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Limited Warranty Lucent Technologies provides a limited warranty on this product. Refer to the
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assume any responsibility for problems that may arise with a user's computer
system while accessing the data in these document.
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United States FCC  Part 15: Class A statement. This equipment has been tested and found to
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Canadian
Department of
Communications
(DOC) Interference
Information

European Union
Declaration of
Conformity

Telecom New
Zealand Ltd
Warning Notices

Operation of this equipment in a residential area is likely to cause harmful
interference, in which case the user will be required to correct the
interference at his own expense.

This digital apparatus does not exceed the Class A limits for radio noise
emissions set out in the radio interference regulations of the Canadian
Department of Communications.

Le Présent Appareil Nomérique n'émet pas de bruits radioélectriques
dépassant les limites applicables aux appareils numériques de la class A
préscrites dans le reglement sur le brouillage radioélectrique édicté par le
ministére des Communications du Canada.

Lucent Technologies Business Communications Systems declares that the
Intuity™ CONVERSANT® System equipment specified in this document
conforms to the referenced European Union (EU) Directives and Harmonized
Standards listed below: EMC Directive 89/336/EEC Low-Voltage Directive
73/23/EEC. The “CE” mark affixed to the equipment means that it conforms
to the above directives.

GENERAL WARNING: The grant of a Telepermit for any item of terminal
equipment indicates that only Telecom has accepted that the item complies
with minimum conditions for connection to its network. It indicates no
endorsement of the product by Telecom, nor does it provide any sort of
warranty. Above all, it provides no assurance that any item will work correctly
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in all respects with other items of Telepermitted equipment of a different
make or model, nor does it imply that any product is compatible with all of
Telecom’s network services.

IMPORTANT NOTICE: Under power failure conditions, this device may not
operate. Please ensure that a separate telephone, not dependent on local
power, is available for emergency use.

AUTOMATIC RE-ATTEMPTS TO THE SAME NUMBER: Some parameters
required for compliance with Telecom’s Telepermit requirements are
dependent on the equipment (PC) associated with this device. The
associated equipment shall be set to operate within the following limits for
compliance with Telecom specifications:

e There shall be no more than 10 call attempts to the same number within
any 30 minute period for any single manual call initiation, and,

« The equipment shall go on-hook for a period of not less than 30 seconds
between the end of one attempts and the beginning of the next attempt.

AUTOMATIC CALLS TO DIFFERENT NUMBERS: Some parameters
required for compliance with Telecom’s Telepermit requirements are
dependent on the equipment (PC) associated with this device. In order to
operate within the limits for compliance with Telecom specifications, the
associated equipment shall be set to ensure that automatic calls to different
numbers are spaced such that there is not less than 5 seconds between the
end of one call attempt and the beginning of the next attempt.

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 vi
Builder 585-313-206



Copyright and Legal Notices

USER INSTRUCTIONS (AUTOMATIC CALL SETUP): This equipment shall
not be set up to make automatic calls to the Telecom "111" emergency
service.

CALL ANSWERING (AUTOMATIC ANSWERING EQUIPMENT): Some
parameters required for compliance with Telecom’s Telepermit requirements
are dependent on the equipment (PC) associated with this device. In order to
operate within the limits for compliance with Telecom specifications, the
associated equipment shall be set to ensure that calls are answered between
3 and 30 seconds of receipt of ringing.

Toll Fraud Toll fraud is the unauthorized use of your telecommunications system by an
unauthorized party, for example, persons other than your company’s
employees, agents, subcontractors, or persons working on your company’s
behalf. Note that there may be a risk of toll fraud associated with your
telecommunications system and, if toll fraud occurs, it can result in
substantial additional charges for your telecommunications services.

Your Responsibility for Your System’s Security

You and your system manager are responsible for the security of your system
and for preventing unauthorized use. You are also responsible for reading all
installation, instruction, and system administration documents provided with
this product in order to fully understand the features that can introduce risk of
toll fraud and the steps that can be taken to reduce that risk. Lucent
Technologies does not warrant that this product is immune from or will
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Documentation

prevent unauthorized use of common-carrier telecommunication services or
facilities accessed through or connected to it. Lucent Technologies will not be
responsible for any charges that result from such unauthorized use.

Lucent Technologies Fraud Intervention and Corporate Security

If you suspect that you are being victimized by toll fraud and you need
technical support or assistance, call the Lucent Technologies National
Customer Care Center Toll Fraud Intervention Hotline at 1 800 643-2353.

Aside from whether immediate support is required, all toll fraud incidents
involving Lucent products or services should be reported to Lucent Corporate
Security at 1 800 821-8235. In addition to recording the incident, Lucent
Corporate Security is available for consultation on security issues,
investigation support, referral to law enforcement agencies, and educational
programs.

To order a document, contact the Lucent Technologies Publications Center

Ordering and specify the 9-digit document number, the issue number, and the issue
Information

date.
Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 viii

Builder 585-313-206



Copyright and Legal Notices

Write, Call, or Fax

Lucent Technologies Publications Center
2855 N. Franklin Road
Indianapolis, IN 46219

Voice 1800 457-1235 International Voice 317 322-6791
FAX 1800 457-1764 International FAX 317 322-6699

World Wide Web

Use a web browser to reach one of the following sites. Click Documents
and follow the instructions at the site.

- Organizations within Lucent Technologies

http://www.cic.lucent.com

« Lucent Technologies customers and others

http://www.lucentdocs.com

Standing Orders

You can be placed on a standing order list for this and other documents you
may need. Standing order will enable you to automatically receive updated
versions of individual documents or document sets, billed to account
information that you provide. For more information on standing orders, or to
be put on a list to receive future issues of this document, call or write the
Lucent Technologies Publications Center (see Write, Call, or Fax (page ix)).
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About This Book

Overview
This book provides descriptions and procedures for the development,
installation, and modification of applications with the Intuity CONVERSANT
Script Builder application development tool.
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Intended Audience

The intended audience for this book includes:

- End customer application developers who create and maintain Intuity
CONVERSANT applications for their own environment

« Custom application developers who create Intuity CONVERSANT
applications for end-user customers, including:

~ Custom application development organizations within Lucent

~ Application distributors, often called independent software vendors
(ISVs), who distribute and implement applications for end-users

We assume that the primary users of the this book have completed the Script
Builder application development training course (see Training on page I).

How to Use This Book

This book is organized as follows:

» Background information is included in Chapter 1, Overview, Chapter 2,
User Interface, and Chapter 3, Data Management.

Read these chapters to find out what Script Builder is, how the user
interface (display screens on your video monitor) is organized, and how to
describe information (data) so that Script Builder can process it.
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How to Use This Book

« Procedural information is included in the remainder of the chapters. Read
these chapters, and then refer to them while you are developing your
Script Builder application.

Chapter 5, Creating Database Tables, Chapter 6, Defining Parameters,
Chapter 7, Defining the Transaction, and Chapter 9, Speech
Administration, are presented in the preferred sequence for defining a
Script Builder application.

Chapter 8, Using Optional Features, applies only to optional features.
Your system will probably include some of these features.

Chapter 10, Application Administration,describes procedures for
administration of an application after it is written.

Chapter 11, Using Advanced Features, describes the use of advanced
features, which may be helpful or required for your application.

- Appendix A, Sample Application, shows the Script Builder transaction and
supporting files for the fictitious River Bank application, which is used as
an example to demonstrate several commonly used processes.

- Appendix B, Developing Language Implementations, provides information
to build the language files required to support a Script Builder application
when making changes to a language package.

Use this book not only for necessary procedures, but also for ideas about
what Script Builder can do for your business, or how to improve an
application after it has been used for a while.
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Conventions Used in This Book

Understanding the typographical and other conventions used in this book is
necessary to interpret the information.

Terminology - The word “type” means to press the key or sequence of keys specified.
The word “type” means to press the key or sequence of keys specified.
For example, an instruction to type the letter “y” is shown as

Type y to continue.

- The word “enter” means to type a value and then press the ENTER key
on the keyboard. For example, an instruction to type the letter “y” and
press ENTER is shown as

Enter y to continue.

- The word “select” means to move the cursor to the desired item and then
press ENTER. For example, an instruction to move the cursor to the start
test option on the Network Loop-Around Test screen and then press
ENTER is shown as

Select Start Test.

« The system displays menus, screens, and windows. Menus allow you to
select options or to choose to view another menu, screen, or window
(Eigure 1 on page xlii). Screens and windows both show and request
system information (Figure 2 on page xlii through Figure 5 on page xliv).
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Figure 1. Example of a CONVERSANT Menu

Database Tables
Parameters
Speech Administration
Transaction

Figure 2. Example of a CONVERSANT Window Showing Information

[Holidays
Date
12/25/1997
81/81/1998
81/20/1998
02/17/1998
04/10/1998
05/25/1998
07/04/1998
09/07/1998
16/12/1998
11/26/1998

-12/25/1998
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Figure 3. Example of a CONVERSANT Screen Requesting Information

Define Transaction
Define Prompt and Collect Page 2 of 3
INPUT

Caller Input Field: $CI_VALUE
No. Of Tries Used Field: $CI_TRIES_USED
No. Of Digits Input Field: $CI_NO_DIGS_GOT

Min Number Of Digits: 10 TT Erase Code Active: no
Max Number Of Digits: 108 TT Erase Code Ualue:
TT Terminator Code Actiuve: n TT Cancel Code Active: no
TT Terminator Code Value: "#” TT Cancel Code Value:
TT Repeat Code Actiue: no No. Of Tries To Get Input: B3
TT Repeat Code Value: Initial Timeout: 30

o
a

Interdigit Timeout:

Recognizer Recognition_Type

RECOG: DPR DP1_18
RECOG: SR US_DIG

Figure 4. Example of a CONVERSANT Window Requesting Information

New Application
New Application Name:
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Conventions Used in This Book

Figure 5. Example of a CONVERSANT Screen Showing Information

Define Prompt and Collect Page 3 of 3

CHECKLIST Do you want to use the standard check list? yes
Case Uoice Response Action Action Data

Input Ok Continue

Initial Timeout Reprompt

Too Few Digits Reprompt

No More Tries Quit

Note: Screens shown in this book are examples only. The screens you

Keyboard and .

Telephone Keypad
Representations

see on your machine will be similar, but not exactly the same.

Keys that you press on your terminal or PC are represented as small
capitalized BOLD text. For example, an instruction to press the enter key
is shown as

Press ENTER.

Two or three keys that you press at the same time on your terminal or PC
(that is, you hold down the first key while pressing the second and/or third
key) are represented in small capitalized BOLD text. For example, an
instruction to press and hold the Alt key while typing the letter “d” is shown
as

Press ALT + D.

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script
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« Function keys on your terminal, PC, or system screens, also known as
soft keys, are represented as small capitalized BOLD text followed by the
function or value of that key enclosed in parentheses. For example, an
instruction to press function key 3 is shown as

Press F3 (Choices).

- Keys that you press on your telephone keypad appear in small capitalized
BOLD text. For example, an instruction to press the first key on your
telephone keypad is shown as

Press 1 to record a message.

Cross References Blue underlined type indicates a cross reference or hypertext link that takes
and Hypertext you to another location in the document when you click on it with your mouse.

Screen Displays - Values, system messages, field names, prompts that appear on the
screen, and simulated screen displays are shown in typewriter-style
constant width type, as in the following examples:

Enter the number of ports to be dedicated to outbound traffic in the
Maxi mum Si nul t aneous Port s field.

Al arm Form Updat e was successful.
Press <Enter> to continue.

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 xlv
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- The sequence of menu options that you must select to display a specific
screen or submenu is shown as follows:

Start at the CONVERSANT Main Menu and select:

> Voi ce System Adni nistration

> Script Builder Applications

In this example, you would access the CONVERSANT Main Menu and
select the Voice System Administration menu. From the Voice System
Administration menu, you would then select the Script Builder
Applications screen.

« Screens shown in this book are examples only. The screens you see on
your machine will be similar, but not exactly the same.
Other Typography Commands and text you type in or enter appear in bold type, as in the
following examples:
Enter change-switch-time-zone at the Ent er command: prompt.

Type high or low in the Speed: field.
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- Command variables are shown in bold italic type when they are part of
what you must type in, and in blue italic type when they are referred to, for
example:

Enter ch ma machine_name, where machine_name is the name of
the call delivery machine you just created.

- Command options are shown inside square brackets, for example:

Enter connect switchname [-d] [-b | -w]

Safety and Security Alert Labels

This book uses the following symbols to call your attention to potential
problems that could cause personal injury, damage to equipment, loss of
data, service interruptions, or breaches of toll fraud security:

A CAUTION:
Indicates the presence of a hazard that if not avoided can or will cause minor
personal injury or property damage, including loss of data.

AWARNING:
Indicates the presence of a hazard that if not avoided can cause death
or severe personal injury.
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A DANGER:
Indicates the presence of a hazard that if not avoided will cause death
or severe personal injury.

A SECURITY ALERT:
Indicates the presence of a toll fraud security hazard. Toll fraud is the
unauthorized use of a telecommunications system by an unauthorized

party.

Getting Help

The Intuity CONVERSANT system provides online help to assist you during
installation, administration, and application development tasks.

To use the online help:
» Press F1 (Help) when you are in a menu or window.

The first time you press F1, the system displays information about the
currently active window or menu.

~ When you are in a window, the help explains the purpose of the
window window and describes its fields.

~ When you are in a menu, the help explains how to use menus.
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If you press F1 again, the system displays a General Help screen that
explains how to use the online help.

» Press F2 (Choices) when you are in a field.

The system displays valid field choices either in a pop-up window or on
the status line directly above the function keys.

» Press F6 (Cancel) to exit the online help.

Technical Assistance

Web Site The following customer support web site contains resources where you can
find solutions for technical problems:

http://support.lucent.com

Contact Numbers Technical assistance on the Intuity CONVERSANT product is available
through the following telephone contacts:

« Inthe United States, call 1-800-242-2121.
« In Canada, call one of the following numbers, depending on your location:
~ 1-800-363-1882 for assistance in Quebec and eastern Canada

~ 1-800-387-4268 for assistance in Ontario and western Canada
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- In any other country, call your local distributor or check with your project
manager or systems consultant.

Related Resources

Additional documentation and training material is available for you to learn
more about the Intuity CONVERSANT product.

Training To obtain training on the Intuity CONVERSANT product, contact the BCS
Education and Training Center at one of the following numbers:

- Organizations within Lucent Technologies (904) 636-3261
« Lucent Technologies customers and all others (800) 255-8988

You can also view information on Intuity CONVERSANT training at the
Global Learning Solutions (GLS) web site at one of the following web links:

- Organizations within Lucent Technologies

http://training.gls.lucent.com
« Lucent Technologies customers and all others

http://www.lucenttraining.com
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The courses listed below are recommended. Other courses are available.
« For technicians doing repairs on Intuity CONVERSANT V7.0 systems

~ BTT509H, CONVERSANT Installation and Maintenance Voice
Information System

« For technicians and administrators

~ BTC344M, Intuity CONVERSANT V7 Administration Overview (CD-
ROM)

- For application developers

BTC128H, Introduction to Script Builder

BTC166H, Introduction to Voice@Work

BTC204H, Intermediate Voice@Work

BTC301H, Advanced CONVERSANT Programming

!

!

!

!

Documentation Appendix A, "Documentation Guide," in Intuity CONVERSANT System
Version 7.0 System Description, 585-313-204, describes in detail all books
included in Intuity CONVERSANT documentation library and referenced in
this book.

Note: Always refer to the appropriate book for specific information on
planning, installing, administering, or maintaining an Intuity
CONVERSANT system.

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 i
Builder 585-313-206


http://www.lucenttraining.com

About This Book

ELMO

Using the CD-ROM Documentation

Additional Suggested Documentation
It is suggested that you also obtain and use the following book for information
on security and toll fraud issues:

e GBCS Products Security Handbook, 555-025-600

Obtaining Printed Versions of the Documentation

See Documentation Ordering Information on page viii of Copyright and Legal
Noticesfor information on how to purchase Intuity CONVERSANT
documentation in printed form. You can also print documentation locally from
the CD-ROM (see Printing the Documentation on page liv).

For customers with service agreements, the ELMO (Electronic Library
Material Online) system is accessible to search and view over one thousand
documents including system and feature descriptions, administration guides,
and maintenance manuals for a vast array of systems and adjuncts at:

http//www.lucent.com/enterprise/selfservice/information_resources/elmo

Using the CD-ROM Documentation

Lucent Technologies ships the documentation in electronic form. Using the
Adobe Acrobat Reader application, you can read these documents on a
Windows PC, on a Sun Solaris workstation, or on an HP-UX workstation.
Acrobat Reader displays high-quality, print-like graphics on both UNIX and
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About This Book

Setting the Default
Magnification

Adjusting the
Window Size

Hiding and
Displaying
Bookmarks

Using the Button
Bar

Using Hypertext
Links

Using the CD-ROM Documentation

Windows platforms. It provides scrolling, zoom, and extensive search
capabilities, along with online help. A copy of Acrobat Reader is included with
the documents.

Note: When viewing documents online, it is recommended that you use

a separate platform and not the Intuity CONVERSANT system.

You can set your default magnification by selecting File | Preferences |
General. We recommend the Fit Page option.

On HP and Sun workstations, you can control the size of the reader window
by using the -geometry argument. For example, the command string
acroread -geometry 900x900 mainmenu.pdf opens the main menu with a
window size of 900 pixels square.

By default, the document appears with bookmarks displayed on the left side
of the screen. The bookmarks serve as a hypertext table of contents for the
chapter you are viewing. You can control the appearance of bookmarks by
selecting View | Page Only or View | Bookmarks and Page.

The button bar can take you to the book’s Index, table of contents, main
menu, and glossary. It also lets you update your documents. Click the
corresponding button to jump to the section you want to read.

Hypertext links appear in blue underlined text. These links are shortcuts to
other sections or books.
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About This Book Using the CD-ROM Documentation

Navigating with The double right and double left arrows ((««Jand (>»)) at the top of the

Double Arrow Keys  acrobat Reader window are the go-back and go-forward functions. The go-
back button takes you to the last page you visited prior to the current page.
Typically, you use (<< to jump back to the main text from a cross reference or

illustration.
Searching for Acrobat has a sophisticated search capability. From the main menu, select
Topics Tools | Search. Then select Master Index.

Displaying Figures If lines in figures appear broken or absent, increase the magnification. You
might also want to print a paper copy of the figure for better resolution.

Printing the Note: For information on purchasing printed copies of the documents,
Documentation see Obtaining Printed Versions of the Documentation on page lii.

If you would like to read the documentation in paper form rather than on a
computer monitor, you can print all or portions of the online screens.

Printing an Entire Document

To print an entire document, do the following:

1 From the documentation main menu screen, select one of the print-
optimized documents. Print-optimized documents print two screens to a
side, both sides of the sheet on 8.5x11-inch or A4 paper.

2 Select File | Print.
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About This Book How To Comment on This Book

3 Enter the page range you want to print, or select All. Note that the print
page range is different from the page numbers on the documents (they
print two to a page).

4 The document prints.

5 Close the file. Do not leave this file open while viewing the electronic
documents.

Printing Part of a Document

To print a single page or a short section, you can print directly from the online
version of the document.

1 Select File | Print.
2 Enter the page range you want to print, or select Current.

The document prints, one screen per side, two sides per sheet.

How To Comment on This Book

While we have tried to make this document fit your needs, we are interested
in your suggestions for improving it and urge you to send your comments to
us.
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About This Book How To Comment on This Book

Comment Form A comment form, available in paper and electronic versions, is available via
the documentation CD-ROM. To use the comment form:

1 Select Comments from the Main Menu of the CD-ROM.

2 Follow the instructions provided on the CD-ROM to do one of the
following:

~ Print the paper version of the form, complete it, and either fax or mail it
to us.

~ Access a Lucent Technologies website where you can enter your
comments electronically.

Contact Us Directly If you prefer not to use the comment form, you can contact us directly at the
following address or fax number.

Note: Direct your correspondence to the attention of the Lucent
Technologies Intuity CONVERSANT writing team. Be sure to
mention the title of the book on which you are commenting.

Lucent Technologies

GLS Information Development Division
Room 22-2H15

11900 North Pecos Street

Denver, CO 80234-2703 US

Fax 1 303-538-1741
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1 Overview

Overview

This chapter provides application developers with an introduction to the
capabilities of Script Builder and a preview of the steps required to build an
application.

The chapter offers a high-level overview of the Intuity CONVERSANT system
Version 7.0 Script Builder. You will learn what a Script Builder application is
and develop a basic understanding of how to use Script Builder. This includes
how to define the application components, verify and install the application,
and test the generated application.

Note: Before beginning application development with Script Builder, you
must have a running version of the Intuity CONVERSANT Script
Builder software installed. See Chapter 8, “Installing the Optional
Feature Software,” in the maintenance book for your platform.
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What Is Script Builder?

What Is Script Builder?

Script Builder is a development tool that allows you to design and create
Intuity CONVERSANT system applications that automate most functions
performed by operators or agents. These include:

Listening and responding to callers
Making selections based on caller input

Accessing a host computer to retrieve, report, and update customer
information

Looking up database information
Modifying database information

Transferring calls to an agent

Script Builder provides screens in which you can select or enter your choices
to create your applications. Extensive experience with computers and
computer programming is not essential for you to understand and use Script
Builder, but some experience with computers, and some experience with
flowcharts or an introductory programming class would be helpful. You will be
writing (defining) a transaction (the steps in an application) by selecting steps
in the correct sequence to match the needs of your business. When you
install your completed transaction, Script Builder creates the lines of
computer code for you.

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 2

Builder 585-313-206



1 overview

What Is an Application?

What Is an Application?

An application is a computer program that automates the communication
between a caller and an operator or an agent. An application may be simple
or complex. In a simple example, a caller requests specific information, and
the system responds with the requested information. In a more complex
example, a caller requests information, the system in turn asks for
information from the caller, and then accesses a host computer to retrieve the
information to fulfill the request. A complex application can also store input
from a caller in a database or host computer.

An application includes several components. Interactions with a host
computer or database may be required to retrieve information about
customers or about products your company offers. The parameters describe
the setting of the application, such as hours of operation. The actual
exchanges between caller and agent comprise the transaction. You develop
an application in Script Builder by defining the transaction on the screen. The
speech for the application includes the text and phrases that you want the
application to be able to speak to callers. The script for an application is the
computer code Script Builder creates when you install the completed
transaction.
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Transaction for a Sample Application

River Bank is a typical bank with several employees or agents who inform
callers of the current interest rates for different types of accounts and loans,
give them their account balances, and transfer them to specialized customer
service representatives for further information. The agents also answer a
variety of other questions. Some of the information, such as interest rates, is
located on paper in front of the agents. Other information, such as account
balances, must be obtained from the bank’s computer.

The River Bank To understand how River Bank agents perform their job, examine a typical
Agent Example conversation, or transaction, between a caller and an agent.

Agent: “River Bank. How may | help you?”

Caller: “What is the current interest rate on your automobile loans?”

Agent: (referring to a chart of interest rates) “The interest rate for our
automobile loans is 7.9%. May | help you with anything else?”

Caller: “Yes. | would like to check the balance in my checking account.”

Agent: “What is your ID number?”

Caller: “00001.”
Agent: “May | have the last four digits of your social security number?”
Caller: “9087."
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Agent: “One moment please (calls up the account balance on a
terminal). Your checking account balance is $2,010.27. May |
help you with anything else?”

Caller: “Yes. | would like to check the balance in my savings account.”

Agent: “Your savings account balance is $7,354.63. May | help you
with anything else?”

Caller: “Yes, | would like to speak to someone about an automobile loan.”
Agent: “One moment please. | will transfer you to one of our customer
service representatives.” (transfers caller to a loan officer)
Caller and Agent Looking at the sample transaction, you see the following types of interactions
Interactions between the caller and the agent:
1 The agent greets the caller.

2 The agent prompts the caller and receives a request for information
(interest rate, account balance, etc).

3 The agent takes the following action on the caller's request:

a If necessary, the agent prompts the caller for further information (type
of rate, type of account, ID number, etc).

b The agent looks up the information.

¢ The agent reports the information.

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 5
Builder 585-313-206



1 overview

Automating the
Transaction

Transaction for a Sample Application

4 The agent repeats Steps 2 and 3.

5 The agent ends the call or transfers the caller to a customer service
representative.

Most transactions include these basic steps. Based on the transaction and
the caller's request, the interaction may be simple or complex. For example,
in our sample transaction, when the caller asks for an interest rate, the agent
simply looks at a chart and reads the information to the caller. However,
when the caller wants to know account balance information, the agent must
ask for additional information (the caller's ID number and password), use a
computer terminal to type the caller's account number, verify the password,
and read the balance displayed on the screen. This simple example does not
include the process of storing input from a caller in a database or host
computer.

When automating an application using the Intuity CONVERSANT system and
Script Builder, think about your application in terms of the system replacing
the agent. The transactions remain the same, but the caller interacts with the
computer instead of an agent. When using Script Builder, you are building the
set of instructions for the system to use during a call. The computer reads the
script (resulting from the Script Builder transaction you define) for instructions
about what to say and how to respond to caller inputs.
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Developing an Application

Developing an Application

Developing an application includes the following phases:

« Understanding the Application Requirements on page 7
- Defining the Application on page 8

« Verifying and Installing the Application on page 15

« Testing the Application on page 16

Understanding the Application Requirements

The first step in building an application involves deciding exactly what you
want the application to accomplish. You should be familiar enough with the
application to be able to act as an agent for a transaction. To determine the
requirements, you may want to ask yourself questions such as the following:

« What services and/or assistance can you provide to callers?
« What do you want to say to callers?

- How will you access the information that callers request (by referencing a
chart stored in a database or accessing a host computer system)?

- How will you respond to callers’ requests for actions?
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Defining the Application

What do you do if the caller has a question or problem beyond the scope
of the application?

Defining the Application

The Host Interface

The second step in building an application is deciding what you want the
application to accomplish, and relaying that information to Script Builder.

To make defining the application easier, Script Builder divides the application
into five key parts or components (listed in the preferred sequence):

Host interface
Database tables
Parameters
Transaction

Speech administration

Defining the host interface means using Script Builder to tell the Intuity
CONVERSANT system how to contact the host computer to exchange
information. A host interface is optional and typically includes the following:

Capturing images of host login screens and customer account screens
used in the transaction
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Database Tables

Defining the Application

- Identifying areas on each screen to which information will be sent to or
received from the host computer

- Specifying host activities that occur in the background as opposed to the
activities that occur as part of a caller transaction

In the River Bank example, the agent looked at the screen of a host computer
to determine the caller's account information.

For detailed information about defining the host interface, see Chapter 4,
Defining the Host Interface.

You may provide either local or remote database tables for the application to
use. Database tables are stored in the ORACLE Relational Data Base
Management System (DBMS). An application can use these database tables
for looking up data or for saving data input from the caller.

Note: The database functions that are provided through the ORACLE
DBMS are restricted by license to Intuity CONVERSANT system
applications.

To create database tables, you must specify the structure of each table and
you must also provide the data to be stored in that table.

In the sample application, the interest rate information is stored in a database
table. To build this table, you must identify the types of accounts and loans for
which the application will provide information. Then you must determine the
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interest rate for each. For the sample River Bank application, the database
table information would be similar to that shown in Table 1 on page 10.

Table 1. Interest Char

Account Type Interest Rate
Savings 6.34%
Checking 5.60%
Mortgage 12.60%

Auto 7.90%

See Chapter 5, Creating Database Tables, for detailed information about
creating database tables.

Parameters You have the option of including parameters in your application, which make
your instructions more general. Script Builder includes the following operating
environment parameters:

- Business Hours — The hours an agent is available. During nonbusiness
hours, you can play a message to thank the callers and let them know
your business hours.
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- Call Data Events — Data from a call to be saved for later analysis. You
can use this information to measure the service you are providing your
callers, such as how long they were waiting for an agent.

- Holidays — Individual days for which you want to inform callers that you
are closed. You can play a message to thank the callers and let them
know your business hours.

- Host Interface Parameters — Data the application needs if interfacing
with a host. These parameters determine the way the information is
exchanged between your system and the host computer.

- Seasonal Greeting — A range of dates for which the application gives a
special greeting. In addition to reminding your callers of your business
hours, you can also play an appropriate holiday message.

- Shared Host Application — Names of up to eight applications with which
this application shares host interface elements.

- Shared Speech Pools — Names of applications with which this
application uses the same speech phrases.

For detailed information about defining parameters, see Chapter 6, Defining
Parameters.

The Transaction The transaction is the main part of an application. In the transaction, you
provide step-by-step details of what you want to happen during a telephone
call to the system. This includes the messages you want callers to hear, how
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the system should respond to a caller’s request, and how the system gets
information from a database or host computer.

To execute the River Bank sample application, the Intuity CONVERSANT
system completes a set of steps similar to the following:

1 Answer the telephone.
2 Play a greeting message.

3 Prompt for and receive the caller’s request. Go to step 4, step 5, step 6 or
step 7, depending on caller’s input.

4 Complete step a through step d if the caller requests interest rate
information:
a Prompt for type of rate.
b Look in the database for interest information.
c Tell the caller the interest rate.
d Return to Step 3.
5 Complete step a through step f if the caller requests account balance
information:
a Prompt for the ID number.
b Prompt for the last four digits of the social security number.
¢ Relay the caller's account number to the host computer.
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d Verify the social security number and get the account balance from the
host computer.

e Tell the caller the account balance.
f Return to Step 3.

6 Transfer the caller to a customer service representative if requested.

7 Thank the caller and disconnect if the caller indicates that additional
information is not needed.

Each of these steps would require greater detail in an actual application, such
as the exact phrases to be spoken, which host screen to send the customer
ID to, etc. Substeps must also be added to cover special cases, such as
when the host computer is down, there are no customer service
representatives on duty, or the caller provides incorrect input, etc. However,
this list gives you a general idea of the steps required for the transaction. For
detailed information about defining the transaction, see Chapter 7, Defining
the Transaction.

Speech Nearly all applications involve playing recorded speech to the caller. Several
ways of including speech in your application are:

» Recording the speech using Script Builder
- Importing speech from another application

- Purchasing professionally recorded speech from Lucent Technologies
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« Sharing speech
- Restoring speech (that is, from other applications)

To develop your application, you may want to begin with a set of Enhanced
Basic Speech phrases that are available from Lucent Technologies.
Enhanced Basic Speech includes letters, digits, and commonly used phrases
in different speaking inflections. Then you can add speech for phrases unique
to your application by using the recording capabilities provided in Script
Builder or the Graphical Speech Editor.

An important part of speech administration involves planning the exact
phrases you want the caller to hear and testing the phrases to be sure they
sound the way you expected. As an example, for the greeting message in the
sample application, decide whether you want the caller to hear “River Bank”
or “Welcome to River Bank, where your account, no matter how big or small,
is important to us.” Test your phrases on people who could respond as if they
were your customers.

The final version of your application should include speech recorded by one
speaker on a single set of recording equipment. You can ensure a consistent
voice for all phrases either by replacing the needed standard phrases with the
voice of your choice using Script Builder, or by having Lucent Technologies
record your custom phrases with the same voice used in the standard
phrases.

For more information about defining speech in Script Builder, see Chapter 9,
Speech Administration. See Appendix A, “Enhanced Basic Speech
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Verifying and Installing the Application

Formats”, in Intuity CONVERSANT System Version 7.0 Speech
Development, Processing, and Recognition, 585-313-201, for phrases and
languages available. This book contains detailed information about
developing and including speech in your application.

Verifying and Installing the Application

Verifying

Before you can use your application, you must have the system convert it
from the Script Builder interface to a computer code script that the system
can follow when responding to a call. Converting the application involves two
steps: verifying and installing.

Script Builder verifies that the application is complete by making sure that all
aspects of the transaction are defined: all loops are closed, all labels are
referred to, all required database or host computer connections are
established, all needed phrases are recorded, etc. Once verification is
complete, an executable version of the application is generated.

Note: If the verification fails, Script Builder does not try to create an
executable version. Instead, Script Builder provides you with a list
of problems found. Use this list to make corrections to the
application, including closing process loops and recording any
required speech phrases.

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 15

Builder 585-313-206



1 overview

Installing

Testing the Application

The application installation procedure may vary depending on whether a host
interface definition or database is part of the application, whether it is a new
or running application, and whether other applications are running on the
same system. See Chapter 10, Application Administration, for detailed
information on installing your application.

Testing the Application

Assigning

Testing

Once each component has been specified and the application is installed,
you should test the application to see if it accomplishes what you intended.

Before testing the application, you must assign the application to a channel
(an incoming telephone line) or to a number or group of numbers obtained by
the system from the caller. Also, any features required by this application
must be assigned to the appropriate circuit card.

See Chapter 3, “Voice System Administration,” in Intuity CONVERSANT
System Version 7.0 Administration, 585-313-501, for information on
assigning features to circuit cards and assigning the application to a channel
or to number(s).

Test the application by calling in and trying different transactions. Your goal is
to make sure that the application performs as well as an agent to meet the
needs of your business and of your callers. For example, when you request
interest rate information, you want to make sure you get information on
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Script Builder Transaction for a Sample Application

interest rates rather than account balances. Try to duplicate the same
mistakes your callers might make to test that your reprompts work as
expected. Also, it is a good idea to test your application with real callers, and
to make changes based on their performance and comments

Script Builder Transaction for a Sample Application

Now that the steps of building an application have been introduced, review
the River Bank transaction in Table 2 on page 17 to see how it looks to the
caller. In the previous version of the sample transaction, the caller interacted
with an agent. In the Script Builder version in Table 2 on page 17, the caller
interacts with the Intuity CONVERSANT system. The results are the same in
both cases — the caller receives the information requested. (See Appendix
A, Sample Application, for more details of this application.):

Table 2. Sample — Script Builder Transaction

System: “Hello, welcome to the River Bank automated information system. For current
interest rates, press 1. For your current account balances, press 2. To speak to
a customer service representative, press 3. To end this call, press #.”
Caller: (presses 1 for interest rates)
1of4
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Table 2. Sample — Script Builder Transaction

System: “For savings account interest rates, press 1. For checking account interest
rates, press 2. For mortgage interest rates, press 3. For automobile loan interest
rates, press 4. To return to the main menu, press *.”

Caller: (presses 4 for automobile loan interest rates)

System: (looks in database) “The automobile loan interest rate is 7.90%.” “For savings
account interest rates, press 1. For checking account interest rates, press 2, for

”

Caller: (presses * to return to the main menu, interrupting the system playback)

System: “For current interest rates, press 1. For your current account balances, press 2.
To speak to a customer service representative,
press 3. To end this call, press #.”

Caller: (presses 2 for current account balance)
System: “For your current savings account balance, press 1. For your current checking
account balance, press 2. To return to the main menu, press *.”
Caller: (presses 2 for current checking account balance)
System: “Please enter your ID number.”
Caller: (enters 00001 on the touch-tone telephone)
2o0f4
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Table 2. Sample — Script Builder Transaction

System: “Please enter the last four digits of your social security number.”

Caller: (enters 9087 on the touch-tone telephone)

System: “One moment, please. (sends caller’'s account number to host computer,
verifies password, receives account balance) Your checking account balance is
$2,010.27."

For your current savings account balance, press 1. For your current checking
account balance, press 2. To return to the main menu, press *.”

Caller: (presses 1 to get current savings account balance)

System: (The system already has balance information) “Your savings account balance is
$7,354.63."

Caller: (presses * to return to the main menu, interrupting the system playback)

System: “For current interest rates, press 1. For your current account balance, press 2.
To speak to a customer service representative, press 3. To end this call, press
#.11

30f4
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Table 2. Sample — Script Builder Transaction

Caller: (presses 3 to transfer to a customer service representative to get further
automobile loan information)

System: “One moment, please. You are being transferred to a customer service
representative.” (transfers call and ends the transaction)

40f4

For More Information

To design an application to meet the expectations of your callers and your
business, you must consider the overall system. This includes the Intuity
CONVERSANT system, the end user, and the data source (which may be a
separate host computer). See Intuity CONVERSANT System Version 6.0
Application Design Guidelines, 585-310-670, for important considerations to
keep in mind while designing your application.

Script Builder standard features are sufficient to support most applications. If
you need capabilities not supported by Script Builder, you can write an
external function using transaction assembler script (TAS) language, then
access the function from your application. For more information on writing
external functions, see Chapter 11, Using Advanced Features. You may also
need to write a data interface process (DIP) to access a database or to
perform complex calculations. See Intuity CONVERSANT System Version
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7.0 Application Development with Advanced Methods, 585-313-203, for
coding methods more complex than Script Builder that you can use to add
special processing to your application.
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2 User Interface

Overview
This chapter describes the user interface of Script Builder. It discusses how
to move the cursor on the screen, open new screens, and use the function
keys for initiating an action.
This chapter also includes information about accessing Script Builder,
creating an application, defining an application, and guidelines for application
names.
The purpose of this chapter is to provide application developers with
information about how to use Script Builder screens and function keys, and
the keyboard to select actions and to add an application.
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What is the User Interface?

Information displayed or requested on your video monitor is the primary
means of communication with Script Builder. Although the information
presented on the monitor changes often, the way the information is arranged
does not. This means that whether you are creating the transaction outline,
recording speech, or defining the host computer interface, screens and
commands follow a consistent format and style. Although many different
kinds of activities are involved in creating an application, each activity shares
a common user interface.

This discussion of the user interface includes the following:
« Screens, windows, and menus

« Function keys

- Fields

Using the Screens, Windows, and Menus

Screens, windows, and menus are the medium through which you and Script
Builder exchange information. This involves activities such as making a list of
steps in a transaction, filling in a form, receiving information, or choosing an
item from a menu.
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- Script Builder screens expand across the entire Script Builder working
area and allow you to view information and/or enter information as in
Figure 6 on page 25.

- Smaller screens, called windows, either present you with information or
request information from you, as in Figure 7 on page 26.

- A menu allows you to select an option such as another screen or menu,
as in Figure 8 on page 26, or to select a field value.

You can display more than one screen or menu at the same time, but only the
last screen or menu displayed is active. To return to a previous screen or
menu, you can either cancel, close, or continue the active screen or menu.
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Figure 6. Exampl

Using the Screens, Windows, and Menus

e of a Script Builder Screen

Speak with interrupt? yes
Type Field Name/Phrase Tag/Text String Field Format
Phrase 5il1.500
Phrase hours out
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Figure 7. Example of a Script Builder Window

Add Goto Label

Destination Label:

Figure 8. Example of a Script Builder Menu

Define Application

-Host Interface
Database Tables
Parameters
Speech Administration
Transaction

Screen Layout Table 3 on page 27 describes each component of a Script Builder screen,
window, or menu.
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Table 3. Components of Script Builder Screens and Menus

Screen Description

Component

Screen title A name describing the screen or menu.

Scroll bar The scroll bar for each screen indicates when a screen contains more than

one page of information. If the scroll bar contains a downward arrow, you
can press (v), PgDn, or NEXTPAGE to view the additional information.
Likewise, you can press (a), PgUp, or PREVPAGE to scroll back.

Message line  The message line contains a brief instruction or message about how to use
the screen.

Function keys  Function keys are labels that correspond to the first eight function keys (F1
through F8) on your keyboard.

You can display an additional set of function keys for the active screen if
F8 (Chg-Keys) appears.

Function Keys Function keys perform specific actions for each screen in Script Builder. Your
keyboard has between eight and twelve function keys. The bottom line of
each Script Builder screen displays the action associated with each function
key (Figure 9 on page 28). Script Builder uses the first eight function keys,
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typically labeled F1 through F8. You can display an alternate set of function
keys (Figure 10 on page 28) for the active screen by pressing F8 (Chg-Keys),
if that key appears.

Figure 9. Example of Function Keys

F1 F2 F3 F4 F5 F6 F7 F8 F9 F10
Add Remove | Copy Define | Search {Dfn_Flds] Show {Zhg Keys

Figure 10. Example of Alternate Function Keys

F1 F2 F3 F4 F5 F6 F7 F8 F9 F10
Help Save | Redraw List Cancel Exit  1=hg_keys

The system beeps and takes no further action if you press a function key
corresponding to an empty box (no action associated with the key). The
function keys displayed on the screen apply only to the active screen.

Several function keys perform standard actions regardless of the screen you
are viewing. Table 4 on page 29 describes the standard function keys. Other
functions are unique to a particular screen, such as Define, Verify, and Install.
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Note: Most of the chapters in this book provide details of how to define
an application, a transaction, action steps, and fields. Function
keys for the Script Builder Applications menu include F2
(Remove), F3 (Copy), F4 (Install), F5 (Backup), and F6 (Restore).
See Chapter 10, Application Administration, for more information
about these functions.

Table 4. Standard Function Keys

Command Description

F1 (Help) Displays information about the active screen, including available
function key commands. To close the help screen, press F6 (Cancel).

F2 (Choices) Displays a menu of possible options for a particular field.

F3 (Save) Saves any changes you made in a screen.

F3 (Close) Saves any changes you made in a screen and closes the screen.

F3 (Cont) Continues with the specified action.

F3 (Prevpage) Scrolls to the previous page when a screen contains more than one
page of information.

F4 (Nextpage) Scrolls to the next page when a screen contains more than one page of
information.
lof2
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Table 4. Standard Function Keys

Command Description
F4 (Redraw) Redraws the active screen.
F5 (List) Displays a menu containing the following components of the

application: custom phrases, database tables, parameters, standard
phrases, fields, and transaction. Select from this menu to display a list
of existing values for any of these components.

F5 (Print) Prints each page of the active screen that is displayed. You must press
F5 (List) to make this option available.

F6 (Cancel) Closes the active screen and returns you to the previous screen. Any
changes made are not saved unless you saved them before pressing
F6 (Cancel). Use this instead of the Close function if the Close function
is not available for the active screen.

F7 (Exit) Closes the active screen, exits Script Builder, and displays the Script
Builder application screen.

F7 (Discard) Discards the previous specified action.
F8 (Chg-Keys)  Toggles between two available sets of function keys.
2o0f2

Selecting a Menu A menu contains a list of options that you can select. Selecting a menu option
Option means that you highlight the option and press ENTER.
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To select a menu option, use any of the following methods:

- Press (@) or (¥) to move the cursor to the menu option you want to
highlight. You can scroll through the top or bottom of the menu.

» Press HOME to highlight the first menu option. Press END to highlight the
last menu option.

- Type the first character of the menu option you want. The first menu
option that begins with that letter is highlighted. The following rules apply
to this method:

~ This feature is not case-sensitive; therefore, you may type “a” or “A.”

~ If more than one menu option begins with the same letter, type enough
letters to identify the option you want. If the cursor is already on the first
letter of a menu option beginning with the same letter, type the second
letter of the menu option you want.

~ To move the cursor back to the beginning of a menu option’s name,
press BACKSPACE. Be sure to press BACKSPACE enough times to
return the cursor to the beginning of the line. You may also press the
space bar to move the cursor to the beginning of the line.
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Choices Menu When a screen contains fields, you may be able to display a menu that lists
possible field options and then select an option directly from that menu.
Follow the procedure below to use the Choices menu:

1 Move the cursor to the field for which you want to display a list of choices
and press F2 (Choices).

A menu appears that lists possible field settings. Depending on the field,
the menu may contain all possible settings or just common settings for the
field. If the Choices menu is not available, a beep sounds.

2 Select the menu option you want.

The Choices menu closes and the field option you selected appears in the
active field.

Fields

This section discusses how to enter information and move through fields.

Filling in Fields Enter, change, or delete the information in fields (Figure 6 on page 25) using
the keyboard if a Choices menu is not available for the field, or if you want to
enter something that is not in the Choices menu. When you enter information
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in a field, you type on the lines that are displayed on the active screen. When
you enter information in a field, the following guidelines apply:

« In most cases, the length of the line represents the maximum number of
characters allowed for that field.

- Information about what you can type may appear in the message line at
the bottom of the display. Some fields allow only numbers.

« Once you enter information in a field, you can save the changes made, or
cancel them without saving.

Moving through Use the keys listed in Table 5 on page 33 to move through fields on a screen.
Fields

Table 5. Keys for Moving through Fields

Key Description

ENTER or Moves the cursor to the next field, moving left to right. From the last field
TAB on the screen, the cursor wraps to the first field.

SHIFT TAB Moves the cursor to the previous field, moving right to left. From the first

field on the screen, the cursor wraps to the last field. The SHIFT TAB
keys must be pressed consecutively.

™ Moves the cursor down one field. From the bottom field, the cursor wraps
to the top field.
1of2
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Table 5. Keys for Moving through Fields

Key Description

@ Moves the cursor up one field. From the top field, the cursor wraps to the
bottom field.

> Moves the cursor right one character within a field.

) Moves the cursor left one character within a field.

HOME Moves the cursor to the first field on a screen.

END Moves the cursor to the last field on a screen.

DELETE,DEL Notused. Use BACKSPACE key to delete field characters.

BACKSPACE Deletes the character to the left of the cursor.
2o0f2

Accessing Script Builder

Once the system has been turned on, follow the instructions below to access
the Script Builder program.

1 Enter your login and password at the console prompt.

2 Enter cvis_menu
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The system displays the Voice System Administration menu (Figure 11 on
page 35).

Figure 11. Voice System Administration Menu

Uoice System Administration

Application Package Administration
Configuration Management
Feature Packages

Reports
Script Builder Applications

Suitch Interfaces

System Monitor
Exit

3 Select

>Script Builder Applications

The system displays the Script Builder Applications menu (Figure 12 on
page 36).
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Figure 12. Script Builder Applications Menu

ADD NEW APPLICATION
ASAlevent
ASAIevent?2
ASAIroute

ASAItran

CPtest

EAtest

EAtest_aux
FFtemplate

FFtest

Market_RAppl
abcdefqg
another

asr_tst
conul 342

Selecting or Adding an Application

The Script Builder Applications menu contains an alphabetical listing of all the
applications that are available on your system. If no applications exist on your
system, ADD NEW APPLICATION is the only entry in the menu (it is always
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2 User Interface Selecting or Adding an Application

at the top of the list). Begin application development with Script Builder by
either selecting the name of a current application or adding a new application.

Note: If the F1 (Define) function is not displayed in the standard or
alternate function keys, Script Builder has not been installed.
Adding an The first step in developing an application is to name the application and add
Application it to the list. To add a new application, do the following Steps 1 through 3:

1 Start at the Script Builder Applications menu (Figure 12 on page 36) and
select

>ADD NEW APPL| CATI ON

The system displays the New Application window (Figure 13 on page 37).

Figure 13. New Application Window

New Application
New Application Name:

2 Enter the name of the new application.
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3 Press F3 (Save) to add the new application to the list, or press F6
(Cancel) to return to the Script Builder Applications menu without adding
the application.

If you pressed F3 (Save), the system adds the highlighted new
application to the list in alphabetical order.

Naming an When creating a name for an application, use the following guidelines:
Application L .
« The application name must be from 1 to 11 characters in length.
- Valid characters include letters (A—Z and a-z), numbers (0-9), and the
underscore ( _).

- The first character of the application name must be a letter (A—Z and a-z).
The first character cannot be an underscore (_) or a digit.

« Names are case sensitive; that is, ABC is not the same as Abc or abc.

A CAUTION:

Do not use any special characters such as punctuation in application names.
Some characters have special meaning to the UnixWare operating system
and may be misinterpreted when used in an application name.
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Defining an When you are ready to begin defining an application, perform the following
Application procedure:

1 Start at the Script Builder Applications menu (Figure 12 on page 36) and
select the application name that you want to define.

2 Press F8 (Chg-Keys).
The system displays the alternate function keys.
3 Press F1 (Define).

If you are not on a system terminal, the system prompts you to confirm
whether the terminal type you specified matches the terminal you are
using.

4 Enter y to confirm or n to quit and reset your terminal type.

If you enter y, the system displays an introductory screen while Script
Builder is being initialized.

Note: The time it takes to initialize Script Builder depends on the size of
the application (especially the speech component) and the speed
of your platform. It typically takes several seconds for Script
Builder to initialize applications with a large number of speech
phrases.

Upon initialization, the system displays the Define Application menu
showing the five application components (Eigure 14 on page 40). See
Chapter 1, Overview, for an introduction to these components. For
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specific information about how to define each component, see the
chapters that follow.

Figure 14. Define Application Menu

Define Application

-Host Interface
Database Tables
Parameters
Speech Administration
Transaction

The preferred sequence for defining a Script Builder application is:

1 Host interface (see Chapter 4, Defining the Host Interface)
2 Database tables (see Chapter 5, Creating Database Tables)
3 Parameters (see Chapter 6, Defining Parameters)

4 Transaction (see Chapter 7, Defining the Transaction and Chapter 11,
Using Advanced Features)

5 Speech administration (see Chapter 9, Speech Administration)

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 40
Builder 585-313-206



3 Data Management

Overview

While developing an application, you must describe data so that Script
Builder can manage the data to meet your needs. Information in this chapter
tells you how to enter or use the data in screens and define the processing
required, as described throughout the remaining chapters in this book. This
chapter explains how to use the following Script Builder data descriptions and
processes:

+ Field — Where the data is stored

~ Name — How the field is identified

Type — How the data is described

Value — The information stored as data

Format — How the data is processed during input or output

- Manipulations — How the data is used to meet the needs of your
customers and your business

!

l

!

~ Computations — Arithmetic functions and comparisons
~ Conversions — Changing data from one type to another

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 41
Builder 585-313-206



3 Data Management Data Fields

Data Fields

Every piece of data (information) used within an application is stored in a
field. The field is a location used to hold a chunk of information. Every field in
your application has a unigue name determined by you or by the system.
Then, information in the form of data with a specified value is assigned to a
field. Once data has been assigned to a field, the system refers to the field
name in order to retrieve the data and determine its value.

Describe each field by identifying the following:
« Field name

Give each field a unique name that complies with the rules described in
this chapter, or use the name reserved by the system

- Field type

Specify what type of data is stored in the field, such as character, number,
date, or time

» Field value

Assign (set) a value to the field, tell Script Builder how to assign a value,
or use the value assigned by the system
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Data Fields

+ Field format

Select a format to tell Script Builder how to interpret the field value during
an input or output process, such as speaking a value to a caller or
communicating with a host computer

Field Name Follow these rules when creating a field name:

« Provide each field with a unique name.

Use a field name that describes the contents of the field as completely as
possible, such as interest_rate rather than int_rate.

« Follow the size and character restrictions.

The name must be between 1 and 24 characters in length.

Use only alphabetic (a—z and A—Z), numeric (0-9), and underscore ()
characters in a field name. Space, punctuation, and other symbols are
not valid.

Since the field name cannot contain spaces, use the underscore to
denote a space between words.
The first character in the name must be alphabetic.

Field names are case sensitive; that is, ABC is not the same as Abc or
abc.
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~ When accessing a field in a database, the field name must exactly
match what has already been established. The name is often in all

capital letters. See Chapter 5, Creating Database Tables, for more
information.

~ Examples of valid field names are
interest_rate
account_type
rate_type
balance
message_3
greeting
day_of the_week

~ Examples of invalid field names are
bad*&#!lcharacters
1st_char_not_alpha
very_very_very_very_long_name

- Certain names are reserved for fields used by the system. These are
called system fields.
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System Fields System fields are predefined by the system for a variety of uses. All system
fields have a dollar sign ($) as the first character. Because the otherwise
invalid $character is used in system field names, they are easy to identify in a
list displayed in a menu.

An example of a system field is $CI_VALUE. When a caller is prompted for a
response, $CI_VALUE is the name of the system field that, by default,
receives the caller input value (that is, the character string input by the caller
using touch tones, dial pulses, or speech).

Table 6 on page 45 includes the field type, size, and function for each system
field.

Table 6. System Variable Fields

System Variable Field Field Type Function

$CHANNEL_NUMBER num Channel number on which the current call is

being run
$CI_MODE num Stores the SSP card number
$CI_NO_DIGS_GOT num Default field for the number of input digits entered

by the caller on the last input attempt
$CI_RECOG num Stores the recognizer

1of3
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Table 6. System Variable Fields

System Variable Field Field Type

Data Fields

Function

$CI_TRIES_USED num Default field for the number of caller input
attempts
$CI_VALUE char (field  Default field for storing caller input
size = 67)
$DIALED_NUMBER char (field  DNIS dialed digits for this call (available only with
size =15) E1/T1, ASAI, and PRI interfaces)
$FINDBEST char (field  Expected value of caller input to a prompt
size = 67)
$HOURS_CLOSED num Set to 1 if HOURS feature is used and call is
received off-hours
$HOST_ERROR num Error code if the Get Screen action did not return
a recognized screen
$HOST_SCREEN num Screen name last recognized by the Get Host
Screen action
$SLANGUAGE char (field  Contains the language specified in the Shared
size =15)  Speech Pools screen
2o0f3
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Table 6. System Variable Fields

System Variable Field Field Type
$MATCH_FOUND num

$RECORDS_CHANGED num

$TRANSFER_RESULT  char (field

Data Fields

Function

Incremented by one for each successful
READ_TABLE without a search from the top

Set to 1 if the last modify record succeeded.
Otherwise, it is set to less than or equal to 0.

Character code representing the result of the last

size = 3) transfer attempt
SUNIX_TIME num UnixWare system clock time at the moment it is
referenced
30f3
Field Type Fields can hold different types of information (data). The type of data must be
described so that Script Builder can process the data properly.

The following field types specify the kind of data the field can hold:

- char (character) fields contain a string of arbitrary characters of varying
length. Legal characters include the ASCII set. This includes letters,
numbers, and any of the punctuation and special keys found on the main
area of your keyboard (for example, !, #, &, ., <, and ?).
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Data Fields

Each charfield has a special size attribute which determines the capacity
of the field (that is, the maximum length of its character string value). Field
size is determined when the field is created. Field size can range from O

(the null string) to 300 characters. (The null string constant is denoted as

“)

An example of a char type field is last_name that contains the characters
that make up the caller’s last name.

num (number) fields can hold integer values ranging from the negative
number -2,147,483,648 to the positive number 2,147,483,647. Each num
field must begin with an integer or the minus sign. Although every num
field must contain an integer, you can use a num field as a decimal value
by using an implied decimal point in the field format (seen Eield Format on
page 51).

Values larger than (+)2,147,483,647 can be accommodated into the
system by dividing them into manageable parts. For example, a number
that exceeds the upper limit can be brought from the host computer into
Script Builder as a character string, and then divided into an appropriate
number of parts so that each value is less than the limit.

Note: Do not use the smallest number (-2,147,483,648) because it is

reserved to indicate a noninteger character when it is being
compared with a number, as described in Comparisons of char
and num Values on page 75.
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An example of a num type field is account_no that contains the caller’s
checking account number.

- date fields are a special case of the char fields, customized for
representation of calendar dates.

An example of a date type field is check _date that contains the date a
check was debited against the caller’'s account.

- timefields are a special case of the char fields, customized for
representation of the time of day.

An example of a time type field is check_time that contains the time a
check was debited against the caller’'s account.

Field Value The data in a field has a value, which is the actual information you want to
store and process. The value can be assigned by the initialization process, by
steps you write in the Script Builder transaction, and by the system.

Initial Field Value

When a caller transaction takes place, the system gives each field an initial
value. It stores this value until a new value is explicitly assigned to it, either by
input from the caller or by action steps in the transaction. A num field type is
assigned an initial value of 0. A field of any other type is assigned an initial
value of null. Nullis a character string that has zero length, and is also called
an empty string.
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Note: Script Builder does not initialize system fields. If you want to
initialize a system field to a specific value, such as
$TRANSFER_RESULT =0, use the Set Field Value action step as
described in Chapter 7, Defining the Transaction.

Assigning a Field Value

A data value is assigned to a field by you or by the system. You can assign
(set) a value to a field using the Set Field Value action step, as described in
Chapter 7, Defining the Transaction. The system assigns a value to a field
based on caller input, system responses to caller input, and processes that
you instruct the system to perform through action steps in the transaction.

The following rules apply to assigning a field value:
« You can assign a field to a constant value.

You can set a num field to a numeric value by specifying that value. You
can set a char field to a string of characters by specifying the characters,
enclosed in double quotes (for example, to store the characters CALICO
in the char field CAR, you set CAR to “RENTAL”"). You can set a date or
time field to a value by specifying an appropriate character string in
double quotes.

« You can assign a field to the value of another field, including system
fields.
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Data Fields

For example, you could assign the field LOCAL_TRANSPORT to the
value of the field CAR. Whatever value is stored in CAR is copied and
stored in LOCAL_TRANSPORT as well. The value in CAR is unchanged.
You could assign the field INPUT to the value of the system field
$CI_VALUE.

You can assign a field of one type to a field value of a different type.

As stated earlier, a field type determines the nature of the data stored in
the field, and the type of data that you can assign to the field. For
example, you should assign num fields only to integer values. However, it
is sometimes useful to assign data of one type to a field of a different type.
This is called a conversion. For example, you could assign a num field
type to the value of a char field type. That would allow you to perform
numeric computations and comparisons on the value in the char field

type.

Note: For data conversions, use the field formats described in Field

Format on page 51 so the result meets the needs of your process
(quantity and location of digits). Performing an invalid conversion
yields unpredictable results. Also, see Data Computations on
page 71 for other processes available in the system.

Field Format You can specify a format for Script Builder to use to interpret the input or
customize the output of a field each time a value is processed. Some
common examples of the use of formats are to specify the correct sequence
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of numbers in a date and the correct number of digits after the decimal point
in a number or a monetary value.

Customizing the output using a format enables the system to speak data in a
specified way, determined by the situation, the available speech, or your
preferences. For example, you can choose to have the value in the field
check _date spoken as “nine (pause) four (pause) ninety-six,” as “oh nine oh
four ninety-six,” or as “September four (pause) nineteen ninety-six.”

Customizing the output using a format also provides a way to present system
data in a format expected at the destination (for example, the field
check_date of type date containing a string of characters representing
September 4, 1997). A format could be specified to allow the date to be sent
to a host computer in the form it expects, such as 97-09-04.

Note: When exchanging information with a host computer, you must
know and comply with the form it expects so that it can process
the data properly. For example, September 4 (97-09-04) must not
be confused with April 9 (97-04-09).

The following sections describe all available formats and provide examples of
common usage. Some of the formats discussed work only with spoken output
or host input or output. Therefore, formats for various cases are presented
separately.
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Formats for Caller Input

Formats as such are not used for caller input. Caller input is always received
as a string of one or more characters. For best results, specify a char field to
accept each instance of caller input. The system field $CI_VALUE is used by
default. If you specify your own nonchar field, or a char field too small to hold
the input value, the value is interpreted according to the Script Builder rules,

as described in Data Computations on page 71.

Formats for Spoken Output

Use a format for spoken output from a field so that you can specify inflection,
a year expressed in either two or four digits, number of digits past the decimal
point (if any), and monetary values. You specify the format in the Announce
action step or in the Prompt & Collect action step. See Chapter 7, Defining
the Transaction for the procedures.

You can speak out information to a caller using the optional Text-to-Speech
package (see Chapter 8, Using Optional Features) or one of the available
languages of the optional enhanced basic speech (EBS) package (see
Chapter 9, Speech Administration).

You can specify spoken inflection by using:
- rfor rising inflection — usually the first character

- m for medial inflection — usually all characters between the first and the
last
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- ffor falling inflection — usually the last character

If you are using one of the optional enhanced basic speech language
packages, see Appendix A, “Enhanced Basic Speech Formats”, in Intuity
CONVERSANT System Version 7.0 Speech Development, Processing, and
Recognition, 585-313-201, for a complete list of formats for all available
languages and more background information about the formats.

Output Spoken from a char Field

All formats begin with “C.” Characters are spoken in succession, with the
specified inflection, if any. A null character field is spoken as a silence
(pause) of no duration. If a single character within a field is not valid (for
example, the ampersand symbol-&), it is ignored. Table 7 on page 54 shows
formats for output spoken from a char field.

Table 7. US English Examples of Output Spoken from a char Field

Format Description

Crmf Speak the first character with rising inflection, the last
character with falling inflection, and all other characters with
medial inflection (default).

Crmm Speak the first character with rising inflection, and all other
characters with medial inflection.
lof2
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Table 7. US English Examples of Output Spoken from a char Field

Format Description

Cmmf Speak the last character with falling inflection, and all other
characters with medial inflection.

Cmmm Speak all characters with medial inflection.

C Speak all characters with medial inflection; same as Cmmm.

2of2

Output Spoken from a num Field

Use a format for output spoken from a num field to specify the number of
digits past the decimal point (if any), monetary values, and inflection. If a
value is negative, the word “minus” is spoken. Table 8 on page 55 shows
formats for output spoken from a num field.

Note: Use number formats specifying local monetary values in the
available languages.

Table 8. US English Examples of Output Spoken from a num Field

Format Description of 12345

Nmmm “Twelve thousand three hundred forty five” (all digits spoken with medial
inflection); this is the default
lof2
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Table 8. US English Examples of Output Spoken from a num Field

Format Description of 12345

N “Twelve thousand three hundred forty five” (all digits spoken with medial
inflection); this is the default

Nrmf “Twelve thousand three hundred forty five” (“twelve” spoken with rising
inflection, “five” spoken with falling inflection, all other digits spoken with
medial inflection)

*

ND1 “One thousand two hundred thirty four point five”

ND2 “One hundred twenty three point four five”

ND6 “Point zero one two three four five”

N$ “Twelve thousand three hundred forty five dollars”

N$D2 “One hundred twenty three dollars and forty five cents”

NXT Speak the phrase with a specified phrase tag (from the primary speech pool)

2of2

* The “D” means decimal, and the number is the number of digits past the decimal point.

T This is useful for speaking phrases returned from an external function (for example, voice cod-
ing). You can also use NX to speak packed talkfile numbers and phrase numbers. See Chapter
11, Using Advanced Features, for additional discussion of the NX format, including pack_phrNX
and unpack_phrNX.
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Note:

Data Fields

Script Builder does not support speaking numbers in the billions
and trillions because most of these numbers are too big to fit into
an integer variable. However, the phrases “billion” and “trillion” are
included in the Enhanced Basic Speech package. If your script
requires speaking such large numbers, you can write an external
function that accepts a large number in the form of an ASCII
string, parse the string (getting the amounts of billions and trillions
as substrings), convert the three resulting substrings to integer
values, then speak them with the tnum instruction inserting a talk
instruction with the phrases for “billion” or “trillion” where
appropriate. See Intuity CONVERSANT System Version 7.0
Application Development with Advanced Methods, 585-313-203,
for information on the thum and talk script instructions.

Output Spoken from a date Field

Date formats always begin with a D, followed by M, D, and Y (for month, day,
and year expressed in two digits, or YY for year expressed in four digits) in
the order desired, as shown in Table 9 on page 58. SP indicates the name of
the month instead of the number.
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Table 9. US English Examples of Output Spoken from a date Field

Format Description of 112396

DMDY “Eleven (pause) twenty-three (pause) ninety-nine”
(default)

DMD “Eleven (pause) twenty-three”

DMSPDY “November twenty-three (pause) ninety-nine”

DMSPD “November twenty-three”

DMSPDYY “November twenty-third (pause) nineteen ninety-nine”

Output Spoken from a time Field

There is one spoken time format for US English, THMAM (time, hours,
minutes, AM/PM), which uses a 12-hour clock with AM and PM.

For example, the value 2:30 PM is spoken as “two thirty pee em.”

Note: Use atime format specifying a 24-hour clock, sometimes called
military time, where it is preferred by the local country.

Formats for Input When data is received from a host computer screen into a Script Builder host
fégm "l'fig field, the format you specify when defining the field must match the way the
P data is stored in the host computer. The following sections describe the

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 58
Builder 585-313-206



3 Data Management Data Fields

format of data for each field. See Chapter 4, Defining the Host Interface, for
more information about working with a host computer.

Host Input into a char Field

Input into a char field should be a string of ASCII characters. Use the C
format to accept every input character received. It is the only available char
input format. The C format stores the received string in the char field without
making any changes to it.

Host Input into a num Field

A Script Builder num field holds an integer, although a real number can be
used by means of an implied decimal point. An implied decimal point is
understood to be to the left of the nth digit, counted from the right of the
stored field value. This is often referred to as a fixed point value (as opposed
to a floating point value).

For data input, this means that the format can specify that n decimal places
be included in the stored field value (for example, 12.34 stored as 1234).
Trailing zeroes may be added to the stored value (for example, 12.3 stored
as 1230), or extra decimal places truncated (removed) from the input value
as necessary to match the format (for example, 12.345 stored as 1234).

All num formats begin with an N. The NZ format interprets any input as a
whole number, and disregards any nonnumeric characters. Leading zeroes,
spaces and any nonnumeric characters are ignored. The only exception is a
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leading minus sign (-), which indicates a negative number. Embedded
characters within the number are also ignored, including commas, hyphens,
and decimal points.

Note: To preserve the hyphens in a social security number, store the
social security number in a character field.

The NDnformat (where nis a number from 1 to 9) is similar to the NZ format,
except that n digits following the decimal point are preserved. The decimal
point itself is not included in the stored integer value. The NDn format is
useful where you want to maintain a consistent number of (implied) decimal
places for later calculations and output. Most common usage is the ND2
format for monetary values (where n=2). NZ is the default format. Table 10
on page 60 shows examples of the num field input formats.

Table 10. Inputinto a num Field

Input Value Format Stored Value

0012 NZ 12

12 NZ 12

12 N 12

12.34 NZ 1234

12.34 NDO 12

1of2
Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 60

Builder 585-313-206



3 Data Management

Table 10. Inputinto a num Field

Input Value
12.34

12.34

12

12.3

12.34
12.345
12.345
1234

-1234
123-45-6789

Host Input into a date Field

Format

ND1
ND2
ND2
ND2
ND2
Nz
ND2
NZ
NZ
NZ

Data Fields

Stored Value
123

1234

1200

1230

1234

12345

1234

1234

-1234

123456789
2of2

Input into a date field should be a representation of month, day, and year
separated by characters such as the hyphen (-), slash (/), period (.), comma

(,), or blank (B).
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Builder 585-313-206

Issue 2 January 2000 61



3 Data Management Data Fields

Date formats always begin with a D, followed by M, D, and Y (in the
appropriate order representing month, day, and year, respectively).
Separator characters may be specified between the M, D, and Y as
appropriate. Different separators may be used within a single date format. M,
D, Y and the separators may be rearranged as necessary to match the
appearance of the date in the host screen.

M can be a month name or abbreviation (such as January or Jan.,
respectively), or a one- or two-digit value (such as 1 or 01 for January). D can
be a one- or two-digit value. Y'is a two-digit value representing a year in the
current century (such as 97, representing 1997 or 2097 on 1/01/2000). YY
can be specified where desired or necessary for a four-digit representation of
the year, such as 1997 or 1891. YT<xxx> can be specified when using dates
in both the twentieth or twenty-first century, where <xxx>is a threshold that is
greater than or equal to 0 and less than or equal to 100. This threshold is
defined in the host screen definition field for the application (see Defining
Screen Fields on page 112 in Chapter 4, Defining the Host Interface). YTis a
2-digit year algorithm that if the year<aa> (where <aa> is the input received
from the host) is less than the specified threshold, the year is translated to
20<aa>. If the year<aa> is equal to or greater than the specified threshold,
the year is translated to 19<aa>.

To determine an appropriate threshold, analyze the range of dates required
per the date field from the host. For example, if the range of dates falls
between 1940 and 2039, use the threshold 40. Therefore, if the format is
YT40 and an input year from the host is 27, the year is translated into 2037. If
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the input year from the host is 45, the yar is translated into 1945. For a 100-
year span of 1900 through 1999, use the format YDO; for the years 2000
through 2099, use YT100.

Note: The Intuity CONVERSANT system only supports a 100 year
range when using a 2-digit year.

Where the host computer date field is in month, day, year order, you can
specify the D format. Script Builder performs the remaining interpretation
automatically. Table 11 on page 64 shows the input formats for the date field.
The following is a list of general rules that apply to date fields:

- Date fields are stored internally as YYYYMMDD.

- Database date field information must be entered as MM/DD/YY. When
records are read from the local database table by the field date, the
information must be retrieved as YYYYMMDD.

« When editing a database for a date field, the acceptable expression is
MM/DD/YY or MM/DD/YYYY. However, when the date is entered as
MM/DD/YY and saved, the date appears as the MM/DD/YYYY.
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Table 11. Inputinto a date Field
Format Description

D Date in month day year format, regardless of the separators used. The
month is by digit or name, and the year is given in two or four digits.
“November 23, 2005,” “11/23/05,” and “11-23-05" all interpreted as the

same date)

DM/DIY Date in month/dayl/year in current-century format, such as 11/23/98,
01/02/01, or 1/2/01 (default).

DM-D-Y Date in month-day-year in current-century format, such as 11-23-99,
01-02-01, or 1-1-01 (default) with a hyphen (-) as a separator

DM.D.Y Date in month.day.year in current-century format, such as 11.23.99,
01.01.01, or 1.1.01 (default) with a period (.) as a separator

DM/D/IYY Date in month/day/four-digit year format, such as 11/23/1999, or
01/02/2001, with a slash (/) as a separator

DMBD,BYY Date in month, date, four-digit year format, such as November 23,
1999, or January 2, 2001

DYY.M.D Date in four-digit year month.day format with period (.) as the
separator, such as 1999.11.23 or 2001.1.2

1of2
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Table 11. Inputinto a date Field

Format

DM/D/YT<xxx>

DM-D-YT<xxx>

DM.D.YT<xxx>

Description

Date in month/day/year format with a slash (/) as a separator;
YT<xxx> is defined in the host field definition and is compared to the
input from the host to determine if the century is “19” or “20”

Date in month-day-current year format, with a hyphen (-) as a
separator;YT<xxx> is defined in the host field definition and is
compared to the input from the host to determine if the century is “19”
or “20”

Date in month.day.current year format with a period (.) as a separator;
YT<xxx> is defined in the host field definition and is compared to the
input from the host to determine if the century is “19” or “20”

2o0f2

Host Input into a time Field

Time formats are similar to date formats. The format always begins with a T,
and uses H, M, S, and AMto represent hours, minutes, seconds, and AM/PM
designation, respectively. The colon (:), period (.), and blank (B) characters
can all be used as separators.

Similar to the D (date) format, the T (time) format can be used when input is
in either 24-hour clock form, or in hours, minutes, AM/PM order. Table 12 on
page 66 shows the input formats available for the time field.
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Table 12. Inputinto a time field

Format
T

TH:MBAM
TH 24:M
TH 24:M:S

Formats for Output
to a Host Computer

Description

Time as hours (12-hour clock):minutes AM/PM (regardless of separators
used), or as hours (24-hour clock):minutes (regardless of separators
used).

Time in hours:minutes (blank) AM/PM (default), such as 2:30 PM
Time in hours (24-hour clock):minutes, such as 14:30

Time in hours (24-hour clock):minutes:seconds, such as 14:30:20

Note: Time fields are stored internally as TH24MS.

When Script Builder sends data to a host computer, the format you specify
when defining the field should describe the data as the host computer
expects to receive it. For example, dates and times must be presented in the
correct order, and numbers must have the correct quantity of digits past the
decimal point. The following sections describe the format of data for each
field. See Chapter 4, Defining the Host Interface, for more information about
working with a host computer.
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Output from a char Field to a Host

Output from a char field should be a string of ASCII characters. Use the C
format to send every character in the field. It is the only available char output
format. The C format sends the string stored in the char field without making
any changes to it.

Output from a num Field to a Host
All formats begin with N. Values are placed left justified in the host computer
screen.

The NDnformat specifies that a decimal point should be inserted to the left of
the nth digit from the right. Leading zeroes are added as necessary.

The N$ format (or N$Dn) specifies that a dollar sign ($) be placed to the left of
the number.

Add C to specify that commas be inserted to the left of every third digit to the
left of the decimal point.

Add L to specify that leading zeroes be inserted as necessary to fill the host
computer field. Table 13 on page 68 shows examples using the value 12345.
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Table 13.
Format
N
ND2
ND6
N$
N$D1
N$D2
N$D3
NL

NC

Data Fields

Output from a num Field
Description of 12345
12345 (default)
123.45
.012345
$12345
$1234.5
$123.45
$12.345

00012345 (assuming a host computer field 8 digits
wide)

12,345

Output from a date Field to a Host

Date output formats are similar to date input formats. Each format always
begins with a D, followed by M, D, and Y (for month, day, and year as two
digits, or YY for year as four digits) in the order desired, using whatever
separators are desired. One difference from the input format is the ability to
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spell out the month in a variety of ways. For example, SP formats the name of
the month in all capital letters, whereas Sp makes the first letter of the month
a capital letter followed by lowercase letters. MS formats the name of the
month in the same way as SP, except the abbreviation of the month is output,
whereas Ms abbreviates the month as well, but the first letter is a capital
letter. Table 14 on page 69 shows examples of date output, using the date
11/23/96.

Note: Itis possible to mix formats and field types, for example, to use a
num format with a char field. In this case, Script Builder rules of
data conversion apply, as described in Data Computations on

page 71.

A CAUTION:

If you assign a value to a field or use a format with a field that results in output
that is physically too long to fit in the allocated space in the host screen, the
output is truncated (extra characters are removed).

Table 14. Output from a date Field

Format Description
DM/D/Y 11/23/99 (default)
DM-D-Y 11-23-99
lof2
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Table 14. Output from a date Field

Format Description

DM.D.Y 11.23.99

DM/D/YY 11/23/1999

DY.M.D 99.11.23

DM/D 11/23

DMSPBD,BYY NOVEMBER 23, 1999
DMSpBD,BYY November 23, 1999
DMS-D-Y NOV-23-99

DMs-D-Y Nov-23-99

2o0f2

Output from a time Field to a Host

All time formats begin with T. H, M, S, and AM represent hours, minutes,
seconds, and AM/PM designation, respectively. All components are optional.
The colon (), period (.), and blank (B) characters can all be used as
separators. Table 15 on page 71 shows examples using the time of 2:30 PM.
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Table 15. Output froma time Field

Format Description
TH:MBAM 2:30 PM (default)
TH:M:SBAM 2:30:00 PM

Data Manipulations

You can direct a Script Builder application to manipulate data in the form of
computations, comparisons, and conversions.

Data Computations

This section covers numeric and character computations.
Numeric You can select a field as an operand in numeric computations. The following
Computations four basic arithmetic functions are available for numeric computations:

- Addition (using the + operator)

e Subtraction (-)
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Character
Computations

« Multiplication (*)
- Division (/)

If an operand is a nonnumeric type (such as char), itis converted to num type
(according to the rules described in Data Conversions on page 77) prior to
the computation.

Note: If a computation results in overflow or division by zero, the
resulting value is unpredictable.

Computations on character strings are not directly available in the user
interface. However, a number of predefined external functions are available
for use.

Among these are functions to determine the length of a string, concatenate
two strings (put them together), search for a substring within a string, and
extract a substring from a string.

For further information, see Chapter 11, Using Advanced Features.

Data Comparisons

Standard comparisons can be accomplished between two values, with a
resulting evaluation of true or false. Table 16 on page 73 shows the
comparisons available.
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Table 16. Comparison Operands

Operand Comparison

= Equal to

< Less than

> Greater than

<= Less than or equal to
>= Greater than or equal to
I= Not equal to

Note: If a field of type date or time is used in a comparison, it is
converted to a char value prior to the comparison according to the

rules described in Data Conversions on page 77.

Comparisons of You can perform standard comparisons between two num fields and/or
num Values constants, with a resulting evaluation of true or false.

A straightforward arithmetic comparison is performed.
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Comparisons of You can perform standard comparisons between two char fields and/or

char Values constants, with a resulting evaluation of true or false. You can make
comparisons to a null char field or constant (the null constant is denoted as
uu).

Char fields are compared using a lexicographical comparison. This means
that each character of the two fields starting from the left is compared one at
a time, until one field has no more characters or a mismatch occurs. If no
mismatch occurs and the fields are of the same length, they are equal. If a
field has fewer characters and all previous characters have matched, the
longer field is greater. If a mismatch occurs, the field with the greater
character is the greater field. Characters are prioritized from left to right
according to the following scheme: 0-9, blank, A-Z, a—z, with other special
characters scattered within these groups.

Examples of the relative string comparison values are as follows:
“< any other string

“12” < 42"

“0123" 1= 123"

“ABC” < “AD”

“000” < “999”

“999” < “AAA”

“AAA” < “AAB”
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“AAA” < “AAAA”
CAAA” < “AA."

The date and time fields are treated as char fields for the purpose of
comparison. Note that two char fields can contain numbers that are
numerically equal but are not lexicographically equal as in the previous
example (“0123"). If you want a numeric comparison, then convert one or
both of the fields to numeric fields before you do a comparison.

Comparison between a char field (or constant) and a num field (or constant)
is described in the next section, Comparisons of char and num Values on

page 75.
Comparisons of It is possible to compare a char field (or constant) with a num field (or
fféﬁ’ﬂ g‘gd num constant). The rules of char/num comparison are:
- If the char field or constant represents a number (that is, it contains only
digits with possible leading blanks and/or a minus sign), it is converted to
a number and compared to the num field or constant.
Examples are:
12 > “21!
123 =+123"
“123" =123
“0123" =123
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Data Manipulations

If the char field or constant contains any other characters, it does not
represent a legal number. It is not valid to compare a char constant
containing nonnumerics (“123a”, for example) to a number. However, if
you compare a char field that contains a nonnumeric to a number, the
nonnumeric will not match any typical number but will be treated as the
smallest possible number. For example, a field containing “123A” will be
treated as the integer -2,147,486,648 when compared to a number.

Examples are:
“ab12” (cannot validly be compared to a number)
“123A” (cannot validly be compared to a number)

Assuming C is a char field containing “ab12” or “123A”, C < 0 will evaluate
to true because C =-2,147,486,648 (a noninteger).

Note: An alternate technique to compare a char and a num value is to

first convert the charvalue to a num value by assigning it to a num
field (or to convert the num value to a char value by assigning it to
a char field). For example, you could assign char “1 2" (“one”
“two”) to a num field type and it would become “12” (“twelve”).
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Data Conversions

When a field type is assigned to a field of another type, Script Builder
attempts to convert the value to the type of the field receiving the value. Table
17 on page 77 shows all possible types of data conversions.

Note: C, D, N, and T are fields of type char, date, num, and time,
respectively.

Table 17. Data Conversions

Conversion Result

CtoC If the size of the field receiving the value is less than n, the string is
truncated (shortened) after the nth character.

DtoC If nis at least 8, it is set to a character string version of the date using a
YYMD format. For example, the date 11/23/96 assigned to C sets the value
of Cto 19961123. If nis less than 8, C s set to the first n characters of the
converted string.

NtoC If nis at least as large as the number of digits in the value of N (including a
minus sign, if necessary), it is set to a character string corresponding to the
value of N. Otherwise C is set to the first n digits of N, and any remaining
digits are truncated (removed). For example, if N=1234 and n=2, assigning
Nto Csets Cto 12.

1of4
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Table 17. Data Conversions

Conversion Result

TtoC If the size of Cis at least 6, C is set to a character-string version of the time
using an HMS 24-hour format. For example, the time 2:12:34 PM assigned
to C sets the value of Cto 141234. If nis less than 6, Cis set to the first n
characters of the converted string.

CtoD If C corresponds to a valid date in the format YYMD, D is set to that date.
Otherwise D is undefined and the result is unpredictable.
DtoD This is a straightforward assignment. No conversion is necessary.
N to D This is an invalid conversion. The result is unpredictable.
TtoD This is an invalid conversion. The result is unpredictable.
2o0f4
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Table 17. Data Conversions

Conversion Result

CtoN If the string being converted contains only numeric characters, the numeric
characters of C are converted to a number. Any leading spaces are
ignored. A leading minus sign causes N to be set to a negative number.
Any other nonnumeric character causes that character and any following
characters to be ignored. This includes any commas or decimal points. If no
digits are left from the conversion, N is set to 0. Note that this applies only
to assignments of char fields to numeric fields. Assignment of char
constants with nonnumeric characters to a numeric field usually causes a
problem when installing the application and is not recommended. For the
following examples, assume that Cnum is a char field and Inum is a
numeric field:

Cnum = 1234ab (assigns the nonnumeric string to Cnum)
Inum = Cnum (assigns number 1234 to /num)

Inum = 1234ab (usually generates an error message during installation)

DtoN This is an invalid conversion. The result is unpredictable.
NtoN This is a straightforward assignment. No conversion is necessary.
TtoN This is an invalid conversion. The result is unpredictable.
30f4
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Table 17. Data Conversions

Conversion Result

CtoT If C corresponds to a valid time in the format HMS (using a 24-hour clock),
then Tis set to that time. Otherwise, T is undefined and the result is
unpredictable.

DtoT This is an invalid conversion. The result is unpredictable.
NtoT This is an invalid conversion. The result is unpredictable.
TtoT This is a straightforward assignment. No conversion is necessary.
4 o0f4
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Overview

Script Builder is designed to make working with a host computer application
as simple as possible. The underlying philosophy for defining the host
interface can be summarized as follows:

- The running application should exchange information with the host just as
an operator at a terminal would.

« No changes should be required of the host application to accommodate
the Intuity CONVERSANT system application.

This chapter includes information about defining the host interface in order to
use a host computer to retrieve and process information needed for an
application.
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Defining the Host Interface

The two primary goals for designing an interface with a host application are
to:

« Describe for Script Builder the host environment and the application,
including:

~ The design of the host application screens
~ How to identify each screen by a unique feature
~ The information to be exchanged via the screens

» Use host information to establish and maintain contact and exchange
information with the host during a caller transaction

You need to specify information in three of the Script Builder components to
establish a host connection:

- The Host Interface component defines the host screens and specifies the
sequence of screens to be sent and received during background
activities, such as logging in and out. Read this chapter for specific
information.

- The Parameters component defines data needed to make contact with
the host (that is, the nature of the physical connections, the identification
and passwords needed to log in, and performance characteristics). See
Chapter 6, Defining Parameters, for additional information.
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- The Transaction component defines the sequence of screens to be sent
and received during a caller transaction, including the information to be
exchanged during the transaction. See Chapter 7, Defining the
Transaction, for additional information.

The Host Interface component of Script Builder is divided into two main
subcomponents:

» Host Screen Definition

You can use defined screens in the Host Session Maintenance and the
Transaction components of your application.

» Host Session Maintenance

The Host Session Maintenance script maintains your system logged in to
the host computer, waiting for transaction input from your caller.

Note: This book assumes that the proper Intuity CONVERSANT system
hardware and software necessary for host communications to an
IBM 3270 has been installed and is ready for use. This includes
the synchronous communications card and software, the 3270
device driver, physical connections to the host, and the host
configuration set for your system. See the maintenance book for
your platform for more information.
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Defining the Host Screen Definition

To define the Host Screen Definition, the following processes are required:
1 Provide Script Builder with snapshots of the host screens.

Note: Occasionally intermediate screens from the host can interfere with
the functioning of an application or maintenance session. If long
delays imposed by these intermediate screens are not accounted
for in the application or maintenance session, that particular host
session could get suspended in the recovery state.

2 Name each snapshot.

Naming a snapshot allows you to refer to it, but it is still an undefined
screen.

3 Create screen identifier(s).

Different screens can be similar in appearance. Some information on
each screen remains constant (text, prompts, etc), while other information
varies (data, error messages, etc). Therefore, Script Builder must be
shown one or more parts of the screen that enables it to uniquely identify
the screen from all others when it arrives from the host.

Note: A defined screen has one or more identifiers.
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4 Locate fields on the host screens. Fields are used to exchange
information with the host computer. Fields are an optional part of host
screen definition.

For a single host screen, the total size of all fields defined must be equal
to or less than 2000 bytes minus 1 byte of overhead for each host field.
See Size Limit of Host Screen Field Data on page 112 for more
information.

Starting the Host To start the host screen definition:
Screen Definition

1 From the Define Application menu (Figure 14 on page 40), select

>Host Interface

The system displays the Define Host Interface menu (Figure 15 on page
85).

Figure 15. Define Host Interface Menu

Host Session Maintenance

-Host Screen Definition
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2 Select

>Host Screen Definition

The system displays the Define Host Screens window (Figure 16 on page
86).

Figure 16. Define Host Screens Window

Define Host Screens

This screen lists the names of all host screens, defined and undefined,
known to Script Builder. Undefined screens (those with names but not
identifiers, as noted earlier), are marked with an asterisk (*). Host screens
marked with an ampersand (&) designate screens that have been
referred to in either the application’s Transaction or Host Session
Maintenance component. However, these host screens do not actually
exist yet, because they have not been defined or identified. The Define
Host Screens window is empty for a new application.

Note: Beneath the Define Host Screens window is a line indicating the
number of captured snapshots currently available for host screen
definition.
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Using the Terminal Emulator to Capture
Snapshots of Screens

Script Builder uses the 3270 Terminal Emulator to emulate a 3270 terminal,
and to capture snapshots of the screens used in the host application. For
detailed information about using the terminal emulator, see the 3270 User’s
Guide.

To access the terminal emulator and start a 3270 emulation session:

1 From the Define Host Screens window (Figure 16 on page 86), press F3
(Capture).

The system displays the Capture Screen On window (Figure 17 on page
87). This window invokes the Terminal Emulator on the specified host
session.

Figure 17. Capture Screen On Screen

ture Screen On

Session:

Note: If you enter a specific host session that is not available, you
receive a message and will need to try again. Entering all
automatically assigns you to a session that is available.
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The terminal emulation screen appears as shown in Figure 18 on page
88. You are now working from a 3270 terminal, with Script Builder ready to
capture the host snapshots you specify.

Figure 18. Terminal Emulation Screen

HIEHHNEH b H¥ ¥ ** =S===== == S====== =======
HHK ¥ b HHK FHHK *x == == ==== == == == ==
HKEX b *xx HKEXX *x == == == == == == ==

HKEKHKXKXX *x *x* K¥E XX XX == == == == == == ==

KEX wX xX *x EEXX == ==== ======== ======= == ==
B33 KX *X *¥ *¥ xXEX == == == == == == == ==
*¥ b3 ====== == == == == =======

WELCOMES Y0OU TO THE
SUNGARD COMPUTER SERVICES NETWORK

HOTLINE 1-800-441-1181
609-566-3629

ENTER APPLICATION NAME ===}

HTE 46 20-043
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Note: After the Intuity CONVERSANT system hardware or software is
reset (for example, by turning on the computer, or issuing a
start_vs command), the synchronous communications hardware
and software takes a few additional minutes to reset. If you press
F3 (Capture) to invoke the Terminal Emulator before it has reset, a
blank screen appears. No harm has been done, however the 3270
screen appears momentarily. To avoid confusion, wait five minutes
after resetting the system before invoking the Terminal Emulator.

Displaying In terminal emulation mode, your keyboard is mapped to send 3270 keyboard

Keyboard Mappings codes to the host according to a configuration table set up during installation.
The Key Definitions option is used to display the mapping from your keyboard
to the 3270 keyboard.

To display this table while you are working in emulation mode in contact with
the host computer, perform the following procedure:

1 Press CTRL K from the terminal emulator.

The system displays the View and Define Key Definitions menu (Figure 19
on page 90), with the Program Function option highlighted.

For the Program Function option, the key name shown under the
Keystroke column specifies the actual key that must be pressed to
emulate the respective 3270 key that is listed under the Function column.
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Figure 19. View and Define Key Definitions Menu
Uiew and Define Key Definitions

Bunction Keystroke
1
Key Broup -

PF2 F2

Program Function - PF3 F3 #
Program RAccess PF4 F4 #
Printer Control # PF5 F5 #
3270 System # PFB F6 #
Misc System # PFT F7 #
Edit # PF8 F8 #
Characters . PF9 F9 #
: PF1@ F10 #
PF11 F11 #
PF12 F12 :
{ Eedefine Y { mndefine Y { mefaults H ! 0K I {Cancel}

The Key Group menu offers several options from which to choose. For
example, the Misc System option (Eigure 20), includes information about
how to perform specific functions, such as how to access the View and
Define Key Definitions menu (Keys Ctrl+K). For detailed information
about the Key Definitions, see the 3270 User’s Guide.
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Figure 20. Misc System Option

Eunction Keystroke
]
Key Eroup -

] TEMPEXIT Ctrl+Z

Program Function - REDRAW Ctrl+R #
Program RAccess # ACTIONS Ctrl+U #
Printer Control # KEYS Ctrl+K #
3270 System # FILE XFR Ctrl+F #
DSOS | STAT HELP  Undefined &
Edit # NUM OUR Esc N #
Characters : STAT TOG Ctrl+l #
RECORD Undefined #
REPLAY Undefined #

PAUSE Undefined

2 Press ESC twice to exit the View and Define Key Definitions menu and
return to the terminal emulator screen.

Taking Snapshots  Once you feel comfortable with the terminal emulator, you are ready to take
shapshots. The idea is to proceed with your application, pausing to take a
snapshot of each screen as you go.

1 Log on to your host computer.
The system displays the first login screen.

2 Press ESC B to take the snapshot.
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The terminal emulator displays a message confirming the snapshot
(Figure 21 on page 92).

Each snapshot is automatically numbered, in consecutive order, going
back to the creation of the application. Numbering is for your reference
and convenience. For example, snapshot 1 is the 1st snapshot taken for
the given application.

Figure 21. Confirmation Message of a Captured Screen

Message

Screen (#1) Capture completed
Press {Enter} key to continue

3 Press ENTER to continue.
4 Proceed with the application, taking snapshots of host screens as you go.

View all screens, including error message screens, special case screens,
etc. You may not need to include every screen in your application, but it is
easier to take a snapshot now and discard it later, rather than having to
log in to the host computer again to capture one you missed and need to
add.

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 92
Builder 585-313-206



4 Defining the Host Interface Defining the Host Screen Definition

5 Log off the host computer when you are finished taking snapshots.

6 Exit the Terminal Emulator via the Terminal Emulation Utilities screen by
pressing CTRL U to display the CLEO 3270 Customization screen.

7 Press x to exit.

You may also exit the Terminal Emulator directly by pressing CTRL X
simultaneously. You can restart the Terminal Emulator later by pressing
F3 (Capture). This puts you where you had left the host application when

you exited.
Naming the The process of naming removes the host screen image from the snapshot
Snaphots pool and transforms it into a Script Builder host screen.

To create a screen from a snapshot:

1 From the Define Host Screens window (Figure 16 on page 86), press F1
(Add).

The system displays the Add Screen(s) screen (Figure 22 on page 94).

Remember that screen names marked with an ampersand (&) have been
referred to in the Transaction component, but do not yet exist as actual
screens. If you highlight one of the ampersand-noted screen names
before you press F1 (Add), that name is used as a default later in the
Name the Screen to be Added screen.
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Figure 22. Add Screen(s) Screen with Sample Snapshot

/

Add Screen(s) Snapshot 10 10«

ID NUMBER: LAST NAME:

CLEAR - EXIT PF3 - MENU

Cvele thronnh the Qnapchnfe name and remnve anpchnrc A< needed

Note: This s to be the screen used to send the ID NUMBER to the host.
This same image is used in the next several examples.
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Image screens look different than the other screens in Script Builder.
Image screens are similar to the snapshots taken of the host's screens,
with additional markings and notations used by Script Builder.

Because the image of a host screen requires almost the full screen of
your terminal, the normal screen box is not used. Furthermore, the normal
banner line is replaced by the image screen title. Even with this
economizing, the top and bottom lines of the host screen are obscured by
the screen title and message line.

2 When it is necessary to see the top or bottom host screen line, press
F8 (Chg-Keys) followed by F2 (Hide) to temporarily remove the title and
message lines from the display. Press F2 (Reveal) to restore the title and
message lines to the display.

First, the host image from the pool of snapshots is shown, along with
indication that it is “snapshot x” and that it is “y of z” snapshots in the pool
and available to be named. This means that the snapshot is the xth one
taken since the application was created, that there are currently z
snapshots in the pool, and that this is the yth snapshot in the pool.

3 Press F4 (Next) and F3 (Previous) to display the different screens in the
pool. If the last snapshot in the pool is displayed and you press F4 (Next),
then the first snapshot in the pool is displayed.

As is typical for image screens, you may wish the display to show the
Script Builder screen title and message lines, or you may wish to hide
them in order to have an unobstructed view of the host image.
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4 Press F5 (Name).

The system displays the Name the Screen to Be Added window
(Eigure 23 on page 96).

Figure 23. Name the Screen to be Added Window

Name the Screen to Be Added
Screen Name:
Screen Type: other

5 Inthe Screen Nane field, type the screen name or press F2 (Choices) for
a list of names that have been referenced in the Transaction and/or Host
Session Maintenance definitions, but not yet given to an actual screen.

The naming conventions are as follows:

~ Name must be from 1 to 11 characters in length.

~ Legal characters include letters (A—Z and a—z), numbers (0-9), and the
underscore ().

~ First character must be a letter.
~ Names are case sensitive; that is, ABC is not the same as Abc or abc.
~ All screen names in the application must be unique.

If you try to enter a duplicate name, a beep sounds and Script Builder tells
you in the message line that the name already exists.
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6 Inthe Screen Type field, press F2 (Choices) to open a menu. Then
select Login Base, Transaction Base, or Other. Or, enter the screen
type in the second field by entering the first letter of the base type (either
[, t, or0)

Whenever the Intuity CONVERSANT system is started up, if the
application has been previously installed, the system tries to log in to the
host computer. To successfully log in using the procedure you define in
Host Session Maintenance, the system expects to start at a known point,
with a known screen. You designate this screen as the Login Base
Screen.

In a manual (nhonautomated) version of an application, agents usually do
not log in to the host with each phone call. Instead, they typically log in
once and proceed to a screen that acts as a starting point for each
transaction, thus sparing the caller the (sometimes lengthy) log-in
procedure.

Likewise, your automated application typically utilizes a certain screen as
the transaction starting point. You indicate this screen to be the
Transaction Base Screen.

All screens that are not Login Base or Transaction Base screens are
considered to be Other.

Figure 24 shows the River_Bank User_acct Base Screen being created.
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Figure 24. Creating the River_Bank user_acct Transaction Base Screen

| Add Screen(s)

Snapshot 11

11 of 14 |

d Type Choices

other
login base screen
transaction base screen

ID NUMBH

“4E: JONES

AME: PATRICK 16:33

JULY 19, 1992

SOC SEC ~o —Z 5T UT"IU0 E: $2,010.27
DATE OF BIRTH - 26/11/48 Name the Screen to Be Added
C|TY OF B|RTH N COLUMBUS Screen Name: uSer_aCCt
Screen Type: _transaction base screen
CLEAR - EXIT PF3 - MENU PF4 - TABLE
Place cursor on a menu item and press ENTER to choose it.
HELP | | | REDRAW ” LIST | CANCEL | EXIT |
N\

/

Most applications always log in the same manner and therefore require a
single Login Base screen. Likewise, most application host transactions
always start from the same point within the host application and require a
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single Transaction Base screen. However, there are exceptions. With
more complicated host applications, Script Builder allows you to indicate
more than one Login Base or Transaction Base screen. This must be
carefully implemented to ensure that an application operates as desired.
See Chapter 11, Using Advanced Features, for more information on
multiple base screens.

Note: Itis very important that you correctly determine and specify the
Transaction Base screen. System recovery is based on it.

7 Press F3 (Close) to enter the information and create the screen when
both blanks have been filled in. The snapshot is removed from the pool
and is converted into a named (but still undefined) screen.

The Add Screen(s) screen is also closed by this step. The Define Host
Screens window is active.

The new name appears in the Define Host Screens window (with an
asterisk *). The count of available snapshots has decreased by one.

Removing After the Host Interface component is completely defined (all required
gg;";s”ﬁg‘tjs screens have been named), there may be a few leftover snapshots, either

because they were not needed or because duplicate snapshots were taken.
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Defining Screen

To remove a shapshot:

1 From the Add Screen(s) screen (Figure 22 on page 94), press F4 (Next)
and F3 (Previous) to move through the snapshot list until the screen
shows the snapshot you want to remove.

2 Press (Remove).
The system displays the Remove Snapshot Confirmation screen.

3 Press F7 (Cont) to confirm the removal or F6 (Cancel) to change your
mind and abort the removal.

Once removed, a snapshot can be restored only by pressing

F3 (Capture) to log in to the host and re-take the snapshot. Snapshots
take very little room on your computer disk, so do not remove any
snapshots until your application is up and running and you are sure you
do not need them.

Snapshots can be very similar in appearance. This is why Script Builder must

Identifiers be shown a part of each snapshot that will uniquely identify it from the others
in the pool. Identifiers usually are parts of the snapshot that do not change
and that are unique to that screen.

Consider the screens “send_id” (Eigure 22 on page 94), “user_acct” (Eigure
25 on page 102), and “login_base” (Figure 26 on page 103). Note that the
text ID NUMBER: could identify “send_id” or “user_acct” from “login_base,”
but not from each other.
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So ID NUMBER: may be a useful identifier, but you must provide more
information to make each of those screens unique. This is easily done in the
case of “user_acct” by adding an identifier such as FIRST NAME,
CHECKING BALANCE, etc. But there is nothing that can be identified on
“send_id” that distinguishes it from “user_acct”. To uniquely identify
“send_id", it is necessary to indicate text (from “user_acct”) that is not found
on the “send_id" screen, such as FIRST NAME, CHECKING ACCOUNT, etc.
These are called exclude identifiers.

You can also identify a screen by cursor location or by lack of any information
(a blank screen). Sometimes the location of the cursor on the host screen can
be important. Therefore, it is possible to create an identifier consisting of just
the cursor location. Sometimes an entirely blank screen can be useful in an
application. It has a special blank screen identifier.
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Figure 25. River_Bank user_acct Screen

| Define <user_acct> Screen (transaction base)

River_Bank |

CITY OF BIRTH : COLUMBUS

ID NUMBER: 00001 LAST NAME: JONES JULY 19, 1992
FIRST NAME: PATRICK 16:33

SOC SEC NO 1 123-45-6789 CHECKING BALANCE: $2,010.27

DATE OF BIRTH  :26/11/48 SAVINGS BALANCE :  $7,354.63

CLEAR - EXIT PF3 - MENU PF4 - TABLE
Press the function key of the item you would like to define.
| | | | IDENT " FIELDS | | |CHG-KEY4
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Figure 26. River_Bank Login Base Screen (login_base)

Defining the Host Screen Definition

| Define <login_base> Screen (login base) River_Bank |
B B E L L
BBBBB EEEE L L
B B E L L
BBBBB EEEEE LLLLL LLLLL
L AAAA BBBB SSSSS
L A A B B S
L AAAAAA BBBBB SSSSS
L A A B B S
LLLLL A A BBBBB SSSSS
COLUMBUS, OHIO
Cc --> CICS
| --> TSO
J --> JES3
ENTER SELECTION LETTER:
Press the function key of the item you would like to define.
| | | | IDENT ” FIELDS | | |CHG—KEY4
g /
Screen Identifier - Identifier definition is always performed on one screen at a time.

Overview . .
- There must be at least one identifier per screen.
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- Screen identification consists of one of the following:

~ A combination of one or more regular, exclude, and cursor location
identifiers

~ A blank screen identifier
« Regular identifiers are highlighted.

- Exclude identifiers are shown blinking.
« A cursor location identifier is indicated by a blinking at symbol (@).
Note: Screen identifiers cannot be specified on line 25 of a host screen.

In some host applications, the screen information comes in “chunks” rather
than all at once. If this is true in your application, be sure to include at least
one identifier from the last “chunk” to arrive. Otherwise the Intuity
CONVERSANT system may proceed with missing information, or may
misinterpret the last chunk as an unrecognized screen when the next Get
Host Screen action step is performed.

Defining Screen To define screen identifiers:
Identifiers o ) ) )
1 While in the Define Host Screens window (Figure 16 on page 86),

highlight the screen for which you want to modify the identifier definition,
then press F4 (Define).

The system displays the Define (screen name) Screen (Figure 27 on
page 105).
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Figure 27. River_Bank user_acct Screen Identifier Definition

| Define <user_acct> Screen (transaction base) River_Bank |

ID NUMBER: 00001 LAST NAME: JONES JULY 19, 1992
FIRST NAME: PATRICK 16:33

SOC SEC NO 1 123-45-6789 CHECKING BALANCE: $2,010.27
DATE OF BIRTH  :26/11/48 SAVINGS BALANCE :  $7,354.63
CITY OF BIRTH : COLUMBUS

CLEAR - EXIT PF3 - MENU PF4 - TABLE
Press the function key of the item you would like to define.
| | | IDENT " FIELDS | | |CHG-KEY4

The titles of many of the image screens include the name of the screen
being worked on. This helps you to keep track of where you are within the
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host screen definition. Your options are to define screen identifiers or
fields.

2 Press IDENT.

The system displays the Define (screen name) Screen Identifiers screen
(Figure 28 on page 107). Any existing identifiers are shown according to
the screen identification rules.
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Figure 28. River_Bank user_acct Screen Identifier Definition

(- I

| Define <user_acct> Screen Identifiers (transaction base) River_Bank |

ID NUMBER: 00001 LAST NAME: JONES JULY 19, 1992
FIRST NAME: PATRICK 16:33

SOC SEC NO . 123-45-6789 CHECKING BALANCE: $2,010.27
DATE OF BIRTH  : 26/11/48 SAVINGS BALANCE :  $7,354.63
CITY OF BIRTH : COLUMBUS

CLEAR - EXIT PF3 - MENU PF4 - TABLE

Press the proper function key to remove or add identification strings

ADD | REMOVE| | ” | | |CHG—KEY
- /
Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 107

Builder 585-313-206



4 Defining the Host Interface Defining the Host Screen Definition

Adding a Screen To create a new screen identifier:
Identifier ] -~ )
1 From the Define (screen name) Screen ldentifiers screen (Eigure 28 on

page 107), press ADD.
The system displays the Add (screen name) Screen Identifier screen.
2 To create a regular screen identifier:

a Use the cursor movement keys to position the cursor at the beginning
of the desired text, then press BEGIN. Change starting point of the text
simply by pressing BEGIN again.

b Position the cursor at the end of the desired text, then press END.

¢ Reposition the starting and ending points of the text string as desired,
then press SAVE to include string as part of screen identification.

The maximum length of a regular identifier is 128 characters. The
regular identifier may wrap around lines, but cannot wrap from the
bottom to the top of the screen.

3 To create an exclude screen identifier:
a Position the cursor at the desired starting point, then press EXCLUDE.
The system displays the Add Exclude Identifier window.

b Type the exact text desired, then press CLOSE to enter the exclude
text.
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This exact text must be specified as an identifier for the screen from
which you are trying to exclude. The maximum length of an exclude
identifier is 60 characters. If you need a longer exclude identifier, just
add multiple exclude identifiers. You may not specify exclude identifiers
consisting only of blank space. The exclude identifier may wrap around
lines but cannot wrap from the bottom to the top of the screen.

Note: If a string starting point has been marked with BEGIN since the
last save, EXCLUDE takes that as the starting point for the
exclude string instead of the current cursor position.

4 To create a cursor location screen identifier:

a Move the cursor to the desired location.
b Press CURSOR followed by SAVE.

The identified cursor location is indicated by a blinking at symbol (@).
Since the cursor can only be in one location at a time, only one cursor
identifier can be defined per screen. Script Builder sounds a beep if
you try to define more than one.

5 Press SAVE as each new identifier is defined to add it to the screen
definition. After all desired identifiers have been created, press CANCEL
to return to the Define (screen name) Screen Identifiers screen.
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Removing a Screen To remove a screen identifier:
Identifier

1 From the Define (screen name) Screen ldentifiers screen (Eigure 28 on
page 107), press REMOVE.

The system displays the Remove (screen hame) Screen ldentifier(s)
screen. All identifiers appear with normal attributes except the one that is
highlighted.

2 Press TAB, then SHIFT TAB to cycle through all identifiers until the
desired identifier is highlighted.

3 Press REMOVE to delete the highlighted identifier.

Note: The system may warn you about permanently removing an
identifier. This is an informational message asking if you really
want to proceed with the remove. Answer accordingly.

4 Repeat until all unwanted identifiers have been removed.

5 Press SAVE, then CANCEL to return to the Define (screen name)
Screen Identifiers screen.

Renaming a Screen or Changing Screen Type

To rename a screen or change its base type:

1 .In the Define Host Screens window (Figure 16 on page 86), highlight the
screen to be changed, then press RENAME.
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The system displays the Rename Screen window. It is identical in format
and procedure to the Name the Screen to Be Added window (Eigure 23
on page 96), except that the existing screen name and base type are
already filled in.

2 Make your selected changes in the Screen Name field and/or the Screen
Type field.

3 Press CLOSE to enter the changes made, or CANCEL to leave the field
as it was.

Note: Changing a screen name does not cause any references to the
same name in the Transaction or Host Session Maintenance
definitions to be changed also.

Removing a Screen

To remove a screen:

A CAUTION:

This procedure deletes the screen and all of its components, including the
snapshot image, screen name, and any identifiers and fields that are part of
the screen definition.

1 Inthe Define Host Screens list screen, highlight the name of the screen to
be removed, then press REMOVE.
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The system displays the Remove Screen Confirmation message to warn
you of the consequences of the pending action step.

2 Press CONT to proceed to remove the screen, or CANCEL to abort the
removal.

Note: If the screen name is being used in either the Transaction or the
Host Session Maintenance definition, it will remain in the Define
Host Screens list, marked with an ampersand (&).

Defining Screen Fields

A human operator is limited to entering data on designated areas of a host
screen. Script Builder is also limited to entering data in specified fields. Define
screen fields to limit Script Builder access to the specified fields on the screen
for sending and receiving data. Perform field definition on one screen at a
time.

Size Limit of Host  For a single host screen, the total size of all fields defined must be equal to or
Screen Field Data  |ess than 2000 bytes minus 1 byte of overhead for each host field. Table 29
on page 113 shows the default size for each type of host field.

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 112
Builder 585-313-206



4 Defining the Host Interface Defining the Host Screen Definition

Figure 29. Default Host Field Sizes

Field Type Bytes

char number of characters
number 4

date 8

time 6

To calculate the size of all fields defined in a single host screen, add the sizes
of each field. For example, if there are four date fields, four time fields, ten
character fields of five characters each, and one number field, the total size is
110 bytes plus 19 bytes overhead (19 fields).

Note: If the data to be defined exceeds the capacity determined with this
formula, the Host Screen could be captured, defined as two
separate screens, identified accordingly, and received by the
Intuity CONVERSANT system with two separate Get Host Screen
action steps.
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Defining a Screen  To define a screen field:

Field
1 From the Define Host Screens window (Figure 16 on page 86), highlight
the screen for which you want to modify the field definition, then press
DEFINE.
The system displays the Define (screen name) Screen (Figure 27 on
page 105).
2 Press FIELDS.
The system displays the Define (screen name) Screen Field(s) window
(Figure 30 on page 115).
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Figure 30. River_Bank user_acct Screen Field Definition

- \ - JONES JUNE 15, 1992
Define <user_acct> Screen Fields [paTRICK 16:24

SOC SEC NO . 234-65-9087 CHECKING BALANCE:  $2,010.27
DATE OF BIRTH  :26/11/48 SAVINGS BALANCE :  $7,354.63
CITY OF BIRTH : COLUMBUS

3 Press ADD.
The system displays the Add Screen Field window (Figure 31 on page
116).
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Figure 31. Adding user_id field River_Bank user_acct Screen

Define <user_acct> Screen Fiel
ID NUMB| i Add Screen Field JUNE 15, 1992
Field Name: _user id
Field Type: _char
SOC SEC NO : 234-65-9087 Usage: both 27
) Format: C
DATE OF BIRTH  :26/11/48 Location: reqular
CITY OF BIRTH : COLUMBUS
CLEAR - EXIT PF3 - MENU PF4 - TABLE
Fill out the form, press CLOSE when finished.
| HFI P | ~HNICEQ | 1 NcE | DENDAW ” 1icT | C.ANCFI | EYIT | |

4 In the Field Name field, type the name, or press CHOICES for a list of
fields that have been referenced for this screen, in either the Transaction
or Host Session Maintenance definition, and have not yet been defined as
part of the screen.

The normal rules apply for naming fields. See Field Name in Chapter 3,
Data Management, for field naming rules.
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5 Inthe Field Type field, type the first letter of the desired type or press
CHOICES to select from a a menu.

The normal field type selections (that is, char, num, date, and time) apply.
See Field Type on page 47 in Chapter 3, Data Management, for
information about field types.

6 Inthe Usage field, specify whether the value in the field is sent TO_HOST
only, received FROM_HOST only, or goes in BOTH directions.

Note: Host computer screens exchange data only in designated areas of
the screen called unprotected fields. If you indicate that a field
value goes TO_HOST or in BOTH directions, Script Builder allows
you to locate the field only in an unprotected area of the screen.

7 Inthe Format field, type the desired format or press CHOICES for a
menu of those commonly used.

See Formats for Input from Host Computer on page 58 and Formats for
Output to a Host Computer on page 66 in Chapter 3, Data Management,
for information about host field formats.

8 Inthe Location field, type the first letter of the desired location entry or
press CHOICES for a menu.

~ A regular location means that the field is found in the same regular, or
fixed, location of a screen, under any conditions.

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 117
Builder 585-313-206



4 Defining the Host Interface Defining the Host Screen Definition

~ An external location means the field's location can vary, depending on
circumstances such as the specific field value, whether an error has
occurred, etc.

You must locate external fields by means of a special C-language file
external to the Script Builder user interface. See Chapter 11, Using
Advanced Features, for additional information.

9 Press CLOSE when the screen is completed as desired
10 To locate a regular field:

a Use normal cursor movement keys to highlight the beginning of the
field in the Locate Field (field name) on Screen (screen name) screen
(Figure 32 on page 120), then press BEGIN.

Note: The status line (normally found on line 25 of the 3278) cannot be
used for screen recognition criteria. It is not a part of the image
screen; therefore fields cannot be specified on line 25 of the host
screen.

Note: You can bypass the cursor movement keys and directly highlight
the screen’s unprotected fields (if any) pressing TAB and then
SHIFT TAB. Script Builder sounds a beep when you try to go past
the last unprotected field in either direction. If Script Builder
sounds a beep without highlighting anything, there are no
unprotected fields in the screen.
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Script Builder checks for the presence of a field at that location and
highlights the field from the present cursor position to the end of the
field. The highlighted host field area only suggests a beginning and
ending. You must still mark your actual desired beginning and ending
field locations with the BEGIN and END keys.

b Move the cursor to the end of the field, then press END.

¢ Adjust the field beginning and ending as desired. Press CHG-KEYS,
then CLOSE to complete the field definition.

The system adds the field name to the list.
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Figure 32. Specifying a Regular Location for user_id the River_Bank user_acct

Screen

| Locate Field <user_id> on Screen <user_acct>

River_Bank |\

CITY OF BIRTH : COLUMBUS

ID NUMBER: 00001 LAST NAME: JONES JULY 19, 1992
FIRST NAME: PATRICK 16:33

SOC SEC NO : 123-45-6789 CHECKING BALANCE:  $2,010.27

DATE OF BIRTH  :26/11/48 SAVINGS BALANCE :  $7,354.63

CLEAR - EXIT PF3 - MENU PF4 - TABLE
Mark the begin and end points of the field, then press CLOSE
| | | BEGIN | END || | | |CHG-KEY4
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11 To locate an external field:

a Inthe Specify Number of Characters field in the External Field
Length window (Figure 33 on page 121), type the length of the field.

Figure 33. Specifying External Location for user_id the River_Bank user_acct
Screen

ID NUMB Define <user_acct> Screen Field™» 14 Screen Field JUNE 15,1992

Field Name: _user id
Field Type: _char

SOCSECNO  : 234-65-9087 Usage: both 27
) Format: C
DATE OF BIRTH  : 26/11/48 Location:  Tequlal

CITY OF BIRTH : COLUMBUS

External Field Length|—

Specify Number of Characters:

Legal length range is from 1 to 127 characters.
b Press CLOSE to complete the field definition.

The system adds the field name to the list.
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Displaying a Screen Sometimes fields overlap on a screen. To display an individual screen field:

Field
1 In the Define (screen name) Screen Field(s) window (Figure 30 on page
115), with any field highlighted, press SHOW.

The system displays the Show (screen name) Screen Field(s) screen
(Eigure 34 on page 123). The field name and method of location are
shown at the bottom of the screen.

Note: The system automatically highlights the first field created. Press
NEXT and PREV as desired to see the location for each field, in
order of creation, displayed in the screen.
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Defining the Host Screen Definition

Figure 34. Showing River_Bank user_acct Screen Fields

Show <user_acct> Screen Field(s) River_Bank |
ID NUMBER: 00001 LAST NAME: JONES JUNE 15, 1992
FIRST NAME: PATRICK 16:24

SOC SEC NO . -65- CHECKING BALANCE:  $2,010.27

DATE OF BIRTH 26/11/48 SAVINGS BALANCE : $7,354.63

CITY OF BIRTH : COLUMBUS

CLEAR - EXIT PF3 - MENU PF4 - TABLE
Display Field: bday
| NEXT |PREVIOUS| | ” | |CHG-KEY4
/
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Renaming a Screen To rename a screen field:

Field
1 In the Define (screen name) Screen Field(s) window (Figure 30 on page

115), highlight the field to be renamed, then press RENAME.

The Rename (field name) Field screen opens.

2 Change the name as desired, then press CLOSE to preserve the change
or CANCEL to leave the field name as it was.

Note: Any matching references in the Transaction or Host Session
Maintenance definitions are not changed.

Changing a Screen To change a screen field definition:

Field Definition i ) ) .
1 In the Define (screen name) Screen Field(s) window (Figure 30 on page
115), highlight the field to be renamed, then press CHANGE.

The system displays the Change (field name) Field window. It is identical
in format and procedure to the Add Screen Field window (Figure 31 on
page 116), except that the blanks already contain the existing field
information.

2 Make any changes desired, then press CLOSE to preserve the change,
or CANCEL to leave the field definition as it was.

Note: If you change the field name, any matching references in the
Transaction or Host Session Maintenance definitions are not
changed.
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To change the field location from regular to external (or external to
regular), move the cursor to the Locat i on field and change the value.
Then proceed to define the field location as described in step or

step 11 of Defining Screen Fields on page 112. To relocate a regular field,
press NEW-LOC to open the Locate Field (field name) on Screen (screen
name) screen (Figure 32 on page 120).

Removing a Screen To remove a screen field:
Field

1 In the Define (screen name) Screen Field(s) window (Figure 30 on page
115), highlight the field to be removed, then press REMOVE.

2 Press CONT to confirm and continue to eliminate the field and all its
attributes, or press CANCEL to retain it.

Defining Host Session Maintenance

In the Host Session Maintenance script, you specify host activities that occur
in the background as opposed to activities that occur as part of a caller
transaction.

Background activities include:

- Logging in and progressing through the host application to the point of the
Transaction Base screen
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The Transaction Base screen is the first screen the caller uses to begin a
transaction with the host computer.

- Recovery (restoring the host application to the transaction base after a
caller transaction, if necessary)

- Logging out

For example, in the River Bank application—presented in Appendix A,
Sample Application, there is no reason for the caller to have to wait while the
operator logs in to the host computer. Rather, the agent can log in once each
morning, progressing to the point where the caller’s ID is entered. The agent
can then quickly get account information as each call comes in, returning to
the same “base” point; that is, the account ID entry screen, after each caller
transaction.

A Host Session Maintenance definition is similar to a Transaction
definition—described in Chapter 7, Defining the Transaction, except for
background activities. A main difference between them is how they respond
to an unspecified UNRECOGNIZED_SCREEN or HOST_TIMEOUT as a
possible case in a Get Host Screen action step. The Host Session
Maintenance script proceeds with the action step following the End Get
Screen. The Transaction script quits when it encounters this condition.
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Starting the Host To start the host session maintenance definition:
Session

Maintenance 1 From the Define Application menu (Figure 14 on page 40), select
Definition

>Host Interface

The system displays the Define Host Interface menu (Figure 35 on page
127).

Figure 35. Define Host Interface Menu

-Host Session Maintenance
Host Screen Definition

2 Select

>Host Sessi on Mai nt enance

The system displays the Host Session Maintenance screen (Figure 36 on
page 128).
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Figure 36. Host Session Maintenance Screen

Host Session Maintenance
login:

logout:

recouer: Action Choices
Y Comment
Get Host Screen
Goto Label
Label

Send Host Screen

The three predefined labels cannot be copied, renamed, or removed.
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Labels

login

logout

Labels in Host Session Maintenance work differently than they do in a
transaction. A label in Host Session Maintenance defines an autonomous
sequence of steps. This is most clearly understandable in terms of the
predefined sequences login, logout, and recover. Once the login sequence is
complete, you do not expect to continue to the logout sequence. The system
does not automatically continue from one sequence to the next. If you want it
to continue, put a Goto Label as the last action step in the first sequence.
Control is automatically transferred to the appropriate label for a given
situation.

User-defined labels have the same are processed the same way. If you use a
label, you are defining a new sequence, with the side effect of ending the
previous sequence.

Note: You can include up to nine labels in the Host Session
Maintenance screen, which include the predefined labels;
therefore, you can define up to six additional labels.

The login sequence is executed whenever the system is brought “up” or when
the recovery sequence ends at the Login Base screen. The result must be to
leave the host application at the Transaction Base screen. Then the
Transaction component can be defined under the assumption that it picks up
the host application at the transaction base.

The logout sequence is executed whenever the system is brought down.
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recover The recover sequence is initiated whenever one of the following occurs:

« The transaction ends and the current host screen is not the Transaction
Base screen

e The login procedure ends and the current host screen is not the
Transaction Base screen

- The recover procedure ends and the current host screen is not the
Transaction Base screen (unless the current host screen is the Login
Base screen, which will result in a login sequence)

Note that this means that like the login sequence, the recover sequence must
end with the host application at the Transaction Base screen. If it does not,
the recover sequence will be reinvoked, thus leading to an endless cycle.

Note: The Intuity CONVERSANT system waits 20 seconds before
reinvoking the recover or login sequence after the session fails to
log in. Each failed attempt increases the wait by 20 seconds. For
example, for five consecutive failed attempts to log in, the system
waits 100 seconds before attempting again. Thus, the system
reinvokes the recover or login sequence at a progressively slower
pace. However the system will not wait longer than 10 minutes
before trying again.
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Action Steps Host Session Maintenance uses a subset of the action steps available in the
Transaction:

+  Comment

+ Get Host Screen

« Goto Label

« Label

« Send Host Screen

Methods to define sequence flow and to define the details of each action step
are similar to those of the Transaction component—presented in Chapter 7,
Defining the Transaction, but there are some important differences.

Host Session Maintenance Sequence Flow

Sequence flow is similar to Transaction flow, except that every label used in
Host Session Maintenance constitutes the beginning of an independent
sequence.

This means that you can define sequences of your own, as branches from
the login, logout, and recover sequences. In fact, you can use the Goto Label
action step in any sequence to exit that sequence and begin another.

There is also a major difference from Transaction flow here. In the
Transaction, if the flow encounters a label (aside from being directed to go to
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it), the Transaction flow continues on past the label. In Host Session
Maintenance, the label constitutes the beginning of a new sequence, hence
the end of the current sequence. Host Session Maintenance flow stops at the
end of a sequence. It is vital that every custom sequence you specify
eventually leads back to either the login or recover sequence. The following
example shows the River Bank Host Session Maintenance Screen Script
Builder action steps.
| ogi n:

#### Logi n sequence fromthe | ogin base screen

#### called "l ogi n_base" to the transaction base

#### screen, called "mai n_nenu"
1. Get Host Screen

For Screen Nane: | ogi n_base
2. Send Host Screen

Send Screen Nane: |ogin_base Use Aid Key: ENTERKEY
Field: selection = "applid=cs432"

3. Cet Host Screen
For Screen Nane: cics_banner
4. Send Host Screen

Send Screen Nane: cics_banner Use Aid Key: ENTERKEY
Fi el d: choice = "2"

5. Get Host Screen
For Screen Nane: bl ank
6. Send Host Screen
Send Screen Name: blank Use Aid Key: ENTERKEY
Fi el d: bl ank_i nput = "nain"
7. CGet Host Screen

For Screen Nane: nai n_nenu
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10.

11.

12.

13.

14.

15.

End Get Host Screen
End Get Host Screen
End Get Host Screen
For Screen Name: mai n_nenu
End Get Host Screen

| ogout :

Get Host Screen

For Screen Nane: main_nenu
Send Host Screen

Defining Host Session Maintenance

Send Screen Nane: main_nenu Use Aid Key: PF3

Cet Host Screen
For Screen Nane: | ogi n_base
End Get Host Screen
For Screen Nanme: UNRECOGNI ZED SCREEN
Send Host Screen

Send Screen Nane: Use Aid Key: PF3

CGet Host Screen
For Screen Nane: | ogi n_base
End Get Host Screen

End Get Host Screen

recover:

Get Host Screen

For Screen Name: cics_banner
Send Host Screen

Send Screen Nane: cics_banner Use Aid Key: ENTERKEY

Field: choice = "2"
CGet Host Screen
For Screen Nane: bl ank
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16. Send Host Screen
Send Screen Nane: blank Use Aid Key: ENTERKEY
Fi el d: bl ank_i nput = "nain"
17. Get Host Screen

For Screen Nane: main_nenu
End Get Host Screen
End Get Host Screen

Host Session Maintenance Script Rules

The following information will help you develop your Host Session
Maintenance outline.

1 A Transaction Base screen is the screen that the Intuity CONVERSANT
system returns to after a transaction. In some applications, any host
screen can be obtained from any other screen. In this case, all screens
are Transaction Base screens. In other applications, particular screens
can only be obtained through a certain path. You must specify to the
system what screen to start with to get to the other screens. This starting
screen is the Transaction Base screen.

2 The last screen of the login sequence must be a Transaction Base
screen.

3 The result of the recovery sequence is the Transaction Base screen.

4 The logout sequence should end with the Login Base screen.
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5 The first action step (other than Comment) of the login sequence should
be a Get Host Screen for the Login Base screen.

6 When developing the recovery sequence, remember to include all
possible cases, including UNRECOGNIZED SCREEN and
HOST_TIMEOUT. The purpose of the recovery sequence is to tell a
Script Builder application how to recover if it detects a screen that it does
not expect. Whenever this happens, the system automatically invokes the
recovery sequence.

Also make sure to include the login base screen case in the recovery
sequence. If the login screen is not included, it could be recognized as
UNRECOGNIZED_SCREEN and subject to whatever action is specified
for the UNRECOGNIZED_SCREEN case. If no actions are specified for
the login base screen case, the login sequence will be automatically
invoked after recovery fails, and the login base screen is recognized.

See Defining the Host Interface on page 191 in Chapter 6, Defining
Parameters, for information about UNRECOGNIZED_SCREEN and
HOST_TIMEOUT.

A CAUTION:

When you are in a sequence, do not use a Goto Label referring back to the
same sequence. For example: A Goto Recovery label within the recovery
sequence will create an infinite loop that greatly hinders system performance.
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Defining Get Host Screen

For a discussion of the Get Host Screen action step, including appropriate
processing of UNRECOGNIZED_SCREEN and HOST_TIMEOUT,

see Defining Get Host Screen on page 258 in Chapter 7, Defining the
Transaction.

Defining Send Host Screen

The Send Host Screen action step differs from its Transaction counterpart in
one way: TO_HOST fields can only be assigned constant values, not values
from fields, except for the two fields specified in the Parameters component:
$HOST_LOGINID and $HOST_PASSWORD.

This allows LU-specific login ID and password values to be specified in the
login process for the applications that require such a capability.

See Defining the Host Interface on page 191 in Chapter 6, Defining
Parameters, for more information.
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Defining the Login Sequence

Every Host Session Maintenance sequence is a series of Get Host Screen
and Send Host Screen action steps. Keep in mind that the login sequence
should begin with the Get Host Screen case of the login base screen, and

end with the Get Host Screen case of the Transaction Base screen.

Defining the Logout Sequence

This sequence generally takes the host application from the Transaction
Base screen to the login base screen, with the purpose of logging off the host
computer.

Often there is a shortcut (such as CLRKEY) method for this, so that this
sequence can be relatively short compared to the login sequence.

Defining the Recovery Sequence

The recovery sequence should begin with a Get Host Screen action step,
except in the case that a universal Send Host Screen action step is available
that always forces transfer of the host application to a known location within
the host application.

It is possible to define the login and recovery sequences so that the system
goes into an “infinite loop.” If the recovery sequence does not result in arrival
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at the Transaction Base screen, it will causes the recovery sequence to be
invoked which, failing to arrive at the Transaction Base screen, causes the
recovery sequence to be invoked, and so on.

Test this sequence to ensure that it does indeed terminate at the Transaction
Base screen. This will save considerable debugging effort later when the
application is installed.

Host Session Maintenance: Tips

This section includes tips for working with the host session maintenance
script in your Script Builder applications.

Screen Identify each screen based on the last chunk of information sent to the
Identification screen.
Recover Logic A failure could occur at any part of your host session. Write recover logic to

handle failures of VTAM, CICS, IMS, and the application.

Prevent Multiple For IMS applications, have the host administrator turn off the normal

Requests response mode so that logical units (LUs) will have their keyboards locked
until a response is received from the host. Otherwise, LUs may send more
requests before the first one is completed.
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Delay Before Insert a delay before getting a blank screen in the login sequence. This delay
ggrtggr? Blank will help prevent the send of the blank screen prematurely, before the host is

ready. To insert a delay in the host control code, do a Get_Host_Screen on a
screen that will never be seen by the host. This results in an unrecognized
screen timeout, which effectively makes the LU wait the number of seconds
specified for the unrecognized screen timeout.

Using Goto Label Goto Label action steps are good to use when writing the Login, Logout, and
Commands Recover sequences of the Script Builder application. When used
discriminatively, they result in code that is more maintainable.

Here is an example of a login sequence written using Goto Label action
steps:

logi n:

CGet Host Screen

For Screen nane: FlIRST
Send Host Screen: FIRST
Got o SECOND_SCREEN

For Screen Nane: SECOND
Got o SECOND_SCREEN

For Screen Nanme: TH RD
Got o THI RD_SCREEN

For Screen Nane: FOURTH

End Get Host Screen

SECOND_SCREEN:

CGet Host Screen

For Screen Nanme: SECOND
Send Host Screen: SECOND
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CGot o THI RD_SCREEN
End Get Host Screen

TH RD_SCREEN:

Get Host Screen

For Screen Nane: TH RD
Send Host Screen: TH RD
CGet Host Screen

For Screen Name: FOURTH

End Get Host Screen

End Get Host Screen

This example uses the Goto Label to reach the FOURTH screen (the
transaction base screen) by getting and sending the FIRST, SECOND, and
THIRD screens in order. Many applications log in this way. Notice how the
code is easy to read and easy to maintain. The login sequence modularizes
the code so that each screen is dealt with separately in its own sequence or
label. For example, the label SECOND_SCREEN functions only to advance
to the THIRD_SCREEN by getting and sending the SECOND_SCREEN.
That is all it does. Following this style, applications could try to have every
screen in its own label. This shortens the code and improves maintainability
since changes to a screen are localized to only one area.

Without using the Goto Label, Gets and Sends of Screens would be nested.
This is a good technique, but it could lead to a lot of duplicate code.
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Here is an example of a recover sequence written using Goto Label action
steps:
recover:
Get Host Screen
For Screen nane: SECOND
Got o SECOND SCREEN
For Screen nane: TH RD
CGot o THI RD_SCREEN
For Screen nane: FOURTH
For Screen nane: CUSTOVER _DATA
Got o CUSTOVER_DATA SCREEN
End Get Host Screen

This Recover sequence uses a small amount of code because it jumps to
much of the same code that was written for the login section.

Notice that CUSTOMER_DATA_SCREEN was added to account for the
common case where the current screen image is the customer data screen.
Notice also that there is no need to handle the FIRST screen here. Rather, it
is handled in the login sequence because it is the specially tagged login base
screen.

We can improve the recover sequence by tagging not only the FIRST but
also the SECOND and THIRD screens as login base screens. The
application will now automatically start executing the login sequence instead
of the recover sequence if either the FIRST, SECOND or THIRD screens is
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the current screen image. Using multiple login base screens, the recover
sequence looks like this:

recover:

Get Host Screen

For Screen nane: FOURTH

For Screen nane: CUSTOVER _DATA

Got 0 CUSTOMER DATA SCREEN
End Get Host Screen

Applications vary in their screen contents and in how they log in, log out, or
recover. The examples shown here are less complex than most real login
and recover sequences. Nevertheless the modular approach using Goto
Label actions should be applied whenever possible.

Remember that only nine labels can be defined, and three labels are already
predefined: login, logout, and recover. That leaves six labels, each for
handling one screen. Thus in reality, applications might have their login or
recover sequences coded using a mix of Goto Label action steps and
nesting.

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 142

Builder 585-313-206



5 Creating Database Tables

Overview

This chapter describes the Database Tables component of Intuity
CONVERSANT Script Builder and shows how to create database tables,
change the structure of tables, edit the records contained within tables, and
remove tables. It also discusses how you can share a database table created
in another application, and how to restore local database tables.
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Creating a Database Table

Databases

You can use your Script Builder application to obtain information from a
database, either local or remote. Functions are available in the Script Builder
database component that allow you to create database tables, change the
structure of tables, edit the records contained within tables, and remove
tables. You access information in the tables by using an action step in the
transaction.

A database is a set of tables that contains information you want to give to or
receive from a caller. You create database tables using the Database Tables
component of Script Builder.

A database can help you accomplish the following in your application:
- Update information that changes frequently

» Receive and store information from callers
- Share information from other applications

Within Script Builder, the word database describes a unique instance of an
ORACLE Relational Data Base Management System (DBMS). Database
table or table describes a data structure residing within a given database.
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Script Builder currently interfaces with one local database and up to four
remote ORACLE Relational DBMS. By using the Read Table action step, you
can access database table information residing within any local or remote
ORACLE databases for which connections have been established. See
Defining Read Table on page 306 in Chapter 7, Defining the Transaction, for
additional information. See Chapter 6, “Database Administration,” in Intuity
CONVERSANT System Version 7.0 Administration, 585-313-501, for
information on establishing access to local and remote databases.

The database table feature in Script Builder supports two different types of
user applications:

- Applications that refer to information that changes frequently (that is, data
that is read-only)

- Applications that allow the caller to change information

In the first situation, the application commonly refers to information that
changes too often to build directly into a transaction definition. At the same
time, it is inefficient to repeatedly access a host for information that is not
updated frequently. To remedy the situation, Script Builder can access data
in the local ORACLE database or on ORACLE databases on remote
machines networked with TCP/IP and SQL*Net.

In the River Bank example (see Appendix A, Sample Application), interest
rates change once a week. It would be impractical to revise the application
every Monday to update rates and access the host system for data that
remains constant for all customers for the week. In the manual
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(nonautomated) version of the River Bank application, agents use a chart
containing the week’s interest rates. By changing a database, the chart is
easily updated to reflect each week’s rates, and agents can conveniently
consult the rate chart as needed during a transaction.

Script Builder can provide the rate chart using either /ocal or remote database
capabilities. A local database table resides in the local ORACLE database on
the Intuity CONVERSANT system. A remote database table is located in an
ORACLE database on a remote networked machine, sometimes called a
host computer.

Each Script Builder application can support up to 10 different database
tables. Each table can have up to 15 fields or columns. When you define the
table, you name each field and give its characteristics (type and length).

The field type determines the general kind of information to be included in the
field (that is, a string of characters, a date, a number, or a time).

ORACLE Errors If a screen display indicates an ORACLE error, you can retrieve more
information about the ORACLE error number by going to the system prompt
and typing /oracle/bin/oerr ora error_num

where error_num is the ORACLE error number in the reason field of the
system message.

You receive a brief explanation of the error, the “Cause” of the error and the
“Action” to correct the error.
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These ORACLE error messages are also logged in the System Message
Display screen. You may also see the ORACLE Error Messages and Codes
Manual for an explanation of the error. If the error is unique to the UnixWare
environment, see the ORACLE for UnixWare Technical Reference Guide for
more detailed information.

Each row (record) in a table is related to a single item and includes the
information in each column. The number of records contained in a database
table is limited only by the amount of disk space allocated to the ORACLE
database when it is installed.

A CAUTION:
You should access a database only through Script Builder menus. Any
changes made using ORACLE DBMS commands will have unpredictable

results.
Accessing a To access the database table to edit an existing table or to create a new
Database Table table, perform the following procedure:

1 From the Define Application menu (Figure 14 on page 40), select

>Dat abase Tabl es
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The system displays the Table Name menu (Figure 37 on page 148). This
menu lists the names and corresponding database access IDs of all
database tables that have been added to the application. If a table has
been added but not defined, it appears with an asterisk (*) in the Table
Name menu.

Figure 37. Table Name Menu

Table Name Database Access I
river_dhb DB1_local
Adding a New You can add a new database table to the system, or you can add an existing
Database Table database table to your application.

The following rules apply when naming a database table:
e The name must be from 1 to 11 characters in length.

- Valid characters are letters (A—Z and a-z), numbers (0-9), and
underscore ().

- The application’s first character must be a letter (A—Z, a—2z).
« Names are case sensitive; that is, ABC is not the same as Abc or abc.

Note: Before using the Script Builder Add a Table screen to add or
access tables that reside in remote ORACLE databases, you must
first establish connections to the database(s) you wish to access
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by defining a database access ID for each database. See Chapter
6, “Database Administration,” in Intuity CONVERSANT System
Version 7.0 Administration, 585-313-501, for information on
defining database access IDs.

Adding a Local To add a database table to your application:
Database Table )
1 Press F1 (Add) from the Table Name menu (Figure 37 on page 148).

The system displays the Add a Table window (Figure 38 on page 149).
This window allows you to add a new table and the corresponding
Database Access ID.

Figure 38. Add a Table Window

Table Name:
Database Access ID: DB1_local

2 Inthe Tabl e Nane field, enter the name of the new table. See the rules for

adding a database table in Adding a New Database Table on page 148.

Note: Make sure each database table has its own unique name among
other applications. When you are adding a database table name,
the system checks with the ORACLE DBMS referenced by the
Database Access ID to see if a table by the same name exists in
that database. If a table with this name already exists, the system
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asks if you want to use the same name. If you choose to use that
database table, you become an owner of that table. Note that the
shared database table name will appear in the Table Name menu,
but that it will not have an asterisk preceding it because it has
already been defined. For more information about sharing

databases, see Sharing Database Tables on page 165.

3 Inthe Dat abase Access | Dfield, enter the applicable database access
ID to change the default value of this field or press F2 (Choices) for a
menu.

4 Press F3 (Close).

The system adds the database table name and database access ID to the
list of database tables.

The asterisk next to the new database table name indicates that it is
undefined. It has neither structure nor content. You must define a
structure for the database table in order to successfully install your
application. You can define a structure for the database table and not
enter any data.

Note: If a script accesses multiple tables, some performance
improvement may be gained by defining multiple Database
Access IDs to the same database and splitting script table access
evenly between these multiple database access IDs.
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Adding a Remote
Database Table

The Intuity CONVERSANT system supports the creation of remote ORACLE
database tables. The remote ORACLE database can be created with
different ORACLE Versions, such as Version 5, Version 6, or Version 7.
ORACLE Version 7 differs from ORACLE Version 6 in the definition of
character fields. For example, in ORACLE Version 6, the field name CHAR
defines a variable-length character string, while in Version 7, the CHAR field
defines a fixed-length character string and the VARCHAR?2 field defines a
variable-length character string.

The CHAR field will be automatically upgraded to a VARCHAR?2 field when
the ORACLE Version 6 database table is migrated to Version 7. With this
upgrade, it is important that you do not use an existing remote ORACLE
Version 7 table that contains the CHAR field to define a variable length
character string. The CHAR field should instead be replaced by VARCHAR?2.

Script Builder uses the oraldb database DIP to interface with the database
tables. The DIP deals only with the tables (remote or local) created by the
SQL*Plus user “sti/sti.” If, for any reason, table(s) in an application cannot be
created and owned by the user “sti/sti,” a few extra operations must be
performed before an application can refer to such a table.

For example, suppose you want to refer to a table “scott_tbl” created by
SQL*Plus user “scott/tiger” in your application. You must complete the
following steps before adding this table to your application:

1 Grant access of the table to the user “sti/sti":

a Log in to SQL*Plus as “scott/tiger”
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b Type grant all on scott_tbl to sti

2 Create a synonym for the user “sti/sti” that uses the same name as the
table name:

a Log in to SQL*Plus using “sti/sti"
b Type create synonym scott_tbl for scott.scott_tbl

Note: The synonym must use the same name as the table name. Any
deviation of the naming causes errors during runtime. Note that
the non-"sti/sti” ownership is only supported on an ORACLE
Version 6 or Version 7 machine (remote or local). If your machine
has ORACLE Version 5 loaded, your application cannot access
tables that were not created/owned by “sti/sti” using the generic
database DIP.

Defining the Defining the database table structure is similar to setting up the columns and
g{artl?gi?g Table rows of a chart. Your options for defining the database table structure are:

- Adding one or more fields (columns) to the database table

~ Name must be from 1 to 24 characters in length.

~ Legal characters are letters (A—Z and a—z), numbers (0-9) and
underscore ().

~ First character must be a letter (A—Z or a-z).
- Defining the field characteristics
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The data you will enter in the column later must conform to the
characteristics of the field at the head of the column.

- Removing a field (column) from the database table

A CAUTION:

The system does not allow you to define and read a database table at the
same time. Therefore, you should redefine information in a database table
during off hours or after any scripts accessing the database table have been
disabled.

A CAUTION:

If an ORACLE database has multiple connections to it (either local or
remote), any changes made to the definition of an existing table within that
database will not be known by any of those connections until a stupefy and
then start_vs has been executed on each machine that has a connection
(that is, a Database Access ID that has been defined) to that database.

A database table that is currently locked by other processes cannot be
redefined (saved). The following message displayed on the screen indicates
that the table is currently locked:

Alter failed...Can’t drop original table

You should make sure that the table is not currently accessed by other
processes before redefining the table. If the problem persists, you may want
to restart the database to clear the condition. The database may keep a table
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locked inappropriately, so a restart on the database (where the table resides)
may clear the condition.

To define the structure of a database table:

1 Highlight the database table to be defined from the Table Name menu
(Figure 37 on page 148).

2 Press F4 (Define).

The system displays the Define Table Structure menu (Figure 39 on page
154). It contains a list of all fields, or column headings, for the database
table. For a new database table, the list is empty.

Figure 39. Define Table Structure Menu

Define Table Structure

touchtone
current_rate

3 Press F1 (Add) to add a field to the database table.
The system displays the Add a Field window (Figure 40 on page 155).

a Type the field name. Field names must be unique within an application
script.
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Figure 40. Add a Field Window

b Press F3 (Close) when you are finished typing the new field name.

Note that the name (and column) are added following the field (and
column) currently highlighted in the Define Table Structure menu.

A CAUTION:

After completing the Add a Field window, it is important that you immediately
define the field before you SAVE the data. If you define the field after you
have completed a SAVE, Script Builder may not allow you to redefine the field
if data exists in the table. The exception to this is the redefinition of a field
from num, date, or time to char even if data exists for the table.

4 Press F4 (Define).

The system displays the Define Field window (Figure 41 on page 155).
Figure 41. Define Field Window

Type: char
Column Width: 10
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a Inthe Type field, enter or select the field type. The default is char. See
Data Fields on page 42 in Chapter 3, Data Management, for more
information about field types.

Note: Depending on the particular ORACLE Version (6 or 7) being
accessed remotely, Script Builder masks the field type, char, to its
appropriate definition. The field will be read as CHAR for ORACLE
Version 6, and as VARCHAR?2 for Version 7.

b Inthe Column Width field, enter a number for the column width.

The second blank is for a special attribute of table fields only and
determines the width of the column for the data. The char field default
width is 10, while the maximum width is 50. The num field default width
is 10, while the maximum width is 11. This width may be more
restrictive than the regular limit of the field’s type.

For example, the size of a number can be no larger than the field width.
If the field width is 4, a number in that field is limited to a range of -999
to0 9999 (or +999 if the sign is used). Date fields must have a column
width of 10 to accommodate their formats. Time fields must have a
column width of 11. If you attempt to use a smaller width, Script Builder
sounds a “beep” and a warning message tells you to increase the
width.
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Also, you can press F4 (Define) to change the field type and/or column
width of an already-defined field. If a record already exists for a
database table, the only type changes allowed are num, date, and time
to char.

Note: If you shrink the width of a column that contains data, the data is
truncated from the right as necessary to fit, possibly with
undesirable results. For example, the number 1234 in a column
that is changed to a width of 3 is truncated to 123.

¢ Press F3 (Close) when finished entering the information.
5 To remove a field from a database table, press F2 (Remove).

~ Press F8 (Chg-Keys), then F3 (Save).

A CAUTION:
The column associated with the field, including any data in the column, is
deleted. Once removed, the field, column, and data cannot be recovered.

~ Press F6 (Cancel) to leave the screen without removing the field.

Editing Database Table Contents

Use the edit table feature to add records to the database table or to edit
existing records. For example, when the River Bank database is updated
each week, the same table structure is used. Only the contents are modified.
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Likewise, the contents of a database can be edited within an unchanging
structure.

In another situation within an application, you may want the caller to access
the database table and be able to make changes to it. This is useful when the
caller needs to change personal information in an account without agent
intervention. These changes are made possible through the Modify Table
action step in the transaction definition. See Chapter 7, Defining the
Transaction, for more information on the Modify Table action step.

Your options for editing the contents of a database table include:
« Adding one or more records to the table

« Searching for one or more records in the table
« Changing the contents of a record already in the table
« Removing one or more records from the table

Note: When editing records in a local database table, Script Builder
automatically removes any spaces at the end of a field when
storing the field information in the local database.

Note: If arecord is created outside of Script Builder, be sure to remove
any spaces at the end of a field if you want to use Script Builder at
a later time to edit the field information.
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Accessing the Edit  To edit the contents of a database table:
Table Window o )
1 Highlight the database table to be edited from the Table Name menu

(Eigure 37 on page 148).

2 Press F6 (Edit).
The system displays the Edit Table window (Eigure 42 on page 159).

Figure 42. Edit Table Window

acct_type sauvings
touchtone 1
current_rate 500

Adding Database To add records to a database:
Table Records . . .
1 From the Edit Table window (Figure 42 on page 159), press F1 (Add).

The system displays the Add Record to Table window (Figure 43 on page
160).
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Figure 43. Add a Record to Table

Add Record to Table {river_db}
account_type

tt_code _
current_rate

There is one blank for each new field of the record to be added to the
table, preceded by the appropriate field name. Any or all blanks for a
given record may be left empty, if desired. Added records are added at
the end of the table.

2 Enter a record.

3 Press F3 (Save) when the record is complete.

Searching for a A search must be completed to change a record. To search for a particular
Record '

1 From the Edit Table window (Figure 42 on page 159), press F5 (Search).

The system displays the Search for Record in Table window (Figure 44 on
page 161).
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Figure 44. Search for Record in Table Window

Search for Record in Table {river_db}
account_type

tt_code

current_rate

2 Type the desired data next to the proper field name. The data must be
typed exactly as it appears in the table.

You can search for any number of fields. Some or all fields may be left
blank. For example, to start displaying all the records from the beginning
of the table, leave the form field blank.

3 Press F3 (Save) when the form is completed.

The system displays the Edit Table window with the first of the matched
records. If there are no matches, the Search for Record in Table window
remains on the screen with an error message.

4 Press F6 (Next) to move through the records.

Once a record has been matched, you can be remove it, change it, or
display the next record.
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Changing a To change a database table record:
Database Table ) i .
Record 1 Make the record you want to change appear in the Edit Table window

(Eigure 42 on page 159). This is normally the result of a search, or you
can press F6 (Next) to move through the records.

2 Press F4 (Change).

The system displays the Change Record in Table window (Figure 45 on
page 162).

Figure 45. Change Record in Table Window

Change Record in Table {river_db}

account_type checking
tt_code 2

current_rate 525

3 Move the cursor to each field you want to change, and type the new value,
replacing the old one.

4 Press F3 (Save) to enter the changes into the database table, or press
F6 (Cancel) to leave the database record unchanged.

Removing a To remove a record from a database table:
Database Table ) . i
Record 1 Make the record you want to remove appear in the Edit Table window

(Eigure 42 on page 159). This is normally the result of a search, or you
can press F6 (Next) to move through the records.
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A CAUTION:
Be careful when executing the F2 (Remove) function. The system does not
display a warning before removing the local database records.

2 Press F2 (Remove), or press F6 (Cancel) to retain the database record.

The system removes the record from the database table. If duplicate
records exists, the system deletes the duplicates and the record you
indicate. Once removed, the record cannot be recovered.

Removing a Database Table

To remove a database table from your application:

A CAUTION:

Exercise extreme caution when removing database tables, particularly
database tables on remote machines that are also accessible to other remote
machines. If you proceed with the remove function, the entire database table,
including name, structure, and contents, is removed and will be unavailable
for use by your machine and other remote machines.

1 In the Table Name menu (Figure 37 on page 148), select the name of the
database table you want to remove.

2 Press F2 (Remove).
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The system displays the Remove Table Confirmation window
(Figure 46 on page 164).

Figure 46. Remove Table Confirmation Window

Remoue Table Confirmation

This table has been defined and possibly has records.

Press CONT  to remoue the table, including associated data,
Press OUN to remoue your ownership of the table, on
Press CANCEL to keep the table.

3 Then, choose:
~ Press F3 (Cont) to remove the table and associated data.

Once removed, the database table cannot be recovered. If the
database table contains no fields, no confirmation is displayed.

~ Press F2 (Own) to remove your ownership of the table.
~ Press F6 (Cancel) if you decide not to remove the table.

A CAUTION:

After removing a database table, you should make sure that all transactions
referencing this table or fields within the table are removed. Once defined as
a database field in the transaction, a field remains a database field even after
the associated table is removed.
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Sharing Database Tables

You may choose to use database tables from other applications. Database
tables may be shared in the following ways:

« By specifying an existing database table name in the Table Name menu
(Figure 37 on page 148).

Specifying table names allows you to own the database table. Ownership
gives you the capability to edit the data within the database table.

- By naming an existing database table within the transaction definition, but
not specifying the table name in the Table Name menu.

While you may share the data in the database table, you cannot edit data
within the table using the Database screen if you do not own the table.
Data within the table may be changed based on caller input by using a
Modify Table action in the transaction definition of the application.

A CAUTION:

When using shared database tables, be aware that the database table can be
changed by another owner. A system of communication to inform co-owners
of database changes should be in place. If undefined tables or fields appear
while performing a VERIFY of the application, see Chapter 1,
“Troubleshooting,” in the maintenance book for your platform.
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Tables with the same name residing in different ORACLE databases on
different machines may not be accessed by the same application without first
creating a separate view or synonym of one of the tables. The view name or
synonym is then used to access one of the tables, acting as an “alias” for the
real name. See the “SQL*Plus User’s Guide and Reference” for information
on creating views of tables.

Restoring Local Database Tables

To restore local database tables:

1 In the Script Builder Applications menu (Figure 12 on page 36), highlight
the application for which you are restoring database tables.

2 Insert the appropriate disk or tape into the drive.

3 Press F6 (Restore).

The system displays the Restore Components menu (Figure 47 on page
167).

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 166

Builder 585-313-206



5 Creating Database Tables Restoring Local Database Tables

Figure 47. Restore Components Menu

Restore Components

YAll of the Application

Local Database Tables

Speech |
Transaction !
4 Select

>Local Dat abase Tabl es

The system displays the message:

Enter "F" to use FLOPPY DI SK
Enter "C' to use CARTRI DGE TAPE

Enter "Q' to stop.

5 Enter F if you are restoring from floppy disk, C if you are restoring from
cartridge tape, and Q if you want to quit.

After the database tables have been restored, the following system
response appears:

Restore tabl es successful
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6 Press ENTER to return to the Restore Components menu.

See Restoring an Application on page 691 in Chapter 10, Application
Administration, for more information about restoring Script Builder
applications. See Chapter 2, “UNIX Administration,” in Intuity CONVERSANT
System Version 7.0 Administration, 585-313-501, for information about
UnixWare restore service operations.

Tips for Database Tables

This section includes tips for working with database tables in your Script
Builder applications.

Creating Larger Tables created through Script Builder use the system default storage

Initial Extend for parameter values which may be too small for some of the application tables.

Tables/Indexes g
If you expect the application table may grow larger than 1 MByte, use
SQL*Plus to create the table. In SQL*Plus, you can specify the “storage”
statement when creating a table.

Specifying a larger initial extend to start with reduces the chances of the table
growing into many fragmented extents in the future. For example, if you
estimate the application table will eventually grow to 5 MByte, run sqlplus and
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create the table MYTABLE as follows with 5 MByte to start and expand in 1
MByte trunks if needed:

create table MYTABLE (EMPLOYEE varchar(60), ...)
storage (initial 5m, next 1m);

Without specifying the storage statement, the table starts with the initial

10 KByte size and grows in 80 KByte trunks. The table may contain a lot of
small fragments which makes retrieval of the table slower than the table with
a larger contiguous space. In summary, try to make the initial extend as large
as you expect the table to grow.

Creating a Work Script Builder supports tables of up to 15 fields. Here is how you can work

Around for a Table R
with More Than 15 around the restriction.

Fields
Table for Read Only

Create a view that references no more than 15 fields of the real table (the
view must be owned by the sqlplus user sti). Treat the view as a table and
provide the view name (instead of the table name) when adding the table
to the application.

If all the fields (more than 15) are needed in the application, create
multiple views to reference all fields. All views should contain the same
key field so that your application can link them together. For example, if
the table is the Employee table, all views should contain the
Employee_number field. However, you have to rename the
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Employee_number in each of the views (Script Builder does not allow
duplicate field names).

Table to Be Inserted

As in creating a table for read only (see Table for Read Only on page
169), create multiple views for the table. Insert the record using viewl and
populate all fields for viewl. Select the record using view2, for example,
for the record you just inserted. Update the record using view2 to update
the remaining unpopulated fields.

Working Around the The Script Builder Database Administration screen limits the number of

'—gp'}\(’f l}gaIf‘br:es tables per application to 10, but you can reference additional tables in the

perApp © Transaction screen. In other words, you can only own up to 10 tables in an
application, but you can read or update an unlimited number of tables in an
application.

Connecting to a The Intuity CONVERSANT system is able to connect to any version of an

Remote Database  Qracle database using SQL*NET V2. The remote machine must have the
same version of SQL*NET software installed and activated. To use SQL*NET
V2, turn on the listener. There are other requirements besides SQL*NET that
must be met before the application can successfully access the remote
database:

1 A SQL*Plus user sti with password sti must be created.

2 The sti user must have create table privilege.
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Changing the
Definition of a
Large Database
Table

3 The object (table, view, or synonym) referenced in the application must be
owned by sti. If the table is not owned by sti, a view or synonym must be
created and owned by sti to reference the table. Then the view or
synonym is treated like a table in the Script Builder application.

4 If the remote table contains DATE data type, the LDBCOLS table must be
populated with corresponding entries.

If a table is already populated with many records (more than 300), do not use
Script Builder to change the table definition. The database DIP will perform
the following operations in response to a Script Builder change table request:

1 Create a temporary table with the new definition.

2 Copy all records from the old table into the new table.
3 Drop the old table.

4 Rename the new table to the correct name.

Completing step 2 may take a significant amount of time depending on the
size of the data. Script Builder waits for the transaction for only 30 seconds,
then determines the disposition of the transaction. It the database DIP takes
more than 30 seconds to perform the transaction, Script Builder times out. If
step 2 takes more than 45 seconds, other messages queued to the DIP are
be lost. If it takes more than 300 seconds, the DIP quits and must be
restarted.
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Informing the
Database DIP of
Changed
Definitions

Creating Indexes
for Large Database
Tables

In summary, use SQL*Plus to modify the table definition if a table already
contains more than 300 records.

To improve efficiency, the definition of a table used in Script Builder
applications is cached into the database DIP’'s memory. If the table definition
is changed using SQL*Plus, the DIP would not be aware of the changes. You
have to restart the database DIP to make it refresh its memory about the
table before you reverify/reinstall the application. You can either kill the DIP,
or restart the voice system. If you are using Script Builder to modify the table
definition, the DIP picks up the changes in real time. However, you still need
to reverify and reinstall the applications after the table is changed.

If you encounter a “maximum number of extents exceeded” error while trying
to create an index for a relatively large database table, it may be caused by
an ORACLE inefficiency present in both ORACLE Version 6 and ORACLE
Version 7. ORACLE internally uses a temporary segment to do the data
sorting needed for creating the index. In spite of the STORAGE statement
you may have specified for the index table, the space allocation of the
temporary segment is restricted by the tablespace default setting. In a
standard Intuity CONVERSANT environment, the SYSTEM tablespace has
the STORAGE default as (INITIAL 10K NEXT 40 KByte MAXEXTENTS 121).
This allows a segment to grow in 40 KByte trunks as many as 120 times for
total size of up to about 4.8 MByte (10 KByte + 40 KByte * 120) as default. If
the temporary segment is required to go beyond 4.8 megabytes to support
the index creation, the index creating process fails. You will likely get the
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ORA-01556 error (for ORACLE Version 6) or the ORA-01630 error (for
ORACLE Version 7) while trying to create the index.

If you believe the STORAGE statement you specified for the index table is
appropriate, perform the following procedure to work around the problem.

1 Log in as root.
2 Stop the voice system by entering stop_vs

This is recommended because creating an index for a large database
table may consume significant CPU resources. You can skip this step and
perform the rest of the procedure with the voice system running. However,
you should do this only if the traffic load is small enough that enough CPU
resources are available to support the traffic handling while the index
creation is in progressing.

3 Run SQL*Plus as system/manager by entering sqlplus
system/manager

4 Enter select * from sys.dba_tablespaces

5 If the values of INITIAL_EXTENTS, NEXT_EXTENTS and
MAXEXTENTS differ from the defaults set by Intuity CONVERSANT,
which are 10240, 40960 and 121 respectively, take note of the current
value of these variables (you should re-tune your database when you
have completed this procedure).
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6

10

11

Enter alter tablespace system default storage (INITIAL xM NEXT yM
MAXEXTENTS 121);

where x is the size in megabytes that you want the temporary segment to
start with, and y is the size in megabytes that you want the temporary
segment to expand each time. You can choose to use “K” instead of “M” to
specify sizes in kilobytes. Specify the value and unit carefully. For
simplicity, you can use the values and the unit you specified in the
STORAGE statement for the index table.

Exit SQL*Plus by entering quit
Re-run your procedure to create the index table.

If the problem persists, it is possible that the STORAGE statement
(INITIAL and NEXT values) is still not appropriate. Repeat step 3, step 6
(with increased values), and step 7. If you believe the problem cannot be
resolved by repeating these steps, continue with step 9.

Run SQL*Plus as system/manager by entering sqlplus
system/manager

Enter alter tablespace system default storage (INITIAL 10240 NEXT
40960 MAXEXTENTS 121);

If you noted that the values in step 5 were different from these default
values, replace the values you wrote down in step 5.

Exit SQL*Plus by entering quit
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12 If the index creation was successful, re-start the voice system by entering
start_vs

13 If the index creation failed in step 8, contact the Lucent Technologies
Technical Support Center.

Note: See Chapter 6, “Database Administration,” in Intuity
CONVERSANT System Version 7.0 Administration, 585-313-501,
for more information on indexing database tables.
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Overview

6 Defining Parameters

The Parameters component of Script Builder allows you to control how an
application responds based on date, time, speech available, and host
computer available. This chapter discusses how to administer the parameter
settings for an application. Topics covered include:

Accessing the Parameters Menu on page 177

Defining Business Hours on page 178

Defining Call Data Events on page 182

Defining Holidays on page 188

Defining the Host Interface on page 191

Defining Seasonal Greetings on page 200

Defining Shared Host Applications on page 204

Defining Shared Speech on page 207

Using Parameter Settings in the Transaction on page 210
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Accessing the Parameters Menu

When you are ready to define the parameters that are specific to your
application, you must access the parameters menu. To access the
parameters menu:

1 Select Parameters from the Define Application Menu (Figure 14 on page
40).

The system displays the Parameters menu (Figure 48 on page 177).

Figure 48. Parameters Menu

iﬁiﬁiﬁiﬁiﬁ

-Business Hours
Call Data Events
Holidays
Host Interface Parameters
Seasonal Greetings
Shared Host Applications
Shared Speech Pools

2 Select the parameter that you want to define.

Note: Administer all of your parameters before you begin defining the
Transaction component for the application.
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Defining Business Hours

An installed Script Builder application that is running on the system operates
continuously. However, a part of the application may depend on an external
activity that does not run 24 hours a day, such as agents or a host computer.
Because of this dependency, you may need to use the Business Hours
parameter to limit some services to times when resources are available.

In the River Bank sample application (see Appendix A, Sample Application),
callers can be transferred to customer service representatives who are on
duty from 8:00 AM until 4:30 PM, Monday through Friday.

Hours In and Hours The times when the service representatives are available are called Hours In.
Out All other times are Hours Out. Use the Parameters component to define
these business hours.

Note: The system is not logged off from the host computer during the
Hours Out period. If the host is taken down, the system
periodically tries to log in until the host is brought back up.

When the application is running, the system checks the time of day and day
of the week for each call, then determines whether it is an Hours In or Hours
Out call. The system automatically refers to the appropriate subroutine (label)
of a transaction to accommodate time-dependent calls.

Each period between Start tinme and End ti me is defined as Hours In. All
other times are called Hours Out.
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Note that an Hours In time range can span one or more days. For example, to
specify continuous Hours In from 8:00 AM Monday through 5:00 PM Friday,

onlyfillinthe Start ti me on Monday and the End ti me on Friday (Figure 49
on page 179).

Figure 49. Business Hours Screen
DO YOU ALLOW SPECIFIC BUSINESS HOURS: yes

BUSINESS HOURS(hours:minutes am/pm)
Start time End time

SUN:
MON:
TUE:
WED:
THU:
FRI:
SAT:

08:00 AN

H

gl
=

The system needs to be able to determine if any time during the week is
Hours In or Hours Out. Check to make sure that there are no overlaps of
times, and that all times excluded are supposed to be Hours Out.
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A CAUTION:

If you use the Business Hours parameter, make sure the UnixWare operating
system date and time have been set correctly. See Chapter 8, “Daily
Administration,” in Intuity CONVERSANT System Version 7.0 Administration,
585-313-501.

Specifying To specify Business Hours:
Business Hours ) ) )
1 Access the Parameters menu as described in Accessing the Parameters

Menu on page 177.
2 Select

>Busi ness Hours

The system displays the Business Hours screen (see Figure 49 on page
179 for an example).

3 Change the value in the DO YOU ALLOW SPECI FI C BUSI NESS HOURS field
from no (default) to yes by entering y, or press F2 (Choices) to select from
a menu.

Note: If the value in this field is no, the entire application transaction is
continuously accessible, and you cannot move the cursor
anywhere else on the screen.
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4 For each applicable day:

a Type the desired hour or press F2 (Choices) to select the hour from a
menu. Valid entries are the integers from 1 to 12. Note that 12:00 a.m.
is considered midnight, and 12:00 p.m. is considered noon (to avoid
this sometimes confusing issue, you could specify 12:01 a.m. as
midnight and 12:01 p.m. as noon).

b Type the desired minute or press F2 (Choices) to select the minute
from a menu. Valid entries are the integers from 1 to 59.

¢ Press F2 (Choices) to select from the menu. Valid entries are AM and
PM.

5 When the Business Hours screen is complete:

a Press F3 (Close) to enter the business hours in the Parameters
definition.

The system reminds you to make sure your transaction definition
specifies the action steps to be performed during the Hours In and
Hours Out time periods. For more information on specifying the action
steps for labels in an application, see Chapter 7, Defining the
Transaction.

b Press F3 (Save) to save the information.

¢ Select another item from the Parameters menu, or press
F6 (Cancel) to return to the Define Application menu.
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Defining Call Data Events

Use the Call Data Events parameter to collect and save data. The Call Data
Events parameter allows the system to collect two types of data about every
transaction that occurs on the system. One kind of data is generic data that
applies to every call and is captured automatically by the system. The other
kind of data is application-specific custom data that requires knowledge of the
particular transaction. This type of data must be requested,; it is not captured
automatically by the system. Script Builder deals only with the application-
specific custom data, since generic data is collected already for every call.

Application- You can decide if application-specific data is to be collected and indicate
Specific Data what data to store. This data is then appended to the call record that is
automatically generated for the generic data.

For example, a banking application could save the caller's account number
and current balance, so that bank managers can analyze what accounts use
the service and how they use it. Or, perhaps a college registration application
saves the student’s ID number, the number of courses added, and the total
number of course hours registered.

The Call Data Events window (Figure 50 on page 183) is for indicating the
application-specific custom data that is to be collected and saved for each
call. This information can be accessed later for analysis or summarization.
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Figure 50. Call Data Events Window

Call Data Euvents

Use Script Builder only for specifying the values of the custom data fields to
be passed to the system for compilation. The system performs call data
compilation and reporting. See Chapter 3, “TAS Script Instructions,” in Intuity
CONVERSANT System Version 7.0 Application Development with Advanced
Methods, 585-313-203.

Specifying Fields You can specify any field used in the transaction. That is, you can list host
fields and local database fields as well as system and transaction fields. If the
field is used during the transaction, the value it holds when the transaction
ends is saved. If the field is not used during the transaction, the field contains
0 (zero) for type numor null for types char, dat e, and t i ne. For more
information on field types, see Field Type on page 47 in Chapter 3, Data

Management.

The value in the field when the transaction ends is what gets captured and
stored in the call data record. A transaction ends when a Quit action step is
performed or when a caller hangup is detected. Some fields are used many
times within a call, therefore, earlier values are replaced by the most recently
stored values.
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An example is the system field $Cl _VALUE, the default field for getting a
caller's input. A transaction might use this field several times. If you want one
of the early values entered by the caller, you must preserve it so that the
value is in a field when the transaction ends, and you must include that field’s
name in the list in the Call Data Events window. To preserve the value, use
the Set Field Value action step. See Chapter 7, Defining the Transaction, for
more information.

Specifying Call Data To specify call data events:
Event Information ) . .
1 Access the Parameters menu as described in Accessing the Parameters

Menu on page 177.

2 Select

>Cal | Data Events

The system displays the Call Data Events window (Eigure 50 on page
183).

3 To add a field, press F1 (Add).

The system displays the Enter Name of Field window (Eigure 51 on page
185).
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Figure 51. Enter Name of Field Window

Enter Name of Field

Calldata Event:

a Type the name of the desired field or press F2 (Choices) to select from
a menu of all fields referenced in the application.

You may also add a new field, as opposed to a field that already exists
in the application. However, you can not define the new field in the
Enter Name of Field window. You must define each field in its
respective Script Builder component (for example, Host, Local
Database, or Transaction). See Chapter 2, User Interface, and Chapter
7, Defining the Transaction, for further information on creating new Call
Data Event fields.

b Press F3 (Close) to save the additions, or press F6 (Cancel) to close
the window and return to the Call Data Events window.

4 To remove a field from the list, use the cursor movement keys to highlight
the field, then press F2 (Remove).

5 Press F3 (Save) to preserve the additions and/or deletions made.

6 Press F6 (Cancel) to close the menu and return to the Define Application
menu.
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Call Event Limits The maximum number of fields that can be captured and stored is 100. The
system reserves a fixed amount of space for application-specific call data.
Because of the way the system uses this reserved space, the exact number
of fields that can be handled in any given application depends on the field
types. When you try to install your application, Script Builder calculates how
much space it uses and how much remains. A warning message appears if
the available space is used up or exceeded. Any fields listed beyond the
system capacity are ignored.

The following are examples of these limits:

- If all fields you want to save are numeric or short character fields (1, 2, or
3 characters long), you can save 100 fields.

- If all fields are strings of 7 characters, such as standard 7-digit telephone
numbers, you can save 50 fields.

- If all fields are dates, which are stored internally as strings of 8
characters, you can save 33 fields.

- If all fields are social security numbers (9 characters), you can save 33
fields. Each field could come from either caller touch-tone input or from a
host screen or local database. Note that social security numbers are in a
range such that they can be represented within Script Builder as a num
field. That s, you could get a social security number as a 9-digit char field
and save it in a numfield. This way you could save 100 such numbers, but,
you would later have to convert the number back to a char field.
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- If all fields are 14-character credit card numbers, you can save 25 fields.

- If all fields are 24-character fields, such as product names retrieved from
the host or a local database, you can store 14 fields.

Note: No single event can be more than 80 characters in length.

Most applications have fields of different types and sizes. This makes it
difficult to determine exactly how many fields you can save for a particular
application.

A CAUTION:

Call event data is stored and retrieved by Script Builder according to a script
name and an internal event ID. If a call event field is modified, whether
through an ADD or REMOVE of an event field in the appl_name.D file, the
mapping between an internal event ID and an event field is corrupted and the
call data will be incorrect. Therefore, if you want to save or use existing call
event data, copy and rename the script each time you modify an event field in
an existing script. The existing call event data may then be accessed using
the name of the old script.

For more information on sizing the database and how call events affect the
database, see Chapter 6, “Database Administration,” in Intuity
CONVERSANT System Version 7.0 Administration, 585-313-501.
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Defining Holidays

Use the Holidays parameter to specify how calls are to be handled during
holidays. It works much like the Business Hours parameter.

Holiday dates are entered on a holiday list. When calls come into the system,
the date is checked, and if the current date is one of those dates in the
holiday list, the transaction begins at the Holiday label. For more information
about using labels, see Chapter 7, Defining the Transaction.

Note: You do not need to use the Holiday feature; that is, you do not
need to include any dates in the Holiday list. If dates are in the list,
you must provide a Holiday label in the transaction.

Specifying Holidays To specify Holidays:

1 Access the Parameters menu as described in Accessing the Parameters
Menu on page 177.

2 Select

>Hol i days

The system displays the Holidays window (Figure 52 on page 189).
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Figure 52. Holidays Window

'Holidays
Date
12/25/1997
01/01/1998
01/20/1998
02/17/1998
04/10/1998
05/25/1998
07/04/1998
09/07/1998
10/12/1998
11/26/1998

-12/25/1998

The Holidays window contains a list of dates in which calls are to be
handled differently because of a holiday. You can remove holidays or add
them to the top of the list. Dates appear in the format of month, day, and
year (MM/DD/YYYY).

Note: Older applications using the date format of MM/DD/YY are
converted automatically to the date format MM/DD/YYYY during
installation.
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3 Each new holiday you add appears below the cursor location in the
Holidays window. To add a holiday, place the cursor in the desired
location, then press F1 (Add).

The system displays the Add Holiday window (Eigure 53 on page 190).

Figure 53. Add Holidays Window

mi / dd / yyyy

Date:

a Use the cursor movement keys to move through the window, filling in
the date of the new holiday, or press F2 (Choices) to select a date.

b After the date is entered, press F3 (Close) to add the date to the
holiday list. At this point, the date is validated. If the date is incorrect for
the calendar year specified (such as 02/29/1999), an error message
appears in the message line.

Note: The Add Holiday window remains open until all new dates are
added. To close the Add Holiday window, press F6 (Cancel). If
you press F6 (Cancel) with unsaved information in the Dat e fields,
a screen appears telling you that changes to this window have not
been saved.

c Press F3 (Save) then F6 (Cancel) to return to the Parameters menu.
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4 To remove a holiday, use the cursor movement keys to move to the date
to be removed.

a Press F2 (Remove).
b Select and remove additional dates if required.
¢ Press F3 (Save) then F6 (Cancel) to return to the Parameters menu.

Defining the Host Interface

The Host Interface parameter allows you to specify a host interface within the
application. If your application uses a host interface, you must specify certain
parameters of the host environment.

Note: The default for a new application is that a host interface is not
being used. If your application does not use a host interface,
Script Builder needs no further information.

Host Timeout Script Builder uses host timeout values in the Host Interface Parameters and

Values in the transaction to indicate trouble conditions when expecting a screen from
the host computer. The timeout values indicate how long the system will wait
for a screen from the host computer. The timeout values that you need to set
in the Host Interface Parameters screen (Figure 54 on page 198) are

« [nitial Timeout

» Unrecognized Screen Timeout
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« LU Availability Timeout

Host timeouts occur during a Send Host Screen action step. You specify the
way the transaction responds to the timeout in the following Get Host Screen
action step. See Defining Send Host Screen on page 312 and Defining Get
Host Screen on page 258 in Chapter 7, Defining the Transaction, for more
information.

Initial Timeout Initial Timeout is the maximum time the system waits for the first screen to
arrive from the host in response to a Send Host Screen action step. Message
HOSTOO01 is logged if the host does not send a screen within the Initial
Timeout value.

Valid values for Initial Timeout are from 0 to 300. Values from 1 to 300 specify
time in seconds. A value of zero (0) specifies that the system waits
indefinitely for a screen from the host computer.

When an Initial Timeout occurs, a HOST_TIMEOUT condition (state) exists
on that session until it is removed by the system. A Get Host Screen action
step executed during a HOST_TIMEOUT state performs the action steps
listed for the HOST_TIMEOUT state if that state is specified. If this state is
not specified, the application does one of the following:

1 Continue with the next action step following the Get Host Screen action if
the assigned session is logging in, logging out, or recovering.

2 Quit if handling a call.
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Following this, the system removes the HOST_TIMEOUT state. The next
Send Host Screen starts the timer again.

In specifying the Initial Timeout value, consider the host performance. The
goal is to avoid a timeout caused by a typical busy condition, while not
pausing the running application any longer than necessary to detect a
problem condition. The Initial Timeout should be set to the time the host takes
to respond after sending a screen. The first response from the host to a Send
Host Screen action usually takes longer than later responses during the
transaction. To account for this, the Initial Timeout should be set larger than
the Unrecognized Screen Timeout (see Unrecognized Screen Timeout on
page 194). The default value is 60 seconds, although many systems can
work well with a value closer to 10 seconds. For best results, use a value
recommended by someone who knows your host system well.

The application waits up to the Initial Timeout value for the response from the
host only if the request to send a screen was accepted by the 3270 circuit
card. Otherwise, the Send Host Screen action fails immediately and returns
the error HOST004 (for some reason, the host is not talking to your computer).
If the host link is broken, the Send Host Screen action usually returns with
HOST004 instead of HOST001( HOST_TI MEQUT) . A Get Host Screen action step
that is executed while a HOST004 error is active performs the action steps
listed for the UNRECOGNIZED_ SCREEN state if the state is specified.
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Unrecognized The Unrecognized Screen Timeout is the time allowed for the host to send an

Screen Timeout expected screen (that is, a screen that matches the screens listed) in the Get
Host Screen action. Message HOST002 is logged if the host does not respond
with an expected screen within the Unrecognized Screen Timeout period
(and the HOST_TIMEOUT condition does not exist). When an Unrecognized
Screen Timeout occurs, an UNRECOGNIZED_SCREEN condition (state)
exists. A Get Host Screen action step that is executed during an
UNRECOGNIZED_SCREEN state performs the action steps listed for the
UNRECOGNIZED_SCREEN state if the state is specified.

Each unexpected screen sent from the host restarts the Unrecognized
Screen Timeout timer. For example, if an unexpected screen arrives from the
host with 15 seconds remaining before the 60-second Unrecognized Screen
Timeout value expires, the Get Host Screen action waits another 60 seconds
for the expected screen.

The Get Host Screen action step is completed when one of the following
occurs:

« An expected screen arrives before the Unrecognized Screen Timeout
occurs — the system performs the action steps listed for the case that is
matched by the expected screen.

« An Unrecognized Screen Timeout occurs — the system performs the
action steps listed for the UNRECOGNIZED_SCREEN state if that state
is specified.
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- A HOST_TIMEOUT state exists — the system performs the action steps
listed for the HOST_TIMEOUT state if that state is specified.

Valid values for Unrecognized Screen Timeout are from 0 to 300. Values
from 1 to 300 specify time in seconds. A value of zero (0) specifies that the
system waits indefinitely between screens from the host computer.
Sometimes when expecting a specific screen from a host, different
intermediate screens appear before the desired screen arrives. If an
Unrecognized Screen Timeout occurs, it may be due to unexpectedly slow
host performance causing eventual failure of an expected screen to arrive.
Give the same considerations to this value as to the Initial Timeout value, as
described in Initial Timeout on page 192.

Logical Unit The system connection to the host is made via an SDLC/RS-232 and/or

Availability Timeout  token ring interface, using up to 128 emulated IBM 3270 terminals. Each
terminal is assigned a logical unit (LU), or channel, to the host. The system
supports up to three cards (two SDLC cards, plus a token ring card), one for
each host connection. The LUs are numbered from 0 to 127. Note, however,
that the maximum system capability is a combined total of 128 LUs on all host
cards.

The LU Availability Timeout is the maximum amount of time, in seconds, that
the system waits for an LU to become available. The valid values range from
0 to 45. Values from 1 to 45 specify time in seconds. The default is zero (0),

meaning that the system should not wait for an LU.
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Reserve a Logical ~ You can specify if the system reserves an LU when a call comes in. This

Unit refers only to the home host application, not to other applications sharing this
host application. If an LU is not reserved, the system assigns an LU the first
time a Get Host Screen or Send Host Screen action step occurs. The easiest
way to provide host access is to reserve an LU at the start of the call and not
release it until the end of the call. This is the system default process for host
applications.

Logical Unit Login  Use the Host Interface Parameters screen to list up to 128 login IDs, and the

IDs / Passwords corresponding password values, if any. In other words, up to 128 entries to a
host session are available. You specify which entries you want to make
available to the application. When the application is assigned, it attempts to
log in to the host using as many entries as required for the number of LUs
assigned. The system uses the next available (unused) login ID and its
corresponding password for system fields $HOST_LOGINID and
$HOST_PASSWORD, respectively (or for the fields you have selected for
those values).

Note: You must have as many login IDs and passwords as needed to
accommodate the number of LUs assigned in the application.

Note: If your application needs only a single login ID and/or password for
all host LUs used, you could set the login ID and/or password as a
constant in your application.
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A CAUTION:

During development and testing, activate only one LU to minimize recovery
procedures if problems occur.

Specifying Host To specify the Host Interface parameters:
Interface
Parameters 1 Access the Parameters menu as described in Accessing the Parameters
Menu on page 177 at the beginning of this chapter.
2 Select

>Host Interface Paraneters

The system displays Page 1 of the Host Interface Parameter screen
(Figure 54 on page 198).
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Figure 54. Host Interface Parameters Screen, Page 1

Host Interface Parameters Page 1 of 4
Is a host interface definition contained in this application?: yes
Initial Timeout(sec): DGO

Unrecognized Screen Timeout(sec): 060

LU Availability Timeout(sec): O

Is an LU to be reserued when call starts?: yes

LOGINID PASSWORD LOGINID PASSWORD LOGINID PASSWORD

3 Change the value inthe I's a host interface contained in this
appl i cati on? field from no (default) to yes to specify that a host
interface is being used. Enter y or press F2 (Choices) to select from a
menu.

4 Enter your selected value in each of in the three fields for timeouts.
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5 Inthels an LU to be reserved when call starts? field, specify
whether or not an LU is to be reserved by entering y or n, or press F2
(Choices) to select from a menu.

Note: It may be necessary to share LUs because not enough LU voice
channels are in service. In this situation, do not reserve an LU
until it is needed, then release the LU when it is no longer needed
in the transaction. To do this, enter no in this field, then use the
Release LU option in the Get Host Screen action step.

6 If required by your host application, enter a LOGINID and PASSWORD (if
required) for each host session entry you want this application to be able
to use when it is assigned. If your host application does not require a login
ID or password, leave the spaces blank.

7 Press F8 (Chg-Keys) followed by F4 (Nextpage) and F3 (Prevpage) to
display the other Host Interface Parameters screen pages. This screen
includes four pages for additional logins and passwords.

8 When the screen is completed as desired:
a Press F3 (Close) to return to the Parameters menu.

b Press F3 (Save) to save the information.

c Select another item from the Parameters menu, or press F6 (Cancel)
to return to the Define Application menu.
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Defining Seasonal Greetings

Specifying
Seasonal Greetings

The Seasonal Greeting parameter allows you to customize a call with a
greeting appropriate for a single holiday or a holiday season. Whenever a call
is received during a holiday season, Script Builder looks for the appropriate
greeting. If seasons overlap, the greeting of each current season is
announced in the order determined by the list of seasons in the Seasonal
Greetings screen.

Each Seasonal Greeting is a single phrase that you must include in the
speech file for the application. The Seasonal Greeting phrase(s) are played
immediately following any Answer Phone action step in the Transaction.
Seasonal Greetings are all played with interrupt enabled.

If the caller responds during the Seasonal Greeting, the greeting is
interrupted and the transaction continues with the next action after Answer
Phone. Often, the next action step is Announce or Prompt & Collect. If the
interrupt is enabled for the next message, that message is also interrupted.
To prevent this, you can select no to inhibit the interrupt. See Chapter 7,
Defining the Transaction.

To specify Seasonal Greetings:

1 Access the Parameters menu as described in Accessing the Parameters
Menu on page 177 at the beginning of this chapter.
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2 Select

>Seasonal Greetings

The system displays the Seasonal Greetings window (Figure 55 on page
201). The Seasonal Greetings window lists the St arti ng and Endi ng
dates along with each Greeti ng Phrase for your application. The
Seasonal Greetings window also allows you to either add or remove
Seasonal Greetings.

Figure 55. Seasonal Greeting Window

Seasonal Greetings
Starting Ending Greeting Phrase
-11/27/1997 01/02/1998 "Happ

3 To add a seasonal greeting:
a Press F1 (Add) from the Seasonal Greetings window.

The system displays the Add Seasonal Greeting window (Figure 56 on
page 202).
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Figure 56. Add Seasonal Greeting Window

Add Seasonal Greeting

Greeting Phrase:

mm / dd / yyuy
START Date:
END Date:

b

Note:

Use the cursor movement keys to move through the window. Fill in the
START Dat e, END Dat e, and G eet i ng Phr ase fields as desired. Dates
are in month/date/year (mm/dd/yyyy) format. The message is
announced during the period beginning at 12:01 a.m. of the start date
until 11:59 p.m. of the end date. If you want the greeting to play for a
single day, make the START Dat e and END Dat e fields the same date.

Older applications using the date format of MM/DD/YY are
converted automatically to the date format MM/DD/YYYY during
installation.

You can press F2 (Choices) for a selection of dates and phrases. The
phrases in the choices menu include all the system phrases. The
custom phrases are listed in the Custom Phrase Tags screen (Figure
57 on page 203). Standard phrases begin with a colon and can be
accessed through the F2 (Std-Phr) key when the Custom Phrase Tags
screen is open. You can create a phrase appropriate for the season if
one is not listed in the choices menu. The greeting phrase tag is limited
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to a maximum length of 50 characters. If you need to record a new
greeting, see Chapter 9, Speech Administration, for more information.

Figure 57. Custom Phrase Tags Screen

Custom Phrase Tags

you will be xferred to the next attendant

thank you for calling river bank

i'm sorry, that was an inualid entry

i'm sorry, i didn't get all your touch tones
please try again

for sauvings checking mortgage

the sauvings acct interest rate is

the checking acct interest rate is I

the mortgage interest rate is

the auto loan interest rate is
percent

please enter id number

enter last four digits of ssnum
sil.3500

id ssnum combination do not match
for sauings or checking balances
your sauvings account balance is

¢ Press F3 (Close) to add the greeting to the seasonal greetings list.

d Press F3 (Save) in the Parameters menu. The seasonal greeting just
entered is saved.
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4 To remove a seasonal greeting,do the following:

a Move the cursor to the greeting to be removed and press F2
(Remove). The date is removed from the seasonal greeting list.

b Press F3 (Close) to close the Seasonal Greetings window and return
to the Parameters menu. The Seasonal Greeting has been removed
from the Seasonal Greetings list but not from the Parameters file.

c Press F3 (Save) while in the Parameters menu to complete the
removal.

Defining Shared Host Applications

You can have multiple voice response applications sharing one host interface
application, which eliminates the need to develop the same host application

repeatedly. With sharing of host applications, one voice application can also
have access to up to eight different host applications.

If you have an application that uses screens from other host interface
applications, you must list those applications within the Shared Host
Applications parameter. When applications are shared, the shared screens
and fields are available to Script Builder when you define the transaction.
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You can specify up to eight host application names. You can use either
existing or new names. Following these guidelines when creating an
application name:

e The name must be from 1 to 11 characters in length.

- Valid characters are letters (A—Z and a—z), numbers (0-9), and the
underscore ().

« The application’s first character must be a letter (A—Z and a—z). It cannot
be any other character or a digit.

» Names are case sensitive; that is, ABC is not the same as Abc or abc.

Specifying Shared To specify Shared Host Applications:
Host Applications ) . )
1 Access the Parameters menu as described in Accessing the Parameters

Menu on page 177 at the beginning of this chapter.

2 Select

>Shared Host Applications

The system displays the Shared Host Applications window (Figure 58 on
page 206).
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Figure 58. Shared Host Applications Window

Name
Name
Name
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Application
Application
Application
Application
Application
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Application
Application

Shared Host ﬂ--l1cat10ns
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3 Enter the application names on the lines in the Shared Host Applications
window, or press F2 (Choices) to make a selection from a menu.
Pressing F2 (Choices) displays all existing application names.

After naming a host application, Script Builder checks the validity of the
input and rejects anything that does not follow the rules.

4 Press F3 (Close) after you enter or select all desired application names.

Script Builder performs a check to make sure that the current application
and all shared applications contain unique screen names and field

names. The system displays a warning message if a nonunigue name is
discovered.

5 Press F3 (Save) in the Parameters menu to save the information.
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6 Select another item from the Parameters menu, or press F6 (Cancel) to
return to the Define Application menu.

Defining Shared Speech

Enhanced Basic
Speech and Custom
Speech

Primary and
Secondary Speech
Pools

The Shared Speech Pools parameter allows existing applications to share
common speech phrases. The advantage to sharing speech among
applications is that shared speech phrases need to be administered,
recorded, and stored only once.

If you have no need to share speech among several applications, you do not
need to define Shared Speech Pools.

Two types of speech are available: enhanced basic speech (EBS) and
custom speech. EBS includes frequently used standard phrases that are not
dependent on any one application. Examples of standard phrases are
monetary values, time, weekdays, months, and numbers. Custom speech
refers to speech phrases that are designed specifically to fit the application
being developed. For example, the phrase “Hello, welcome to River Bank,
where the customer is always first!” would only be used with the River Bank
application.

Script Builder allows you to group speech into one of two different speech
pools: primary and secondary. Normally, custom speech phrases can be
stored in either the primary and/or secondary speech pools, whereas
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Enhanced Basic Speech phrases (those with predefined phrase tags) must
be stored in the primary speech pool. Typically, you want to have custom
phrases stored in the home application’s speech pool and the standard
phrases stored in a common or shared speech pool.

Note: If you specify a primary speech pool, you must put phrases in this
speech pool. If you do not, the installation of the application will
fail.

Note: If you specify a secondary speech pool, you must create the
speech pool through the Shared Speech Pools screen. If you
specify a secondary speech pool, you must create the secondary
speech pool even if you do not put any phrases init. If you do
not, the installation of the application will fail.

The Shared Speech Pools window requests the names of the Primary and
Secondary speech pools. The name of the current application is the default.
Once two speech pool names are specified, and if they are different from the
current application, the speech in the current application is not used by the
transaction.

When you select or create a different speech pool name, the system copies
all the phrase tags from the previous speech pool to the new speech pool.
The system asks you to confirm the change. When you verify the application,
the system informs you if the old speech pool contained tags that were not
contained in the new speech pool. You must rerecord, import, or copy those
phrases. When the system completes copying the phrase tags, the speech in
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Specifying Shared
Speech Pools

the old speech pool remains unchanged. You may remove the old speech
pool completely if it is not needed.

See Chapter 9, Speech Administration, for more information.

To specify Shared Speech Pools:

1 Access the Parameters menu as described in Accessing the Parameters
Menu on page 177 at the beginning of this chapter.

2 Select

>Shar ed Speech Pool s

The system displays the Shared Speech Pools window (Figure 59 on
page 209).

Figure 59. Shared Speech Pools Window

peech Pools

Primary Speech Pool MName: US_English

Secondary Speech Pool Name: Catalog

Speech Format Language: US_English
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3 Use the cursor movement keys to move through the window, filling in the
application names.

Press F2 (Choices) for a list of all the Script Builder applications.

4 Inthe Speech Format Language field, select a language from the
optional Enhanced Basic Speech languages available on your system.

5 Press F3 (Close) to return to the Parameters menu.

Using Parameter Settings in the Transaction

Within the Parameters component, you specify whether you are using a host
computer with automatic logical unit (LU) reservation, Business Hours, and/or
Holidays. However, you do not specify the activities that take place when a
caller uses the system. This is done within the Transaction component.

Depending on the Parameter settings, you specify that the transaction can
work in several different environments. For each of these environments, the
transaction must include a label to specify how the system should handle a
call.

As each telephone call takes place, the system automatically determines the
proper label to use (based on whether the Business Hours parameter is being
used, whether the call is taking place during in- or out-of-service hours, etc).
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Applications that do not specify any particular business hours are considered
to be in-service permanently. Applications that do not use a host have a
permanent host down status.

If any dates are given in the Holidays parameter, the application has holiday
status on all dates in the list.

Some action steps are grouped into a process that is identified by a label,
such as HOURS_QUT.  The procedure for specifying Transaction labels is
explained in Chapter 7, Defining the Transaction. The following list reviews
the labels that you must include in the Transaction, based on the
environments created by your application’s parameter specifications.

« Parameters:No Host Definition or Reserve LU Not Used

Business Hours Not Used
The Transaction variation environment and label:

~ Host not used, business hours not used Start:
« Parameters:Host Definition Provided and Reserve LU Used

Business Hours Not Used
The Transaction environments and labels:

~ Host up HOST_UP:
~ Host down HOST_DOWN:
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- Parameters:No Host Definition or Reserve LU Not Used
Business Hours Used
The Transaction environments and labels:

~ Service in-hours HOURS_IN:
~ Service out-of-hours  HOURS_OUT:
« Parameters:Host Definition Provided and Release LU Used

Business Hours Used
The Transaction environments and labels:

~ Host up and service in-hours HOST_UP_HOURS_IN:

Host down and service in-hours HOST_DOWN_HOURS_IN:
Host up and service out-of-hours HOST_UP_HOURS_OUT:
Host down and service out-of-hours HOST_DOWN_HOURS_OUT:

!

l

!

Note: Administer all of your parameters before you begin defining the
Transaction component for the application.
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Overview

This chapter provides application developers with information about how to
define each standard Script Builder action step in the development of the
transaction for an application.

This chapter includes information about defining the Transaction component
of Intuity CONVERSANT Script Builder. Whether a caller is speaking with an
agent or interacting with a computer, the main part of the caller interaction is
the step-by-step sequence of instructions the agent or computer follows. The
instructions dictate how the agent or computer should serve the caller—for
example, what to say, how to respond to requests, when to retrieve
information from a host computer, etc.

The Transaction component of Script Builder provides the sequence of
instructions, called action steps, for the system to follow. You specify the
action steps for the transaction in the order they are to be executed in the
Define Transaction screen. For an example, see the Define Transaction
screen that includes part of the transaction for the River Bank application
(Figure 60 on page 215).
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Some action steps are grouped into a process that is identified by a label,
such as HOURS_OUT. The transaction usually includes comments to explain
the transaction to a fellow developer, such as #G eet cal l er.

In addition to selecting and listing the action steps in the transaction, you
must define each action step so the system knows how to provide service to
the caller. Most of the information in this chapter describes the screens and
procedures you will use to define each standard action step. References are
made to Chapter 8, Using Optional Features, for defining action steps for
optional features.
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Figure 60. Define Transaction Screen for the River Bank Application

Define Transaction
IIIIIII!!!l!IIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIII
HOURS_OUT:
1. Answer Phone
2. Announce
3. Quit
HOURS_IN:
4. Answer Phone
#Greet caller
5. Announce
Main_Menu:
#Play the Main Menu to caller
#Can come back here at caller's request
6. Prompt & Collect
. Quit
Give_Interest_Rates:
#Get caller’'s rate request
#___if caller enters ¥, goto Main_Henu
8. Prompt & Collect
#Read table with caller's request, get curent rate
9. Read Table

-
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Defining the Transaction

To define the transaction for your application, use the Transaction component
of Script Builder. Defining the transaction includes:

« Accessing the Define Transaction screen
- Selecting and arranging action steps in your transaction
- Defining each action step, as required for your application

You need to select and arrange the action steps to define the transaction.
Then, you need to specify how each action step should perform in the
transaction (exactly what to say when speaking to the caller, exactly what
information to look up in the database, etc). This second process is called
defining the action step.

You can define a transaction using any of the following methods:
- Select and arrange all the action steps in the transaction, then go back
and define each of the action steps.
Note: This method is recommended, especially for developers who are
new to programming or new to Script Builder.
- Define each action step before selecting the next.

« Select a group of action steps, define the details of each action step in the
group, and then go on to the next group of action steps.
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Accessing the Define Transaction Screen

The Define Transaction screen allows you to add, arrange, and define the
action steps you want to use in your transaction. To access the Define
Transaction screen:

1 Starting from the Define Application menu (Figure 14 on page 40), select

>Tr ansacti on

The system displays the Define Transaction screen (example in Figure 60
on page 215). If you are starting a new application, this screen is empty
except for the st art label supplied by the system. Then select, add, copy,
remove, and define action steps according to the procedures described in
this chapter.

Action Steps

Action steps (Table 18 on page 230) are the basic building blocks that
comprise the Transaction component of your application. Each action step
accomplishes a specific task—action steps are available for communicating
with the caller, the host and the database, processing data, directing the flow
of the transaction, and providing comments about other action steps in the
transaction.
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Selecting and
Arranging Action
Steps

Grouping Action
Steps

You select action steps from a menu and arrange them in the Define
Transaction screen in a sequence appropriate to the application. See Figure
60 on page 215 for an example of the Define Transaction screen with action
steps that were selected and arranged to provide the desired transaction.

In general, a transaction flows from one action to the next. It is possible,
however, for the transaction to branch in various directions. For example, a
caller is asked to choose between looking up current interest rates or looking
up account balances. As the designer, you want the transaction to branch to
an appropriate series of action steps to comply with the caller’'s request.

Note: Itis a good idea to make a flowchart or other diagram of your
transaction before selecting the action steps. The diagram will
help you identify which groups of action steps need to be included
in each label, and the flow from one label to another one.

A Prompt & Collect action step (Figure 61 on page 220) plays a menu to the
caller and gets a response. One response causes the transaction to branch
to the label

“Give_Interest_Rates” while another response makes it branch to the label
“Give_Acct_Balances.”

As the list of action steps develops, some action steps will form groupings,
where all the actions in a group accomplish a single purpose. For example, a
series or group of action steps may focus on looking up current interest rates,
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and another group may focus on looking up an account balance. It is often
helpful during transaction development to arrange actions in groups. Then
you can identify each group with a label.

Using Comments A Comment action step provides background information or explains the
purpose of an action or group of actions. The benefits of using comments
become most apparent when you test or revise your application later. You
can insert a Comment action step before each group (Figure 61 on page
220). Comments are shown with a pound sign (#) prefix. See Defining
Comment on page 242 for more information.
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Adding Action
Steps

Figure 61. River Bank Define Transaction Screen

Define Transaction
10. Announce

Speak With Interrupt
Field: current_rate As ND2
Phrase: "percent”
11. Goto Give_Interest_Rates
Give_RAcct_Balances:
#5et loop counter, limit attempts to get acct numbr
12. Set Field Value
Field: acct_loop_tries = 3
acct_loop:
#Get caller's 5-digit account number
13. Prompt & Collect
Prompt
Speak With Interrupt
Phrase: "please enter id number”
Input
Min Number Of Digits: 05
Max Number Of Digits: 05
Checklist
Case: "Input Ok~

To add action steps to the Define Transaction screen:

1 Use the cursor movement keys to place the cursor where you want to add
the new step. The new action step will be placed below the cursor.

2 Press F1 (Add).
The system displays the Action Choices menu (Figure 62 on page 221).
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Figure 62. Action Choices Menu

Action Choices
}Announce

Answer Phone
Comment
Disconnect
Evaluate
External Function
Get Host Screen
Goto Label

Label

Hodify Table
Prompt & Collect
Quit

Read Table

Send Host Screen
Set Field Value
Transfer Call

Defining the Transaction

3 Select the action step to be inserted (highlight it, then press ENTER).

The system inserts the new action step in the transaction below the step

currently highlighted.

Note:

You can use the HOME and END keys to scroll through the menu

of action choices.
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Note: The following action steps prompt you for additional information
after adding them to your transaction: Comment, Goto Label,
Label, and Transfer Call. For more information, see the section in
this chapter for defining each of these action steps.

4 Repeat Steps 1 through 3 to add all the action steps that you want. Press
F6 (Cancel) when you are finished adding action steps.

5 Press F8 (Chg-Keys), then F3 (Save). The following message appears at
the bottom of the screen:

Transaction Definition saved.

Copying Action You can copy an action step or a range of consecutive action steps from one
Steps place in the transaction to another place in the transaction. The action step
definitions are also copied.

When you copy action steps, the following guidelines apply:

- Because action step definitions are copied along with the action steps,
you may want to change the definitions of some of the copied steps
because they are used differently in their new location.

- Certain restrictions apply when copying a range that includes or is part of
an Evaluate action step. For more information, see Defining Evaluate on

page 245.
« You can copy a range of steps to a location that is within the range being
copied.
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To copy an action step or a range of consecutive action steps:

1 Select the action step to be copied from the Define Transaction screen
(Figure 60 on page 215) and press F3 (Copy).

The system prompts you to copy the action step or to indicate a range of
action steps to be copied.

2 Do one of the following:
~ To copy a single action step, press F3 (Copy) twice to indicate that it is
both the beginning and ending step.

~ To copy a range of action steps, move the cursor up or down to the first
action step in the range and press F3 (Copy). This action step
becomes the beginning of the range. Move the cursor up or down as
desired, then press F3 (Copy) again; the highlighted action step
becomes the end of the range.

~ To cancel the procedure, press ESC.

The system prompts you to indicate where you want to copy the action
step(s).

3 Move the cursor to where you want to place the copied action step(s) and
press ENTER.

The system inserts the action step(s) below the cursor.

Note: Press ESC at any time prior to pressing ENTER to abort the
COPY operation.
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Moving Action
Steps

Removing Action
Steps

You can move an action step or a range of consecutive action steps from one
place in the transaction to another place in the transaction. The action step
definitions are also moved.

To move an action step or range of action steps:

1 Copy the action step(s) according to Copying Action Steps on page 222.

2 Remove the original action step(s) according to the procedure in
Removing Action Steps on page 224.

You can remove an action step or a range of consecutive action steps from
the transaction.

A CAUTION:

You cannot recover an action step definition that has been removed. As an
alternative to removing action steps, you can use the Goto Label and the
Label action steps to bypass a range of steps you have defined and do not
need, but may want to use later.

To remove an action step or a range of consecutive action steps:

1 Select the first action step to be removed from the Define Transaction
screen (Figure 60 on page 215) and press F2 (Remove).

The system prompts you to remove the action step or to indicate a range
of action steps to be removed.
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2 Do one of the following:

~ To remove a single action step, press F2 (Remove).

~ To remove a range of action steps, move the cursor up or down to the
last action step in the range and press F2 (Remove).

~ To cancel the procedure and retain the action step, press ESC.

The system removes from the transaction the action step(s) and
definitions you specify.

Displaying the The Define Transaction screen shows the action steps in either normal or

Transaction expanded display. The normal display shows the names of the action steps,
which is helpful while you are developing or debugging the transaction. Once
you have defined the action steps, you can use the expanded display to show
the details of the action steps. This is faster than accessing the individual
screens used to define each action step.

When you expand the display, the following guidelines apply:

- Lines that are longer than 80 characters are truncated in the display. To
see the entire text of a long line, press F5 (List).

- For the Prompt & Collect action step, the expanded list shows only those
details that have been changed from their default values.
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To use the expanded display:

1 From the Define Transaction screen (Figure 60 on page 215), press F7
(Show) to toggle between the normal and expanded display.

The system changes from normal to expanded display, or from expanded
to normal display.

Searching in the You can search the transaction for a specific action step or string of
Transaction characters. This procedure makes it easier to find a specific action step in a
transaction that fills more than one screen.

The Script Builder search function looks for regular expressions. This means
that the search string should be in a valid regular expression format,
otherwise the string will be rejected. Here are some guidelines for search
strings:

e The string can be up to 50 characters long.

- Searches are case sensitive. For example, if you search for the string
prompt, Script Builder does not match it against the string Prompt.

- To search for a line containing the numeral 1, followed by any digit from O
to 9 with a period (. ), enter 1[0-9]. when prompted for a search string.

« To search for any line ending with the word “Screen,” enter Screen$ when
prompted for a search string.

« To search for line numbers beginning with a “1”, enter ~ *1
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Note: Special characters have a specific meaning in the UnixWare
operating system. If used in the search string, these characters
may be rejected. Place a backslash (\) in front of these characters
so they will be interpreted literally, such as \$. The special
characters are:

[].(period) » $ - (hyphen) + {} ()

For additional information on regular expressions and special characters,
see the UnixWare System User’s Guide, 585-350-908.

The results of a search are determined by the display status of the
transaction. In the normal display, you can search only for labels, action
step names, and comments. In the expanded display, you can search for
details in the definition displayed for each action step.

To search for a string in the transaction:

1 Press F5 (Search) from any place in the Define Transaction screen
(Figure 60 on page 215).

The system displays the Specify the Search String window (Figure 63 on
page 228).
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Figure 63. Specify the Search String Window

the Search 5tring

Search String:

2 Type the character string that you want to find.
3 Press F3 (Close).

The system displays the Define Transaction screen (Figure 60 on page
215) again.

4 Press + to search downward through the transaction, or press - to search
upward through the transaction.

The system highlights the first occurrence of the specified string.

Note: If Script Builder reaches the top or bottom of the transaction while
searching, the system sounds a beep and informs you that the
string was not found in the direction specified.
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Defining Action Steps

Script Builder provides screens for you to define each action step. You define
an action step by providing further information necessary to accomplish a
specific function in your application. For example, you can identify speech
phrases to be recorded, the name of a database table to be read, or where to
transfer a call. Defining each action step can range from simple (for example,
Answer Phone needs no definition) to fairly complex (for example, Prompt &
Collect requires a prompting message, a description of valid caller input, and
a checklist of decisions to be made based on caller input, what to do in case
the caller makes a mistake, etc). Complex action steps have more than one
screen, with each screen containing several fields.

Table 18 on page 230 summarizes the standard action steps available with
Script Builder. Each action step is discussed in detail throughout the rest of
this chapter, beginning with Defining Announce on page 233. If you have any
optional feature packages installed, other action steps are available through
Script Builder. These optional action steps are discussed in Chapter 8, Using
Optional Features.
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Table 18. Script Builder Action Steps

Action Step
Announce

Answer Phone

Description
Speaks a message to the caller.

Answers the telephone.

Comment Provides reference remarks in the transaction.
Disconnect Places the telephone onhook.
Evaluate Chooses to perform an action step, or group of steps, from a number of
options, based on current conditions. (This is analogous to an
If/ Then/Else construct.)
External Temporarily suspends the transaction to perform a function at system
Function script level, for example substring.
Get Host Waits for a screen of information from the host computer.
Screen
Goto Label Continues execution of the transaction at a different location (for example,
Goto GET_CHECK_BAL).
1of3
Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 230

Builder 585-313-206



7 Defining the Transaction Defining Action Steps

Table 18. Script Builder Action Steps

Action Step
Label

Modify Table

Prompt &
Collect

Quit
Read Table

Send Host
Screen

Set Field
Value

Transfer Call

Background

Description

Establishes a location that is the target of a Goto Label action step.
Several predefined labels are available that the system uses to determine
where to begin execution of the transaction, based on the current state of
the environment.

Allows the caller to modify information in the database tables.

Speaks a prompting message to the caller, accepts a response from the
caller, and takes action based on the caller input.

Terminates the transaction.
Looks up information from a database.

Sends information or a signal to the host computer.
Stores a value in one or more transaction fields.

Transfers the caller to another telephone number, typically a customer
service representative or an attendant.

Plays prerecorded music or speech in the background.
20f3
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Table 18. Script Builder Action Steps

Action Step Description

Call Bridge Places an outbound call to a user-defined telephone number and
maintains the connection while the caller interacts with the person on the
other channel. When the third party hangs up, Call Bridge continues with
the next action step.

Execute Terminates the current application on the channel without hanging up the
call and then starts another application on the same channel.

Make Call Places an outbound call to a user-defined telephone number. When the
call is connected, Make Call continues with the next action step.

Msg Code Records the caller's speech and stores the message in the system.

Msg Delete Deletes a message that has already been stored in the system.

Type Ahead Allows a caller to enter touch-tone digits in advance of prompts. The
script then advances the caller to the appropriate point in the script.

30f3
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Help for Action Steps

While you are using the define screen for an action step, specific help for the
action step is available by pressing F1 (Help). If this function key is not
displayed, press F8 (Chg-Keys). The system will include the help function in
the alternate keys.

Defining Announce

Use the Announce action step to speak a message to the caller. The system
can play 1 to 15 phrases, field values, and/or lines of text in succession in a
single Announce action step. Note that you can use text only if the optional
Text-to-Speech (TTS) feature is installed.

Speak with Interrupt?

It is often desirable to allow a caller (especially one who is familiar with the
transaction) to speed up the transaction by cutting off the speech being
played. You specify this feature in the Speak wi th i nterrupt ? field, which
is the first one in the Define Announce screen (Figure 64 on page 239).
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If a message is played with interrupt enabled, it plays normally unless the
caller gives a response, sending an input to the system. As soon as caller
input is detected, talk (speech) is inhibited, and the remainder of the message
is bypassed.

Note that once speech has been inhibited, it remains inhibited in following
action steps until the inhibition is removed. This means that if a message is to
be played in some action step, if that message allows interrupt and talk is
presently inhibited because of a prior action step, that message will also be
bypassed. Make sure your callers will hear all messages you want them to
hear.

The following events remove speech inhibition:
A message is played that does not allow interrupt.

A Prompt & Collect action step occurs.
« A Get Host Screen action step occurs.
A Read Table action step occurs.

- A Send Host Screen action step occurs.
- A Transfer Call action step occurs.

If you want to use two sequential Announce action steps, with speech
interrupt enabled on both, but you want the caller to hear the beginning of the
second message, insert an empty (null) Announce action step between the
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other two, and disable interrupt (enter n) in the empty message. This
removes speech inhibition without playing a message to the caller. Then the
system plays the contents of your second message, with interrupt enabled.

Type

The Announce action step can speak (play) a phrase, field value, or text (if
TTS is available).

Field Name/Phrase Tag/Text String
You can specify an existing phrase or field, or one that you plan to create.

See Using Text-to-Speech on page 391 in Chapter 8, Using Optional
Features, for information about text strings for TTS.

Note: The Announce action step can reference a field before the field
value is set. This is likely to be a null or zero value. The system
does not generate an error message, and the application attempts
to play the field as specified. The value of the field is determined
when the completed application is called. If the field is null, there is
no voice output for that field when the message is played (for
example, when a database field is used before the necessary
Read Table action step, or when a host field is used before the
necessary Get Host Screen action step).
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Field Format

You can specify the format for the system to use when speaking a field value.
Note that phrases are played as recorded, so a format does not apply. The
format determines the speech inflection and the interpretation of data, such
as numbers used in money, dates, and times. See Formats for Spoken
Output on page 53 in Chapter 3, Data Management, for information about

spoken field formats. See Using Text-to-Speech on page 391 in Chapter 8,
Using Optional Features, for information about using TTS formats to speak a
field value.

Note: The spoken field formats available are determined by the optional
Enhanced Basic Speech language specified in the Shared
Speech Pools window.

Using the NX Field  For some applications, you may wish to specify NX as the field format in the
Format Define Announce screen. If NX is specified in the Fi el d For mat field, the
system speaks the phrase with the internal phrase number defined in the
Fi el d Nane/ Phrase Tag/ Text String field.

Use of the NX format is particularly appropriate for when:
- The phrase does not have a tag name.

For example, if an application records phrases spoken by callers, the
system can assign arbitrary unique phrase numbers to these phrases as
they are recorded. The application can then use the NX format to speak
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the phrase back to the caller, and/or save these numbers in a database to
be spoken later in a different call.

« The phrase to be spoken corresponds to a character string from a host.

For example, if the names of companies listed on the stock exchange are
to be spoken, and the host returns their stock symbol, you could provide a
database or a custom DIP that would map the symbols (for example, “LT”")
to a phrase number that contains the recording of that company name.
Once the phrase number is available in a field, the phrase is spoken using
the NX format.

Using Announce versus Prompt & Collect

The Announce action step has the single purpose of playing a message to
provide information to the caller. The Prompt & Collect action step plays
messages to the caller requesting a response, then the response is collected.
You cannot use the Announce action step for playing messages and
collecting input from a caller. If you need to collect input, see Defining Prompt
& Collect on page 273.
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Defining the Announce Action Step

To define the Announce action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).
2 Select

>Announce

The system inserts the Announce action step in the transaction.
3 Press F6 (Cancel).
4 Highlight the Announce action step.
5 Press F4 (Define).

The system displays the Define Announce screen (example in Figure 64
on page 239).
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Figure 64. Define Announce Screen

Defining Announce

Speak with interrupt? no

Type Field Name/Phrase Tag/Text String Field Format
Phrase The part number you asked for is
Field part_number Nrmf
Phrase sil.500
Phrase The price for each part is
Field unit_price N$D2

6 Inthe Speak with Interrupt? field, entery or n, or press F2 (Choices)

and select from the menu to indicate whether you want to allow interrupt.

In the Type field, enter p, f, t (for TTS only), or press F2 (Choices) and
select from the menu to indicate the speech type.

In the Fi el d Nane/ Phrase Tag/ Text Stri ng field, specify a phrase or

field, or enter the text string for TTS. Press F2 (Choices) for a menu of

phrases and fields already used.

You can change, remove, and amend message contents.

~ To change the details of a line, move to the appropriate line and make

the desired changes.
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Note: If you begin a line with a space, you will be able to edit it later
without retyping the entire line. If you begin a line with any other
character, you must retype the entire line to make any changes.

~ To remove a phrase or field entry from an Announce action step, delete
all data from the line where the phrase or field is entered and press F3
(Close). When you reopen the action step, the system will move up
lines below the deleted line to close the gap.

~ To add a line above existing lines, you must retype the data on each of
the existing lines, one line lower, to make room for the new line.

9 Inthe Fi el d Format field, enter a format for field or TTS, or press F2
(Choices) for a menu.

10 Repeat Steps 7 through 9 for each line in the announce message.

11 Press F3 (Close) to save your changes and return to the Define
Transaction screen.

Defining Answer Phone

The Answer Phone action step answers the telephone. It must be included in
the transaction before the first action step that requires interaction with a
caller, such as Announce or Prompt & Collect.
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If the transaction includes parameters, such as Business Hours or Holidays,
the system transfers control directly to the appropriate label in the
transaction, depending on the date and time of the call. Therefore, you must
include the Answer Phone action step within each label in the transaction
where it is needed (for example, HOST_UP, HOST_DOWN, HOURS _IN,
HOURS_OUT, etc).

To add the Answer Phone action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).

2 Select

>Answer Phone

The system inserts the Answer Phone action step in the transaction.
3 Press F6 (Cancel).

The Answer Phone action step requires no definition.
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Defining Comment

The Comment action step is useful for organizing the transaction. Often a
sequence of action steps accomplishes a subtask of the overall transaction. It
can be helpful to use a few comments to describe the function of the
sequence as a group, both for future reference when you return to the
application, and when a different designer reviews or wants to use part of the
application.

You define a Comment action step when you add it to the transaction.

Note: Do not embed Comments between /* and */ characters, as you
would for some computer languages.

The following guidelines apply to the Comment action step:

« Maximum comment length is 50 characters.

- A comment may contain any of the printable ASCII characters.

- A comment may be blank, that is, have a length of zero characters.

You can use a blank line to separate a sequence of action steps to
indicate they work as a group. To enter a blank line, press F3 (Close)
without adding any text to the Add Comments window.

- The system gives each comment (except the blank comment) a pound
sign (#) character prefix to identify it as being different from the other
action steps.
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To add a Comment action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).

2 Select

>Conmment

The system displays the Add Comments window (Eigure 65 on page
243).

Figure 65. Add Comments Window

Add Comments)
Comment Line:

3 Enter the comment text, or leave it blank to produce a blank line in the
transaction.

Note that you can later change comment text by highlighting the comment
line then pressing F4 (Define).

4 Press F3 (Close).
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The system inserts the comment in the transaction, and displays the Add
Comments window (Eigure 65 on page 243) again. This window remains
open so you can enter a multi-line comment.

5 Press F6 (Cancel) when you are finished entering your comments.

Once inserted in the transaction, each comment line is an independent
action step and can be copied or removed just like any other action step.

Defining Disconnect

The Disconnect action step disconnects the system from the caller.

Note: The Disconnect action step does not terminate execution of the
transaction. It is possible to specify action steps to perform system
activities that do not require interaction with the caller, such as
assigning field values to be passed to the Call Data Handler. The
transaction terminates when it reaches a Quit action step or the
end of the transaction. During the time that the transaction
continues running after the Disconnect action step, the system will
respond to a new caller on the same channel with a ringing, but
will not answer until the previous transaction terminates.

To add the Disconnect action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).
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The system displays the Action Choices menu (Figure 62 on page 221).

2 Select

>Di sconnect

The system inserts the Disconnect action step in the transaction.

3 Press F6 (Cancel).

The Disconnect action step requires no definition.

Defining Evaluate

This section discusses when to use the Evaluate action step and how to
define it.

What the Evaluate Action Step Does

The general structure of the Evaluate action step includes a series of
conditions that are evaluated in order. If the first condition is true, the script
performs a function. If the condition is false, the script does not perform the

function.
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Note: If you are familiar with programming, the Evaluate action step is
similar to an If-Then-Else statement.

Use the Evaluate action step to test the relationship between two or more
operands. The relationship can be single or complex. Figure 66 on page 246
shows a simple relationship. The | f statement is used to specify an action to
be executed only if the specified condition is true. For example, the script
shown in Figure 66 on page 246 goes to the Label Deposit if the account
balance is less than 100.

Figure 66. Simple Evaluate Statement

6. Eval uate

I f account_bal ance < 100
7. Got o Deposit

End Eval uate

Figure 67 on page 247 shows a more complex example. If the | f condition is
false, an El se | f statement follows and is used to specify an action to be
executed if the specified condition is true. For example, the script shown in
Figure 67 on page 247 goes to the Label Make_Paynent if the account
balance is greater than 150.
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Figure 67. Complex Evaluate Statement

6. Eval uate
If account_bal ance < 100

7. Cot o Deposi't
El se if account _bal ance > 150
8. Got o Make_Paynent

End Eval uate

If boththe | f and El se | f statements are false, then an El se statement may
follow and is used to specify an action to be executed (Figure 68 on page
247).

Figure 68. More Complex Evaluate Statement

6. Eval uate
If account_bal ance < 100

7. Cot o Deposit

El se i f account _bal ance > 150
8. Got o Make_Paynent

El se

9. Pronpt & Col | ect

End Eval uate

The first true condition causes action steps under that condition to be
performed. Upon completion of the series of action steps, program flow
continues with the first action step following the Evaluate action step (unless
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an action step in the group transfers control elsewhere). The end of the
structure is indicated by an (unnumbered) End Eval uat e (Figure 68 on page
247).

EachIf andEl se |f clause specifies a condition that must be true in order
to perform the action steps that follow it. The condition is a comparison of two
expressions. For example, “A = B” is a condition that compares A and B. If
they are equal the condition is true; otherwise, the condition is false. “A” is the
first expression, “B” is the second expression, and “=" is the relation between
the two expressions.

A more complex example of a condition is “A+B < C-7" where “A+B” is the
first expression, and “C-7” is the second expression. If the sum of A and B is
less than the difference between C and 7, the condition is true; otherwise the
condition is false. In this case, the first expression contains two operands, “A”
and “B,” and an operator, “+.” The second expression contains two operands,
“C"and “7,” and an operator, “-.” The “<" is the relation between the two
expressions.

Only the action steps under one clause in the structure are performed. If
more than one clause happens to have true conditions, the first one in the
series is performed. If no clause has true conditions, the action steps found
under the optional El se clause are performed. If there is no El se clause, then
no action is taken under Evaluate, and control transfers to the first action step
following Evaluate. Only one El se clause can exist, and it must be the last
clause in the Evaluate structure, before the End Eval uat e line.
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Defining the Evaluate Action Step

The purpose of defining the Evaluate action step is to define the Evaluate
structure only; that is, to specify the conditions forthe | f , El se i f, and El se
clauses. You add and define the action steps to be performed under each
clause after you define the Evaluate action step.

Note:

Note:

Note:

Action steps and clauses within an Evaluate action step are
indented, which helps to clarify that they are contained within the
overall Evaluate action step. The transaction display truncates
lines wider than the display screen, although the lines themselves
are not truncated. To view more of the transaction definition, press
F7 (Show).

You can nest Evaluate action steps. The structure for the nested
Evaluate is then indented further and contained entirely within a
clause of the first Evaluate. You can use six levels of nesting.

Do not copy anything into an undefined Evaluate action step and
do not copy an existing Evaluate action step into an undefined
Evaluate action step. Unpredictable results can occur.

To add and define the Evaluate action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).
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2 Select

>Eval uat e

The system inserts the Evaluate action step in the transaction. When the
Evaluate action step is first added, it appears as:

Eval uat e

End Eval uate

You establish the relationships to be compared when you define the
Evaluate action step.

3 Highlight the Evaluate action step.
4 Press F4 (Define).

The system displays the Define Evaluation window. Figure 69 on page
251 shows the Evaluate action defined for the statement in Figure 66 on

page 246.
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Defining Evaluate

Figure 69. Define Evaluation Window
Define Evaluation Page 1 of 2
If
1st Operand Operator 2nd Operand
account_balance _
Relation
L
1st Operand Operator 2nd Operand
100

Each clause is defined on its own page, and the | f clause is always first
to be defined.

Fill in the fields in the window.

An operand can be a field or a constant. An operator can be one of the
four basic arithmetic functions: “+,” “-,” “*” or “/.” An expression can be a
single operand, or two operands with an operator. In the latter case, the
arithmetic function in the expression is performed before the comparison
is made between the two expressions. A relationship can be any of the
standard comparisons, as described in Data Comparisons on page 72 of

Chapter 3, Data Management.
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6 Press F5 (Elseif) to add an El se | f page after the current page.
7 Press F6 (Else) to add an optional El se page.

The single El se clause at the end of the Evaluate structure provides a
way to specify actions to be performed if none of the other clauses is true.
That is, the El se condition is determined by the previous clauses;
therefore the El se clause form is blank.

8 To display the previous page, press F3 (Prevpage). To display the next
page, press F4 (Nextpage).

A CAUTION:
In the following Step 9, if you press F2 (Remvpage), the system removes all
action steps structured to the removed Evaluate statement.

9 To remove the current page, press F2 (Remvpage). The first page of the
Define Evaluation screen cannot be removed.

10 Press F3 (Close) to complete the definition.
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Nesting Evaluate Statements

In order to successfully create nested Evaluate statements within an
application, you must define the outer statement first. For example, you start
with the following transaction and make sure the Evaluate statement is
defined:

start:
1. Answer Phone
2. Announce
3. Evaluate
I f $MATCH FOUND =12
End Eval uate
4. Quit
Then, place the cursor on line #3 and add another evaluate statement. The
transaction looks like the following:

start:
1. Answer Phone
2. Announce
3. Evaluate
If $MATCH FOUND = 12
4, Eval uate
End Eval uate
End Eval uate
5 Quit
Now you have a nested evaluate statement. If you want to next another
evaluate statement, then you need to define the second evaluate statement
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Defining Evaluate

(line #4), before you add another evaluate statement. If line #4 evaluate
statement is not define and you add another evaluate statement, then it looks

like the following:

start:
1. Answer Phone
2. Announce
3. Evaluate

If $MATCH FOUND = 12
4, Eval uate
End Eval uate
5. Eval uate

End Eval uate
End Eval uate

6. Quit

Note that the third evaluate is not nested in the second evaluate. If line #4
evaluate is defined and you put the cursor on line #4 and add another
evaluate statement, then it should be a three-level nested evaluate statement

like the following:

start:
1. Answer Phone
2. Announce
3. Evaluate

If $MATCH FOUND = 12
4, Eval uate
If $C _VALUE <0
5. Eval uat e

End Eval uate
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End Eval uate
End Eval uate

6. Quit

Defining External Function

The External Function action step provides a way to perform an activity
outside the domain of Script Builder, but which can be done using the system
transaction assembler script (TAS) language. The External Function action
step is the point at which the transaction is transferred to external control, and
the point to which control returns with a value from the external function, if
requested. You can use several External Function action steps in a single
transaction.

The system includes predefined external functions. For example, you can use
the predefined substring external function to obtain an area code from a
telephone number, the last four digits from a social security number, or part of
a postal zipcode. You can also use the TAS language to create a new
external function.

You can specify as many as five fields (arguments) to pass values from the
transaction to the function. Very often the first argument is the value the
transaction will use when control is returned to it. You can use an optional
sixth field to receive a return code from the function.
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As with other action steps, the system provides function-specific help while
you are using the define screen for the action step. For the Define External
Function screen, two types of help are available:

« General Help provides general information about external functions
« Function Specific Help provides information about a specific external

function. Function-specific help is available after you specify a function
name in the Define External Function screen.

Note: You must provide the function-specific help for new external
functions that you create.

See Using External Functions on page 710 in Chapter 11, Using Advanced
Features, for more information about using and defining external functions,

creating new external functions, and writing help for your new external
functions.

To define the External Function action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).
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2 Select

>Ext ernal Function

3 Press F6 (Cancel).
4 Press F4 (Define).

The system displays the Define External Function screen (Figure 70 on
page 257).

Figure 70. Define External Function Screen

Define External Function

Function Name:
Argument 1:
Argument 2
Argument 3:

Argument 4:

5
d

Argument
Return Code Is In Fiel

5 Inthe Functi on Nane field, press F2 (Choices) for a menu of available
external functions.

6 Enter field names or constants in the Ar gunent 1 through Argunment 5
fields as required by the external function and your application.
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7 Enter a field name in Return Code I's In Field if required for your
application. This field will be type num unless specified otherwise.

8 Press F3 (Close) to complete the definition.

Defining Get Host Screen

Get Host Screen provides a structured list of the possible situations (cases)
that can occur when a screen is expected from the host computer. One case
is used for each possible screen that could be returned from the host.
Typically, two additional cases are specified, one for host timeout and the
other for arrival of an unexpected screen.

Typically, a Get Host Screen action step should follow every Send Host
Screen in the transaction. See Defining Send Host Screen on page 312.

The definition of Get Host Screen specifies only the structure of the action.
After definition, you fill in the action steps to be performed under each case.
Also, only the action steps under one case are performed. After that, control
passes to the first action step following the end of the structure, unless an
action under the performed case has already transferred control elsewhere.
The end of the structure is marked by an unnumbered End Get Host Screen
line. Script Builder allows each Get Host Screen action to accept up to 40
screen cases.
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Figure 71 on page 259 shows an example of a Get Host Screen action step in
a transaction. In this example, the transaction expects the or der numscreen
to arrive, but the HOST_TIMEOUT and UNRECOGNIZED_SCREEN cases
are also included.

Note: HOST_TIMEOUT (no response received) and
UNRECOGNIZED_SCREEN (unexpected screen received) are
not actual screens but are available as cases so that you can
specify what the transaction will do in these situations.

Figure 71. Get Host Screen Example

145. Send Host Screen
146. Get Host Screen
For Screen Name: ordernum
For Screen Name: UNRECOGNIZED_SCREEN

147. Announce
148. Set Field Value
149, Quit
For Screen Name: HOST_TIMEOUT
150. Announce
151. Set Field Value
152. Quit

End Get Host Screen

The system waits the amount of time specified in the Parameters component
before determining that a case of HOST_TIMEOUT or
UNRECOGNIZED_SCREEN exists. Because intermediate screens may
arrive prior to the screen expected, the unrecognized screen case is not
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invoked until at least one (unexpected) screen has been received and the
time specified in UNRECOGNIZED_SCREEN to wait for the next screen has
elapsed.

A CAUTION:

Use both the HOST_TIMEOUT and UNRECOGNIZED_SCREEN cases in
every Get Host Screen action step. If one of these cases occurs during a
caller transaction, but the case is not defined, the system will terminate the
call.

To define the Get Host Screen action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).

2 Select

>Get Host Screen

3 Press F6 (Cancel).
4 Press F4 (Define).
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The system displays the Define Get Host Screen (Figure 72 on page
261).

Figure 72. Define Get Host Screen

Define Get Host Screen Page 1 of 1

For Screen Name:

5 Type the name of the desired screen, or press F2 (Choices) for a menu of

known screens. See Chapter 4, Defining the Host Interface, for more
information about defining host screens.

Note: If you are sharing screens with another application, at least one of
the shared screens needs to be included in the Get Host Screen.
Otherwise, the other application does not know which logical unit

(LU) to come up on. See Chapter 6, Defining Parameters, for
more information about LUSs.

6 Press F3 (Close) to complete the definition, or press F1 (Addpage) to
create an additional case.

7 Press F3 (Prevpage) or F4 (Nextpage) as desired to scroll through the
cases in the structure.

8 To remove an existing case from the structure, press F2 (Remvpage).
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A CAUTION:
If you press F2 (Remvpage), the system removes all action steps structured
to the removed Get Host Screen case.

9 Press F5 (Options) if you want to release a logical unit (LU) to be used on
another call, as soon as the Get Host Screen action step is completed.
The system displays the Host Options window (Figure 73 on page 262).
The default value is no. Enter y or press F2 (Choices) for a menu. See
Chapter 6, Defining Parameters, for more information about LUs.

Figure 73. Host Options Window

‘ Release LU? (y/n) no

Get Host Screen Error Messages

If a problem arises with a Get Host Screen or Send Host Screen action and
the host computer, the failure can either be a case of an
UNRECOGNIZED_SCREEN or HOST_TIMEOUT. When either case occurs,
a $HOST_ERROR field is established to help identify the trouble spot.
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Defining Get Host Screen

Use an Evaluate action step in the transaction to check the codes in the
$HOST_ERROR field. The following is an example of how the action steps

should be set up in the transaction:

CGet Host Screen

For Screen Nane: HOST_TI MEQUT
Eval uat e

If SHOST_ERROR = “ERR_SSCP"

Send Host Screen

Send Screen Name: Use Aid Key: PF3
Elseif SHOST_ERROR = “ERR_UNOWNED"
Send Host Screen

Send Screen Name: Use Aid Key: PF3
Else

End Evaluate

For Screen Name: UNRECOGNIZED_SCREEN
Evaluate

If SHOST_ERROR = ERR_HOSTDOWN"
Announce

End Evaluate

For Screen Name: normal screens

End Get Host Screen

The following is a list of Get Host Screen error messages with their

meanings:

$HOST_ERROR (if $HOST_SCREEN=HOST_TIMEOUT)

e #define ERR_TI MEQUT

The host did not respond within the timeout period specified in the
Parameters menu. See Chapter 6, Defining Parameters, for more

information.
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e #define ERR_DSR
The physical link is down.
e #define ERR_UNOWNED

The SNA session is unowned; that is, the current session is not an LU
session or an LU sscp session.

e #define ERR_LULU
The LU is in an LU session with the host.
» #define ERR_SSCP
The LU is in an LU sscp session (connection to VTAM).
» #define ERR_BOARD
The serial 1/O circuit card returned a card error.
e #define ERR_NO LU
No LU is available to send the screen to the host.

$HOST_ERROR (if HOST_SCREEN=UNRECOGNIZED_SCREEN)
» #define ERR_UNRECOGNI ZED

An unrecognized screen was received from the host.
o #define ERR WRONG SCREEN
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The screen specified in the screen action is not the screen currently on
the LU.

« #define ERR PROTECTED

The Send Host Screen action specified that data be written into a
protected field on the screen.

« #define ERR_IN_INH B
Input is inhibited on the LU; that is, the keyboard is locked.
« #define ERR_HOSTDOWN

The application is in the host down state. This occurs when all LU(s) are
running recovery sequences.

 #define ERR _FAI LURE
The Send/Get failed.

Defining Goto Label

The Goto Label action step and the Label action step work together. The
Goto Label action step is one way to transfer control (execution) from one
location in the transaction to another. Insert the Goto Label action step in the
transaction where the control is to be moved from. Specify the Label action
step where the control is to be moved to. See Defining Evaluate on page 245
for examples of the Goto Label action step in a transaction.
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Note: You can specify a label that you have not yet created, but it is a
good idea to use a flowchart so that you do not forget some labels.
You should enter labels in the transaction so that you can group
action steps under each label. If you specify a Goto Label for a
Label that you do not create, the system will discover the error
when you verify the application. You must correct the error before
you can install the application.

To define the Goto Label action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).

2 Select

>CGot 0o Label

The system displays the Add Goto Label window (Figure 74 on page
267).
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Figure 74. Add Goto Label Window
Add Goto Label
Destination Label:
3 Specify the label to which execution should be transferred by entering the
name of the desired label, or press F2 (Choices) to select from a menu.

Note: For an existing Goto Label action step, you can change the
specified label by highlighting the label line, then pressing
F4 (Define) to display the Add Goto Label window. Specify the
new label as described in this Step 3.

4 Press F3 (Close) to complete the definition.

Defining Label

The Label action step and the Goto Label action step work together. Use the
Label action step to identify a group of action steps that accomplish a specific
task in your application. Then you can use a Goto Label action step to move
control to a label. A label also receives control of the transaction when the
progress of the transaction arrives at the label through the normal step-by-
step sequence.
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Follow these guidelines for each label name:
e The name must be 1 to 20 characters in length.

« Legal characters are letters (A—Z and a—z), numbers (0-9), and
underscore ().

- The name must begin with an alphabetic character.

« Script Builder automatically adds a colon (;) to the end of each label to
identify it as being different from the other action steps. The colon does
not count toward the length limit.

To define the Label action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).
2 Select

>Label

The system displays the Add Label window (Figure 75 on page 269).
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Figure 75. Add Label Window

New Label:

3 Enter the name of the desired label, or press F2 (Choices) to select from
a menu of label names.

Note: For an existing Label action step, you can change the specified
label by highlighting the label line, then pressing F4 (Define) to

display the Add Label window. Specify the new label as described
in this Step 3.

4 Press F3 (Close) to complete the definition.

Defining Modify Table

The Modify Table action step allows a caller to make changes to information
in database table fields. Use it to allow customers to transfer data from one
account to another without the help of a customer service representative. The
Modify Table action step also allows an administrator to modify information in
the database. In the River Bank application (see Appendix A, Sample
Application) the administrator can change interest rate information by calling
in through the system.
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The Define Modify Table screen (Figure 76 on page 271) allows you to
identify the name of the table to be modified and the specific operation to be
performed. The operation choices are Add, Change, or Remove.

A CAUTION:

You must include a Read Table action step before any Modify Table action
step that will perform a Remove or Change operation. All records that exactly
match the last record retrieved from a Read Table will be affected.

The Modify Table action step will assign a value to each field you specify (up
to 15), based on the value of the expression you define by selecting one or
more operands and an operation (if you specify two operands).

The system variable $SRECORDS_CHANGED is set after a Modify Table
action step. It contains the number of records changed by that action. The
value will be a -1 in the case of system failure, a 0 if no records matched
those specified, or a positive number if records were changed.

See Chapter 5, Creating Database Tables, for more information about using
the Modify Table action step.

To define the Modify Table action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).
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2 Select

>Modi fy Tabl e

3 Press F6 (Cancel) to exit the Action Choices menu.
4 Highlight the Modify Table action step in the transaction.
5 Press F4 (Define).

The system displays the Define Modify Table window (Eigure 76 on page
271).

Figure 76. Define Modify Table Window

Table Name:
Operation:

6 Enter the name of the desired database, or press F2 (Choices) to select
from a menu of database names.

7 Enter the name of the desired operation, or press F2 (Choices) to select
from a menu, then press F3 (Cont).

If you select Remove, the system returns to the Define Transaction
screen (Figure 60 on page 215). If you select Add or Change, the system
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displays the Define Modify Table — Update screen (Figure 77 on page
272).

Figure 77. Define Modify Table-Update Screen

Change river_db

Field Name = 1st Operand/2nd Operand Operator
current_rate new_rate

8 You can enter up to 15 field names in the Define Modify Table — Update
screen. Press PgDn and PgUp to display all 15 fields.

Press F2 (Choices) with the cursor in the Field Name field for a list of all
fields belonging to the current table.

Any field that is not listed in Fi el d Nane in the update screen will receive
null data for an Add operation or will be unaffected for a Change
operation.
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9 Press F2 (Choices) with the cursor in the 1st Oper and/ 2nd Oper and
field to display all fields available to the application.

10 If you select a 2nd Oper and, you must also select an Oper at or. The
system will assign a value to the Fi el d Name that is equal to the
expression after the operation is performed.

11 Press F3 (Close) to complete the definition and return to the Define
Transaction screen (Eigure 60 on page 215).

Defining Prompt & Collect

The basic purpose of the Prompt & Collect action step is to prompt for, obtain,
and process transaction input from the caller. This action step is divided into
three functions, each with its own screen:

1 Prompt the caller for a response (input) the system needs for the
transaction. This could be a selection from a menu of choices, or
information from the customer such as an account number. You can
specify whether the caller can or cannot interrupt the prompt message.

2 Specify the parameters of the caller input, such as the number of digits
expected, the field in which the characters should be placed, etc. This is
also the screen where you specify the recognition type for one of the
optional speech recognition features.
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3 Process the input by comparing it to an evaluation checklist and respond
as specified for each case. You can use the standard or the custom
checklist. The confirm action, available in either checklist, allows you to
play the caller input back and ask for confirmation that the system
received the input correctly.

Prompting the Caller for Input (Page 1, PROMPT)

The PROMPT screen (Figure 78 on page 292) looks and works exactly like
the Define Announce screen. The main difference is in the way they are
used. You ask for input in a PROMPT screen, but you only send out (play)
messages in a Define Announce screen. See Defining Announce on page
233 for discussions Using Announce versus Prompt & Collect on page 237
and Speak with Interrupt? on page 233.

Note: See Prompt & Collect: Tips on page 301 for additional guidelines
about using speak with interrupt.

The PROMPT screen can play 1 to 15 phrases, field values, and/or lines of
text in succession in a single action step. Note that you can use text only if
the optional Text-to-Speech (TTS) feature is installed.
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Specifying Caller Input (Page 2, INPUT)

Defining Prompt & Collect

The INPUT screen (Figure 79 on page 295) allows you to specify the input
parameters. Default values are supplied for most of these. Table 19 on page
275 shows the valid inputs and default values for fields in the INPUT screen.
Each of these parameters is discussed following this table.

Table 19. Caller Input Fields

Field

Caller Input Field

No. of Tries Used Field
No. of Digits Input Field
Min Number of Digits

Max Number of Digits

TT Terminator Code Active
TT Terminator Code Value
TT Repeat Code Active
TT Repeat Code Value

TT Erase Code Active

Required Input

Name of a field

Name of field

Name of field

Integer (1-64)

Integer (1-64)

Yes or no

One or two touch tones
Yes or no

One or two touch tones

Yes or no

Default Value
$CI_VALUE
$CI_TRIES_USED
$Cl_NO_DIGS_GOT
01

64

No

#

No

None

No
lof2
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Table 19. Caller Input Fields

Field

TT Erase Code Value
TT Cancel Code Active
TT Cancel Code Value
No. of Tries to Get Input
Initial Timeout

Interdigit Timeout
Recognizer

Recognition_Type

Required Input

One or two touch tones
Yes or no

One or two touch tones
Integer (1-9)

Integer (3—60 seconds)
Integer (3—60 seconds)
None

None

Defining Prompt & Collect

Default Value
None

No

None

03

05

05

None

None
20f2

The Cal | er I nput Fi el d receives the input character string from the caller.

The system field $CI_VALUE is the default. It is a char field of size 67. You
can use any field of type char. Make sure the field size is large enough for the
caller input string, or the system will not retain all of the caller input.

Note: You should use the $CI_VALUE or another char field to receive
caller input. You can use a field of a different type, but caller input
is defined as type char, so the rules of data conversion would

apply as described in Chapter 3, Data Management.
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Number of Tries
Used

Number of Digits
Input

Minimum Number
of Digits

Maximum Number
of Digits

During caller input, the caller may enter invalid information. The No. O

Tries Used Fi el d keeps count of the number of input attempts. The field is
reset to zero (0) each time a Prompt & Collect action step is executed in the
transaction. The system field $CI_TRIES_USED, of type num, is the default.
You can substitute another num field. You can use a field of a different type,
but the rules of data conversion would apply as described in Chapter 3, Data
Management. You can specify the reprompt action on Page 3, CHECKLIST,
of the Define Prompt and Collect screen to allow the caller to try again.

The No. O Digits Input Fieldkeeps countofthe number of characters
currently in the caller input field. The variable $CI_NO_DIGS_GOT, of type

num, is the default. You can substitute another num field. You can use a field
of a different type, but the rules of data conversion would apply as described

in Chapter 3, Data Management.

Use the M n Nunber O Digits field to specify the minimum number of
characters required for the caller input string to be considered valid. Any
minimum, from 1 to 64 characters, is permitted, if nothing is specified in the
Recogni ti on_Type field. The default is one character. If you select an invalid
number, the system will set it to a valid number for the recognition type
specified.

Use the Max Nunmber O Digits field to specify the maximum number of
characters required for the caller input string to be considered valid. Any
maximum, from 1 to 64 characters, is permitted, if nothing is specified in the
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Recogni ti on_Type field. The default is 64 characters. If you select an invalid
number, the system will set it to a valid number for the recognition type
specified.

Touch-Tone Use the TT Ter mi nator Code Acti ve field to specify if you want the caller to

Xecrt?\“/'i?;g;ﬁjosde use a touch-tone terminator code. A typical use for this is when you expect a
variable length input, and it is desirable to avoid the timeout delay that would
otherwise occur while the system waits for input. Selecting yes indicates it
will be used, no (default) indicates it will not.

Touch-Tone Use the TT Term nator Code Val ue field to specify the touch-tone
Terminator Code character (or two-character sequence) to be used to signal the end of the
Value . . . . .
caller input. When a terminator is used, the terminator string does not
appear inthe Cal l er Input Field. For example, if “#” is used as the
terminator and the caller enters a “123#”, the input is treated as “123.” The
default terminator is the pound symbol (#). You can substitute any touch-tone
character or two-character sequence.

Touch-Tone Repeat Use the TT Repeat Code Acti ve field to specify if you want the caller to use
Code Activity a touch-tone repeat code. This allows the caller to have the system repeat

Status . S S
the prompt message. Selecting yes indicates it will be allowed, no (default)
indicates it will not.
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Touch-Tone Repeat
Code Value

Touch-Tone Erase
Code Activity
Status

Touch-Tone Erase
Code Value

Touch-Tone Cancel
Code Activity
Status

Use the TT Repeat Code Val ue field to specify the touch-tone character (or
two-character sequence) to be used by the caller to hear the input prompt
again. There is no default.

Use the TT Erase Code Acti ve field to specify if you want the caller to use a
touch-tone erase code. When the caller uses an erase code, the system
erases the last digit entered prior to the code. For example, if *# is used as an
erase code and the caller enters a “125*#345”, the input is treated as
“12345.” Selecting yes indicates it will be allowed, no (default) indicates it will
not.

Use the TT Erase Code Val ue field to specify the touch-tone character (or
two-character sequence) to be used by the caller to erase the previous touch-
tone from the input string. There is no default.

Use the TT Cancel Code Acti ve field to specify if you want the caller to use
a touch-tone cancel code. When the caller uses a cancel code, the system
erases the caller input (including the cancel code) for the current prompt so
the caller can enter the complete input again. Selecting yes indicates it will be
allowed, no (default) indicates it will not.

Touch-Tone Cancel Code Value
Use the TT Cancel Code Val ue field to specify the touch-tone character (or

two-character sequence) to be used by the caller to erase the entire input
string. There is no default.
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Number of Tries to
Get Input

Initial Timeout

Interdigit Timeout

Recognizer

Use the No. OF Tries To Get |nput field to specify the maximum number
of times the caller is allowed to attempt to enter valid input. The allowable
range is from 1 to 9. The default is 3.

Usethe I nitial Tinmeout field to specify the maximum amount of time (in
seconds) the system will wait for the caller to enter the first character of input.
The allowable range is from 3 to 60. The default is 5 seconds. Do not use 0.

Use the I nterdigit Tineout to specify the maximum amount of time (in
seconds) the system will wait for the caller to enter any character after
entering the previous character. The allowable range is from 3 to 60. The
default is 5.

Note: Where the length of the expected input is variable (for example, an
account number from 5 to 7 characters), the interdigit timeout may
indicate completion of valid input. For example, a 5-second silence
after entering six characters indicates the caller is finished
entering input. You can avoid this delay by using a touch-tone
terminator code as described in Touch-Tone Cancel Code Value

on page 279.

Script Builder automatically displays in the Recogni zer field the recognizers
that are available on your system. You can use both Dial Pulse Recognition

(DPR) and speech recognition (SR) during the same Prompt & Collect action
step. SR applies to WholeWord speech recognition and FlexWord™ speech
recognition, but only one can be active for each prompt. The active SR
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Recognition Type

recognizer is determined by what you specify in the Recognition_Type field.
See Chapter 8, Using Optional Features, for more information about including
DPR, WholeWord speech recognition, and FlexWord speech recognition in
your Prompt & Collect action step.

Use the Recognition_Type field to specify which available DPR recognition
type, and WholeWord recognition type or FlexWord wordlist you want the
system to use for this Prompt & Collect action step.

Analyzing Input from the Caller
(Page 3, CHECKLIST)

The CHECKLIST screen allows you specify how the transaction will respond,
depending on whether the input was invalid, valid, or correct (custom
checklist only). The checklist is a list or table of possible cases (situations).
Specify the next action for the transaction to take when each case occurs (is
evaluated as being true). Each checklist line includes:

* Input case
- Optional custom message to be played if the case occurs
- Action to take next

- Data to further specify the action (if needed)
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Standard Checklist

Two different checklists are available: the standard and custom. The
standard checklist is used by default. You can select the custom checkilist,
which allows you to specify additional cases, including correct input. You can
specify the confirm action, available in either checklist, to play the caller input
back and ask for confirmation that the system received the input correctly.

Use the standard checklist (Eigure 80 on page 296) when you want to
distinguish only between valid and invalid input. It also allows you to specify
an action to take for each case in the list.

Case

The Case field specifies a situation that could be true for caller input. The
standard checklist includes for the following input cases:

e Input & — True when valid input is received: number of characters
within range, timeout not expired, within allowed number of tries, etc.

Note: Valid input is not necessarily correct input but rather the input that
is within specified parameters. For example, a caller is asked to
enter a five-digit account number. If the caller does not respond, or
enters just four digits, then the response can easily be classified
as invalid. But any five-digit number the caller enters is valid. The
only practical way to verify if it is correct is to send it to the host
computer to perform a database lookup and see if it is an existing
account.
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e Initial Timeout — True when no input was received from the caller
within the allotted time.

« Too Few Digits — True when an Interdigit Timeout occurs and an
insufficient number of characters has been received.

 No Mre Tries — True when either an Initial Timeout or Interdigit Timeout
occurs, and the limit on the number of tries to receive valid caller input has
been reached.

Voice Response

Use the Voi ce Response field to specify if you want to play a custom case-
related message to the caller (Figure 81 on page 297). For example, in the
caseof I nitial Tineout, you could play a message saying “Still waiting for
your input.”

Action
Use the Acti on field to specify the action to be taken when the case occurs.

Note: Keep the caller in mind when selecting an Act i on for a Case.
Some combinations would be confusing to a caller, even though
Script Builder accepts them. For example, the case No More
Tri es could be followed by the action Repr onpt . The system
would ask the caller for input again, after the caller was
unsuccessful at entering the input on a few tries already. A better
choice for No More Tries is Transfer To.
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The available actions are

Cont i nue — Continues execution of the transaction with the next action
step following the Prompt & Collect action step

Try Agai n — Tries to get valid caller input again (without playing the initial
prompt); used when a custom message has been used as a replacement
message for a prompt

Repr onpt — Tries to get valid caller input again, after first playing the initial
prompt (with a custom message, if specified, being played before the
initial prompt)

CGot o Label — Identical to the Goto Label action step
Follow these guidelines for each Goto Label:

~ The name must be 1 to 20 characters in length.

~ Legal characters are letters (A—Z and a—z), numbers (0-9), and
underscore ().

~ The name must begin with an alphabetic character.

~ Script Builder automatically adds a colon (:) to the end of each label to
identify it as being different from the other action steps. The colon does
not count toward the length limit.

See Defining Goto Label on page 265 for more information.

Qui t — Identical to the Quit action step
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See Defining Quit on page 305 for more information.

- Transfer To - Identical to the Transfer Call action step, except that the
type of transfer within a Prompt & Collect action is always a blind transfer

See Defining Transfer Call on page 318 for more information.

Note: See Prompt & Collect: Tips on page 301 for guidelines about
using Quit following a Transfer To.

- Confirm-— Repeats the caller input, then asks the caller to confirm that
the input is correct

See Specifying the Confirm Action on page 290 for more information.

Action Data
Use the Acti on Dat a field only to specify:
- Alabel for a Goto Label action
- Atelephone number for a Transfer To action
- Caller input for a Confirm action
Custom Checklist Use the custom checkilist (Eigure 83 on page 299) when you want to
distinguish between correct and incorrect caller input (in addition to between

valid and invalid input). It also allows you to specify an action to take for each
case in the list. This checklist has the same structure as the standard
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checklist. Follow the same guidelines for completing the custom checklist as
you would for completing the standard checklist, as described in Standard
Checklist on page 282.

Using Default Cases

The last four cases in the checklist include three of the same valid input
cases found on the standard checklist (I ni ti al Ti meout, Too Few Digits,
and No More Tries), plusaNot On List case for any valid input not
otherwise specified elsewhere in the list on this screen. As in the standard
checklist, each default Case has an Act i on that you can override.

Creating Custom Cases

You can specify up to 12 custom cases of correct input (in the lines above the
four default cases). The system compares the input to each case and
performs the action specified for the first true case, similar to an “If-Then-
Else” statement. For example, your prompt could be:

“For your checking account balance, say or enter 1.
For your savings account balance, say or enter 2.
To speak with a customer service representative, say or enter 0.”

For this example, list “1,” “2,” and “0” as three custom checklist cases. For the
digits 1 and 2, select Goto Label actions and branch off to the appropriate
group of action steps to provide the information requested. For the digit O,
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select a Transfer To action step and specify a telephone number for an
agent.

In many cases, you can describe a correct input but you cannot list all the
correct values. For example, valid customer account numbers could be eight
digits with the first digit always 4 and the last digit always 9, or a stock
number might be six to nine digits in length and always begin with 76.

You can use the pattern symbols (Table 20 on page 287) and special codes
(Table on page 288) available in Script Builder to describe a correct input
case without specifying a value. Because the cases are compared in the
order listed, include the most specific pattern first and more general patterns
later.

Table 20. Custom Checklist Pattern Symbols

Character Function
0,1,... 9 These are standard digits.

* # These are special touch-tone keys, which are frequently
used as touch-tone control characters (terminator, erase,
repeat, or cancel codes). These are not included in the
value inthe Cal | er I nput Fi el d, but they are part of the
caller input string, so you can include them in a correct
input case pattern.
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Table 21. Custom Checklist Special Codes

Character” Function

A B,C,D These are extended digits. The touch-tone standard includes a 16-digit
keypad with a fourth column.

n This represents any one of the 10 standard digits.

S This represents either one of the two special digits.

e This represents any one of the four extended digits.

t This represents any 1 of the 16 touch-tone digits.

r This is the repeat character. This special pattern symbol means “match one

or more repetitions of the previous pattern symbol.”

q This is the quit character. This special pattern symbol means “stop
comparing and accept any input string that has matched up to this point.”

*|If you use one of these characters or any other touch tones besides * and # as special codes, they
will only have their special function and will not appear in the input. Therefore, checklist cases that
include them will not be matched.

The literal characters (0,..., 9, *, #, A,..., D) each match one instance of
themselves. The group characters (n, s, e, t) each match one instance from
their group.
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The above example of an eight-digit account number beginning with 4 and
ending with 9 would match the case “4nnnnnn9.”

The two special pattern symbols “r" and “gq” are useful when the input you
want to match has a varying length (within a specified range). Use the “r"
symbol when the input has a varying length portion that includes some
repeated digits. Therefore, the symbol that precedes “r" in the pattern must
be present one or more times. For example, the “5r2” in the Case field would
match any of the following inputs: “52,” “555552,” “552,” etc.

Use the “g” symbol when the first few digits of the input must follow a
specified pattern, but the remainder of the input is more variable. For
example, the Case “76Q” means that if the first part of the input matches the
pattern, the remainder of the input can be ignored and the pattern is matched.
The “g” must be the last significant symbol in a pattern description. Script
Builder will ignore any characters after the “q” in a pattern.

You may use the special codes and pattern symbols together. For example,
the “nr” in the Case field would match either of the following inputs if # is a
control character: “1#,” “123#". However, the input “12*45#” would be invalid
for “nr” because of the asterisk. If you place the “tr#1q” in the Case field, the
following inputs are valid: “124**#1", 9#1, “##1". However, the input “123" or
“#1" are not valid. The first invalid case does not provide the pound sign (#) or
termination digit of 1 and the second invalid case does not provide a touch
tone digit as indicated by “t”.
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Specifying the Using Page 3, CHECKLIST, of the Define Prompt and Collect screen (Figure
Confirm Action 84 on page 300), you can direct the application to prompt callers for

confirmation of input. This input can be either touch-tone, optional DPR, or
Yes/No in an optional WholeWord speech recognition language. See Using
Dial Pulse Recognition or Speech Recognition on page 401 in Chapter 8,
Using Optional Features, for more information about using these optional
features in a Prompt & Collect action step.

Note: To use the Confirm action, the system must include a feature to
play the caller input, such as Text-to-Speech or Enhanced Basic
Speech.

You can specify the Confirm action (Figure 84 on page 300) to take an
optional single digit as an argument, in addition to Yes/No (which is default if
you specify a WholeWord recognition type). In the Acti on Dat a field, specify
the touch-tone or DPR digit argument you want callers to enter to indicate a
confirmation. If you do not specify an argument (Acti on Dat a field is blank),
the transaction treats the confirm as a “continue” when the caller enters any
touch-tone, DPR, or speech input.

The Confirm action also has an associated Voi ce Response field (Figure 85
on page 301). In this screen, you specify the field that contains the caller
input as well as any phrase you want spoken after that. For example, you
may specify that the system speak the caller input, then the phrase, “If this is
correct, say yes or dial 1.” To open the Voi ce Response field, position the
cursor on that field, then press F1 (Expand).

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 290
Builder 585-313-206



7 Defining the Transaction Defining Prompt & Collect

If the system receives an input that matches the argument, the transaction
continues to the next action step. If the system receives an input that does
not match the argument, the transaction prompts the caller again for the
input.

Note: You can select and define the Confirm action in the standard
checklist or in the custom checklist.

Defining the Prompt & Collect Action Step

To define the Prompt & Collect action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).
2 Select

>Pronpt & Col | ect

3 Press F6 (Cancel) to exit the Action Choices menu.
4 Highlight the Prompt & Collect action step in the transaction.
5 Press F4 (Define).
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The system displays Page 1, PROMPT, of the Define Prompt and Collect
screen (Eigure 78 on page 292).

Figure 78. Define Prompt and Collect — PROMPT Screen

Define Prompt and Collect Page 1 of 3

PROMPT Speak with interrupt? yes

Type Field Name/Phrase Tag/Text String Field Format

6 Inthe Speak with Interrupt? field, entery or n, or press F2 (Choices)
and select from the menu to specify if you want to allow interrupt.
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A CAUTION:

If the prompt message does not allow interrupt, you must remove (trim) all
final (trailing) silence from the prompt message. If the message includes
silence at the end, the caller may begin to enter input while the silence is
being played. Any input entered during that time will be lost, and the caller will
probably be reprompted and wonder why.

7 Inthe Type field, enter p (Phrase), f (Field), t (Text, for TTS only), or press
F2 (Choices) and select from the menu to indicate the speech type.

8 Inthe Fi el d Nane/ Phrase Tag/ Text Stri ng field, specify a phrase or
field, or enter the text string for TTS. Press F2 (Choices) for a menu of
phrases and fields already used.

You can change, remove, and amend message contents.

~ To change the details of a line, move to the appropriate line and make
the desired changes.

Note: If you begin a line with a space, you will be able to edit it later
without retyping the entire line. If you begin a line with any other
character, you must retype the entire line to make any changes.

~ To remove a phrase or field entry from the PROMPT screen, delete all
data from the line where the phrase or field is entered and press F3
(Close). When you reopen the action step, the system will move up
lines below the deleted line to close the gap.
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~ To add a line above existing lines, you must retype the data on each of
the existing lines, one line lower, to make room for the new line.

9 Inthe Fi el d Format field, enter a format for field or TTS, or press F2
(Choices) for a menu. Note that phrases are played as recorded, so a
format does not apply. The format determines the speech inflection and
the interpretation of data, such as numbers used in money, dates, and
times. See Formats for Spoken Output on page 53 in Chapter 3, Data
Management, for information about spoken field formats. See Using Text-
to-Speech on page 391 in Chapter 8, Using Optional Features, for
information about using TTS formats to speak a field value.

Note: The field formats available are determined by the optional
Enhanced Basic Speech language specified in the Shared
Speech Pools window.

10 Repeat Steps 7 through 9 for each line in the prompt message.
11 When Page 1, PROMPT, is complete, do one of the following:

~ Press F3 (Close) to store your selections and return to the Define
Transaction screen (Figure 60 on page 215), or

~ Press F8 (Chg-Keys), then press F4 (Nextpage).

The system displays Page 2, INPUT, of the Define Prompt and Collect
screen (Figure 79 on page 295).
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Figure 79. Define Prompt and Collect — Sample INPUT Screen

Define Transaction
Define Prompt and Collect Page 2 of 3
INPUT

Caller Input Field: $CI_VALUE
No. Of Tries Used Field: $CI_TRIES_USED
No. Of Digits Input Field: $CI_NO_DIGS_GOT

Min Number Of Digits: 10 TT Erase Code Active: no
Max Number Of Digits: 10 TT Erase Code Value:
TT Terminator Code Active: no TT Cancel Code Active: no
TT Terminator Code VUalue: "#” TT Cancel Code Value:
TT Repeat Code Active: no No. Of Tries To Get Input: 03
TT Repeat Code Value: Initial Timeout: 30

Interdigit Timeout: 05
Recognizer Recognition_Type

RECOG: DPR DP1_10
RECOG: SR Us_DIG

12 Use the default values or specify your selections for Cal | er | nput
Fi el d through the I nterdigit Ti nmeout field, using the guidelines
discussed above.
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Defining Prompt & Collect

13 With the cursor in the Recogni ti on_Type field, press F2 (Choices). Then,
for each active recognizer, select the recognition type from those
available. Available WholeWord recognition types and FlexWord wordlists
are all be listed when you press F2 (Choices) for SR Recogni ti on_Type.

14 When Page 2, INPUT, is complete, do one of the following:

~ Press F3 (Close) to store your selections and return to the Define
Transaction screen (Figure 60 on page 215), or

~ Press F8 (Chg-Keys), then press F4 (Nextpage).

The system displays Page 3, CHECKLIST, of the Define Prompt and
Collect screen, with the standard checklist (Figure 80 on page 296)

shown.

Figure 80. Prompt & Collect, Page 3 Standard Checklist

Define Prompt and Collect

Page 3 of 3

CHECKLIST Do you want to use the standard check list? yes
Case Uoice Response Action Action Data

Input Ok Continue

Initial Timeout Reprompt

Too Few Digits Reprompt

No More Tries Quit

To use the standard checklist, continue with step 15.
To use the custom checklist, skip to step 16.
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15 To use the standard checklist:

a Keep the default value of yes inthe Do you want to use the
standard checkl i st ? field.

b For each selection in the Case field, enter your selected information in
the Voi ce Response, Acti on, and Acti on Dat a fields, using the
guidelines discussed above.

Note: With the cursor in the Voi ce Response field, press F1 (Expand) to
display the Define Voice Response for an Input Case screen
(Figure 81 on page 297). Enter your selections in the Type, Fi el d
Name/ Phrase Tag/ Text String, and Fi el d Fornat fields. You
can also edit or remove lines in this screen.

After entering your information, skip to step 17.

Figure 81. Sample Define Voice Response For An Input Case

Define Prompt and Collect Page 3 of 3 ]
Define Uoice Response For An Input Case
PROMPT Speak with interrupt? yes
Type Field Name/Phrase Tag/Text String Field Format

Text 5till waiting for your input.
Text Enter your 7 digit account number
Text at the upper left corner of your statement.
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16 To use the custom checkilist:

a Change the value in the Do you want to use the standard
checkl i st ? field to no by entering N, or press F2 (Choices) to select
from a menu.

The system reminds you that the custom checklist will replace the
standard checklist (Eigure 82 on page 298).

Figure 82. Custom Checklist Reminder

b When you acknowledge the message, the system displays the custom
checklist (Figure 83 on page 299).
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Figure 83. Prompt & Collect, Page 3, Custom Checklist

Define Prompt and Collect Page 3 of 3

CHECKLIST Do you want to use the standard check list? no
Case Uoice Response Action Action Data

Not On List Reprompt

Initial Timeout Reprompt

Too Few Digits Reprompt

No More Tries Quit

¢ Enter in the Case field any custom situations you want to define for this
application. See the discussion above, Table 20 on page 287, and
Table on page 288.

d For each default situation in the Case field, and for ones you create,
enter your selected information in the Voi ce Response, Acti on, and
Act i on Dat a fields, using the guidelines discussed above.

Note: Expand the Voi ce Response field and make entries as described
in step 15.
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17 To specify the Confirm action:

a Press F2 (Choices) with the cursor in the Act i on field, and select from
the menu. Note that the Confirm action is available in both the standard
and custom checklists.

The system displays the selected Confirm action (example in Figure 84
on page 300).
Figure 84. Sample Confirm Action with Action Data

t and Collect
CHECKLIST Do you want to use the standard check list? yes
Case Uoice Response Action Action Data
Input Ok (Expanded) Confirm ]
Initial Timeout Reprompt
Too Few Digits Reprompt
No HMore Tries Quit

b Enter your selected information in the Voi ce Response and Acti on
Dat a fields, using the guidelines discussed above.

Note: Expand the Voi ce Response field and make entries as described
in step 15. (example in Figure 85 on page 301).
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Figure 85. Sample Expanded Voice Response Field for Confirm Action

Define Prompt and Collect Page 3 of 3

Define Uoice Response For An Input Case

PROMPT Speak with interrupt? yes
Type Field Name/Phrase Tag/Text String Field Format

Text You entered

Field $CI_VALUE Nimmm

Text If this is correct, say yes or dial 1.

18 When Page 3, CHECKLIST, is complete, press F3 (Close) to store your
selections and return to the Define Transaction screen (Figure 60 on page
215).

Prompt & Collect: Tips

Transfer To and The act of transferring a call does not terminate execution of a transaction.

Quit After performing a Transfer To action in a checklist, execution of the
transaction continues with the first step following the Prompt & Collect action
step. Therefore, you should add a Quit action step immediately following any
Prompt & Collect action step that uses the Transfer To action. However,
quitting immediately after transferring should not apply to all the input
conditions (for example, Input Ok). For the input conditions that do not result
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in a Transfer To, you can avoid quitting immediately by branching to another
Label in the transaction.

The following is a sample Prompt & Collect action step in a transaction
showing a way to quit immediately after doing a blind transfer for certain input
conditions only. This sample also demonstrates how to avoid quitting for
other input conditions. The sample application does a blind transfer when the
caller times out or does not enter enough touch tones within the Prompt &
Collect action step. If the caller enters valid input, the transaction goes to a
Label to do further processing. However, if the user has no more tries
available, the application quits.

Note: The Transfer To action within the Prompt & Collect action step
does not perform the same way as the Transfer Call action step.
The Transfer To action is always a blind transfer. See Defining
Transfer Call on page 318.

start:

1. Set Field Value

Fi el d: phoneNunber = "7325"

Fi el d: BLI ND_SUCCESS = " X"
2. Prompt & Collect

Speak with interrupt

Phrase: Enter acct. no
I nput
M n Nunber of Digits: 04
Max Nunber of Digits: 04

TT Term nator Code Val ue: "H"
Checkl i st
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Case: "I nput "

Got 0 OKI NPUT

Case: “Initial Timeout"

Transfer To phoneNunber
Case: "Too Few Digits"
Transfer To phoneNunber
Case: "No More Tries"
Cot o DONE

End Pronpt & Coll ect

#1f we fall out of Pronpt & Collect at this point
#then a blind transfer has been done, and we
#can check to see if it was successful
3. Evaluate

I f $TRANSFER_RESULT! = BLI ND_SUCCESS

#Error in the blind transfer; cleanup and abort
4. Coto DONE

End Eval uate

#At this point, blind transfer was successful so
#quit the script

DONE:
5. Quit

#We get to this point if the Pronpt&Collect was
#successful and no blind transfer was done

OKI NPUT:

#Process the input and then quit

6. Goto DONE
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Interrupt and Touch These rules are in addition to the basic interrupt rules described in Defining
Tones Announce on page 233.

The caller is able to press any key the telephone touch-tone keypad at
any time during a caller transaction, regardless of the active transaction
step. Once the system answers the telephone, anytime the caller presses
a key on the telephone keypad, the corresponding touch tone is sent.

Touch tones are detected as they are entered. This allows the system to
process them during messages that allow interrupt.

The system processes touch tones received only during the input portion
of a Prompt & Collect action step. Any touch tones previously received are
fed into the input field, up to the maximum number of characters specified
in the action step. If less than the maximum number of characters have
been received, the system waits for the caller to enter additional touch
tones (subject to the timeout constraints of the action step).

Any touch tones that are entered while interrupt is off will not be received.
The caller should wait for the prompt to finish.

When the system processes a message that does not allow interrupt,
touch tones previously received are removed from memory. This process
is called flushing the buffer.

The system flushes the touch tone buffer when any of the following action
steps occur:

~ Get Host Screen
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~ Read Table
~ Send Host Screen
~ Transfer Call

« You can flush the buffer of touch tones without taking any other action. To
do this, play a null message (no content) that does not allow interrupt.

Defining Quit

When the script reaches a Quit action step, the transaction ends. The system
disconnects the telephone, if it has not already been disconnected by a
Disconnect action step.

To add the Quit action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).
2 Select

>Qui t

The system inserts the Quit action step in the transaction.
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3 Press F6 (Cancel).

The Quit action step requires no definition.

Defining Read Table

Use the Read Table action step to retrieve information from a database table.
In the Define Read Table screen (example in Figure 86 on page 311) you
specify the name of the database table, whether you want the system to
search from the beginning, the field you want to match, and the value (or
expression) you want to match. If the system finds a match, it lets you know,
and makes the matching record available to the transaction.

Table Name

Specify the name of the database table from those available to the
application.

Search from Beginning

Specify if you want the system to search from the beginning of the table. The
first time a lookup is done in a specific database table in a transaction, the
system begins the search from the top of the database table. If a match is
found, the next lookup begins with the record that follows the previous match
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(if you specify no in the Sear ch From Begi nni ng field). If a match is not
found, the next lookup starts from the beginning.

By specifying no in the Search From Begi nni ng field, you can search a
database for more than one match. This enables you to locate multiple
records that match a particular set of key values (search criteria). Just
continue to read the same table with the same set of key values until no more
records are matched (for example, SMATCH_FOUND is set to 0-see below).
A Read Table action step on the same table, but with a different set of values,
will interrupt a continuous search for multiple matching records.

Specify yes in the Sear ch Fr om Begi nni ng field if you want to make sure a
search will start from the beginning of the database table. Otherwise, you
could miss a record that is above where the search starts.

Field Name

In each line, select the field name that you want to search for a match. You
can specify a search criteria (key value) for each field in a database table. If
you specify a key value for more than one field, a match will be found only ifa
record in the database matches all the fields with key values specified. In
other words, the search criteria work together as a logical AND, not as a
logical OR.

The initial screen contains five sets of blank lines to specify fields and key
values. More are available on additional pages.
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First / Second Operand and Operator

Use the Oper and and Oper at or fields on each line to specify a value or
simple arithmetic expression for the system to use as a search criteria (key
value). Each operand can be a field or a constant. If you specify a value in the
2nd Qper and field, you must also specify an operator in the Oper at or field.
The operator can be one of the four basic arithmetic functions: “+,” “-,” “*,” or
“l.” For an expression, the value is the result of the two operands and the

operator, as described in Defining Evaluate on page 245.

$SMATCH_FOUND

If the system finds a record with all specified values in all specified fields, a
“match” has been found. If you refer to the database table field names in the
following transaction steps, the field values will be those of the matched
record.

Script Builder uses a system field of type num, called $SMATCH_FOUND, to
indicate whether a match was found in the Read Table action step. The
system increments the SMATCH_FOUND variable for a successful Read
Table action step, regardless of how many matches are found (for example, if
a Read Table action step found five matches, SMATCH_FOUND would be
incremented to 1). If the next READ_TABLE is not a search from the
beginning and matches are found, the SMATCH_FOUND value is
incremented to 2. The value of SMATCH_FOUND is set to 1 if a match is
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Example

found in a search that starts at the beginning of a database table. The value
of SMATCH_FOUND is set to 0 if no matches are found. If the database DIP
experiences difficulties and drops its connection with the database, the
system returns a value of -4 in $SMATCH_FOUND.

A CAUTION:

You can nest a Read Table action step within another Read Table action step,
but this is not recommended. In this case, each search will start from the
beginning of the table. You must specify search criteria carefully to make sure
you get the result you want.

As an example, suppose you want a caller to be able to call River Bank and
receive one of four interest rates: savings, checking, mortgage, and
automobile. You would design the transaction with an interest rate selection
menu in a Prompt & Collect action step, with the four interest categories
offered as choices. Assume the application includes a database table called
“river_db” with three fields: account _type, tt _code, and current _rate. In
Figure 86 on page 311, tt _code is specified for a match in the Fi el d Nane
field. The t t _code field contains a single digit, such as 1 through 4,
corresponding to the number used in the menu. Therefore, the number
entered by the caller in $CI_VALUE can be matched with the number in
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tt _code to find the record with the desired interest rate. Then you could use
an Announce action step to speak the value of account _t ype and
current _rate to the caller.

Defining the Read Table Action Step

To define the Read Table action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu.
2 Select

>Read Tabl e

The system inserts the Read Table action step in the transaction.
3 Press F6 (Cancel) to exit the Action Choices menu.
4 Highlight the Read Table action step in the transaction.
5 Press F4 (Define).
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The system displays the Define Read Table screen (example in Eigure 86
on page 311). The example shown is for the sample River Bank
application (see Appendix A, Sample Application.

Figure 86. Sample Define Read Table Screen

Define Read Table Page 1 of 1

Table Name: river_db Search From Beginning: yes
Field Name = 1st Operand/2nd Operand Operator

tt_code $CI_UALUE

6 Inthe Tabl e Nane field, enter the name of the database table to be
examined, or press F2 (Choices) to select from a menu of database table
names in the application.
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7 Inthe Search From Begi nni ng field, enter Y or press F2 (Choices) to
select yes from a menu if you want the Read Table action to start from the
first record each time. The default is no (see Search from Beginning on

page 306.)
8 For each line, enter or select your choice in the Fi el d Nare field.

If you need more than five lines, additional pages are available. Press
F8 (Chg-Keys), then F1 (Addpage). If more than one page is used, press
F3 (Prevpage) and F4 (Nextpage) to move among them.

9 For each line, enter or select your choice in the 1st Oper and field.

10 For each line, if you select a 2nd Oper and, you must also select an
Oper at or. The system will search in Fi el d Nane for the value of the
expression after the operation is performed.

11 Press F3 (Close) to complete the definition and return to the Define
Transaction screen (Eigure 60 on page 215).

Defining Send Host Screen

Use the Send Host Screen action step to specify the name of the screen to
be sent, any fields to be sent, the value for each field, and the aid key to send
the screen.
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Typically, every Send Host Screen action step in the transaction should be
followed by a Get Host Screen. See Defining Get Host Screen on page 258.

You can select the fields that have been defined with a usage of TO_HOST

or BOTH for the specified host screen. See Defining Screen Fields in Chapter
4, Defining the Host Interface.

You can assign to a field the value of a field name, a constant, or a simple
expression (as described above in the Evaluate action step). You must
assign the value in the Send Host Screen action step in order for it to be sent
to the host computer.

In the example (Figure 87 on page 314), in the screen ordernum the system
assigns the value of ccnum to the field order_number, and the value is sent to
the host with the ENTERKEY.

To define the Send Host Screen action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).

2 Select

>Send Host Screen
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The system inserts the Send Host Screen action step in the transaction.
3 Press F6 (Cancel) to exit the Action Choices menu.
4 Highlight the Send Host Screen action step in the transaction.
5 Press F4 (Define).

The system displays the Define Send Host Screen (example in Figure 87
on page 314).

Figure 87. Sample Define Send Host Screen

Define Send Host Screen Page 1 of 1
Send Screen Name: ordernum Use Aid Key: ENTERKEY
Field Name = 1st Operand/2nd Operand Operator
order_number ccnum
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6 Inthe Send Screen Name field, enter the name of the screen or press
F2 (Choices) to select from a menu.

7 Inthe Use Ai d Key field, press F2 (Choices) to select from a menu of aid
keys.

Note: You may want to send just an aid key to the host, without sending
any host screen or field. In this case, when you define the Send
Host Screen action step, fill in just the name of the aid key to be
sent, and nothing else in the screen.

8 For each line, enter or select your choice in the Fi el d Nare field.

If you need more than five lines, additional pages are available. Press
F8 (Chg-Keys), then F1 (Addpage). If more than one page is used, press
F3 (Prevpage) and F4 (Nextpage) to move among them.

9 For each line, enter or select your choice in the 1st Oper and field.

10 For each line, if you select a 2nd Oper and, you must also select an
Oper at or. The system will send to the Fi el d Nane the value of the
expression after the operation is performed.

11 Press F3 (Close) to complete the definition and return to the Define
Transaction screen.
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Defining Set Field Value

Use the Set Field Value action step to assign a new value to one or more
fields.

You can assign to a field the value of a field name, a constant, or a simple
expression (as described above in the Evaluate action step). If you use mixed
field types, the Script Builder rules of conversion apply (see Data
Conversions on page 77 in Chapter 3, Data Management).

The system sets the field values one at a time, in the order listed. Therefore,
when a field assigned a value in one row is used later as an operand in
another row, the result of the first operation does affect the results of the
second.

To define the Set Field Value action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).

2 Select

>Set field Val ue
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The system inserts the Set Field Value action step in the transaction.
3 Press F6 (Cancel) to exit the Action Choices menu.
4 Highlight the Set Field Value action step in the transaction.
5 Press F2 (Define).

The system displays the Define Set Field Value screen (example in Eigure
88 on page 317).

Figure 88. Sample Define Set Field Value Screen

Define Set Field Ualue Page 1 of 1
Field Name = 1st Operand/2nd Operand Operator
acct_loop_tries 3
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6 For each line, enter or select your choice in the Fi el d Nare field.

If you need more than five lines, additional pages are available. Press
F8 (Chg-Keys), then F1 (Addpage). If more than one page is used, press
F3 (Prevpage) and F4 (Nextpage) to move among them.

7 For each line, enter or select your choice in the 1st Oper and field.

8 For each line, if you select a 2nd Oper and, you must also select an
Oper at or. The system will set the Fi el d Nare to the value of the
expression after the operation is performed.

9 Press F3 (Close) to complete the definition and return to the Define
Transaction screen.

Defining Transfer Call

Use the Transfer Call action step to transfer the caller to another telephone
number, referred to here as the third party. Typically this is a customer
service representative or attendant. Before using Transfer Call, you should
confirm that the transfer parameters are set to the appropriate PBX switch.
See Chapter 5, “Switch Interface Administration,” in Intuity CONVERSANT
System Version 7.0 Administration, 585-313-501, for analog switch
information.
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Three types of transfers are available: blind, intelligent, and Full CCA [Full
CCA requires the optional Call Classification Analysis (CCA) package]. You
can use all three types within a single transaction. All three types of transfers
allow the system to transfer a call to a different extension, using the transfer
and/or three-way calling feature of the PBX.

A CAUTION:
You cannot use the Transfer Call action on a converse vector call.

Transfer Call To

The Transfer Call To field specifies the number to which a call is to be
transferred. In this field, you may enter an appropriate numeric constant (for
example, 6519) or the name of a field of type char that contains an
appropriate string (for example, the field Agent_3 containing 6519). The value
must be from 1 to 16 touch-tone characters. No other characters are
permitted in the value, but the field name may contain alphanumeric
characters (as usual).

Type
Use the Type field to specify whether the type of transfer is to be Bl i nd,
Intelligent,orFull _CCA. Full _CCAis displayed as a choice for the Type
field only if the optional CCA feature has been installed. If you specify
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Blind Transfer

Intelligent or Ful | _CCA, you can make selections in the Non- Bl i nd
Transfer Call Data portion of the screen (see Non-Blind Transfer Call Data

on page 324).

When you select Bl i nd, the system completes the call as soon as the
extension is dialed without waiting to determine if the third party is busy or
answers. If the third party is busy or no one answers, the original caller
normally hears the busy or ringing tone provided by the PBX. It is not possible
to reconnect the caller in these cases.

Note: You can define a blind transfer within a Prompt & Collect action
step.

For a blind transfer, the system sets the $TRANSFER_RESULT field to one
of the ASCII one-character values shown in Table 22 on page 321.
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Table 22. Blind Transfer Call Dispositions
$TRANSFER_RESULT Meaning

“X Dialing successfully completed

“1” « Internal hardware/software error
- Dialing error
« Unexpected PBX response

“2" Timeout

“3” lllegal dial string

Note: If the transaction terminates before the blind transfer is executed,
none of the above values are returned and the
$TRANSFER_RESULT field is blank.

Intelligent Transfer When you select | nt el | i gent, the system monitors the channel after dialing
is completed to determine if a Busy, Reorder (fast busy), or other failure is
encountered. Intelligent transfer informs you when the extension is answered
or if the extension is not answered after a specified number of rings. The
system monitors the channel using speech energy detection, answer
supervision, and call progress tone detection, depending on what services
are available on the assigned channel. The transaction determines how the
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call should be handled in each of these cases. Intelligent transfer takes a little
longer to classify the call as “complete” or “no answer.” You may want to play
a message to the third party to announce the incoming call so that the third
party is prepared to greet the caller (this is sometimes called a whisper
transfer).

Each of the intelligent transfer call dispositions shown in Table 23 on page
322 is available on a Tip/Ring circuit card, LST1 (with Full CCA or on
AYC21), and LSEL1.

Table 23. Intelligent Transfer Call Dispositions

$TRANSFER_RESULT Meaning

“A” Answer detected (voice energy detected) or
answer supervision (DTMF connection tone
from DEFINITY ECS)"

“B” Busy
“F Fast busy

“1” Intercept tone heard representing an invalid
extension (on DEFINITY® ECS or other Lucent
Technologies PBX)

“N” Ring, no answer
1of2
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Table 23. Intelligent Transfer Call Dispositions

$TRANSFER_RESULT Meaning

“h” Caller disconnected during transfer (DTMF
disconnection tone from DEFINITY ECS)® T

“t” Touch-tone entry detected

“-1" - Internal hardware/software error

- Dialing error
- Unexpected PBX response
“2" Timeout

“-3” lllegal dial string
2o0f2

* DTMF feedback must be properly administered on the DEFINITY ECS and on
the Intuity CONVERSANT system to detect answer supervision or caller dis-
connect DTMF tones.

T When the $TRANSFER_RESULT is “h,” the caller has disconnected without
waiting for the transfer to complete. The transaction will automatically hang up
(disconnect).

Full CCA Transfer ~ When you select Ful | _CCA, more call dispositions are available to the system
than are provided by intelligent transfer. The system monitors the channel
using speech energy detection, answer supervision, and call progress tone
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detection, depending on what services are available on the assigned
channel. See Chapter 8, Using Optional Features, for additional information.

Non-Blind Transfer Call Data

Maximum Number
of Rings

Answer Phrase

New Caller State

The Non-Bli nd Transfer Call Data portion of the screen requires
information about what the Script Builder transaction is supposed to do next
based on the result of the transfer.

Use the Maxi mum Nunber of Ri ngs field to specify how many rings the
system should wait before determining that the call is not answered.

Use the Answer Phr ase field to specify the phrase to be spoken to the third
party before the system performs the action specified in the New Cal | er
St at e. The system speaks the specified phrase for a Case of Answer .

Use the New Cal | er St at e field to specify how to complete the transfer, for
each defined Case of Answer, Busy, No Answer, and Error. You may leave
the caller on hold, complete the transfer connection, or drop the third party
and reconnect the caller to the transaction. Valid choices for this field are
Hol d, Conpl et e, and Reconnect .

If the New Cal | er St at e field is left blank, the system will keep the caller on
hold, allowing the transaction to take other actions or play to the third party
more complex announcements than the Answer Phrase before completing
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the call (this is sometimes called a whisper transfer). In this case, it is
necessary to use the Reconnect or Complete External Functions. See
Chapter 11, Using Advanced Features, for information on External Functions.

Goto Labels Use the Got o Label s field to continue to another Label within the
transaction. This is useful to announce a field to the third party. If this field is
left blank, the transaction progresses to the next action.

Defining the Transfer Call Action Step
To define the Transfer Call action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).
2 Select

>Transfer Call

The system displays the Add Transfer Call window (Eigure 89 on page
326).
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Figure 89. Add Transfer Call Window

Add Transfer Call
Transfer Call to (field name or up to 16 digits):

3 Enter a numeric constant (up to 16 touch-tone characters) or field name
(up to 24 alphanumeric characters) for an extension.

4 Press F6 (Cancel) to exit the Action Choices menu.
5 Highlight the Transfer Call action step in the transaction.
6 Press F4 (Define).

The system displays the Define Transfer Call screen (Figure 90 on page
327).

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 326
Builder 585-313-206



7 Defining the Transaction Defining Transfer Call

Figure 90. Define Transfer Call Screen

Define Transfer Call

Transfer Call To: 1111
Type: Blind

Non-Blind Transfer Call Data

Maximum Number of Rings: 1
Answer Phrase:

Case New Caller State Goto Labels
Answer Complete
Busy Reconnect
No Answer Reconnect
Error Reconnect

7 Inthe Maxi mum Nunber of Ri ngs field, enter your selection. The default
is 1.

8 Inthe Answer Phrase field, enter the Phrase Tag of the message to be
played to the third party. Use of this field is optional.

9 Inthe New Cal | er St at e field, specify an action for the system to take for
each defined Case.

10 Inthe Got o Label s field, specify a Label in the transaction for the system
to perform next. Use of this field is optional.

11 Press F3 (Close) to complete the definition and return to the Define
Transaction screen.
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Transfer Call: Tips

You can use intelligent transfer to handle Error and Busy cases within a
transaction, but have the system complete the call as soon as it determines
that the telephone is not busy. This is done by specifying the Maxi num
Nurmber of Rings field as 1, and selecting the Conpl et e St at e for both
Answer and No Answer . When this is done, the caller is connected to the third
party as soon as the first ring is heard or the third party answers. If any other
condition occurs, the caller can be reconnected so that a different action is
taken.

Be sure to consider the situation before selecting the value of 1 as the
Maxi mum Nunber of Ri ngs. After the first ring, the system interprets the call
as aNo Answer and continues accordingly.

Note: When connected to a DEFINITY ECS, the optional feature
Sending DTMF Feedback Tones to VRU will provide faster and
more reliable connection and disconnection transfer results.

Transfer Call Performance Issues

Be aware of the following performance issues with the Transfer Call action:

- Because Transfer Call utilizes the transfer capability of a PBX or central
office, you may be limited to transferring to telephone lines within the
capability of that PBX or central office.
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- For PBX or central offices that allow outside transfers, the network tones
that are received may vary and the system may not recognize them
correctly during an intelligent transfer. This could result in some network
tones being recognized as an answer. However, you can overcome this
problem by using the optional for Full CCA feature.

- Transfer capabilities are not provided with voice channels that are
serviced by trunks, such as PRI, T1 (E&M), or E1 (CAS). Therefore, do
not use the Transfer Call action step for transferring on these types of
channels. A similar capability on these types of trunks is provided through
the Call Bridge action step. See Defining Call Bridge on page 334.

- If secondary dial tone is expected during dialing and it is necessary that
the system waits for it before completing dialing, then one of the following
special procedures is necessary:

~ A switch transfer sequence can specify the wait for secondary dial tone
if all transfers on the machine use it. Accomplish this by adding a W or
Pinthe To Initiate Transfer field of the Analog Interfaces screen.
See Chapter 5, “Switch Interface Administration,” in Intuity
CONVERSANT System Version 7.0 Administration, 585-313-501, for
more information.

~ Write an external function using TAS script instructions to do the

complete dialing sequence, including the wait for secondary dial tone.
See Intuity CONVERSANT System Version 7.0 Application
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Development with Advanced Methods, 585-313-203, for more
information on TAS script language instructions (including the tic
instruction).

Defining Background

Use the Background action step to connect a caller to background music or
speech that has been prerecorded and loaded on the system. The system
can play any recorded phrase in the background. Each unique background
phrase will be played on only one time division multiplexor (TDM) time slot at
a time. Therefore, all connected callers will be listening to the same part of
the phrase being played. As new callers are added and assigned to channels,
they hear the phrase from where it is currently, rather than from the
beginning. The system restarts the phrase when it has been played to the
end. As long as background is enabled, the script continues to play the
phrase as long as any caller (channel) is listening to it.

The limit on the number of channels that can simultaneously use the
background feature is determined by your system capacity. Each system has
256 time slots, and a maximum number of channels, such as 72. Each active
channel uses two time slots (talk and listen). For a 72 channel system using
barge-in, the limit of background channels would be 256 - (2 X 72)/2 = 56.
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The number of different phrases that can be played in the background is
limited by the total number of phrases that can be played simultaneously.
This is estimated at 48. Speech breaks may occur if more than 48 phrases
are played simultaneously or there are not at least 2.5 speech buffers per
phrase.

If your application allows other speech to be played on a channel at the same
time that background is played, you should downgrade the number of
channels. If your application does not allow other speech to be played on a
channel at the same time as background, then a 48 channel system will not
exceed the limit of background phrases.

Note: A time division multiplexor (TDM) bus and a speech and signal
processor (SSP) or signal processor (SP) circuit card must be
installed in the system for the background action to function
properly on Tip/Ring channels.

The setting of a channel to tdm or talk in the Change Options of Voice
Equipment screen makes a difference in how the system plays the
background speech. If the channel is set to tdm, background speech
continues to play at a lower volume while normal (foreground) speech is
played. If the channel is set to talk, background speech is interrupted while
foreground speech is played.

To define the Background action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).
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The system displays the Action Choices menu (Figure 62 on page 221).
2 Select

>Backgr ound

The system inserts the External Action: Background action step in the
transaction.

3 Press F6 (Cancel) to exit the Action Choices menu.

4 Highlight the External Action: Background action step in the
transaction.

5 Press F4 (Define).

The system displays the Define Background window (Eigure 91 on page
333).

Note: You need to prerecord the phrase before enabling the Background
action step. This is true whether the phrase will be accessed by a
phrase number or a phrase tag name.
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Figure 91. Define Background Window

Define Back

Background On or Off: On
Phrase Number or Tag: Tag
Phrase Identification:
Return Field:

6 Inthe Background On or O f field, select On (default) to enable
Background, or Off to disable it.

7 Inthe Phrase Nunber or Tag field, select either Phrase Number or Tag
to identify music or speech by a phrase number or phrase tag.

8 Inthe Phrase Identificati on field, select a phrase number or phrase
tag (depending on your choice in the Phrase Nunber or Tag field)
defining the background music or speech to be played. If you selected
Phrase Number in the previous field, the Phrase I dentifi cati on entry
must be the name of a field containing a phrase number or a numeric
constant from 1 to 65535. If you selected Tag in the previous field, the
Phrase Identificationentry mustbe one of the tag names available in
the F2 (Choices) menu or a phrase tag containing an alphanumeric
constant. A phrase tag is limited to a maximum of 50 characters.
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9 Inthe Return Fi el d, specify the field in which an optional return code will
be placed. If the background instruction is successful, the system returns
a positive value. If the instruction is unsuccessful, the system returns a
negative value.

10 Press F3 (Close) to complete the definition and return to the Define
Transaction screen.

Defining Call Bridge

Use the Call Bridge action step to place an outbound call to a third party and
maintain the connection while the caller interacts with the third party on the
called channel (Eigure 92 on page 335). When the third party hangs up, the
transaction continues with the next action step. The Call Bridge action step
can connect a caller with a third party when the Transfer Call action step
cannot be used with the PBX or central office.

Note: A second channel is required to place the outgoing call.
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Figure 92. Define Call Bridge Window

Define Call Bridge

Phone Number:

Equipment Group Number: 02
Outcome of Call: $TRANSFER_RESULT
Type: Blind

Maximum Mumber of Rings:
Return Value:

The bridge is typically established in the following sequence:

1 The original caller calls the Script Builder application, assigned to channel
A.

2 The application answers the telephone, interacts with the original caller,
and eventually decides to do a Call Bridge to a third party.

3 The system next does the following Steps a through ¢ under the direction
of the Call Bridge action.

a The system selects an available outbound channel B from the
specified equipment group.

b The system originates a call on the outbound channel to the specified
number and waits for an answer from the third party if it is doing an
intelligent or Full CCA type of outdial.
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¢ For intelligent and Full CCA types of outdials, if the call is answered,
the system bridges channel A and channel B together through the TDM
bus. However, if the call is not answered (for example, busy), the Call
Bridge action returns to the application with a failure indication.

For a blind type of outdial, the system bridges the channels together as
soon as dialing is complete.

4 Once the bridge is established, the original caller and the third party can
speak to one another. Since a blind type of outdial bridges the channels
before the third party answers, the original caller may hear some of the
call progress tones (for example, busy, ringing, etc) resulting from the
outdial on channel B.

5 During this time when the channels are bridged, the application is
suspended indefinitely until either the original caller or the third party
hangs up. If the third party hangs up, the bridge is taken down and the
application returns from the Call Bridge action step with a successful
indication and proceeds with the next action. If the original caller hangs
up, the bridge is taken down and the application terminates unless it
catches the hangup event.

Note: Script Builder does not directly support catching the hangup
event, but you can write an external function to do this. See
Chapter 11, Using Advanced Features, for more information on
writing external functions. See Intuity CONVERSANT System

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 336
Builder 585-313-206



7 Defining the Transaction Defining Call Bridge

Version 7.0 Application Development with Advanced Methods,
585-313-203, for additional information on the TAS event
instruction.

Note: The System Monitor screen will display the current application
running on the inbound channel, and the agent application
(included with the system) running on the outbound channel.

The discussion above illustrates a few important points about using Call

Bridge:
- Two channels are required: one for the original caller and one for the third
party.

- The TDM bus must be physically connected between the circuit cards of
the channels.

- The transaction is suspended indefinitely during the Call Bridge action
step until one end hangs up. Then the bridge is taken down and the
transaction continues with the next action step following the Call Bridge.

Note: If Call Bridge was disabled during the initial software installation,
the Call Bridge action step is still listed in the Action Choices
menu but is not operational.

If Call Bridge was disabled, you can enable Call Bridge without reloading the
software by typing xferdip_on at the UnixWare system prompt. Call Bridge
may later be disabled by typing xferdip_off at the UnixWare system prompt.
Note that you must be logged in as root or have super-user permissions to
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perform either of these commands. See Appendix A, “Summary of
Commands,” in Intuity CONVERSANT System Version 7.0 Administration,
585-313-501, for more information about the xferdip_on and xferdip_off
commands.

Phone Number

The Phone Nunber field is the telephone number of the outbound call. You
can enter a numeric value (maximum of 16 touch-tone digits) or a field name
(maximum of 24 alphanumeric characters). Valid entries for this field are an
appropriate numeric constant (for example, 12345) or a field that contains an
appropriate numeric constant.

Equipment Group Number

The Equi prent G oup Nunber field identifies the group from which the
system will select an available (idle) outgoing channel. The selection in this
field enables some channels and restricts others. The default selection is 02.
See Chapter 3, “Voice System Administration,” in Intuity CONVERSANT
System Version 7.0 Administration, 585-313-501, for information on
assigning channels to equipment groups.
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Outcome of Call (Call Disposition)

The Outcome of Call field contains the name of the field in which the system
stores the result of the outdial. The default is $TRANSFER_RESULT. See

Table 24 on page 340 and Table 25 on page 341 for additional information.

Type

The Type field sets the type of call. The default type is Blind. The standard
choices are Blind or Intelligent. If the optional CCA Feature has been
installed, Full_CCA appears as a choice for the Type field.

Blind Call Bridge When Blind is selected, the bridge is established as soon as the third party’s
number is dialed, without waiting to determine if the third party is busy or
answers. If the third party is busy or no one answers, the original caller
normally hears the busy or ringing tone provided by the PBX.

For a blind bridge, the Qut come of Cal | field is set to one of the ASCII one-
character values in Table 24 on page 340 depending on the results of the
bridge.
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Table 24. Blind Call Bridge Dispositions

Code” Meaning
“X Dialing successfully completed
“1” » Internal hardware or software error

- Dialing error
« Unexpected PBX response
‘2" Timeout

“3” Illegal dial string

* These codes are available for Tip/Ring, TL(E&M), E1(CAS), LSE1/LST1, and

PRI.
Intelligent Call When Intelligent is selected, the caller is not bridged until the system
Bridge recognizes that the third party has answered. The system monitors the

channel after dialing is completed to determine if a Busy, Reorder (fast busy),
or other failure is encountered. It also recognizes when the third party
answers or if the third party does not answer after a specified number of
rings. The system monitors the channel using speech energy detection,
answer supervision, and call progress tone detection, depending on what
services are available on the assigned channel.
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Defining Call Bridge

For an intelligent bridge, the Qut cone of Cal | field is set to one of the ASCII
one-character values in Table 25 on page 341 depending on the results of the

bridge.

Table 25.

Meaning

Answer detected (for example, voice
energy detected)

Answer supervision from switch
Busy'
Fast busy'

Intercept tone heard representing an
invalid extension (on DEFINITY ECS
or other Lucent Technologies PBX)

Ring, no answer
Touch-tone entry detected

ISDN vacant code

Intelligent Call Bridge Dispositions

Code

“pn

“pn
«g”
“p

Available (Y) On

Tip/ T1(E&M)or LSE1/LST1 PRI
Ring E1(CAS) (on AYC21)
Y Y Y
— Y - Y
Y Y —F
Y Y —F
v _8
Y Y
Y Y Y Y
Y
1of2
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Table 25. Intelligent Call Bridge Dispositions

Meaning Available (Y) On

Code Tip/ T1(E&M)or LSELLST1 PRI
Ring E1 (CAS) (on AYC21)

Provisioning or protocol error “1” Y

Internal hardware or software error, “1” Y Y Y Y

dialing error, or unexpected PBX

response

Timeout “Q" Y —T Y T

lllegal dial string “3” Y Y Y Y
2o0f2

* This disposition is not always provided by the switch, the only source of PRI information. If this condi-
tion occurs and the switch does not provide the disposition of the call, a timeout value of 2 is returned
(unless Full CCA is used to allow detection of the busy or fast busy tone).

T For PRI channels, the system converts information from the switch into Busy, Fast Busy, or Dialtone
call dispositions. An audible tone may not be present.

T This disposition is not always provided by the switch, the only source of PRI information. If this condi-
tion occurs and the switch does not provide the disposition of the call, a timeout value of 2 is returned
(unless Full CCA is used to allow detection of the busy or fast busy tone).

§ The intercept tone can be detected using Intelligent CCA on an AYC21 with LSE1 or LST1.

1 Typically, timeout for T1 (E&M) and PRI channels indicates that the call was either Busy, Fast Busy,
or Ring No Answer.
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Full CCA Call When Full_CCA is selected, more call dispositions are available than are

Bridge provided by an intelligent Call Bridge. The system monitors the channel using
speech energy detection, answer supervision, and call progress tone
detection, depending on what services are available on the assigned
channel. See Chapter 8, Using Optional Features, for the call dispositions
available when using Full CCA.

Maximum Number of Rings

For intelligent and Full CCA outdials, the Maxi num Nunber of Ri ngs field is
used to determine how long to wait for an answer. After dialing the number,
Call Bridge waits for an answer until one of the following occurs:

- Call Bridge detects a busy or fast busy or some other call disposition (in
which case Call Bridge returns with an outcome of the call).

- The number of audible ring tones detected has exceeded the specified
Maxi mum Nunber of Rings (in which case Call Bridge returns an “N” for
Ring No Answer).

Ring tone detection is available only for the following:

!

Tip/Ring (using intelligent or Full CCA)

LSE1 or LST1 on AYC21 (using intelligent or Full CCA)
T1 (E&M) (only with Full CCA)

T1-PRI (only with Full CCA)

l

!

l
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- The amount of time to wait for an answer is exceeded (in which case Call
Bridge returns a “2” for timeout). The amount of time to wait is based on
the specified Maxi mum Nunber of Rings.

Note: Note that for intelligent outdials on PRI, T1 (E&M), or E1 (CAS)
channels, the Maxi mum Nunber of Ri ngs determines the amount
of time the system waits for answer supervision. This is because
intelligent CCA on PRI, T1 (E&M), or E1 (CAS) does not rely on
counting the number of audible ring tones to determine whether
the call was answered, as in the case of Tip/Ring or LSE1/LST1.
Instead it relies on the switch to detect the answer and then to
send the answer supervision message. See Table 26 on page 345
for additional information.

Call Bridge waits at least 45 seconds and then approximately 6 seconds
more for each additional ring after the sixth ring.

For example, specifying 8 rings makes Call Bridge wait for at least 57
seconds for an answer, that is, 45 + 12 seconds (6 seconds for each
additional ring).
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Table 26. Maximum Number of Rings Field

Call Bridge Circuit Card Type "Maximum Number of Rings”

Type Meaning

Blind Tip/Ring or LST1 N/A

Blind T1 (E&M), E1(CAS), or PRI N/A

Intelligent LSE1/LST1 on AYC21, or Tip/Ring  Specifies the number of rings the
system waits for answer detect

Intelligent T1 (E&M), E1(CAS), or PRI Specifies the amount of time the
system waits for answer
supervision

Full CCA Tip/Ring, LSE1, or LST1 Specifies the number of rings the
system waits for answer
supervision

Full CCA T1 (E&M) or PRI Specifies the amount of time the
system waits for answer
supervision
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Return Value

The Ret urn Val ue field is an optional field limited to a maximum of 24
characters. This field contains the result of the Call Bridge. Valid return code
values are:

« 0: Successful completion of bridge (bridge was established and later
dropped because third party has hung up)

e -1: Outbound channel not available (for example, no idle channels are
available in the specified equipment group, no channels are assigned to
the specified equipment group, or outbound channels are not in service)

e -2: Third party could not be reached (see the Qut cone of Cal |l field for
further explanation)

Defining the Call Bridge Action Step
To define the Call Bridge action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).
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2 Select

>Cal | _Bridge

The system inserts the External Action: Call_Bridge action step in the
transaction.

3 Press F6 (Cancel) to exit the Action Choices menu.
4 Highlight the External Action: Call_Bridge action step in the transaction.
5 Press F4 (Define).

The system displays the Define Call Bridge window (example in Eigure 93
on page 347).

Figure 93. Sample Define Call_Bridge Window

Define Call Bridge

Phone Number: 12345

Equipment Group Number: 02
Outcome of Call: $TRANSFER_RESULT
Type: Intelligent

Maximum Number of Rings: 4
Return Value: bridge

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 347
Builder 585-313-206



7 Defining the Transaction Defining Call Bridge

6 Inthe Phone Nunber field, enter a numeric constant (up to 16 touch-tone
characters) or field name (up to 24 alphanumeric characters) for an
extension.

7 Inthe Equi pment G oup Number field, enter or select your choice. Default
is 02.

8 Inthe Qutcone of Call field, enter your choice of a field name. Default is
$TRANSFER_RESULT.

9 In the Type field, enter or select your choice. Default is Blind.
10 Inthe Maxi mum Nunber of Ri ngs field, enter your choice.

11 Inthe Ret urn Val ue field, enter your choice of a field name. Use of this
field is optional.

12 Press F3 (Close) to complete the definition and return to the Define
Transaction screen.

Call Bridge: Tips

If the two parties cannot hear each other after the bridged connection is
established, lack of a TDM bus connection could be the problem. For each
channel, make sure that it is included in its specified Equi prent G oup
Nunber and that the circuit card is physically connected to the TDM bus. If
either channel is not connected to the bus, the bridge will not function
properly. See Chapter 3, “Voice System Administration,” in Intuity
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CONVERSANT System Version 7.0 Administration, 585-313-501, for
information about determining whether a circuit card is connected to a TDM
bus.

If callers hear a hum or buzzing after the bridged connection is established,
change the impedance setting (if available) for the channel on the Tip/Ring
circuit card. See “Installing or Replacing Circuit Cards” chapter in the

maintenance book for your platform for information on circuit card settings.

Call Bridge Performance Considerations

Be aware of the following performance issues with Call Bridge:

« For calls outside the PBX or central office on Tip/Ring channels, or on
LSE1/LST1 channels on an AYC21, the network tones that are received
may vary and may not always be recognized correctly by the intelligent
Call Bridge feature. This could result in some network tones being
recognized as an answer. However, this problem may be overcome by
using the optional Full CCA feature (available only for United States and
Canada).

« T1 (E&M) or E1 (CAS) channels rely on answer supervision to determine
the outcome of the outdial. Network call progress tones (such as busy,
ring no answer) are not detected. Therefore, the only normal outcomes
are answer or timeout. If your application requires the ability to detect
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progress tones on a T1 (E&M) channel, the optional Full CCA feature can
provide this capability (for US and Canada). Note that Full CCA is not
available for E1 (CAS).

» PRI channels rely on answer supervision to determine the outcome of the
outdial. Usually, the outcome is only answer or timeout. However,
sometimes call dispositions are obtained via ISDN messages from the
switch. If your application requires the ability to detect progress tones on a
T1-PRI channel, the optional Full CCA feature can provide this capability
(for US and Canada). See Using PRI on page 538 in Chapter 8, Using
Optional Features, for more information on using PRI.

« Touch tones are not passed through the system when Tip/Ring circuit
cards are used in a bridged arrangement. If an application requires
passing tones from one party through the system to another party, then
PRI, T1 (E&M), or E1 (CAS) channels must be used and the DTMF
Muting option must be turned off. See Chapter 5, “Switch Interface
Administration,” in Intuity CONVERSANT System Version 7.0
Administration, 585-313-501, for information on making adjustments
through the Digital Interfaces screen.
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Defining Execute

Use the Execute action step to terminate the current application on the
channel without hanging up the call and then start another application on the
same channel. You can execute one application from another an unlimited
number of times per call on a channel. However, there is a limit 552
characters for the arguments used on a channel. Up to 10 arguments can be
passed to the next application with each Execute action step. If desired, a call
data record can be generated for the terminated application. If the executed
application is written using Script Builder, it can use the getarg external
function to access arguments passed via the Execute action step. See
Chapter 11, Using Advanced Features, for information on the getarg external
function.

Application Name

The Appl i cati on Nare field is a required field that identifies the application
to be executed. The Appl i cati on Name is specified either by a string
constant of up to 12 characters that is enclosed in double quotes (for
example, “chantst”) or by a field name of up to 24 characters that contains the
application name.
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Write Call Data Record Now?

TheWite Call Data Record Now? field is a required field that indicates
whether to generate a call data record for the current application before
executing the next application.

If you specify yes inthe Wite Call Data Record Now? field, the system
will create a call data record (including current application name, channel,
start time, duration of call, and any application-specific call data events) for
the current application in the Call Data Database when the Execute action is
invoked at run-time. The call data information for the next application will be
reset as if a new call arrived. Consequently, the application name is set to the
next application, the start time of the call is set to the current time, the
duration of the call is reset back to zero (0), the channel number is set to the
current channel number (no change), and the call data event list is reset to all
zeros (0).

If you specify no inthe Wite Call Data Record Now? field, the system will
not create a call data record and the start time, duration, and channel of the
current application will be saved for the next application. By not creating a call
data record, the duration can accumulate across applications until the next
time a call data record is created for the specified channel. The call data
events will not be automatically inherited by the next application. However, up
to 10 call data events can be passed to the next application as arguments in
the Execute action.
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Argument 1 to Argument 10

The Argunment 1 to Argunent 10 fields allow you to specify sequentially up
to ten arguments to pass to the next application. Specify an argument either
by a field name of up to 24 characters that holds a string number, a string
constant of up to 50 characters and enclosed in double quotes, or a numeric
constant that is a sequence of digits (0-9) and may be preceded by a minus
sign.

Note that the system converts each argument to char type according to the
rules in Data Conversions on page 77 in Chapter 3, Data Management.
Therefore, the next application should expect the arguments in character
format.

Specify the arguments sequentially, starting with Ar gunent 1. An empty or
unspecified argument that precedes a nonempty argument is passed as a
null string (zero-length). An empty argument following the last nonempty
argument is not passed. There is a limit of 552 characters for arguments. See
the discussion on argument space allocation in Execute: Tips on page 356.

Return Field
The Return Fi el d is an optional field that specifies the field name used to
store the return value of the Execute action. The field name used in the
Return Field is limited to a maximum of 24 alphanumeric characters. The
contents of the field must be of the numeric type. If the Execute action is
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successful, the system does not return to the current application and the
content of the specified Return Field is unchanged. If the Execute action is
unsuccessful, one of the following values is returned in the specified Ret ur n
Fi el d of the current application:

e -1: No application is installed with the given name.

- -2: There is not enough space to fit all arguments. The 552-character limit
has been exceeded.

Defining the Execute Action Step

To define the Execute action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).
2 Select

>Execut e

The system inserts the External Action: Execute action step in the
transaction.

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 354
Builder 585-313-206



7 Defining the Transaction Defining Execute

3 Press F6 (Cancel) to exit the Action Choices menu.
4 Highlight the External Action: Execute action step in the transaction.

5 Press F4 (Define).

The system displays the Define Execute screen (Figure 94 on page 355).

Figure 94. Define Execute Screen

Define Execute

Application Name:
Write Call Data Record Now?

Argument 1
Argument 2
Argument 3
Argument 4
Argument 5:
Argument 6:
?-
8
9
0

Argument
Argument
Argument
Argument 1

Return Field:

6 Inthe Application Name field, enter or select an application name or a
field containing the name.
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7 IntheWite Call Data Record Now? field, enter or select yes or no,
depending or your requirements.

8 Inthe Argunment 1 through Argunent 10 fields, enter or select the
arguments you have decided to pass sequentially to the next application
on this channel.

9 Inthe Return Fi el d, enter or select the name of the field to contain the
result of the Execute action step. Use of this field is optional.

10 Press F3 (Close) to complete the definition and return to the Define
Transaction screen.

Execute: Tips

There is a limit of 552 characters for the arguments of all Execute action
steps on a channel. Regardless of how many arguments are passed or how
many Execute action steps are specified in an application, this limit cannot be
exceeded.

With 552 characters, an application can pass 10 arguments each containing
50 characters. Use the following formula to compute the total space required
to pass the application’s arguments:

total_arg_space = summation of the maximum lengths of each argument

overhead = (No_Args * 4) + 2 + No_Args
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total (in characters) = total_arg_space + overhead
(where No_Args is the number of arguments passed)

The total space required to store the arguments is equal to the sum of the
maximum lengths of the arguments plus the overhead space.

Defining Make Call

The Make Call action step, or call origination, allows a transaction to place an
outbound call to a user-defined telephone number (Eigure 95 on page 357).
Typically, applications using Make Call are initiated on a channel using the
soft seizure (soft_szr) command or by an application-specific DIP that does
a soft seizure. See Appendix A, “Summary of Commands,” in Intuity
CONVERSANT System Version 7.0 Administration, 585-313-501, for
information on the soft_szr command.

Figure 95. Define Make Call Window

Define Make Call

Phone Number:

Outcome of Call: $TRANSFER_RESULT
Type: Blind

Maximum Number of Rings:
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Phone Number

The Phone Nunber field is the telephone number of the outbound call. You
can enter a numeric value (maximum of 16 touch-tone digits) or a field name
(maximum of 24 alphanumeric characters). Valid entries for this field are an
appropriate numeric constant (for example, 2345678) or a field that contains
an appropriate numeric constant.

Outcome of Call (Call Disposition)

Type

Blind Make Call

The Qut come of Call field contains the name of the field in which the
system stores the result of the outdial. The defaultis STRANSFER_RESULT.

See Table on page 359 and Table 28 on page 361 for additional information.

The Type field sets the type of call. The default type is Blind. The standard
choices are Blind or Intelligent. If the optional CCA Feature has been
installed, Full_CCA appears as a choice for the Type field.

When Blind is selected, the transaction dials the telephone number specified
and continues with the next action step without waiting to determine the
disposition of the call.
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For a blind Make Call, the Qut cone of Call field is set to one of the ASCII
one-character values in Table on page 359 depending on the results of the
Make Call action step.

Table 27. Blind Make Call Dispositions

Code’ Meaning
“X” Dialing successfully completed
“1” » Internal hardware or software error

- Dialing error
- Unexpected PBX response
“2" Timeout

“3” lllegal dial string

* These codes are available for Tip/Ring, T1(E&M), E1(CAS), LSE1/LST1, and
PRI.

Intelligent Make Call When Intelligent is selected, the transaction dials the telephone number
specified and connects to the called party only when answer detection is
detected for Tip/Ring or LST1 or when answer supervision is detected for
PRI, T1 (E&M), or E1 (CAS) channels. The system monitors the channel
using speech energy detection, answer supervision, and call progress tone
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detection, depending on what services are available on the assigned
channel. If the called number does not answer (that is, the outcome is no
answer, busy, or if an error occurs) the transaction drops the call. In all the
above cases, the transaction continues on to the next action step.

For an intelligent Make Call, the Qut come of Cal |l field is set to one of the
ASCII one-character values in Table 28 on page 361 depending on the r
results of the Make Call action step.
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Table 28. Intelligent Make Call Dispositions

Meaning

Answer detected (for example,
voice energy detected)

Answer supervision from switch
Busy'
Fast busyJr

Intercept tone heard representing
an invalid extension (on DEFINITY
ECS or other Lucent Technologies
PBX)

Ring, no answer
Touch-tone entry detected
ISDN vacant code

Provisioning or protocol error

Code

“p

N
“g”
“pr

Tip/
Ring

< < <

Defining Make Call

Available (Y) On

T1 (E&M) or
E1 (CAS)

LSE1/LST1 PRI

(on AYC21)

Y Y

_ Y

Y _t

Y _ 1

_8

Y

Y Y
Y
Y
lof2
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Table 28. Intelligent Make Call Dispositions

Meaning Available (Y) On

Code Tip/ T1(E&M)or LSE1/LST1 PRI

Ring E1(CAS) (on AYC21)

Internal hardware or software error, “1” Y Y Y Y
dialing error, or unexpected PBX
response
Timeout “2" Y — Y —
lllegal dial string “3" Y ‘4l ‘4 Y

2o0f2

*When connected to a DEFINITY ECS, the optional feature Sending DTMF Feedback Tones to the
Intuity CONVERSANT system provides a simple form of answer supervision for calls on Tip/Ring,
LSE1, and LST1 channels.

T For PRI channels, the system converts information from the switch into Busy, Fast Busy, or Dialtone
call dispositions. An audible tone may not be present.

¥ This disposition is not always provided by the switch, the only source of PRI information. If this con-
dition occurs and the switch does not provide the disposition of the call, a timeout value of 2 is re-
turned (unless Full CCA is used to allow detection of the busy or fast busy tone).

§ The intercept tone can be detected using Intelligent CCA on an AYC21 with LSE1 or LST1.

1 Typically, timeout for T1 (E&M) and PRI channels indicates that the call was either Busy, Fast Busy,
or Ring No Answer.
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Full CCA Make Call

When Full_CCA is selected, more call dispositions are available than are
provided by an intelligent Make Call. The system monitors the channel using
speech energy detection, answer supervision, and call progress tone
detection, depending on what services are available on the assigned
channel. See Chapter 8, Using Optional Features, for the call dispositions
available when using Full CCA.

Maximum Number of Rings

For intelligent and Full CCA outdials, the Maxi mum Nunber of Ri ngs field
determines how long the system will wait for an answer. Note that this field
applies only to intelligent outdials on LSE1/LST1 on AYC21, and Tip/Ring
channels; and Full_CCA outdials on Tip/Ring, T1 (E&M), LST1, and PRI
channels. For outdials on PRI, T1 (E&M), and E1 (CAS) channels, the value
in this field determines the amount of time the system will wait for answer
supervision. The system sets the timeout value based on the number of rings
specified in this field. See Table 29 on page 364 for additional information.
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Table 29. Maximum Number of Rings Field

Make Call Type  Circuit Card Type "Maximum Number of Rings”
Meaning

Blind Tip/Ring or LST1 N/A

Blind T1 (E&M), E1 (CAS), or PRI N/A

Intelligent LSE1/LST1 on AYC21 or Specifies the number of rings the

Tip/Ring system waits for answer detect

Intelligent T1 (E&M), E1 (CAS), or PRI Specifies the amount of time the
system waits for answer supervision

Full CCA Tip/Ring, LSE1L, or LST1 Specifies the number of rings the
system waits for answer supervision

Full CCA T1 (E&M) or PRI Specifies the amount of time the

system waits for answer supervision

Defining the Make Call Action Step

To define the Make Call action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).
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The system displays the Action Choices menu (Figure 62 on page 221).

2 Select

>Make_Cal |

The system inserts the External Action: Make _Call action step in the
transaction.

3 Press F6 (Cancel) to exit the Action Choices menu.
4 Highlight the External Action: Make_Call action step in the transaction.
5 Press F4 (Define).

The system displays the Define Make Call window (example in Eigure 96
on page 365).

Figure 96. Sample Define Make Call Window

Define Make Call

Phone Number: 2345678
Outcome of Call: $TRANSFER_RESULT

Type: Intelligent
Maximum Number of Rings: 6
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6

10

11

In the Phone Number field, enter a numeric constant (up to 16 touch-tone
characters) or field name (up to 24 alphanumeric characters) for a
telephone number.

Inthe Qut cone of Cal | field, enter your choice of a field name. Default is
$TRANSFER_RESULT.

In the Type field, enter or select your choice. Default is Blind.
In the Maxi num Nunber of Ri ngs field, enter your choice.

Inthe Return Val ue field, enter your choice of a field name. Use of this
field is optional.

Press F3 (Close) to complete the definition and return to the Define
Transaction screen.

Make Call Performance Considerations

Be aware of the following performance issues with Make Call:

For calls outside the PBX or central office on Tip/Ring channels, or on
LSE1/LST1 channels on an AYC21, the network tones that are received
may vary and may not be recognized correctly by the intelligent Make Call
feature. This could result in some network tones being recognized as an
answer. However, this problem may be overcome by using the optional
Full CCA feature (available only for United States and Canada).
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- T1(E&M) or E1 (CAS) channels rely on answer supervision to determine
the outcome of the intelligent Make Call. Network call progress tones
(such as busy, ring no answer) are not detected. Therefore, the only
normal outcomes are answer or timeout. If your application requires the
ability to detect progress tones on a T1 (E&M) channel, the optional Full
CCA feature can provide this capability (for United States and Canada).
Note that Full CCA is not available for E1 (CAS).

» PRI channels rely on answer supervision to determine the outcome of the
intelligent Make Call. Network tones are not detected. Typically, the only
outcomes are answer or timeout. However, certain call dispositions are
sometimes obtained via ISDN messages from the switch. If your
application requires the ability to detect progress tones on a T1-PRI
channel, the optional Full CCA feature can provide this capability (for
United States and Canada). See Using PRI on page 538 in Chapter 8,
Using Optional Features, for more information on using PRI.

Defining Message Coding

Use the Message Coding action step to record the caller’s speech and store
the message in the system (Figure 97 on page 380). The system stores the

message (of a specified maximum duration) in a specified phrase and talkfile
number.

Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 367

Builder 585-313-206



7 Defining the Transaction Defining Message Coding

Normally, message coding stops when one of the following occurs:
1 Caller presses a touch tone when speaking
2 Caller stops speaking

3 Caller reaches the maximum specified seconds

Code Rate and Type

The Code Rate and Type field defines the code rate and format type to code
the message feature. Coding types are: ADPCM for Adaptive Delta Pulse
Code Modulation, CELP for Code Excited Linear Prediction, and SBC for Sub
Band Coding. Coding rates are 16, 24 or 32 Kbps. Valid entries for this field
are ADPCM16, ADPCM32, CELP16, SBC16, or SBC24. The default value in
the Code Rate and Type field is ADPCM32.

Higher coding rates generally provide better quality recording but use more
disk space to store the message. CELP16 offers excellent quality while using
a minimum of disk space. However, CELP uses about four times as much of
the SSP processing resource for coding than ADPCM does, and about twice
as much for playback. Table 30 on page 369 provides performance
information for the respective Message Coding choices.
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Table 30.

Type of
Coding

ADPCM
CELP
SBC
SBC
ADPCM

Message Coding Performance

Rate
(Kbps)

32
16
24
16
16

Quality

Excellent
Excellent
Very good
Good

Fair

Defining Message Coding

Disk Space Requirements
(per one second of sound)

4 Kbytes
2 Kbytes
3 Kbytes
2 Kbytes
2 Kbytes

Table 31 on page 370 provides information on the playback and coding

channel capacity per SSP and SP circuit card for the various code types.
Note that if an IVP circuit card is used, it can code or playback ADPCM or
SBC on all available channels (four or six per card). CELP16 is not available
on an IVP circuit card, but is available on all six channels of the IVC6 circuit
card and the NGTR circuit card.

Note: You can code and playback CELP16 properly only on the
hardware that supports it. If either operation (coding or playback)
is performed on an unsupported circuit card, the result will be
silence or noise.
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Table 31. Message Coding Channel Capacities

Channel Capacity

Type of Coding (Playback/Coding)
Per SSP Circuit Card

ADPCM16 or ADPCM32 120/120

CELP16 120/60

SBC16 or SBC24 100/100

Maximum Phrase Length

The Maxi mum Phrase Lengt h field is a field name or constant that defines
the maximum phrase length (in seconds) of the message to be recorded (and
coded) from the caller. Messages exceeding this length are truncated. Valid
ranges for this field are from 0 to 999. The default value is 20 seconds.

Note: A maximum phrase length of 0 sets the maximum coding time to
45 seconds.

Note: Consider telling your callers their time limit in the Announce action
step message before the Message Coding action step.
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Phrase Number or Tag

The Phrase Nunber or Tag field determines how the phrase to be coded is
specified in the Phrase Identification field. Valid entries are Tag, Phrase
Number, or NX field (Talkfile & Phrase). Tag creates a phrase tag into
which the recording is placed. The default value is Phrase Number. See
Table 32 on page 373 for more information.

Phrase ldentification

The Phrase ldentification field specifies the phrase to be coded.
Depending on the Phrase Nunber or Tag field, the Phrase
I denti fication can be:

- aphrase tag (limited to a maximum of 50 characters)
e aphrase number of -1, or from 1 to 65535
- afield containing the phrase number

- afield name containing the combined talkfile and phrase number in NX
format

If the Phrase I dentificationis-1, the system assigns the highest
available phrase number from the specified talkfile. If you have entered Tag
in the Phrase Number or Tag field, the tag does not have to be previously
created. You can enter a new one in this field. See Table 32 on page 373 for
more information.
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Note: If the phrase tag is specified, the talkfile is unused because the
phrase must be in the primary or secondary speech pool. The
Tal kfil e Nunber field should contain 0, which the system will
interpret as the current talkfile.

Talkfile Number

The Tal kfil e Number field defines the talkfile in which the phrase will be
stored. Valid entries for this field are numeric constants ranging from -1 to
255. If the Tal kfi | e Nunber is -1, the system selects a default number of
255. If the Tal kfi | e Nunber is 0, the system codes a phrase from the
current talkfile number (specified by the primary speech pool). If there is no
current talkfile and 0 is specified, the system will use the default talkfile
number of 255. If the Phr ase Number or Tag field is set to NX field (Talkfile
& Phrase), the Tal kfil e Number must be set to 0. The default value is -1.
See Table 32 on page 373 for more information.
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Defining Message Coding

Table 32. How the System Responds to the Phrase Number or Tag, Phrase Identification, and
Talkfile Number Fields

Phrase Number or
Tag

Phrase Number

Phrase Number

Phrase Number

Phrase Number

Phrase Number

Phrase
Identification

-1

1-65535

1-65535

Talkfile
Number

-1

1-255

System Response

The system codes the message in the
highest available Phrase Number in
talkfile 255.

The system codes the message in the
highest available Phrase Number in
the current talkfile.

The system codes the message in the
highest available Phrase Number in
the talkfile specified in the Tal kfil e
Nunber field.

The system codes the message in the
phrase specified in the Phr ase
I dentification field in talkfile 255.

The system codes the message in the
phrase specified in the Phr ase

I dentification field in the current
talkfile.

1of2
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Defining Message Coding

Table 32. How the System Responds to the Phrase Number or Tag, Phrase Identification, and
Talkfile Number Fields

Phrase Number or
Tag

Phrase Number

Tag
Tag

Tag

NX Field
(Talkfile & Phrase)

Phrase
Identification

1-65535

A phrase tag
A phrase tag

A phrase tag

A field name

Talkfile
Number

1-255

1-255

System Response

The system codes the message in the
phrase specified in the Phr ase

I denti fication field in the talkfile
specified in the Tal kfil e Nunber
field.

This combination is not allowed

The system codes the message in the
Tag specified in the Phr ase

I dentification field in the current
talkfile.

This combination is not allowed.

No other combinations are allowed.
For an NX field, the system codes the
message in the specified phrase and
talkfile.

2of2
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Initial Timeout

Thelnitial Tineout field specifies the maximum amount of initial silence
time (in seconds) that the system waits to detect speech. Valid entries are
numeric constants ranging from 0 to 30. If O is specified as the I ni ti al

Ti meout value, the system waits indefinitely to detect speech from the caller,
that is, timeout is turned off. The default is 5 seconds.

Note: If no speech is detected withinthe I nitial Ti meout interval, the

system returns immediately to the transaction with a return value
to indicate failure.

Completion Timeout

The Conpl eti on Ti neout field specifies the maximum amount of
completion silence time (in seconds) that the system waits before completing
message coding. Valid entries are numeric constants ranging from 0 to 30
seconds. If 0 is specified as the Conpl eti on Ti meout value, the system
waits indefinitely to terminate, that is, Conpl eti on Ti neout is turned off. The
default is 5 seconds.

Note: Ifa Conpl eti on Ti meout silence interval occurs once coding has
started, coding is terminated successfully at that point and the
system returns to the transaction with a return value to indicate a
silence completion.
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Start Coding At Tone

Hangup Action

The Start Codi ng At Tone field specifies whether to prompt the caller with
an optional tone before beginning message coding. If Yes is selected, a beep
will sound to indicate that message coding has started. If No is selected, no
audible prompt will be given to indicate that message coding has started. The
default is Yes.

The Hangup Act i on field specifies the action to take if the caller hangs up
during the message coding. Valid entries for this field are Exit, Return, or
Delete Exit. If Exit is selected and hang up is detected, the coded phrase is
saved and the application is terminated. If Return is selected and hang up is
detected, the coded phrase is saved and the application returns to the
transaction with a return value of -4. If Delete EXxit is selected and hang up is
detected, the coded phrase is deleted and the application is terminated. The
default is Exit.
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Actual Phrase Length Field

The Actual Phrase Length Fiel dis afield name limited to a maximum of
24 characters that returns the actual length in seconds of the coded phrase.

Note that you should specify only a num field type for the Act ual Phrase
Length Field.

NX Field (Talkfile & Phrase)

The NX Field (Tal kfile & Phrase) is a field name limited to a maximum
of 24 characters that returns the combined Talkfile and Phrase Number of the
coded phrase. The NX Fiel d (Tal kfile & Phrase) value is greater than
65536. Note that you should specify only a num field type for the NX Fi el d
(Tal kfile & Phrase).

Note: The NX Field (Talkfile & Phrase) can be played back using
the Announce action step with the NX format and can also be
used to delete the phrase in Message Delete. The external
function unpack_phrNX will give you the Talkfile and Phrase.
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Return Field

The Return Fi el d is an optional numeric field that contains a return code
from the Message Coding action step. The Return Fi el d is limited to a
maximum of 24 characters. Note that you should specify only a num field
type for the Ret urn Fi el d. Valid return code values are:

« 1: Coding completed normally
« 2: Touch-tone termination

» 3: Completion timeout

-1: Insufficient space
« -2: Code failure
« -3 Initial timeout

« -4: Hangup

Defining the Message Coding Action Step

To define the Message Coding action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).
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2 Select

>Msg_Code

The system inserts the External Action: Msg _Code action step in the
transaction.

3 Press F6 (Cancel) to exit the Action Choices menu.
4 Highlight the External Action: Msg_Code action step in the transaction.
5 Press F4 (Define).

The system displays the Define Message Coding screen (Figure 97 on
page 380).
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Define Message Coding

Figure 97. Define Message Coding Screen

Defining Message Coding

Code Rate and Type: ADPCH 32
Maximum Phrase Length: 20

Phrase Number or Tag: Phrase Number
Phrase Identification: -1

Talkfile Number: -1
Initial Timeout: 5
Completion Timeout: 5
Start Coding At Tone:
Hangup Action: Exit
Actual Phrase Length Field:
NX Field (Talkfile & Phrase):
Return Field:

Yes

In the Code Rate and Type field, enter or select your choice.
In the Maxi mum Phrase Lengt h field, enter your choice.

In the Phrase Number or Tag field, enter or select your choice.

© 00 ~N o

Inthe Phrase Identification field, enter or select your choice.
10 Inthe Tal kfil e Nunber field, enter your choice.

11 Inthelnitial Tineout field, enter your choice.

12 Inthe Conpl eti on Ti neout field, enter your choice.

13 Inthe Start Codi ng At Tone field, enter or select your choice.
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14 Inthe Hangup Acti on field, enter or select your choice.
15 Inthe Actual Phrase Lengt h field, enter or select your choice.
16 Inthe NX Field (Tal kfile & Phrase) field, enter or select your choice.

17 Inthe Ret urn Fi el d field, enter or select your choice of a field name. Use
of this field is optional.

18 Press F3 (Close) to complete the definition and return to the Define
Transaction screen.

Message Coding: Tips

After you have defined the Message Coding action step, you may press F7
(Show) to expand the Msg_Code to display the information selected for each
field. This example also shows an Evaluate action step on the Return Fi el d.
say_addr ess:

50. Announce
Speak Wth Interrupt

Phr ase: "pl ease say your new address after the tone"
51. External Action: Msg_Code

Code_Rat e: " ADPCM 32"

Max_Phr _Len_Sec: 50

Phrase_Type: "Phrase Nunber"

Phrase_|Id: -1

Tal kfi |l e_Nunber: 0

Initial _Tineout: 5

Conpl eti on_Ti neout : 5
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Tone_On: "Yes"
Hangup_Acti on: "Return"
Act ual _Phrase_Len_Fi el d: ph
Tal kfil e_Phrase_Fi el d: nx_f
Return Fi el d: ret
End External Action
52. Eval uate
If ret =1
Got o addr_saved
# if return code is 1 (normal conpletion)
Elseif ret =2
Got o addr _saved
# if return code is 2 (TT term nation)
Elseif ret =3
Cot o addr _saved
# if return code is 3 (conpletion tinmeout)
Elseif ret = -3
CGoto delete
# if return code is -3 (initial tineout)
Elseif ret = -4
Goto delete
# if return code is -4 (hangup)
El se
# if return code is none of the above
53. Announce
Speak Wth Interrupt

_len
ield

Phr ase: "our systemis experiencing problens"
Phr ase: "pl ease call back later, thank you."
Goto delete

End Eval uate

addr _saved:
54. Announce

Speak Wth | nterrupt

Phr ase: "your new address has been saved."
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55. Announce
Speak Wth Interrupt

Phr ase: "the new address you entered was"
Fi el d: nx_field As NX
del et e:
56. External Action: Msg_Del ete
Phrase_Type: "NX Field (Tal kfile & Phrase)"
Phrase_|Id: nx_field

Tal kfil e_Nunber: 0

Return Field: rc

End External Action
Note that the field names and sequence used in the expanded Msg_Code
display do not exactly match the field names you used to define the action
step, but they are self explanatory.

Defining Message Deleting

Use the Message Deleting action step to delete a phrase from the system.
This is useful when coded messages are being reviewed or transcribed, and
then discarded. The message to be deleted will normally be one that was
coded using the Message Coding action step. You can also use Message
Deleting to make more disc space available by removing any phrase no
longer needed.
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A CAUTION:

Include the Message Deleting action step in applications that can be
accessed only by people with the authority and system knowledge to delete
phrases. Be careful not to delete any phrase required by another application.

Phrase Number or Tag

The Phrase Nunber or Tag field determines how the phrase to be deleted is
specified in the Phrase | denti fi cati on field. Valid entries are Tag, Phrase
Number, or NX field (Talkfile & Phrase). The default is Tag.

Phrase Identification

The Phrase |dentification field specifies the phrase to be deleted.
Depending on the phrase type that is specified, the Phrase I dentification
can be a phrase tag limited to a maximum of 50 characters, a phrase number
ranging from 1 to 65535, a field name containing the phrase number, or a
field name containing the combined talkfile and phrase number in NX format.
If you enter the name of a field containing a combined phrase/talkfile number
(returned by the Message Coding action step), the next field (Tal kfil e
Nunmber ) will be ignored.
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Note: Ifthe phrase tag or NX fi el d is specified, the talkfile should
contain 0 or NULL, which the system interprets as the current
talkfile.

Talkfile Number

The Tal kfil e Nunmber field defines the talkfile where the coded phrase will
be stored. Valid entries for this field are numeric constants ranging from 0 to
255. If the Tal kfi | e Nunber is 0, the system deletes the phrase from the
current talkfile number. The default is 0.

Return Field

The Return Fi el d is an optional field name for holding the return status of
the Message Deleting action step. The Ret urn Fi el d is limited to a
maximum of 24 characters. If the Message Deleting instruction is successful,
it returns a positive value. If the instruction is unsuccessful, it returns a
negative value.
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Defining the Message Deleting Action Step

To remove a message or phrase using Message Deleting:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).
2 Select

>Msg_Del ete

The system inserts the External Action: Msg _Delete action step in the
transaction.

Press F6 (Cancel) to exit the Action Choices menu.

3
4 Highlight the External Action: Msg_Delete action step in the transaction.
5 Press F4 (Define).

6

The system displays the Define Message Deleting window (Figure 98 on
page 387).
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Figure 98. Define Message Deleting Window

Define Message Deleting

Phrase Number or Tag: Tag
Phrase Identification:
Talkfile Number: O

Return Field:

7 Inthe Phrase Nunber or Tag field, enter or select your choice.
8 Inthe Phrase Identification field, enter or select your choice.
9 Inthe Tal kfil e Nunber field, enter your choice.

10 Inthe Ret urn Fi el d field, enter or select your choice of a field name. Use
of this field is optional.

11 Press F3 (Close) to complete the definition and return to the Define
Transaction screen.

Defining Type Ahead

Use the Type Ahead action step to allow a caller to enter a number of touch-
tone digits before the prompts are played. The transaction skips the prompts
and advances the caller to the appropriate action step, thereby saving time

for the caller. You must enable the interrupt feature for any Prompt & Collect
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action step where you want the caller to be able to type ahead. Enter or
select yes in the Speak Wth Interrupt? field in the Prompt & Collect
action steps. Remember also to enable interrupt in an Announce action step
if you include one between the Prompt & Collect action steps. The system
discards any touch tones entered before an action step with interrupt
disabled. If the system detects a caller input error, the error message should
be played with interrupt set to no to force the message to be heard. In this
case, the caller must be asked to reenter the digits.

Use the Type Ahead action step also to disable this feature.
To define the Type Ahead action step:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).
2 Select

>Type_ahead

The system inserts the External Action: Type_ahead action step in the
transaction.

3 Press F6 (Cancel) to exit the Action Choices menu.
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4 Highlight the External Action: Type_ahead action step in the
transaction.

5 Press F4 (Define).

The system displays the Define Type_ahead window (Figure 99 on page
389).

Figure 99. Define Type_ahead Window

Enable Type_ahead: yes

6 Inthe Enabl e Type_ahead field, accept the default value of yes to enable
the feature, or change the value to no to disable the feature.

7 Press F3 (Close) to complete the definition and return to the Define
Transaction screen.
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3 Using Optional Features

This chapter includes details about how to use optional features with Intuity
CONVERSANT Script Builder.

Note: The appropriate optional feature package must be installed in

order for the action steps to be available.

Topics covered include:

Using Text-to-Speech on page 391

Using Dial Pulse Recognition or Speech Recognition on page 401

Using Dial Pulse Recognition on page 409

Using WholeWord Speech Recognition on page 414

Using FlexWord Speech Recognition on page 422

Intuity Script Builder FAX Actions Package on page 425

Using ASAI on page 489

Defining conv_data on page 525
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« Using Call Classification Analysis on page 535

- Using PRI on page 538

« Using Form Filler Plus on page 547

Using Text-to-Speech

Text-to-Speech (TTS) provides an alternative to using recorded speech in a
Script Builder application by taking US English text as input and producing
synthesized speech. In other words, you can use TTS to read text and then to
speak the text in a digitized voice. You can use the text for prompts or for text
retrieval from a file, a database, or a host. TTS is especially useful for
speaking dynamic text; that is, text that changes, such as names and
addresses stored in a database.

You can use TTS in the following areas of your application:
« Announce action step

« Prompt & Collect action step

- tts_file external function
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Using TTS in an Announce or Prompt & Collect Action Step

This section describes how the TTS feature works in both of these action
steps. The procedures for how to make the selections to use the TTS feature
are described in Defining the Announce Action Step on page 238 and

Defining the Prompt & Collect Action Step on page 291 in Chapter 7, Defining
the Transaction.

Specifying Text or  For each Announce (Figure 100 on page 393) or Prompt & Collect (Figure
Field 101 on page 394) action step, you can have up to 15 lines (750 characters) of
text. You can specify Text or Field in the Type field to use TTS. If you specify
Text, you must enter the text to be spoken in the Fi el d Nane/ Phr ase
Tag/ Text Stri ng field. If you specify Field, you must enter or select the
name of the field from a host or local database to be spoken as text. The field
can be from a host or local database, or from your application.

Entering Text The text should be in a sentence or in a format appropriate for the text to be
spoken, such as a partial sentence followed by the value in a field. Use
correct punctuation and capitalization to help the system determine where to
place the emphasis in a sentence, so it will sound more natural to the caller.
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Figure 100. Define Announce Screen

Detine Hnnounce

Speak with interrupt? no

Type Field Name/Phrase Tag/Text String Field Format
Text M sf50 Thank you for calling.
Text Today's date is
Field DATE ADMSPDYY
Phrase sil.050
Text The time is
Field TIME ATHMAM

Note: The Text-to-Speech feature recognizes and speaks abbreviations.

However, it spells out text that is in all capital letters unless it
recognizes the text as an abbreviation.
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Figure 101. Define Prompt and Collect Screen

Define Transaction

Define Prompt and Collect Page 1 of 3
PROMPT Speak with interrupt? yes
Type Field Name/Phrase Tag/Text String Field Format
Text \!sf50 For sales, say or enter 1.
Text \sf50 For service, say or enter 2.
Text \sf50 For technical support, say or enter 3.
Text To talk with an agent, say or enter H.
Field Format The entry in the Fi el d For mat field of the screen determines whether the

field contents will be spoken using pre-encoded speech or the TTS feature.
Choosing a field format that begins with “A” (Figure 102 on page 395) invokes
the Text-to-Speech feature.

The choices for the Fi el d For mat field lists all the available formats including
the ones for TTS. If there is a lot of text to be read that does not match
another format (such as date, time, dollars, etc), select “A.”
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The choices shown below are those most commonly used. Other valid
formats you can use for numeric and dollar values are ANDO-9 and AN$DO-9.
These formats specify from zero to nine places to the right of the decimal
point. For example, the numeric value 123456 spoken with the AND4 format
is spoken “12.3456.”

Figure 102. Choices for Field Format Field, Including Text-to-Speech Formats

Field Speech Formatg
-C

Cmmf
DMDYY
DHSPDYY
Nrmf
ND2

N

N$D2

NX

THHMAM

A

AC
ADMDYY
ADHSPDYY
AN

AND2

The TTS field formats function the same as those for recorded speech. Table
33 on page 396 provides a list of formats.
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Table 33. Text-to-Speech Field Formats

Field Value Field Format
12345 A

12345 AC

12345 AN

12345 AND2

12345 AN$

12345 AN$D2

1234 ATHMAM
19970315 ADMDYY
19970315 ADMSPDYY

Using Text-to-Speech

Spoken As

“12,345”

“one two three four five”
“12,345”

“123.45”

“:$12,345"

“$123.45"

“12 34 PM”

“03 15 1997

“March 15th 1997”

*The “A” field format causes the contents of a character field to be spoken

by the TTS feature as verbatim text.
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Using TTS in the External Function tts_file

When the TTS software is installed, an external function called tts_file is
available. The tts_file external function directs the system to speak text from
an ASCII file and interfaces with the tts_dip to send the file name and start
flag. Use this function to speak text from a file that changes frequently, or a
file that is too large to fit in an Announce action step.

Specify the tts_file external function (Figure 103 on page 397) the same way
as any other external function. The procedure for how to select and define an
external function is in Defining External Function on page 255 in Chapter 7,
Defining the Transaction.

Figure 103. Define External Function Screen with tts_file Selected

Define External Function

Function Name: tts_file

Argument 1:

Argument 2:

Argument 3:

Argument 4:

Argument 5:

Return Code Is In Field:

The tts_file external function uses two arguments:

« Argunent 1: field is the talkoff flag. Use this to specify whether
speech playback will stop (“talkoff”) if a caller enters a touch tone.
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If this is set to “0,” talkoff is disabled (speech playback continues). If
this is set to “1,” talkoff is enabled.

If talkoff is enabled and a touch-tone digit is received, the system
stops playback of the text and returns to the transaction.

« Argunent 2: field is the file name. Use this to hame the file
containing the ASCII text to be played. This file should be in the
Ivs/data/tts_files directory. If the file is not in this directory, you
must provide an absolute pathname (for example,
/usr/dpd/filename).

Upon completion, the tts_file external function returns one of the following
values to the field Return Code I's In Field:

« 1: Talkoff occurred

e 0: Function completed successfully

e -1: TSM say instruction failed

- -2: Resource needed for say instruction not available
« -3: ASCII text file not found

» -4: dbase call failed or timed out
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Text-to-Speech: Tips
Use the following tips to improve your Script Builder application:

- In general, well-edited text, using punctuation and action verbs, produces
the best speech.

» Use concise sentences within the Announce and the Prompt & Collect
action steps. Avoid lengthy and run-on sentences.

e Inthe Fi el d Name/ Phrase Tag/ Text Stri ng field, the following rules
apply:

~ If you enter a space as the first character, you will be able to edit the
line. Without the space, you must replace the entire line to change it.

~ Line breaks are insignificant. That is, sentences can go from one line to
the next without impacting how the sentence is spoken.

~ A space must be included after the last character on each line. Without
the space, each line will be joined with the next.

« You may want to insert pauses, or silence, in text to make it sound more
natural. TTS allows you to do this by embedding escape characters
before, after, or within the spoken text. These escape characters can add
silence delays (for example, \Isf50 for a final silence of one-half second),
change the speaking rate, and mark text as belonging to a specific
category such as addresses, telephone numbers, fractions, and proper
names. For detailed information about these escape sequences and other
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TTS ideas, see Appendix E, “Advanced Text-to-Speech Features,” in
Intuity CONVERSANT System Version 7.0 Speech Development,
Processing, and Recognition, 585-313-201.

You can also insert pauses in text through punctuation. The use of a
comma, colon, or period in appropriate places introduces natural pauses
in the synthesized voice as well as changes in voice intonation.

When speaking database information, a pause could also be introduced
by the database lookup itself. For example, “Your Name is...” <database
lookup> “Dr. Glenn Tsuromoto. Press 1 for yes, 2 for no.”

- Within a Define Announce screen, if more than one field is spoken using
TTS, you may want to speak silence (for example, \!sf50 for a final silence
of one-half second) between each field to make it sound more natural. If
you do not insert silence between the fields, the system can run the
phrases together, causing the speech to sound unnatural.

- If pre-recorded speech and TTS are mixed within the same action step
with talk-off enabled, the speech is treated as a play request. If a touch-
tone digit is received during playback, the remainder of the speech and/or
text in the action step is not spoken.

Consecutive action steps containing mixed speech and text with talk-off
enabled are not treated as one play request. However, consecutive action
steps containing only TTS with talk-off enabled are treated as one play
request, meaning that a single touch-tone digit causes the entire group of
action steps not to be spoken.
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- The first time TTS is used during a call, the system tries to allocate the
TTS resource. If the licensed resource is available, the text is spoken and
the transaction proceeds normally. After the text is spoken, the resource
is relinquished and must be reallocated the next time TTS is used.

If the TTS resource is not available, the system tries every 2 seconds (up
to the default timeout of 45 seconds) to allocate the TTS resource. At the
end of this time period, if the system is not able to allocate the resource, a
-2 is returned in register 0. This approach allows the system to degrade
gracefully and, in most cases, eliminates the need to do error checking at
the Script Builder level for the TTS resource allocation. For those
applications that must have error control, external functions can be written
and accessed through Script Builder that give their script access to both
r.0 and the nwitime() instruction. The nwitime instruction would be used
to set the wait time before text is spoken for the first time to a value less
than 45 seconds. A second external function would check the contents of
r.0. See Intuity CONVERSANT System Version 7.0 Application
Development with Advanced Methods, 585-313-203, for more information
about the nwitime() instruction.

Using Dial Pulse Recognition or Speech Recognition

Dial Pulse Recognition (DPR) and speech recognition, which includes
WholeWord speech recognition and FlexWord speech recognition, use
resources on the SSP circuit card to compare caller inputs to the recognizer
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type selected on page 2 of each Prompt & Collect action. If a match is found,
the system identifies a valid input. This section provides information common
to all three of these recognizers. For information about how to use DPR and
speech recognition in your application script, see Intuity CONVERSANT
System Version 6.0 Application Design Guidelines, 585-310-670, and Intuity
CONVERSANT System Version 7.0 Speech Development, Processing, and
Recognition, 585-313-201.

Defining the SP_Allocate External Action

The script uses the SP_Allocate external action to help ensure that the DPR
or speech recognition system licensed resource is available when it is
needed. Normally, this resource is shared between the transactions running
on separate channels. It is allocated and unallocated automatically at each
point where DPR or speech recognition is used during the transaction.

The SP_Allocate external action can be used before any Prompt & Collect
actions to check the availability of the recognition resource. It can also be
used to allocate explicitly the resource to the transaction until the transaction
terminates or explicitly to unallocate the resource. If the recognition resource
is not available, a Prompt & Collect action step employing recognition will fail
with the message Too few digits.
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Note: Design each application so that it will free the recognition resource
as soon as it is no longer needed by the script. SP_Allocate can
tie up the resource when it is being used after it is no longer
needed.

To define the SP_Allocate external action:

1 With the cursor in the desired position in the Define Transaction screen
(Figure 60 on page 215), press F1 (Add).

The system displays the Action Choices menu (Figure 62 on page 221).

2 Select:

> SP_All ocate

The system inserts the SP_Allocate action step in the transaction.
3 Highlight the SP_Allocate action step.
4 Press F4 (Define).

The system displays the Define SP Allocate screen (Figure 104 on page
404).
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Figure 104. Define SP_Allocate Screen

Define SP Allocate

Recognizer_Allocation: on_
Recognizer: DPR
Recognizer: Wl
Recognizer: FU
Recognizer:
Return Field:

5 Inthe Recogni zer _Al | ocati on: field, select on to enable Speech
Recognizer Allocation. Select off to disable Speech Recognizer
Allocation. The default value is on.

6 Inthe Recogni zer: fields, select DPR, WW, or FW. You can be select
them separately or simultaneously.

7 Inthe Return Fi el d:, specify the field in which an optional return code
will be placed.
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The system sets the return field to one of the values in Table 34 on page
405 depending on the status of the SP_Allocate:

Table 34. SP_Allocate Return Values

0 Success
-1 Failure (reason unspecified)
-2 System resources not available

8 Press F3 (Close) to complete the definition and return to the Define
Transaction screen.

Prompt & Collect Action Step

This section describes how use DPR and speech recognition in a Prompt &
Collect action step. The procedure for how to make the selections are
described in Defining the Prompt & Collect Action Step on page 291 in
Chapter 7, Defining the Transaction.

Specifying Input The default input mode is touch tone, which is always available. When DPR,

Mode WholeWord speech recognition, or FlexWord speech recognition software is
installed, the system displays new options in the Define Prompt and Collect
INPUT screen (Figure 105 on page 406). The Recogni ti on_Type: field now
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accepts a value to specify a recognition type for the active recognizer(s). This
is a dynamic menu, which displays all recognition types and wordlists
available on your system, regardless of whether you are planning to use them
in the current application.

Figure 105. Define Prompt and Collect -INPUT Screen

Define Transaction
Define Prompt and Collect Page 2 of 3
INPUT

Caller Input Field: $CI_VALUE
No. Of Tries Used Field: $CI_TRIES_USED
No. Of Digits Input Field: $CI_NO_DIGS_GOT

Hin Number Of Digits: 10 TT Erase Code Active: no
Hax Number Of Digits: 10 TT Erase Code Value:
TT Terminator Code Actiue: no TT Cancel Code Actiue: no
TT Terminator Code Value: "#” TT Cancel Code Ualue:
TT Repeat Code Actiue: no No. Of Tries To Get Input: 03
TT Repeat Code Value: Initial Timeout: 30

Interdigit Timeout: B85

Recognizer Recognition_Type

RECOG: DPR DP1_18
RECOG: SR Us_DIG
L
Intuity™ CONVERSANT® System Version 7.0 Application Development with Script Issue 2 January 2000 406

Builder 585-313-206



8 Using Optional Features Using Dial Pulse Recognition or Speech Recognition

Specifying the
Confirm Action

Using the Define Prompt and Collect—CHECKLIST screen, you can direct
DPR and WholeWord speech recognition applications to prompt callers to
confirm that the system recognized what was spoken or entered. The
Confirm action is one of the choices in the Act i on field.

You can specify a single touch-tone digit or a DPR digit as an optional
argument in the Action Data field. This optional argument is in addition to the
default “yes” in the WholeWord language used for the selected Recognition
Type. An argument in the Action Data field is required if you want to confirm
touch-tone or DPR input.

The Confirm action has an associated Voice Response screen that the
system plays to the caller before the confirmation. This screen is used to play
back caller input and to ask the caller to confirm her/his input by saying “yes”
or by entering a touch-tone or DPR digit.

The Confirm action, which has an optional touch-tone or dial pulse
confirmation digit associated with it, can be used in one of two ways:

- If you want to require the caller to confirm the input, whether it was
spoken or entered with touch tones or dial pulses, specify a touch-tone or
dial-pulse digit for the confirmation digit. The input will be accepted if the
user says “yes” or enters the specified digit.

- If you want to require the caller to confirm the input only if it was spoken,
leave the confirmation digit blank. In this case, the prompt and the
Confirm action are performed only if the caller speaks the input. The
Confirm action will require a spoken “yes” before the input is accepted.
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If the caller says “yes” or enters a touch-tone or dial-pulse digit that matches
the optional argument, the system continues to the next action step in the
transaction. If the caller says “no” or enters a touch-tone or dial-pulse digit
that does not match the optional argument, the system reprompts the caller
for the input. If you do not specify an optional argument, when the caller
enters a touch tone or dial pulse, the script treats the Confirm action as a
Continue.

$CI_MODE Return  The system sets the $CI_MODE variable to the SSP circuit card number that

Value was used to perform the DPR or speech recognition. An integer value of 0 or
greater identifies the SSP circuit card. A value of -1 is returned if touch tone
input is received.

$CI_RECOG Return The system sets the $CI_RECOG variable to the recognizer that performed
Value the recognition. The return field is set to one of the values in Table 35 on page
408 depending on the first successful recognition.

Table 35. $CI_RECOG Return Values

0 User entered touch tone
1 FLEX_WORD
2 WHOLE_WORD
3 DIALPULSE
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$FINDBEST

Specify a value for the $FINDBEST variable where you want to improve
recognition accuracy by using the recog_dip in applications that use DPR or
speech recognition. Use the Set Field Value action step to define
$FINDBEST (up to 67 characters) before the Prompt & Collect action step.
See Appendix F, “Recognition Post-Processing,” in Intuity CONVERSANT
System Version 7.0 Speech Development, Processing, and Recognition,
585-313-201, for more information about $FINDBEST and recog_dip.

Using Dial Pulse Recognition

The Dial Pulse Recognition (DPR) feature allows users with rotary
telephones or push-button telephones that generate dial pulses, to interact
with system applications. DPR is not as accurate as touch-tone inputs, but it
does allow callers to provide input to your application without talking with an
agent. The system trains itself to learn how the caller’s telephone performs
during the connection. To improve accuracy, wherever possible, ask for
inputs that are separated by three numbers (for example, ask for 8 for “yes”
and 5 for “no”).

The prompt message should encourage the caller to listen to the entire
message before responding. DPR does not allow the caller to interrupt the
prompt message. DPR allows callers to enter a sequence of connected
digits, rather than one at a time. DPR can be used in an application with
WholeWord or FlexWord speech recognition, allowing your callers a choice of
input method. For more information about how to use DPR in your
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application, see Intuity CONVERSANT System Version 6.0 Application
Design Guidelines, 585-310-670, and Intuity CONVERSANT System Version
7.0 Speech Development, Processing, and Recognition, 585-313-201.

Specifying Input Mode

When DPR software is installed, the system displays new options in the
Define Prompt and Collect INPUT screen (Eigure 105 on page 406). The
Recogni ti on_Type: field now accepts a value to specify a recognition type
for the active recognizer(s).

Recognition Type ~ The Recogni ti on_Type: field accepts a value to specify a DPR recognition
type (Figure 106 on page 411). This is a dynamic menu, which displays all
recognition types available on your system.
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Figure 106. Define Prompt and Collect INPUT—Choices for Recognition Type
Field for DPR

-
-DP1470 :
DP1_10
DP1_3
DP1_5
DP258
DP2_10
DP3_10

Min and Max Number of Digits

The M n and Max Nunber O0f Digits fields limit the length of caller input
(touch tone or dialed) that can be recognized by the system. Script Builder
validates the M n and Max Nunber Of Di gits fields and replaces invalid
selections with numbers that are valid for the recognition type selected.

Note: By setting the M n and Max Number Of Digits fields to values
greater than 1, you can collect numbers that include more than
one digit. For example, to collect the digit 5, the Min/Max would
