retry assignment.

Detail Click to display additional information about the task.

Administering Escalated Tasks

Access the Escalation Tasks page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Administration, Escalation Admin (escalation
administration)

Escalation Tasks

Customize | Eind | Wies All | i First [4] 1af 1 [ Last
Action Timeout Task identifier Task Tyvpe Comments Close without Submit  Detail
032152006 . i =i i ) )
1 20345 M generica Generic | =i Closewithout Submit |Deta|l

|

The Escalation Tasks page displaying Action Timeout, Task Identifier, Task Type, and Detail. You can enter
comments and choose to Close Without Submit on this page.
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Use this page to manage accepted persistent tasks that were automatically unassigned from agents because
they were not closed within the specified escalation timeout. Tasks can be closed without submitting them.

Action Timeout Displays when the escalation occurred.

Task Identifier Displays the task identifier.

Task Type Types include chat, email, generic, and voice (not currently supported).

Comments Enter optional text commentary about the task's resolution.
For example, note that the customer sent follow-up email that was answered
by an agent.

Close without Submit Click to close this task without sending it back to retry assignment.

Detail Click to view additional information about this escalated task.
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Managing Tasks and Using Chat in
PeopleSoft MultiChannel Framework

This chapter discusses how to:

* Manage tasks with the MultiChannel Console.

« Communicate with customers and agents using chat.

Managing Tasks with the MultiChannel Console

Use the MultiChannel Console to accept, respond to, transfer, and complete tasks and to initiate or join chat
sessions.

This section discusses how to use the MultiChannel Console to work with tasks.

Using the MultiChannel Console to Work with Tasks

If your user ID includes security permissions for PeopleSoft MultiChannel Framework, the MultiChannel
Console navigation tool appears in the universal navigation header. To access the console, click the tool.

=] 3]
@Chat SALES1:Sales Informationi@s chat 0 My@ueue:lBALES1,DI1 'l

Tasks:lActivateTask... j Agent Chats: | Accept Chat... j Eluddies:lConsuItAgent... 'l Presence:lAvaiIabIe 'l

/3 Multichannel Console - Microsoft Internet Explorer

The MultiChannel Console navigation tool having the following editable fields: Tasks, Agent Chats, Buddies,
My Queue, and Presence.

You cannot launch two MultiChannel Consoles on the same workstation.

You can launch consoles on different workstations using the same user ID, but you cannot log on to physical
queues served by the same MCF cluster.

When the MultiChannel Console is launched, it attempts to connect to the real-time event notification (REN)
server associated with the last physical queue listed in the My Queue drop-down list box. If that REN server
is not running, the agent receives an error message. If one or more of the agent's physical queues are
associated with a running REN server, the agent can log on by selecting another queue.
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Newly assigned tasks appear as a link above the Tasks drop-down list box, and display a flashing icon. Click
the link to accept the task. Accepted tasks appear in the Tasks drop-down list box.

Collaborative chat requests (agent-to-agent chats) may appear as a link above the Agent Chats drop-down list
box, but all collaborative chat requests (accepted or not) appear in the Agent Chats drop-down list box.

Configure the size and initial location of the MultiChannel Console on the agents Window Config (window

configuration) page.

Note. If you use web content zones in Microsoft Internet Explorer security options, your PeopleSoft Pure
Internet Architecture web server address and your REN server address must be in the same security zone.

If you use Secure Sockets Layer (SSL) security, you may receive a security warning message when your
console first opens. You can accept the warning message without compromising SSL security.

Tasks

Agent Chats

Buddies

My Queue

152

After you accept an assigned task, the task appears here.

Activate a task to work on by selecting it. Activating a task brings the
window associated with that task to the foreground. If the associated task
window is not running, it is launched by the console.

A task is removed from the task list when you mark the task as done using
one of the following methods:

« For email and generic tasks, the application page of the task may
include a Done button; refer to the application's documentation.

» For chat, the task is complete when the chat dialog ends.

Displays a list of your collaborative chats, both accepted and requested,
including a label indicating if the chat is inbound or outbound. Select a chat
to activate it.

If you are invited to join in a chat session (conference), the conference chat
is added to the list. After you accept the conference, the conference is added
to the Tasks drop-down list box and removed from the Agent Chats drop-
down list box. The chat is removed from the list when the chat dialog ends.

Includes agents that are identified as buddies in your agent configuration.
Add buddies on the Buddy List page of the Agent component.

To initiate a collaborative chat, select an agent. A chat dialog box displays.

Note. You can only initiate a collaborative chat with an agent who appears
on your buddy list. However, if you appear on another agent's buddy list,
that agent can initiate a collaborative chat with you, even if that agent is not
one of your buddies.

Select a queue to log on to that queue.
The drop-down list box includes the physical queues that you can access.

To change queues, select a new queue. You are logged off from the old
queue and logged on to the selected queue.

Add or delete queues on the Queues page of the Agents component.
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Presence Displays your current presence and enables selection of a new presence.
Select from:

« Active
* Inactive

Customize presence labels to more closely track agent activity. Edit your
presence options on the Presence page of the Agent component.

If you select an inactive presence, an icon appears in the upper-left corner
of the MultiChannel Console. Changes in agent presence are logged and
include the customized presence description.

Presence status persists for eight hours from the time of its last change.

You can use hot key combinations, described in the following table, to navigate between MultiChannel

Console fields:
Hot Key Combination Opens
ALT+A Agent chats
ALT+B Buddies
ALT+P Presence
ALT+Q My Queues
ALT+T Tasks

Communicating with Customers and Agents Using Chat

This section discusses how to:

» Use the agent chat window.

e Use the customer chat window.

Using the Agent Chat Window

When you accept a chat task, a chat window opens.

The format of the agent chat window and the contents of its right pane are delivered as part of PeopleSoft
MultiChannel Framework. The content of the left pane is determined by application developers, and is passed
as a parameter to the InitChat() built-in function.
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The following example shows an agent chat window:

Conversation History: Elapsed Time: 0:01:21

user name [01:57:60 am): MNeed help on sales
user name (01:67:60 am): Sales Information
PTDMO (01:57:51 am): Flease wait while | review your information.

Template Messages: | Select Message.. w

Input Text:
Send History WraplUp Exit Dialog

Static URL: | Select URL... vl State: |
URL: | | Push  Select
Forward to Queue: SALES w | GO
Forward to Agent: Consult Agent... | GO
invite Agent into Consult Agent... | G0
Conference:

Agent Chat window

Configure the size and initial location of the agent chat window on the agent's Window Config (window
configuration) page.

Conversation History Lists progress of the chat, line by line.

If chat logging is enabled, the conversation is recorded in the database chat
log by the MCF log server. View the chat log on the Chat Log page.

If accessibility features are not turned off in the My Personalizations
component, an additional text box appears below the conversation history.
The most recent customer input appears in the secondary text box, which
can be read by screen reading software.
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Template M essages

Input Text

Send

Exit Dialog

Static URL and Push

URL

Select

Forward to Queue

Invite Buddy

Managing Tasks and Using Chat in PeopleSoft MultiChannel Framework

Send the customer a standard message by selecting one from the list.

The message text appears in the Input Text text box. Click Send to send the
message.

Edit template messages for each queue on the queue Chat Responses page.

To respond to the customer, enter text, and then click Send or press Enter.
The maximum size of the text that can be sent at one time is 4096 bytes (4
kilobytes).

Click to send the contents of the Input Text text box.

Click to end the chat.

The chat window remains open, enabling you to return to the page for
follow-up work after the customer exits the dialog.

To send a static URL to the customer, select a URL name, then click Push.

When a URL is pushed to a customer, a browser window for that URL is
launched on the customer's workstation.

Displays static and grabbed URLs.

Click to launch an application page, from which a URL can be returned to
populate the URL field.

The format of the URL wizard page that appears when you click Grab is
defined by application developers. PeopleSoft supplies a sample URL
wizard page.

See Chapter 11, "Using PeopleSoft MCF Broadcast and Working with
Sample Pages." Using the URL Wizard, page 172.

To forward the current chat to another queue, select the queue.

You can only forward to another physical queue, and that physical queue
must be served by the same MCF cluster as the physical queue that
assigned the chat.

To request that another agent join the chat, select the agent and click Go.

The buddy must be logged on to a physical queue that is served by the same
MCEF cluster as the physical queue that sent you this chat. Chat
conferencing is only supported on customer-initiated chat sessions.

Using the Customer Chat Window

When a customer initiates a chat, a chat window appears:
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a Queston on my Checking accuunt{M‘l'lJUEUEE;

_ =101 %]
J File Edit ‘Wiew Fawvorites Tools  Help ﬁ
J 4m Back -~ mp - @ ﬁ | aﬁearch @Favnrites ?

J.ﬁ.ddress @ http:,l',l'sshenElDlEEll.n:n:-rp.pe::-ples::nft.n:n:-m,l'psc,l'p:j o JLinks 2

Conversation Histony: Elapsed Time: 0:09:21

(06:80:27 prmPlease wait... -
Joe (06:50:27 pm): Clueston an my Checking account

Joe (06:50:27 pm): What is that transfer fee?

Smith (06:50:53 pmy: Howe may | helpyou?

Smith (06:53:16 pm): [twas for two wire transfers vou did during the
manth. | notice you hawve an average balance of §11,000 inyvou checking
account. Ifyou open a 2 year CD for §5,000 with us you can avoid all fees.
Joe (06:53:31 pm): What is the interest rate?

Smith (06:53:48 pmy: Currently itis 4.25%.

Joe (06:54:03 pm): Sounds good. YWhat do | have to do?

Smith (06:54:45 pmy): | can open the account now and transfer $5,000. 15
that what you would like to do*?

Joe (06:54:49 pm): Tes

Smith (06:55:25 pm): | am sending you the web page sovou can accept
the terms of the new account. Amthing else | can help vou with?

Joe (06:55:1 pm): Thanks, | gotit. Thatis all.

Smith {06:57:04 pm): LIEL pushed:

hitpihsanee. GoldentWestBank.cominewsacc.asp

Joe (06:58:06 pm): ez, | got the page up.

Smith {06:59:18 pmy): Thankyou for using Golden West Bank. We
appreciate your business.

Input Text:

Send | Exit Dialog |

~|
| 2]
=l

|@ Opening page http:/fsshenz101201 . people I_ I_ |a Internet 4

A Customer chat window showing the Conversation History and the Input Text

The format and content of the customer chat window is delivered as part of PeopleSoft MultiChannel

Chapter 10

Framework. The customer chat window includes a conversation history text box, input text box, and Send and

Exit Dialog buttons.

If accessibility features are not turned off in the My Personalizations component, an additional text box
appears below the conversation history. The most recent agent input appears in the secondary text box, which

can be read by screen reading software.

The maximum size of the text that can be sent at one time is 4096 bytes (4

Input Text The customer enters text here.
kilobytes).
Send Click to send the input text to the agent.

Copyright © 1988, 2011, Oracle and/or its affiliates. All Rights Reserved.



Chapter 10 Managing Tasks and Using Chat in PeopleSoft MultiChannel Framework

Exit Dialog Click to end the chat and close the chat window.

Note. The agent collaborative chat window is substantially the same as the customer chat window.
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Chapter 11

Using PeopleSoft MCF Broadcast and
Working with Sample Pages

This chapter discusses how to:

» Configure PeopleSoft MCF Broadcast.

*  Work with sample pages.

* Use and demonstrate the JavaScript MultiChannel API (JSMCAPI).
» Use PeopleCode built-in functions.

» Use Universal Queue classes.

Using PeopleSoft MCF Broadcast

Use the broadcast function to broadcast a notification message. This function is typically used by a supervisor
to send a notification message to specific recipients based on the parameters that are provided by the sender.
Broadcast notifications can be sent system-wide, cluster-wide, queue-based, task-based, or activity-based.

System-wide broadcast notifications can be sent only using the PeopleCode API to all logical queues on the
system. The same notification using JSMCAPI is sent to all the physical queues on the cluster.

Cluster-wide broadcast enables a user to broadcast to an entire audience that is logged on or subscribed to this
broadcast topic on a particular cluster. A cluster broadcast can be configured to target a specific audience by
specifying a particular queue, a channel, or an agent log state in the broadcast call.

A queue-based broadcast can send a notification to all agents on a particular queue. A channel-type broadcast
is received by agents serving a particular channel. An agent working on multiple channels can receive
broadcast that is meant for all those channels. An agent login state or activity-based broadcast allows a
broadcast notification to be sent to all agents in a particular state.

The following diagram illustrates a cluster-wide broadcast:
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System Wide
|
| | |
Cluster Cluster Cluster
[ ] [ ] [ ]
Physical Physical Physical Physical Physical Physical Physical
Queue Queue CQueue Queue Queue Cueue CQueue
|
Agent | | Agent | [Supervisor| | Agent || Agent | | Agent | | Agent | | Agent || Supervisor | | Agent || Agent
Cluster-wide broadcast
This section provides an overview of JSMCAPI broadcast and discusses how to:
* Implement MCF broadcast.
» Configure JSMCAPI Broadcast using MCF Supervisor console.
» Configure PeopleCode broadcast.
e View broadcast logs.
Pages Used to Configure PeopleSoft MCF Broadcast
Page Name Definition Name Navigation Usage
JSMCAPI Broadcast MCF_BROADCAST PeopleTools, MultiChannel | Configure JSMCAPI
Framework, Universal Broadcast using MCF
Queue, Sample Pages, Supervisor Console.
JSMCAPI Broadcast
PCodeBroadcast MCF_DEMO_BROADCAST PeopleTools, MultiChannel | Send a broadcast message
Framework, Universal using PeopleCode
Queue, Sample Pages, broadcast.
PCodeBroadcast

Understanding JSMCAPI Broadcast

A JSMCAPI console primarily operates on physical queues. Whenever an agent or a supervisor uses a
JSMCAPI console, the agent chooses a physical queue and logs onto it. To broadcast a message, a console
typically uses this physical queue as a parameter to determine the target cluster. JSMCAPI broadcast works
on the following restrictions:

160
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« JSMCAPI broadcast function does not provide any routing logic because it operates within a limited set of
physical queues that are assigned to the agent or supervisor.

The agent can choose any physical queue from the assigned queue list without logging onto any particular
physical queue.

e The supervisors or the users of JSMCAPI broadcast can use only the physical queues on their list to send
a broadcast notification.

» JSMCAPI works within the confine of a single cluster and does not have any knowledge or access to
other clusters in the system.

Implementing MCF Broadcast

To enable you to implement broadcast, MultiChannel Framework provides a PeopleCode built-in function
and a JSMCAPI interface for JSMCAPI users (agents and supervisors) to send broadcast notifications.

Note. The broadcast notifications are displayed only in the third-party sample pages.

Subscribing and Publishing Broadcast

The JSMCAPI broadcast function is a specialized publish call to the REN server. Both JSMCAPI and
PeopleCode publish to physical-queue broadcast topic (such as /Broadcast/SALES1), and the subscribers
always subscribe to broadcast topic for the physical queues to which they were assigned.

To subscribe, use the following function:
Br oadcast Subscri be(cl ust er, queue, t ask, st at e, presence, net hod)
To publish, use the following function:

MCFBr oadcast ( cl ust er, queue, t ask, st at e, presence, nessage, securityl evel,
i mportancel evel, senderid, NameVal uePairString

To unsubscribe, use the following function:
voi d broadcast Unsubscri be(type)
where <type> determines the type of broadcast, system-wide, queue-wide, or agent-wide.

See Also

Chapter 13, "Understanding JSMCAPI Classes." broadcastSubscribe, page 453

Chapter 13, "Understanding JSMCAPI Classes." broadcastUnsubscribe, page 453

Using JSMCAPI Broadcast with MCF Supervisor Console

Access the JSMCAPI Broadcast page using the following navigation path:

PeopleTools ,MultiChannel Framework, Universal Queue, Sample Pages, ISMCAPI Broadcast
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| JSMCAPI Broadcast | PCodeBroadcast | Customer Chat | Generic Event | Email ' [¥)

MCF Cluster ID |HENCL5TH_DDD1 Q,

MCF Supervisor Console |

The JSMCAPI Broadcast page having the MCF cluster ID field

REN Server Cluster ID Select the REN server cluster on which to test the MCF Supervisor console.
Note. The MCF Supervisor console is specific to the REN cluster Id
selected.

M CF Supervisor Console Click to initiate the supervisor console.

Note. To demonstrate the MCF Supervisor console, you must have MCF
servers, both queue and log servers, running and communicating with the
specified REN server cluster.

After you click MCF Supervisor console, a new browser window appears that displays the sample supervisor
console.

Note. To enable the new browser window to appear, disable any pop-up blocking software for your browser.

MCF Supervisor Console
Access the MCF Supervisor console using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Sample Pages. Choose an MCF Cluster ID and
Click on the MCF Supervisor Console to open the MCF Supervisor Console.
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Sample Supervisor Console

Cluster MName [RENCLSTR_0001

Chene Mame |SALES1
Task [Chat =
State |Lngged|n j
Presence |Avai|a|:|le =l

Ifessage |T3,rpe message to broadcast

Secunty Level |1
Importance level |1

cender Id |QEDMO

Mame alueFairs |test

=end |

The MCF Supervisor Console displaying the Cluster Name and having the following editable fields — Queue
Name, Task, State, Presence, Message, Security Level, Importance Level, Sender ID, and Name Value

Pairs.

Cluster Name

Displays the REN server cluster on which to test broadcast.

Enter the name of the queue that is in the specified cluster.

Note. Enter the queue name only when you want to broadcast the message

Select the task. Values are email,chat,voice,generic, and none.

Note. If the state of the agent is Loggedin when the broadcast message is
being sent by the supervisor, the agent receives the broadcast message using

Queue Name
to a particular queue.

Task

State Select the state of the agent.
Agent console.

Presence Select the presence.

Note. If the agent is logged out, the presence should be inActive. The
broadcast message is received only when the agent is currently logged in to
the queue on which broadcast is sent.
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M essage

Security Level
Importance L evel

Sender Id

NameValue Pairs

Chapter 11

Enter the message that you want to broadcast.

Note. To view the broadcast message that is sent by the supervisor, use the
Agent console sample page. Select the same REN cluster that is used by the
supervisor to broadcast, and the broadcast message is displayed on the
Agent console.

See Chapter 11, "Using PeopleSoft MCF Broadcast and Working with
Sample Pages." Using the Agent Console Page, page 192.

(Optional) Enter the security level.
(Optional) Enter the importance level.

(Optional) Enter the sender ID. Use this option only when you want the
sender ID to appear as something other than the ID that actually sent the
message.

Enter the name and value pairs to configure your data.

Note. These name-value pairs are concatenated as a string. You can define
any name-value parameters for your application and send them in the name-
value pair string. The JSMCAPI passes the same as a string to the console.
Your particular application needs to process that string accordingly.

Note. For a system-wide or a cluster-wide broadcast, the broadcast message from the supervisor is sent to all
agents, as well as the supervisors who are logged in to the cluster that is specified by the supervisor. The
system-wide broadcast is same as cluster-wide broadcast because a JSMCAPI supervisor knows only the
cluster it is operating on.

For a queue-wide broadcast, the broadcast message from the supervisor is sent to all agents who are currently
logged in to the queue that is used by the supervisor to broadcast the message. This assumes that the queue is
in the same cluster as the supervisor who is sending the broadcast message.

For agent-wide broadcast, the broadcast message will be sent to all agents who are currently logged to any
queue in the same cluster as the supervisor who is sending the message.

The following diagrams illustrate queue-wide and cluster-wide broadcast:

Broadcast

——

Agent
Broadcast/
System)/ -
P P Agent
Sales
o Supervisor

Queue-wide broadcast
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Broadcast

[ System

Broadcast/

Agent

b J

Agent

h A

Supervisor

h A

3™ Party

A

Server

A

Agent

Cluster-wide broadcast

The following table describes the combinations:

Type of
Broadcast

Cluster

Queue

Agent Login
State

Agent Activity
State

Broadcast
Audience and
Description

JSMCAPI

Not specified

Not specified

Not specified

Not specified

This is a cluster-
wide broadcast.
All agents on
Cluster 1 will
receive the
broadcast.

JSMCAPI

Cluster 1

Not specified

Not specified

Not specified

Same as the
preceding. All
agents on
Cluster 1 will
receive the
broadcast.

JSMCAPI

Cluster 1

SALES

Not specified

Not specified

All agents
subscribing to
SALES will
receive the
broadcast. This
assumes that
SALES is on
Cluster 1.
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Type of Cluster Queue Agent Login Agent Activity Broadcast

Broadcast State State Audience and
Description

JSMCAPI Cluster 1 SALES Logged Not specified All agents who

are logged (active
and inactive) to
sales will receive

the broadcast.
This assumes that
SALES is on
Cluster 1.
Using PeopleCode Broadcast

Access the PCodeBroadcast page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Sample Pages, PCodeBroadcast

{ JSMCAP| Broadcast | PCodeBroadcast | Customer Chat | GenericEvent ¥ Email ' [V

MCF Cluster ID: | Q Logical Queue ID:l Q
Taskhlame:l Q Physical Queue: | Q

166

Agent State: I Q
Presence: I Q

Message set Hum: I

Security Level: I

Importance Level: I
Sender ID; I

Default Message: |

Broadcast Msq: |

Broadcast |

The PCodeBroadcast page having the following editable fields — MCF Cluster ID, Logical Queue ID, Task
Name, Physical Queue, Agent State, Security Level, Presence, Importance Level, Sender ID, Message Sent

Number, Message Number, Name Value Pairs, Default Message, and Broadcast Message

MCF Cluster ID
Logical QueuelD

Physical Queue |D

Select the target cluster receiving the broadcast message.
Select the name of the target logical queue.

Select the name of the target physical queue.
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TaskName

Agent State

Presence

M essage Set Number

M essage Number

Default M essage

Security Level
Importance L evel

Sender Id

M essage

NameValue Pairs

Using PeopleSoft MCF Broadcast and Working with Sample Pages

Select the task. Select from email, chat,voice,generic or none.

Select the state of the agent.

Note. The agent receives the broadcast message only if the agent is logged
in.

Select the presence.

Note. If the agent is logged out, the presence should be inActive. All agents
who are currently logged in receive the broadcast message.

Select the message set number if you want to broadcast a message from the
Message Catalog.

Select the message number in the message set.

Enter the default message.

If no message is found in Message Catalog with the preceding message
number, the text of the default message is used for the broadcast instead.

(Optional) Enter the security level.
(Optional) Enter the importance level.

Enter the sender ID if you want the sender that is displayed with the
notification to be an ID other than the one that sent the broadcast.

Enter the message that you want to broadcast.

Note. To view the broadcast message that is sent by the supervisor, use the
Agent console sample page. Select the same REN cluster as used by the
supervisor to broadcast, and the broadcast message is displayed on the
Agent console.

See Chapter 11, "Using PeopleSoft MCF Broadcast and Working with
Sample Pages." Using the Agent Console Page, page 192.

Enter the name and value pairs to configure your data.

Note. These name-value pairs are concatenated as a string. You can define
any name-value parameters for your application and send them in the name-
value pair string. The JSMCAPI passes the same as a string to the console.
Your particular application needs to process that string accordingly
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Note. For a system-wide PeopleCode Broadcast, the broadcast message from the supervisor is sent to all
agents, as well as the supervisors on all active REN clusters.

For a cluster-wide PeopleCode Broadcast, the broadcast message from the supervisor is sent to all agents, as
well as the supervisors on the specified REN clusters.

For a queue-wide broadcast, the broadcast message from the supervisor is sent to all agents who are currently
logged in to the queue that is specified by the queue ID in all clusters if the MCF cluster ID is not specified. If
the cluster ID is specified, all agents that are logged into the queue that is specified by the queue ID in the

cluster that is specified by the cluster ID receive the broadcast message.

For agent-wide broadcast, if both the cluster ID and queue ID are specified, the broadcast message is sent to
all agents that are currently logged into the queue that is specified by the queue ID. This assumes that the
queue is in the cluster that is specified by the cluster ID. However, if only the cluster ID is mentioned, all
agents that are logged and active on any queue on that cluster receive the broadcast message.

The following table describes the combinations:

Type of
Broadcast

Cluster

Queue

Agent Login
State

Agent Activity
State

Broadcast
Audience and
Description

PeopleCode

Not specified

Not specified

Not specified

Not specified

This is a true
system-wide
broadcast. All
agents on all
active REN
clusters receive
the broadcast.

PeopleCode

Cluster 1

Not specified

Not specified

Not specified

All agents on
Cluster_1 receive
the broadcast.

PeopleCode

Cluster 1

SALES

Not specified

Not specified

All agents
subscribing to
SALES receive
the broadcast.
This assumes that
SALES is on
Cluster 1.

PeopleCode

Not specified

SALES

Logged

Not specified

All agents that
are logged (active
and inactive) to
SALES (all
clusters with
physical queues
that are
associated with
SALES) receive
the broadcast.
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Type of Cluster Queue Agent Login Agent Activity Broadcast

Broadcast State State Audience and
Description

PeopleCode Cluster 1 SALES Logged Active All agents that

are logged into
SALES and are
in active state
receive the
broadcast. This
assumes that
SALES is on
Cluster 1.

PeopleCode Cluster 1 Not specified Logged Active All agents that
are logged and
active on any
queue on
Cluster 1 receive
the broadcast.

PeopleCode Cluster 1 Not specified Not specified Active All agents that
are logged and
active on any
queue on
Cluster 1 receive
the broadcast.
This is the same
as the preceding
because only
agents that are
logged in can be
active.

See Also

PeopleTools 8.52: PeopleCode Language Reference, "PeopleCode Built-in Functions," MCFBroadcast

Viewing Broadcast Logs
To view broadcast log, use the Broadcast log page.

See Chapter 9, "Administering Queues, Logs, and Tasks." Viewing Broadcast Logs, page 141.

Working with Sample Pages

To demonstrate MCF tools and functionality, use the MCF Sample Pages (MCF_DEMO_CMP) component.

This section discusses how to:

» Use the Customer Chat sample page.
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» Use the URL wizard.

» Use the Generic Event sample page.
» Use the Generic Event window.

» Use the Email sample page.

e Use the Email window.

Pages Used to Work with Sample Pages

Page Name Definition Name Navigation Usage

Customer Chat MCF_DEMO_PG PeopleTools, MultiChannel | View a customer chat
Framework, Universal session and built-in
Queue, Sample Pages, functions.
Customer Chat

Generic Event MCF_DEMO_NOTIFY_ PG PeopleTools, MultiChannel | View a generic event
Framework, Universal notification and built-in
Queue, Sample Pages, functions.

Generic Event

Email MCF_DEMOEM_NTFY_PG PeopleTools, MultiChannel | View email retrieval, built-
Framework, Universal in functions, and application
Queue, Sample Pages, package classes.
Email

Using the Customer Chat Sample Page
Access the Customer Chat page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Sample Pages, Customer Chat

Note. This page is available using both queue server and third-party routing server.
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/ JSMCAP| BroadCast | PeoplecodeBCast | Customer Chat | Generic Event ¥ Email |\ [V

quee [N - | Customer Name’: [user name

ID*;
User URL * |/pstipsIEMPLOYEEIQE_LOCALI/UTILITIES MESSAGE_CATALOG1.GBL?Page=M

Portal Name: |[EMPLOYEE Node Name: [QE_LOCAL

Subject: |Sa|ea Information

Question: |Need hielp on sales

Wizard URL:l
Task priurity:l_1 SKill Ievel:l 1 Cost ufTask:I 5 Customer Chat |
Far Custarmer chat provide Gueue D and User name and User URL {relative). Rest are ;I

optional. {162, 1662

=
CIEEIrTEH‘tl

The Customer Chat page having the following editable fields — Queue ID, customer Name, User URL, Portal
Name, Node Name, Subject, Question, Wizard URL, Task Priority, Skill Level, and Cost of Task

This page demonstrates the InitChat() built-in function, including required and optional parameters.

This page is not intended for production use. On a typical application page, the developer includes a Live
Help or Customer Chat button that calls the InitChat() built-in function and passes required parameters,
including the context of the chat request. The sample customer chat page demonstrates values that can be
included in the InitChat() parameters. The user may not be prompted for any information.

To run a sample chat:

1. Access the MultiChannel Console.

2. Open the Customer Chat page.

3. Open the Queue ID drop-down list box and select the queue that you are logged on to.

The other fields are automatically populated with values that generate a sample chat session. You can
change the values as long as valid required values are included.

The User URL is a required field that contains the application page URL to send to the agent chat
browser.

The optional Wizard URL field represents a grab URL; the actual page that appears is determined by
InitChat() parameters.

The text box displays error messages and additional information for using the sample page.
4. Click Customer Chat.

The customer chat window appears.
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5. On the MultiChannel Console, click the flashing chat notification icon to accept the chat session.

The agent chat window appears.

You can enter text as both agent and customer to demonstrate chat functionality.

Using the URL Wizard

Click Select from the agent chat window during a chat session to open the URL wizard:

3 URL Wizard - Microsoft Internet Explorer

=101x]

Mewy Window | Help

URL Type: I 'I

Portal Name: |EMPLOYEE

Node Name: |QE_LOCAL

Menu Hame: |

Market: I 'I

Component: |

Page Name: |
Action Type: I_

Record Name: I

Field Hame: |

Event Hame: |

Function |

Hame:
Show Relative URLl

4] |

Fush | Fush and Clase |

A URL Wizard page having the following editable fields — URL Type, Portal Name, Node Name, Menu

Name, Market, Component, Page Name, Action Type, Record Name, Field Name, Event Name, Function
Name and URL

Use the wizard to form a URL to send to the customer. The URL Wizard page is a template that demonstrates
constructing a URL and sending it to a customer. The URL wizard can be used as is or as the basis for
developing URL generation for your application.
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URL Type Select the type of URL that is being accessed. Values are:

» Component: Generates a PeopleSoft Pure Internet Architecture
component URL.

Component URL generation uses the PeopleCode built-in function
GenerateComponentContentRelURL .

See PeopleTools 8.52: PeopleCode Language Reference, "PeopleCode
Built-in Functions."

« External: Not currently used.
» Gen URL: Not currently used.
e iScript: Generates a PeopleSoft Pure Internet Architecture iScript URL.

iScript URL generation uses the PeopleCode built-in function
GenerateScriptContentRelURL .

See PeopleTools 8.52: PeopleCode Language Reference, "PeopleCode
Built-in Functions."

Fields that are not required by the selected URL type are not available.

Show Relative URL Click to display the relative URL that is generated by the values that you
have entered into the page's fields.

URL Displays the generated relative URL.

Push Click to send the generated relative URL to the customer's chat window.

The Push button demonstrates functionality that must be included in an
application-specific URL wizard.

Push and Close Click to send the generated relative URL to the customer's chat window and
close the URL wizard.

The Push and Close button demonstrates functionality that must be included
in an application-specific URL wizard.

Using the Generic Event Sample Page
Access the Generic Event page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Sample Pages, Generic Event

Note. This page is available using both queue server and third-party routing server.
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| JSMCAPI BroadCast | PeoplecodeBCast | Customer Chat | Generic Event Y  Email ' [}

MARKETING Language Code * | English =]

URL {relative) *: |'pstipsIEMPLOYEE/QE_LOCAL/C/PT_MCF MCF_DEMO_CMP.GBL?Page=MCF_D

Oueue ID*:

Subject: |Ea|es Information
Overflow Timeout {Mins): I 15 Escalation Timeout {Mins): I B0
Task priority: |_1 SkKill level: I 1 Cost of Task: |_1

Agent ID: | -] Motify |

Far Motifiing a Generic event provide Queue D, Language, Task type and URL (relative). ﬂ
(1621663

[

ClearTE}{tl

The Generic Event page having the following editable fields — Queue ID, Language Code, URL (relative),
Subject, Overflow Timeout in minutes, Escalation Timeout in minutes, Task Priority, Skill Level, Cost of Task
and Agent ID

This page demonstrates a generic persistent event using the EnQueue() and NotifyQ() built-in functions,
including required and optional parameters.

This page is not intended for production use. On a typical application page, the developer includes an
Enqueue or similar button that calls the EnQueue() built-in function and passes required parameters,
including the context of the request. The sample customer chat page demonstrates values that can be included
in the EnQueue() parameters. The user may not be prompted for any information.

To run a sample generic event:

1. Access the MultiChannel Console.

2. Open the Generic Event page.

3. Open the Queue ID drop-down list box, and select the queue that you are logged on to.

4. Open the Agent ID drop-down list box, and select the agent ID that you are logged on with.
5. Select Generic for the task type.

6. Click Notify.

7. On the MultiChannel Console, click the flashing event notification icon to accept the event.

The Generic Event window appears.
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Using the Generic Event Window

The format of the generic event window is determined by application developers. PeopleSoft supplies a
sample generic event window to demonstrate the available functionality, including the DeQueue() built-in.

Configure the size and initial location of the generic event window on the Agent Window Configuration page:

Description:

To Queue ID: [SALES ] Task ID: [generic4 4

To Agent ID (optional): | PSADMIN * Task Type:

Mame-Yalue pairs passed as guenestring on the LIRL -
Thesevalues are used to DeQueus/Forward when you click the
DonefForward button

ps_gueude= SALES

ps_taskivpe= generic

ps_tasknum= genericd

ps_agentid= QEDMO |

Farward | Done |

A Generic Event window having the following editable fields — Description, To Queue ID, Task ID, To Agent
ID (Optional) and the Task Type

Description
To QueuelD
Task ID
ToAgentID
Task Type

Forward

Done

See Also

Displays text from the generic event.

Select a queue to which the generic event will be forwarded.
Select the task ID of the generic event to forward.

Select the agent ID to whom the generic event will be forwarded.
Select the task type of the generic event to be forwarded.

Click to send the generic event to the selected agent or queue.

This button demonstrates the functionality of the Forward() built-in
function.

Click to notify the real-time event notification (REN) server that you are
done with this task. A message asks if you want to close the window.

The Done button demonstrates the functionality of the DeQueue() built-in
function.

PeopleTools 8.52: PeopleCode Language Reference, "PeopleCode Built-in Functions"
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Using

the Email Sample Page

Access the Email page using the following navigation path:

PeopleTools, MultiChannel Framework, Universal Queue, Sample Pages, Email

Note. This page is available using both queue server and third-party routing server.

Customer Chat Genetic Bvent Email

Language Code * IEHQ“SH 'I

URL {relative) *: I."psI:J'pS.I'Eh.l1PLDYEEIQE_LDCAUEJ’F‘T_MCF.MCFEM_DEMDERME_CMF".GEIL?F'agE

Cueue ID*;

Overflow Timeout {(Mins): I 145 Escalation Timeout {Mins}:l 60

Task priority: I 1 SKill Ieuel:l 1 Cost of Task: I_E
Agent I[ZI:IE!E[f'M':I 'I Email ID:I Ql M otify |

The Email Sample page having the following editable fields — Queue ID, Language Code, URL (relative),
Overflow Timeout in minutes, Escalation Timeout in minutes, Task Priority, Skill Level, Cost of Task, Agent
ID, and Email ID

The email sample pages are intended for demonstration purposes and should not be used in production.

EnQueue() and NotifyQ() can also be called from PeopleSoft Application Engine batch programs.

See PeopleTools 8.52: PeopleCode Language Reference, "PeopleCode Built-in Functions."

Note. For you to fully demonstrate the functionality of the Email sample page, an email must be read and
written to the email database using the GetMail - Server sample page.

To process a sample email:

1.
2.

176

Open the Queue ID drop-down list box and select the queue that you are logged on to.
Open the Agent ID drop-down list box and select the agent ID that you are logged on with.
Click Notify.

On the MultiChannel Console, click the flashing email notification icon to accept the email.

The email window appears.
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Using the Email Window

The format of the email window is determined by application developers. PeopleSoft supplies a sample email
event window to demonstrate available functionality.

Configure the size and initial location of the email event window on the agent's Window Configuration page.

The following example shows an email window:

From: fred_sampson@peoplesoft.com Email ID: 7
Date: 10M5/2002 7:27:42PM
To: ptdevuser@t peoplesoft.cormn;
Cc:
Subject: Email demo test

he responding to it now,

Please do not respond to this test email. ltwill self-destructin 30

seCLOnds. —I
To Queue ID: |SALES j Forward |
[~

To Agent ID FTEMPL -
Dione |

Thiz is atest Itis only atest [fthis had been a real email, you would j

(optional):

¥ Email Parts

Content Type:
File Hame: Attachiment
Part Text: ;I

The Email window displaying the From, Email ID, Date, To, CC and Subject and having the following editable
fields — Email Text, To Queue ID and To Agent ID. This page also displays the email parts like Content
Type, Attachment File Name and Part Text.

ToQueuelD To forward the email to another queue, select a queue ID from the drop-
down list box and click Forward.

ToAgentID To forward the email to another agent, select an agent ID from the drop-
down list box and click Forward.
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Forward Click to forward the email to the specified queue or agent.
This button demonstrates the functionality of the Forward() built-in
function.

Done Click to quit the email and remove it from the queue.

The Done button demonstrates the functionality of the DeQueue() built-in.

Email Parts

If an email has been divided into parts stored in the email database, or has an attachment, they can be
accessed here.

See Also
Chapter 14, "Configuring the Email Channel," Demonstrating the Email Channel, page 516
PeopleTools 8.52: PeopleCode API Reference, "Mail Classes”

PeopleTools 8.52: PeopleCode Language Reference, "PeopleCode Built-in Functions"

Using and Demonstrating JSMCAPI

To demonstrate MCF consoles and tools that use JSMCAPI, use the CTI Sample Pages
(PT_CTI_ DEMOOUTB) and MCF Sample Pages (MCF_DEMO_CMP) components.

This section provides an overview of JSMCAPI and discusses how to:

» Use the CTI Sample Console page and Sample CTI Console.

» Use the Agent Console page and Sample UQ Agent Console.

» Use the Monitor Agents page and Sample Monitor - Agent States page.

« Use the Monitor Queues page Sample Monitor - Queue Statistics page.

Understanding JSMCAPI

178

The JSMCAPI enables custom configuration of MCF consoles (including the CTI console), MCF
functionality on a PeopleSoft Pure Internet Architecture page, and queue and agent monitoring. For example,
developers can create supervisor dashboards with which to monitor activity on their channels of interest, or
developers can modify consoles according to their company's business requirements. The JSMCAPI builds on
the REN JavaScript client. ISMCAPI uses standard JavaScript.

PeopleSoft provides sample pages demonstrating the functionality that is enabled by JSMCAPI. These pages
are for demonstration purposes only, and should not be used in a production environment.

JSMCAPI is delivered with PeopleTools; you do not need a separate installation. The jsmcapi.js file is located
in the <PIA_ HOME>\webserv\<domain>\applications\peoplesoft\PORTAL\ps\pMCF folder.
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Understanding Reason Objects and Reason Codes

PeopleSoft MCF provides reason codes to explain any error or an event that has happened. The third party
vendors uses the same reason codes as provided by PeopleSoft MCF to create reason objects that they send
with the events. PSMCAPI internally parses the event, gets the reason code, and sends it to JSMCAPI with
the event. The CTI sample console or third-party multichannel console looks up a mapper table that maintains
the mapping of the reason codes to the Message Catalog entries and displays the reason code messages
associated with the error or event that was sent by PSMCAPI.

To display the reason code messages, the sample console picks up all the reason codes and reason messages
from the Message Catalogue. Whenever an error occurs, the JavaScript function will extract the reasoncode
from the reason object in event and look for the reason message. Then, the JavaScript code prepares the
reason message from the fields of reason object and displays the reason message in a new small window.

Reason codes can also be send with requests from JSMCAPI side. The JavaScript function will prompt for the
reason codes and any extra data as part of reason.

The following table lists the reason codes and their corresponding reason messages:

Reason Code Description/Message Entry

0 System or general error has occurred.
1 See provider for details.

2 Extension or agent is busy.

3 No answer.

4 Task is in transfer.

5 Task is in conference.

6 Task is abandoned.

7 Searching for an agent.

8 Incoming task.

9 Task is assigned.

10 Connection is established.

11 User or Task data is updated.

12 Request is completed successfully.

13 State of the agent, group, or extension changed.
14 New task is initiated.

15 Conference is not successful.
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Reason Code

Description/Message Entry

16 Transfer is not successful.

17 Retrieve is not successful.

18 Forward is not successful.

19 Reject is not successful.

20 Revoke is not Successful.

21 Task is revoked.

22 Task is withdrawn.

23 Do Not Disturb is turned on.
24 Do Not Disturb is turned off.
25 Forwarding of calls is set.
26 Forwarding of calls is canceled.
27 Phone is on hook.

28 Phone is off hook.

29 New call is initiated.

30 Call is put on hold.

31 Call is parked.

32 Call is cleared.

33 Call is alternated between hold and active states.
34 Call is taken off hold.

35 Hold is not successful.

36 Invalid session.

37 Invalid State.

38 Incorrect Data.

39 Unsupported Feature.

40 Configuration Error.
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Reason Code Description/Message Entry
41 Server is on.

42 Server is off.

43 Agent is Busy.

44 Unexpected Error.

The following table maps the reason codes to the entries in the Message Catalog:

Message Number Message Set Number Reason Code Number
MCFMSGNUM MCFMSGSETNUM REASONCODENO
2790 162 0

2791 162 1

2792 162 2

2793 162 3

2794 162 4

2795 162 5

2796 162 6

2797 162 7

2798 162 8

2799 162 9

2800 162 10

2801 162 11

2802 162 12

2803 162 13

2804 162 14

2805 162 15

2806 162 16

2807 162 17
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Message Number

Message Set Number

Reason Code Number

MCFMSGNUM MCFMSGSETNUM REASONCODENO
2808 162 18
2809 162 19
2810 162 20
2811 162 21
2812 162 22
2813 162 23
2814 162 24
2815 162 25
2816 162 26
2817 162 27
2818 162 28
2819 162 29
2820 162 30
2821 162 31
2822 162 32
2823 162 33
2824 162 34
2825 162 35
2826 162 36
2827 162 37
2828 162 38
2829 162 39
2830 162 40
2831 162 41
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Message Number Message Set Number Reason Code Number
MCFMSGNUM MCFMSGSETNUM REASONCODENO
2832 162 42
2833 162 43
2834 162 44
See Also

Chapter 11, "Using PeopleSoft MCF Broadcast and Working with Sample Pages," Pages Used to Use and
Demonstrate JSMCAPI. page 184

Chapter 13, "Understanding JSMCAPI Classes," page 251
Appendix A, "JISMCAPI Quick Reference," page 537

Common Elements Used in This Section

This section discusses common elements used on the CTI sample pages.

Common Elements Used in CTlI Sample Pages

The following common elements are used in CTI sample pages.

Agent Id

g/e/c (generic, email, chat)

6o

MCF Cluster ID

Physical Queue

State

Statistics

Select the CTI or MCF agent's agent ID.

In the case of a CTI agent, the agent ID may be different from the agent's
user ID.

Represents three task types: generic, email, chat.

Click to initiate the action that is selected in the associated drop-down list
box.

Select the MCF cluster to be monitored or on which to test the sample
console.

Select the physical queue to be monitored.

Each MCF logical queue can comprise one or more physical queues.
Because each physical queue is associated with an MCF cluster, only
physical queues can be monitored.

Displays a value indicating the state of the associated element.

Display statistics that are generated by the CTI server.

Copyright © 1988, 2011, Oracle and/or its affiliates. All Rights Reserved. 183



Using PeopleSoft MCF Broadcast and Working with Sample Pages

User Id

Displays the CTI agent's PeopleSoft user ID.

Pages Used to Use and Demonstrate JSMCAPI

Chapter 11

Page Name

Definition Name

Navigation

Usage

Agent Console

PT_SAMPLEAGNTCONSL

PeopleTools, MultiChannel
Framework, Universal
Queue, Sample Pages,
Agent Console

View a sample
MultiChannel Console that
is generated using
JSMCAPL

CTI Sample Console

CTI_SAMPLECONSOLE

PeopleTools, MultiChannel
Framework, CTI
Configuration, Sample
Pages, CTI Sample Console

View a sample CTI console
that is generated using
JSMCAPIL

Monitor Agents

PT_UQSAMPLECNSL

PeopleTools, MultiChannel
Framework, Universal
Queue, Sample Pages,
Monitor Agents

View a sample agent
statistics monitoring page.

Monitor Queues

PT_UQSAMPLECNSQ

PeopleTools, MultiChannel
Framework, Universal
Queue, Sample Pages,
Monitor Queues

View a sample queue
statistics monitoring page.

Using the CTl Sample Console

184

Access the CTI Sample Console page using the following navigation path:

PeopleTools, MultiChannel Framework, CTI Configuration, Sample Pages, CTI Sample Console

{ Outhound Call " CTISample Console

*REN Server Cluster ID [RENCLSTR_0001  ©

| CTlSample Console I

The CTI Sample Console page having the editable field REN Server Cluster ID and the CTI Sample Console

button.

REN Server Cluster ID

CTI Sample Console

Select the REN server cluster on which to test the sample console.

Click to initiate the sample console.

Note. To demonstrate the CTI sample console, you must have a CTI server
running and communicating with the specified REN server cluster.
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After clicking CTI Sample Console, a new browser window appears that displays the sample console along
with a tracer window. The Sample CTI Console contains the following group boxes which are explained in
detail in the following sections:

*  Open/Close Session

» Register User to Session

» Register Group, Login User to Group, and User-Group States
» Register Extension to Session, and Extension Operations

» Buddies

»  Error Message/Information

e Server State and Broadcasts

Note. To enable the new b