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The PhoneSoft SDK (Software Developer’s Kit) includes tutorials, Help files
and sample applications.

This PhoneSoft SDK User Guide includes instructions for using the PhoneSoft
Script Generator and descriptions of the available script commands.

The book also has instructions for using the License File Generator and the
HelpDesk and FaxBack sample applications.
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Using the
PhoneSoft Script
Generator
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You can use the PhoneSoft Script Generator to create Notes telephony applica-
tions. The script generator creates or edits a script file. A script file is a
sequence of commands that defines the flow of a phone call.

This section describes how to start the Script Generator, to open a script or cre-
ate a new script.

For a list of the script commands that are included with this package, see
“Script commands” on page 19.
To start the Script Generator

1 Start Phone Server.

2 Click the Edit>MailCall>Script menus.

To open an existing script
1 Start the Script Generator.

2 In the Select MailCall Script dialog box, click “Browse” and locate the
script file name.

3 Select the file name and then click “Edit” to open it.

To create a new script
1 Start the Script Generator.

2 In the Select MailCall Script dialog box, confirm that the Script File box
is blank and click “Edit.”

3 Click the File>Save menus and then name and save the file. The file can
be saved in any directory.

4 Confirm the file path is correct in the Script File list.

5 1Inthe Application section of Phone Server, confirm that “UMailCall” is
the selected application for the phone lines for which you are creating the
script file.

6 Double-click the “UmailCall” application and in the Line Setup dialog
box, confirm that the “Auto Start” check box is selected and click
“Close.” With “Auto Start” set, Phone Server automatically runs the
selected application on that phone line at startup.

7 Begin creating your script for your application as appropriate.



Using script
commands

After creating a script, you can add commands or change existing commands.
You can also rename or delete commands from a script.

When creating a script, the New Child menu assigns a command as subordinate
to the selected command in the script’s tree structure.

To add a script command or child

1
2
3

Open the Script Generator.
Open the script for which you want to add a command.

Right-click the existing command to appear before the new command. If
there are no commands, click the root directory.

To create a new command, click “New” from the pop up menu.
Or to create a new child, click “New Child.”

In the Select New Item dialog box, select the appropriate command type
from the list and click “OK.”

In the script directory tree, confirm that the new command appears after
the selected command, or the new child appears as the last child.

To edit an existing script command

1

2
3
4

Right-click the command to edit.
Select the Properties menu.
Select the command to edit and then press ENTER.

In the Properties dialog box, edit the command as needed.

To rename an existing script command

1
2

In the script directory tree, right-click the command to rename.

Select the Rename menu and type the new name.

NOTE: Press ESC to cancel the rename.

To delete an existing script command

1
2

Right-click the command to delete.

Click the Delete menu. The command and any associated children are
deleted.

CAUTION: Deletions are final; no delete confirmation dialog box appears.
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Using script
variables

When a script command field specifies a variable, the variable may be one of
three types: a quoted string, a Notes text field value, or a reserved word. Script
variables are case sensitive.

Reasons for using variables
= Names and paths are simple. For example, “sDocDB” as compared to
“C:\Phonesoft\HelpDeskDemo\hdeskdat.nsf.”

= Updates and changes are easy because you can make a single change instead
of searching for every instance in the application to change.

Quoted strings

Quoted strings are interpreted as literal values with the quotes ignored. No
escape code can be used with quotes in the string. A variable inside {} (curly
brackets) is replaced with the variable value. If the variable inside the brackets
is a numeric variable, it is converted to text with the number of decimal places
specified by the Significant_digits reserved word.

For example, the “sForm” variable is replaced with “memo” in the following
command lines:

sForm = ‘memo’

sSelectionFormula = ‘Select Form = ‘ {sForm}”’

Notes text fields

When a LotusScript command runs, it may modify Notes text fields in an
in-memory Notes document. You can use these Notes text fields as variables in
your script commands. LotusScript commands are not case sensitive.

10 PHONESOFT SDK USER GUIDE



Reserved words

The following reserved words are supported:

Reserved word

Description

AGENT _DATABASE

The database where Lotus agents are run by using LotusScript.

AGENT SERVER

The server where Lotus agents are run by using LotusScript.

ANI_INFORMATION

If available, the ANI (automatic number identification) information
for a call.

APPLICATION

This is the name of the application that is running. It is the string
taken from the Application column in Phone Server.

CALL_TYPE

If available, a numeric value representing the type of a call:
- 0 is an outside or direct call
- 1 is a forwarded, unanswered call
- 2 is a forwarded, busy call
- 3 is a forward of all calls

CALLER _ID

The phone number string from the raw Caller ID information.

DATE_NOW

A read-only value for assigning the current date and time to a Notes
field.

DIGITS_STRING

String of digits retrieved with a “Get digits” command. When a caller
presses a termination key, it is stored in the “Term_digit” reserved
word. This string will not contain a termination key.

EMPTY

A read-only value for clearing a Notes field.

ERROR_BRANCH

Runs when an error occurs. The default is “MailCall goodbye.”

INBAND_ STRING

String of digits retrieved with a “Get inband” command.

LINE_NUMBER

Numeric value of the phone line number that is running the applica-
tion.

MENU_KEY

The most recent menu key that a caller pressed from the DTMF
Menu.

PHONE_STRING

Phone number assigned to the line running the application. This
string is not the PBX phone number, but the number used by the
administrator to assign the different phone lines and to sort applica-
tions in a script.

RAW CALLER ID

The Caller ID string as it appears to the Dialogic board.

SIGNIFICANT_DIGITS

The number of significant digits used when converting numeric
entries to text. The default number of significant digits is 0.

SMDI _CALL SOURCE

If provided by the phone system, the source of the call.

SMDI_CALLED _NUMBE
R

If provided by the phone system, information on the called party.

SMDI_CALLING_NUMB
ER

If provided by the phone system, information on the calling party.

TERM_DIGIT Termination character, either [] or #, from a Get Digits command or a
Record File command.
VOICE FILE The current voice recording from a “Record file” command.

CHAPTER 1: SCRIPT GENERATOR
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Using branch
variables
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A branch variable is either the “Name” field of another script command, a
reserved word, a MailCall entry point, or a string variable. The “Name” field is
case sensitive. If the branch variable is a MailCall entry point, there will be no
associated “MailBox” field.

Usually used in the “ThenGoTo” field or the “Default Branch” field in a script
command. For example, in the following screen the branch variable is Play
Greeting. For details, see “Play Greeting” on page 56.

Casze Statement E |

Mame |Eheck SetupDociD

Ewaluate |SetupD oclD

— Branch Conditions

Y alue | Branch To

1] IErn:ur Handling

Default Branch IF'Iay Greeting

Cancel |

K 8 K K




Beginning with
an outline

The most difficult part of creating an application is to begin the script design.
The best way to start is to create a brief outline for your application. The out-
line can include what the callers hear first and then what menu options are
offered and where they lead the caller to next, and so on.

For example, the following is an outline of the HelpDesk application. For script
details, see “HelpDesk script” on page 49.

After creating the outline, you are ready to begin creating the script with the
Script Generator. Start simple with the basic commands and write the com-
mand names next to the applicable step in your outline.

HelpDesk script outline

Application setup

Plays greeting Plays an opening greeting, such as “Thank you for calling the
XYZ HelpDesk system. Press 1 to leave a help request. Press 2 to check on the
status of an existing request.”

Plays main menu Pressing 1 sends callers to “Leave Help Request” and press-
ing 2 sends callers to Check Request Status.

1 for Leave Help Request Collects the following information for the request:
1 Requests extension
Records request
Requests priority

2

3

4 Records the status number
5 Stores message in database
6

Plays status number back to caller and then increments the number for the
next caller

7 Returns call to main menu

Continued

CHAPTER 1: SCRIPT GENERATOR 13



2 for Check Request Status Asks for the following information when callers
are checking requests.

1 Requests status number

2 Checks for response:
= If a caller chooses “Yes,” plays responses.

= If “No response,” plays a no response message.
3 Returns call to main menu.

3 for Admin Only available for administrators to check and reply to requests.
Collects the following information:

1 Requests Admin password

= Validate password
2 Requests status number
3 Plays request

4 Records response to request
= 1 for yes, record response and store message in the database

= Any other key, return to 2 for Enter Status Number.

Goodbye Plays a goodbye message and ends the call.

14 PHONESOFT SDK USER GUIDE



USlng the Phone After creating an application, you can use the log file to test and debug your

script file. In the lower half of the Phone Server window pane is the activity
Server lOg log. You can set this log to show only errors, activity or diagnostics (which
includes everything). You can view different information in the log by using
the “Error Only,” “Activity” or “Diagnostics” toolbar buttons.

Click the “View log” toolbar button to print the log activity into a text docu-
ment. The log text document contains:
= Date and time of each action,

Line number,

Application running,

Log level, and

Brief description of the activity.

Any errors display as bold, red text and activities display as blue text. System
activities display as black text.
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USlIlg the Llcense You can use the License File Generator to create a license file (an encrypted
J * lic text file) for distributing and protecting your custom applications.
File Generator L g and protecting ¥ PP
The script file is created with the SDK. The application license file is created
with the License File Generator. The license file contains the following:
License number type.
Number of enabled ports for the application.

» Encrypted number, which prevents a customer from editing the license file
content.

Application name that appears in Phone Server.

The generator is provided and can be used with the PhoneSoft SDK. The SDK
includes a two-port license file intended for internal development only.

A runtime license is required for distributing a customized application. For
example, to distribute an application named Newapp, use the License File Gen-
erator to create a Newapp.lic file.

The License File Generator creates a 400 Type license file, such as Newapp.lic.
However, for an application to run correctly, the Phone Server computer must
have both the 400 Type license file and a 300 Type PhoneServer.lic file, which
is included with the PhoneSoft software.

With the SDK, application files are forms (PSS) files, which are sequences of
forms run by Phone Server. The SDK includes the HelpDesk.pss and Fax-
back.pss sample application files and a Type 300 Phoneserver.lic file, which
restricts each application to two ports.

16 PHONESOFT SDK USER GUIDE



To create a license file
1 Locate and double-click the Pslicense.exe file.

2 In the PhoneSoft License File Generator dialog box, complete the fields,
click “Create,” and then follow the on-screen instructions.

¢ Phone5oft [SDK] License File Generator |

Exe Mame: INewapp

Lic Wersior: |4|:||:| j Dohe |
# Licenses: I

App M ame: INewapp

[ ]
Compary: I j

Exe name The application’s file name, which names the license file the same
name. The application and license file names must match. You can use up to 16
characters in this field. For example, for HelpDesk.pss, type Hel pDesk.

Lic version Set as “400,” which is the type of file generated.
# Licenses Set equal to the number of ports that a customer has purchased.

App Name Application name that is stored and displayed in the Phone Server
Application list. You can use up to 16 characters in this field.

Company For display only. The company name is defined by the
PhoneServer.lic file.
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Assign Variables

20

Assigns values to local variables. The two types of variables supported are text

and numeric. Each assign statement has the following format:

<variable> = <variable value>

Where <vari abl e> is the name of the variable that contains the value
and <vari abl e_val ue> is the value assigned to the variable. The
variable value is a script variable.

If the variable already exists, the variable value is converted to the exist-
ing variable type.

If the variable does not exist, it is created with the assigned variable
value.

NOTE: Anything on the same line after a single quote will be ignored,
which is useful for making comments.

A=s=ign Yariables

[ ENE! I.-'l'-.ssign Wariables

— Azzighments

Mame = "Jozeph" =]
Age =38

Fi= 3141592653589 7932 3846264 328327595

gDate = "April 6, 1330

=P = "{Pi}"

zTest3 = "The ratio of circumference to diameter iz {FiL"
sPazsword = DIGITS_STRIMG

I

Then Gaoto IsN extBranch j

Cancel |

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Assignments The assignment commands that are run by the script. The vari-
ables are on the left of the = (equal) sign and the variable values are on the

right.

Then Goto The branch variable that is used after the command runs.

PHONESOFT SDK USER GUIDE



Assign Variables examples

Assign variables:

Represents:

Name = “Joseph”

Text variable named Narme
with a value of “ Joseph.”

Pi=3.1415926535897932384626433832795

Numeric variable named Pi .

sPi=“{Pi}”

Text variable named SPi  with
avalue of 3. 14.

sPassword = DIGITS_STRING

Text variable named sPass-
wor d with the value of

DI G TS_STRI NG which is a
reserved word.

NOTE: The number of significant digits converted in the sPi variable depends
on the SIGNIFICANT DIGITS reserved word. For details, see “Reserved

words” on page 11.
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Case Statement

Evaluates a variable and branches to another command based on the variable’s
value. You can specify up to four branches and a default branch in a Case
Statement.

For less than four branches, leave the unused fields blank. For more than four
branches, you can cascade multiple Case Statements together.

Case Statemment

M arme IWhiu:h.-’-‘-.-'—‘-. benu

Evaluate IE:-:tensiu:un

— Branch Conditions

| Walue | Branch To

5180 |I= 5180 Open? -]

|"5181" |l 5181 Open? -]

|"5182 |I= 5162 Dpen? -]

|"5183" |I= 5163 Dpen? -]
Default Branch  [MailCal Goodbye =]

Cancel |

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.This

Evaluate A script variable and the value to be evaluated.

Value and Branch To Four values and their corresponding branches. Each
“Value” field is a script variable and each “Branch To” field is a branch vari-
able.

Default Branch The default is used when the variable is not equal to any of the
other four branch values.
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COpy DOCllment Creates a copy of a document in the specified database. You can copy the doc-

ument in two ways:
= Create an exact copy of the document with all the same fields.

= Copy the document in rich text as the only field in the created docu-

ment.
Copy Document
tame IF::urwaru:I Document

— Source Document

Server ISD acSerer

Databasze ISD.;..;Dt.
Doc D |Selected D

— Destination Document

Server IsD ocServer

Database IngcDb
Do 1D INEW|D
¥ Fender Inta I"Bu:u:l_l,l"

ThenGoto  [Add Additional Fields =]

Cancel |

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Source Server A script variable and the server of the database with the source
document.

Source Database A script variable and the database with the source document.
Source Doc ID A script variable and the Notes ID of the source document.

Destination Server A script variable and the server of the database that stores
the copied document.
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Destination Database A script variable and the database name that will store
the copied document.

Destination Doc ID Optional. The returned Notes ID of the copied document.
Render Into Contains the rich text version of the copied document.

Then Goto The branch variable that is used after the command runs.
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Cl'eate D Ocument Creates a document in the database specified. Each new field assignment state-
ment has the following format:

Field Name = Variable Value

Where Fi el d_Nane isthe name of a field and Vari abl e_Val ue is
the script variable in the new document.

Create Document E

M ame IEreate b ail D ocument

MNotes Server ISM ailS erver

Databasze |sh-1 ailBox

— Field Yalues

Form = "Memao"’ ;I
From = "CH=John Smith/0=PhoneS oft"

SendTao="Jakn Smith"

Recipients = “John Smithi@Phones oft"

Subject = "Woice Mezzage From Customer"

Body =%OICE_FILE

PS_MCCreated = "“es" LI

Feturn Do |0 |EreatedD oclD

Then Goto IF'Ia_I,I Document Created j

Cancel |

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Notes Server A script variable and the server name with the database that
stores the new document.

Database A script variable and the database name that stores the document.

Field Values The fields and their corresponding values that are included in the
new document.

Return DocID A script variable and the returned Notes ID of the new docu-
ment. This variable is optional.

Then Goto The branch variable that is used after the command runs.
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Delete Document

26
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Deletes a document in the specified database.

Delete Document

M arne IDelete Temporary Document

Mates Server IgDDcSewer

D atabase ISD acDhb

Diocurnent [0 ITempDnch
ThenGota  [Mairblenu =

Cancel |

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Notes Server A script variable and the server name with the database that
stores the document.

Database A script variable and the database name that stores the document.
Document ID A script variable and the Notes ID of the document.

Then Goto The branch variable that is used after the command runs.



DTMF Menu

Plays a prompt and then uses the key entered by the caller to branch to the next
specified command.

With this command, you can use the “Allow transfer to extension” field for set-
ting the system to transfer a call to an extension.

The chosen menu option is assigned in the MENU_KEY reserved word.

Menu Properties

Mame  [5150 Open

Prompt |51 800 pen.way Browse I

[w Allow tranzfer to extension

2] EranChES'_' AU B e STt O RO R P e e A

On 0 iTranSfer to Operator
On1 51801 - Open

On2  |51802- Open
On3 ja1an3-upen

Ond  |MaiCal Spell Name
On 5 ;

Led LedlefbLedbefLefle

Timeout ;Transfer to Operator

Cancel i

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Prompt Plays while the system waits for the user to press a menu option.
When the prompt is unnecessary, leave this field blank.

Allow transfer to extension When selected, a caller can enter a mailbox num-
ber. When a valid mailbox is entered, the call is transferred. When this field is
not selected, the system uses and responds to the first number that the caller
presses.

Branch On fields The branch variables that run after a caller presses corre-
sponding number.
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Find Document
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Locates a document in the specified database. The two ways to search for a
document are with a search formula or a search key.

Find Document

M arne IFir'u:I With Fey

Motes Server ISN ames5erver

D atabasze IsN amez0hb

" Formula Search
Formula |

% Key Search
Wiew/Folder |F'5 By MailBiox

key ISM allB ox

Calurnm |1

Returt Doc 10 IKeyD oclD

Then Gata IHender Dracument j

Cancel |

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Notes Server A script variable and the server name with the database that is
searched.

Database A script variable and the database name that is searched.
Formula A script variable and the selection formula that is used for the search.

View/Folder A script variable and the view or folder that is used when search-
ing with a database key lookup.



Key A script variable and the database key used in a search.

Column A script variable and the column name used with a database key
lookup.

Return Doc ID A script variable and the Notes ID of the found document. If
no document is found, 0 is the ID displayed.

Then Goto The branch variable that is used after the command runs.
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L3 [
Get Usel’ DlgltS Captures the digits that the caller enters and logs the results in the
DIGITS_STRING script variable. If there is a termination character, such as U
or #, the command inserts the character in the TERM_DIGIT script variable.

Get User Digits

M ame iF'ru:umpt Fuor Extension

Prompt | GetE stermion way Erovse I
bl ax Drigits ;‘I 1]

Timeout [Sec) izn

Then Gota !Transfer to Estenzion __V_i

Cancel I

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Prompt The prompt that plays while waiting for the caller to enter a menu
choice. If a prompt is unnecessary, leave this field blank.

Max Digits Maximum number of digits that the caller can enter.
Timeout The number of seconds the caller has to enter the first digit.

Then Goto The branch variable that is used after the command runs.
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Get Inband
Digits

Captures inband digits from the phone system and logs the results in the
INBAND_STRING script variable. Inband digits are those received from the
phone system after the line has been picked up, but before the call is connected.

Get Inband Digits i
M ame !Head Inband Digits
Timeout [mz] !?ED
ThenGoto [Parse Inband Digits |
Cancel i

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Timeout The number of milliseconds that the system waits for the phone sys-
tem to send all of the inband digits.

Then Goto The branch variable that is used after the command runs.
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L ab el Tool for naming and describing a group of commands. This command requires
no action by the system.

M ame IGet Eutenzion Subroutine

— Comments

et the extenzion from the caller. Validate the extengsion ;I
to make sure it iz valid before returning.

Cancel |

Name Label name.

Comments Label description.
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Execute
LotusScript

Creates an in-memory Notes document and assigns the specified field values to
the specified variable. Then the document is assigned to a Notes agent that
resides in the database specified by the AGENT SERVER and

AGENT _DATABASE reserved words.

This Notes agent uses the specified fields to collect information from the script.
If the agent is not a LotusScript agent, the field parameters are ignored. Use the
following command line format to set up the Notes agent with the document
context of the collected information:

NotesDocument = NotesSession.DocumentContext

Execute Lotus Script E

M ame IF'arse Inband Digits

Agent Mame IF'arse Inband Digits

—agent Parameter Fieldz
InbandDigitz = INBAHD_STRIMNG ;I

Then Gato Check Inband Results j

Cancel |

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Agent Name The agent that runs.

Agent Parameter Fields Fields and their values that are passed to the in-mem-
ory Notes document.

Then Goto The branch variable that is used after the command runs.
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MailCall Entry
Point

34

Use to assign command actions at various points in the MailCall application.

MailCall Entry Point E

M ame ILeave Meszage
Entry Faint IMaiIEaII Leave Msg =]
b SilE o IE:-:tensiu:un

Cancel |

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Entry Point list
Use one of the following values to designate where to start the script:
MailCall Greeting The greeting that callers normally hear first.

MailCall Main Menu The main menu that callers hear after the company
greeting; during which they can enter an extension or spell a name.

MailCall Spell Name This option gives callers access to the company phone
extension directory to spell subscriber names.

MailCall Transfer When a mailbox is entered, the call is transferred to that
mailbox. During the transfer, the caller hears “please wait while I transfer your
call.” If an incorrect number is entered, the call is sent back to the main menu.
This option performs a supervised or blind transfer based on the global Phone
Server setting, which is different than the Phone Transfer command, on page
36.

MailCall Leave Msg When a mailbox is entered, the call is transferred to that
mailbox and the caller hears the mailbox greeting. If an incorrect mailbox num-
ber is entered, the caller is asked to enter another mailbox number.

MailCall User Login A mailbox subscriber logs in and is prompted for a pass-
word. If an incorrect mailbox or password is entered, the subscriber is
prompted to enter a valid one.

MailCall Goodbye Plays the goodbye prompt and then hangs up and waits for
another call.
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MailCall Hang-Up Hangs up and waits for another call without playing a
goodbye prompt.

MailCall AMIS Receive Use for systems connected to other AMIS systems;
set to wait for an AMIS tone while running the script.

MailBox A script variable. If the entry point allows the user to specify a mail-
box, the transfer goes directly to the specified mailbox.
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Phone Transfer

36
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Transfers calls to the specified number. You can set up either a blind or a
supervised transfer with this command.

Transfer Properties E

I ame |Transfer to Operator

Transfer Ta I"55|:||:|"

— Tranzfer Type
" Blind
{* Supervized

Call Tirmeot I'I ]

— Supervized Tranzfer Branches
On Busy IF'Ia_I,I Buzy Meszage

Mo Answer |F'Ia_|,| Mo dneswer Meszage

Cancel |

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Transfer To A script variable and the number where the call is to be trans-
ferred.

Transfer Type Set as a blind transfer or a supervised transfer. A blind transfer
hangs up before the call transfer is complete. A supervised transfer waits to
confirm the call is answered. If the call is unanswered or busy, then the call can
be redirected as appropriate.

Call Timeout Use for a supervised call transfer; sets the amount of time the
system waits before redirecting the call to the “No answer” command.

On Busy Runs when a call is busy during a supervised transfer.

No Answer Runs when a call is unanswered during a supervised transfer.



Play File

Plays a prompt to callers at the specified entry point.

Play File E3

I arme IF'Ia_I,I Irvvalid Pazsword
Play IInvaIidF‘asswurd.wav Browze |
Then Gota IEnter FPazzword j

Cancel |

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Play Can be a script variable and is the file name of the prompt that is played
at the specified entry point.

Then Goto The branch variable that is used after the command runs.
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Play Notes Field

38

Plays a WAV file or uses TTS (text to speech) to play text, rich text or numeric
data that is contained in a Notes field.

Play Motes Field Ed

I ame IF'Ia_I,I b ail Meszage

MNates Server ISM ailServer

Databaze ISM alDhb

Document 1D IEurrentD ocl D

Field Name  [Body

Then Goto IDisseminatiDn Options j

Cancel |

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Notes Server A script variable and the Notes server name with the database
that stores the document.

Database A script variable and the database name that stores the document
with the Notes field.

Document ID A script variable and the Notes ID of the document with the
Notes field.

Field A script variable and the name of the Notes field, which can be text, rich
text, or numeric.

Then Goto The branch variable that is used after the command runs.
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Play Notes TTS

Plays the specified text string by using TTS.

Play Notes TTS E3

I arme IF'Ia_I,I Subject Line

Text Shing |sS ubiject
Then Goto IF'Ia_I,I b ail Meszage j

Cancel |

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Text String A script variable and the Notes server name with the database that
stores the Notes field.

Then Goto The branch variable that is used after the command runs.
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Read Notes
Fields

Reads multiple Notes fields and assigns them to local variables.

Read Motes Fields E3

M ame IHead tezzage Info

MNates Server ISM ailServer

Databaze ISM alDhb

Document 1D IEurrentD ocl D

—arahle and Field Y alues

Formi'ar = Faorm o
Frami/ar =Fram _I
SendTovar =SendTo

Recipients'ar = Recipients

Subjectyar = Subject

Then Goto Play Subject String j

Cancel |

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Notes Server A script variable and the Notes server name with the database
that stores the Notes fields.

Database A script variable and the database name that stores the Notes fields.

Document ID A script variable and the Notes ID of the document with the
Notes fields.

Variable and Field Values The list of assignment pairs. Use the following for-
mat; where “Notes_field” is a script variable:

<vari abl e> = <Notes_fiel d>

Then Goto The branch variable that directs the script after the command runs.
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o
RECOI'd Flle Records a voice message and stores the results in the VOICE_FILE script vari-
able. Termination characters are stored in the TERM_DIGIT script variable.

Record File E3

I arme IHECDrd Rezonze
Frampt ISH ezponzePrompt Brawsze |
Then Goto ISend Rezponze j

Cancel |

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Prompt A script variable and the name of the prompt that a caller hears prior
to recording a message.

Then Goto The branch variable that directs the script after the command runs.
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Time Properties

If the current time is within the specified time range, this command branches
to the command that is specified in the “Branch to” field.

Time Properties E

Hame |Is 5180 Open?

— Specify Time A ange

¥ Monday | Fram | Ta

V¥ Tuesday

g | [oo =] [17 =] [0~

v wednesday I J I J I J I J
V' Thursday Branch to[5150 Open =]
¥ Friday

[T Saturday

[T Sunday

Default Branch |5‘| 20 Clozed j

Cancel |

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Time Range These fields specify the current time range that will result in a
branch to a branch variable.

Default Branch The default is used when the current time is outside of the

specified time range.
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Write Notes
Fields

Use to copy multiple Notes fields to a specified document.

Write Motes Fields E3

I ame I'W'rite Rezponze Info

MNates Server ISM ailServer

[atabase ISM ailBox

Document 1D |NEWD aclD

— Field aluez
DiateField = DATE_MO'w/ A
Subject = "Fe: {sSubject}”

Body =0ICE_FILE

Then Goto Send Responze j

Cancel |

Name Unique name for this command. This name is used by other commands
to determine where to branch to next.

Notes Server A script variable and the server name with the database with the
copied fields.

Database A script variable and the database name of the document with the
copied fields.

Document ID A script variable and the Notes ID of the document with the
copied fields.

Variable and Field Values The list of assignment pairs. Use the following for-
mat, where <vari abl e> is a script variable:

Notes_Field = <variable>

Then Goto The branch variable that directs the script after the command runs.

Continued
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Write Notes field examples

The following examples assume the fields do not already exist in the docu-
ment. If a field already exists and you want to avoid adding values to the end of
existing field values, delete the field before the copy by setting the field to =

enpty.

Before copying a voice file with this command, use the Record File command
to store the voice file in the VOICE_FILE reserved word. Then you can set the
field to = VO CE_FI LE. If you want to append the voice file with any other

value, you need to use LotusScript.

Assign Document Field as:

Document Field Type results:

Voice file Does not assign the field. You must use
LotusScript

Dialog list Text List, in which |tenm2 | 2
stores the value 2 (since an alias is
used) and |t enR storesas|tent.

Text list; set field = “Text1”and Text List stores as “Textl, Text2”

thenset field = “Text2”

Text;setfield = “Text” Text List stores as “Text”

Date; setfi el d = DATE_NOW

Date/Time List or Range stores as cur-
rent date & time; you can append
dates, but cannot append DATE_NOW
with text.
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Using HelpDesk

46
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With HelpDesk, you can send requests and messages to the Notes HelpDesk
database by using either a phone or a computer with a microphone and speak-
ers.

The demo is set up to automatically use file attachments. For the demo, you can
use any sound player application. Confirm the computer is set up to automati-
cally play a WAV file when opened. PhoneSoft supports both OLE (object
linking and embedding) and file attachments for handling voice files.

PhoneSoft supports caller ID and ANI (automatic number identification). You
can set up an application to collect the caller ID or ANI information for incom-
ing calls. PhoneSoft also supports DID (direct inward dial) and DNIS (dialed
number identification service), which can help multiple applications share a
single phone line.

To open the demo database

1 Locate the Hdeskdat.nsf file. The installation default directory is
C:\PhoneSoft\HelpDeskDemo\Hdeskdat.nsf.

2 Copy this file to your Notes Data directory.

3 From the Lotus Notes client main menu, click the File>Database>Open
menus.

4 Locate and open the Hdeskdat.nsf file.
5 After opening the file, you can see how the database is set up.

For example, select the By Status Number view. In the “Phone Message”
and “Voice Status” fields, double-click the PhoneSoft voice recording
icon and then click “Launch.”

Starting the demo

The HelpDesk application is set up to automatically start when you start Phone
Server. If the PhoneSoft computer is installed and set up with a voice board,
you can call the system from any phone and the HelpDesk application answers
the call.

You can also use the PhoneSoft Demo phone to run the application on any mul-
timedia computer with a microphone and speakers; no voice board needed.

To simulate a call, confirm the application is running on phone line number
one and then click the PhoneSoft Demo Phone smart icon. Your computer
speakers play what a caller hears.

Click the Demo Phone keypad buttons to simulate a caller pressing numbers
with a phone.



“™Demo Phone [EX

To submit a HelpDesk request

1
2
3

Click 1 to leave a help request.
When asked to enter an extension, click 2468#.

When prompted, record a message with the computer’s microphone and
then click #.

When asked to enter a priority, click the appropriate number.

Write down the status number for your request. You will use it later to
check your request status.

When you hear the opening greeting, click [ to hang up. A Help Request
form is created in the Notes HelpDesk database.

Continued
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To respond to the HelpDesk request

After the HelpDesk request is sent, a page with the status number is automati-
cally sent to the HelpDesk administrator. The HelpDesk administrator can then
respond to the new request:

1
2

To simulate the call, click the demo smart icon.

When asked to check the status of an existing request, press or click 3,
which is a hidden menu selection for administrators.

When asked to enter the administration password, click 123#.

When asked to enter the status number of the request, click the status
number that you wrote down in step 5 of the previous procedure and then
click #.

You then hear the selected request message.

When asked to leave a response to this request, click 1 and then click 2 to
continue without leaving a response.

Click 1 to leave a message for the person that sent the request.

When prompted, record a response with your computer microphone and
then click #.

HelpDesk stores the response in the “Response” field and sets a request
complete flag in the “Help Request Form” document.

When asked to enter a status number, click [J to return to the main menu
and click [] again to hang up.

To check for a request response

1

2
3
4
5

To simulate the call, click the demo smart icon.

When asked to check the status of an existing request, click 2.

When asked to enter the status number, click the number followed by #.
You then hear the administrator's response.

When you hear the opening greeting, click [ to hang up.



HelpDesk script

This section displays the HelpDesk script details and describes the values used
for each script command. For field descriptions, see the corresponding com-
mand’s topic in “Script commands” on page 19.

The script displays icons and names for each customized command. The plus
and minus directory structure displays which commands are grouped together.
The commands can be listed in any order, however these expanding levels help
to organize the script.
To view a HelpDesk script command
1 Open the Script Generator. See “To start the Script Generator” on page 8.
2 Open the HelpDesk script. See “To open an existing script” on page 8.

3 In the HelpDesk script window, double-click the icon next to the com-
mand.

HelpDesk prompts

By default, the prompts included with the HelpDesk application are stored in
the C:\PhoneSoft\Helpdeskdemo\Hdprompts file folder.

In the various script commands, “.\” begins the path in each “Play” field value.
For example, in “Play Greeting” on page 56, the “Play” field value is
“\Hdprompts\Play welcome.wav.”

The “.\” included in the field value sets the application to look for the specified
file in the folder of the currently running application. See also, “.\” in the Glos-
sary on page 122.

Continued
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HelpDesk application script, pagel
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=10] x|

{#% PhoneSoft Script Generator
File Edit “iew Help

lei-lﬂll ‘*t’l't”l

| .-i'-.pphu:atlcun Setup
4 Find Setup Doc
----- ifeg Check SetupDoclD

. Play Greeting

----- ggg b airy b e

. Goodbye
=3 Leave Help Request

=k @ Get Current Statuz

----- @ Read Statuz Value

=- % Enter Extenzion

----- ifigh Check Cancel Extension

----- ﬁ Check Entered Extenszion
Agzzign Digits To Variable

=~ Record Help Request

----- ifig Check For Cancel Bequest

----- ggg Enter Priority

Play Create Help Request

Create Help Request

Play Mew Statuz Mumber

TTS Mexst Statuz Mumber

Flay Please Use b
=k @ Check Bequest Status

E Enter Status Mumber Sub

Read Completed W alue

=P Check For Responss LI

E = L YR
[ [NUM g

For Help, presz F1




HelpDesk application script, page 2

{#% PhoneSoft Script Generator _ O] x|
File Edit “iew Help

D|=(E| 2[W]
F-i59 Check For Response ;I
Ejl Flay Rezponsze

Flay Mo Rezponsze

E-E&d Admin

EI% Get Admin Pazzwaord

—figh Check Canceled Pazsword
—figh Check Timeout Pazsword

@ Find Admin Paszword
E-i59 Check Entered Pazsword

Adrin Enter Status Mumber Sub
Flay Request
=g Play Prompt for Responze

ifigh Check Canceled Responze

ifigh Check Entered Responze
Record Responze

Save Responze to Doc
&3 Sub Enter Status Number

----- ?—Q Play Enter Statuz Mumber

ifigh Check Cancel Status Mumber

ﬁ Check Entered Status Mumber
Elg Look Up Status Mumber

ifigh Check Status Return 1D

kN

For Help, presz F1 MLk 5
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Application
Setup

The first command in the HelpDesk application defines where the HelpDesk
database resides. HelpDesk uses this database to create and access the requests.

Aszzign Yanables E3 |

I ame I.-'l'-.pplicatiun Setup

—Azzignments

sDocServer ="' -
z0ocDB = "hdeskdat. naf*' _I
AGEMT_SERVER ="

AGENT_DATABASE = "hdeskdat.nsf"

| -]

Then Goto |Find Setup Doc j

Cancel |

sDocServer = ““ A variable that defines the server of the database where the
HelpDesk requests are created and accessed. Assigned as an empty string so
that the local computer is used. To use a different computer, substitute the com-
puter’s name, for example: sDocSer ver = “Devel opnent/ PhoneSoft”

sDocDB = “HDeskDat.nsf” A variable that defines the target database.

To prevent changing all the paths when storing the data in differing directories,
avoid hard coding paths in your application. To keep the database open while
running the script, assign the path to the database name, which points the appli-
cation to the Notes Data directory.

To use a different path, include .\ and the application locates the specified
file in the directory of the currently running application. For example:
sDocDB = “.\ HDeskDat . nsf”

If you use this setting, the database cannot be open while running the script that
is using the database.

NOTE: Define reserved words separately and do not change the variable
name.

AGENT_SERVER= “” A reserved word that defines where the Lotus agent
resides.
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AGENT_DATABASE = “HDeskDat.nsf” A reserved word that is the name of
the database that contains the agent. Because the database name is used in the
path assignment, the path of the database is assumed by Phone Server to be in
the Notes Data directory.

Then GoTo Branches to “Find Setup Doc” after this command runs.
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Find Setup Doc

HelpDesk uses a database, “HDeskDat.nsf” to store and update help requests
and responses to the requests.

With “Find Setup Doc,” the system confirms that the database exists by locat-
ing the database with the Setup document. Then the script assigns the docu-
ment an ID.

NOTE: To manually find the Setup document, open “HDeskDat.nsf” and click
the Setup Doc view. Locate the HelpDesk Setup document, which stores the
“Next status number” and “System password” fields.

Find Document E3

I ame IFinu:I Setup Doc

Mates Server |3D acS erver

Databaze ISD ocDB

* Formula Search
Formula I"Fu:urm ="Setup

™ Key Search
Wiew/Folder |

K.ey I

Columt |

Return Dac 1D |SetupDuch
Then Gota IEheck SetuploclD j

Cancel |

sDocServer and sDocDB Variables defined in “Application Setup.”

“Form = “Setup”” Searches for the Setup form.

“SetupDocID” Variable name assigned to the document found. This variable
is used to reference this document in the rest of the application.
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Check
SetupDoclID

Defines an error message if the document does not exist.

Casze Statement E3 |

I ame IEheck SetuploclD

Evaluate ISetupD oclD

— Branch Conditiohz

Walue | Branch To

] IErru:ur Handling

Drefault Branch IF'Ia_I,I Greeting

Ll Ledlef Lol Ly

Cancel |

Evaluate The Case Statement evaluates the SetupDoclID.

Branch Conditions IIf the document fails to exist, the value returned from
evaluating SetupDoclID is 0 and the script branches to “Error handling,” see

page 106. Any other return values represent an existing document and the

script branches to “Play Greeting,” see page 56.
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Play Gl'eetlng Branch variable that plays a recorded voice file, is stored in the Help-
DeskDemo directory.

Play File Ed

M arne IF'Ia_I,I Greeting
Play I."-.HDF'rDmptS"-.F'L.&Y_WE LCOME. Browse |
Then Goto IMain b enu j

Cancel |

\Hdprompts\Play_welcome.wav The location of the recording, which is a
voice file in the Hdprompts folder in C:\PhoneSoft\HelpDeskDemo.
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Main Menu

HelpDesk branches to “Main Menu” after the caller hears: “Welcome to the

PhoneSoft HelpDesk. Press 1 to leave a help request. Press 2 to check on the
status of an existing request.”

Menu Properties

M arne |rv1ain GE

Frampt I.'\H DPromptzikdal b _MEML waw

[ allow transfer to extension

Browsze |

— Branches
and | Tl
Oni ILeave Help Request j
On2 IEheck Request Status j
On3  [admin =l
On 4 I
OnfG I

Tirneaut IGDadb_l,le

[
[
[

OnE I j
On? I j
Ong I j
On g I j
Star |G|:u:udb_l,le j
Pound I j

Cancel |

\Hdorompts\Main_menu.wav The location of the recording, which is a voice
file in the Hdprompts folder in C:\PhoneSoft\HelpDeskDemo.

On 1 If the caller presses 1, the script branches to the Leave Help Request

command.

On 2 Branches to the Check Request Status command.

On 3 Branches to the Admin command.

Star If the caller presses [, it branches to the Goodbye command.

Timeout If the caller fails to press anything, the script branches to the Good-
bye command.

Other fields left blank Send the caller back to “Main Menu.”
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GO Odbye HelpDesk hangs up after playing the goodbye message, “Thank you for calling.
Goodbye.”

Play File Ed

M ame IG::u:u:II::_I,Ie
Flay I.'xHDF'ru:umpts'xG oodbye, way Browse |
Then Goto |MaiIEaII Hang-Up =]

Cancel |

\Hdprompts\Goodbye.wav The location of the prompt.
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LeaVe HEIP Label command that groups related commands.
Request
Label E3

I ame ILeave Help Request

— Comments

After the uger prezzes 1" from the main menu, he will be ;I
prompted to enter his extenszion and leave a recorded

help request. Then he will receive a statuz number

which can be uzed when he callz back later to check on

the statuz of his request.

| -]

Cancel |

Comments Stores comments about this group of commands. For reference
purposes only, no action is taken.

NOTE: A “Then GoTo” field is unnecessary for this command. The applica-
tion branches to the next command listed, which for HelpDesk is “Get Current
Status.”
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Get Current Uses a Lotus agent, which is programmed in LotusScript. For details, see “Get
Next Status Number” on page 108.
Status pee

The Lotus agent locates the number in the “NextStatus” field and stores that
value in the “NextStatus” variable. The agent then increments the status num-
ber in the HelpDesk document. The “NextStatus” variable is then used in the
next command, “Read Status Value.”

For example, if the current status in the Setup document is “100,” the agent
assigns “100” to the “NextStatus” variable. Then the agent increments the
“NextStatus” field to use “101” for the next request.

Execute Lotuz Script E3

I ame IGet Current Status

Agent Mame IGet Mext Status Mumber

—agent Parameter Fieldz

Then Goto IHead Statuz Yalue =]

Cancel |

Get Next Status Number The agent that is created in the HDeskDat.nsf file.
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Read Statlls Assigns the value in the “NextStatus” field to the “sStatusNumber” variable.

Value

M ame IHead Statuz Yalue
—Azzignments
z5tatuzMumber = MextStatuz ;I

| -]

Then Goto |Enter Estengion j

Cancel |

Assignments “StatusNumber = NextStatus” uses the “sStatusNumber” vari-
able to reference the current status in the Setup document. The “NextStatus”
variable is used by a Lotus agent and stores the status number that the agent
looks up in the Setup document.
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o
Elltel' EXtEIlSlOIl The application is still gathering information for the help request document.
Variables store the information before the script creates the document. Without
the variables, the document has no information to store.

“Enter Extension” is a prompt that asks callers to enter their extensions. The
entered extension is stored in the “RequestedBy” and “Phone” fields of the
Help Request document. The DIGITS_STRING reserved word stores the
extension.

Get User Digits E3

I ame IEnter Estengion

Prampt I.HHDF’rDmptSHENTEH_EKTENSI Browze |
bl ax Drigits |1|:|
Timeout [Sec) |2|:|

Then Goto IEheck Cancel Extenzion j

Cancel |

\Hdprompts\Enter_extension.wav The location of the prompt.

Max Digits 10 is the maximum number of digits a caller can enter.

Timeout (Sec) 20 seconds limit for a caller to enter the first digit.
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Check Cancel
Extension

After a caller enters an extension followed by #, the script stops the 20-second
timeout and branches to the next command. You can set U to wherever you
want it to branch. Most automated systems and this application use [J to go
back a level. With this command, [0 sends the call back to “Main Menu” and
cancels “Enter Extension.”

“Check Cancel Extension” checks the TERM_DIGIT reserved word for # and
determines where to branch next.

Casze Statement E3 |

I ame IEheck Cancel Extenzion

Evaluate  |TERM_DIGIT

— Branch Conditiohz

| Walue | Branch To

I""" IMain Menu j

| | [

| | [

| | [
Default Branch IEheck Entered Extenzsion j

Cancel |

TERM_DIGIT A reserved word used in the Get Digits or Record File com-
mands. Termination Digits are either [J or #.

Branch Conditions [ is a termination character that returns the call to “Main
Menu.” The value must be enclosed in double quotes, because it is a character
string.

Default Branch Sends the script to “Check Entered Extension” if [  is not
entered.
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Check Entered
Extension

Checks whether the caller hangs up or waits too long to enter a digit.

To avoid an infinite call loop keeping a phone line busy, the application needs
to branch correctly when a caller hangs up. For example, if the application
branches to “Enter Extension” when no digit is entered and the caller hangs up,
no extension is ever entered and causes an infinite call loop.

NOTE: To stop an infinite call loop, you must shut down Phone Server.

To avoid the endless call, test the application by simulating a call and waiting
without entering any digits. Eventually the application needs to branch to
“Goodbye” and hang up. Or if you enter a valid digit at any time during the
loop, the application needs to branch correctly.

Casze Statement E3 |

I ame IEheck Entered Estengion

Esaluate IDIGITS_STHING

— Branch Conditiohz

Walue | Branch To

" IMain hd e

|
| [
| | [
| -
|

! [
! [

Drefault Branch I.-i'-.ssign Diigitz ToYarniable j

Cancel |

DIGITS_STRING A reserved word resulting from the Get Digits command.

Branch Conditions Ifnothing is entered, the value of DIGITS STRING is null
or empty. The two double quotes equals an empty string and signals the appli-
cation to send the call back to the main menu.
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o [ o
ASSlgn DlgltS TO If a caller enters an extension, this command assigns the digits to a variable so
Val'i abl e the application can use the digits later. After the entered extension is stored in a
variable, the application is ready to insert that extension in the request docu-
ment.

Avoid using another Get Digits command before assigning the entered digits to
a variable or any new digits entered overwrite the old digits in the
DIGITS_STRING reserved word. Then the application can use
DIGITS_STRING again for a new set of digits.

Aszzign Yanables E3

M ame I.-i'-.ssign Digits To Y arable
—Azzignments
EnteredE stenzion = DIGITS_STRIMNG ;I

| -]

Then Goto IHecnrd Help Request j

Cancel |

EnteredExtension = DIGITS_STRING Assigns the digits in the
DIGITS_STRING reserved word to the “EnteredExtension” variable.
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Record Help Plays a prompt that asks the caller to record a help request after the tone.

Request NOTE: When using the demo phone, you do not hear a tone at the end of the
prompt. However, a caller that uses a phone line does hear the tone.

The recorded request is stored as a temporary WAV file in the VOICE _FILE
script variable. This file is stored in the HelpDesk Temp directory, C:\Phone-
Soft\Helpdeskdemo\Temp.

For example, a request at 11:06:55 AM on line 1 is recorded as an
1106551.wav file.

Record File E3

I ame IHECDrd Help Request

Prampt I.HHDPrDmptSHHEEDHD_HEQUE Browze |

Then Goto IEheck Faor Cancel Request j

Cancel |

\Hdprompts\Record_request.wav Location of the prompt.
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Check For
Cancel Request

Just as we check for a canceled extension earlier, the TERM_DIGIT reserved
word checks for a canceled recording.

If the caller enters U to cancel the recording, the application sends the call
back to the main menu. If not, the application branches to “Enter Priority.”

Casze Statement E3 |

I ame IEheck Faor Cancel Request

Evaluate  |TERM_DIGIT

— Branch Conditions
| W alue | EBranch To
I""" IMain Menu j
| | [
| | [
| | [

Drefault Branch IEnter Priority j

Cancel |

TERM_DIGIT A reserved word used by the Get Digits or Record File com-
mands. Termination digits are either U or #.

Branch Conditions

[0 sends a call to the main menu. The value is enclosed in

double quotes because it is seen as a character string.
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Enter Priority

After a caller records a help request, this command prompts the caller to enter
the priority of the request; one for high, two for medium, or three for low. The
entered priority is stored and then added to the help request document later.

The DTMF Menu command uses a MENU_KEY reserved word to store the
entered priority.

You can use a Case Statement command, which requires more commands to
check for a timeout or canceled action separately. By using a Menu Properties
command, both actions are checked with the script command.

enu Properties B3

Mame |Enter Pricrity

Prarnpt |.\HDPmmptshENTEFl_PHIDFHTY. Browse |

[ Allow transfer to extension

— Branches

Onn I j OnE

|
On1 IF'Iay Create Help Requ j On 7 I
|
|

On2 IF'Iay Create Help Requ j Ond
On3 IF'Ia_I,I Create Help Requ j OnAd

Lef e Lef L] e L]

On 4 I j Star IMain Menu
Onh I j FPound I
Timeout |Main Menu j

Cancel |

\Hdprompts\Main_menu.wav The location of the prompt.
On 1, 2 or 3 Branches to “Play Create Help Request.”
Star (0J) or Timeout Branches to “Main Menu.”

Other branches Branches back to “Enter Priority” and repeats the prompt. Be
cautious of an infinite call loop when using this value.
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Play Cl'eate Help Prompts the caller to wait while the request is added to the database.
Request

I ame IF'Ia_I,I Create Help Request
Flay I.'xHDF'ru:umpts'xEH EATE_HELF_R &l
Then Goto IEreate Help Request j

Cancel |

\Hdprompts\Create_help_request.wav The location of the prompt.
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Create Help
Request

After all the information is collected, this command creates the help request.

Create Document E3

I ame IEreate Help Request

Mates Server |3D acS erver

Databaze ISD ocDB

— Field "/ alues

StatusMumber = 2Statushumber -
AzzighedT o = "Unaszigned”

Priority = MEML_KEY

Date = DATE_MOW

Completed = "Ma"

Phonebdezzage = EMPTY

Phonebdezzage = VOICE_FILE

12

Feturn Doc D |HeIpF| equestD

Then Goto IF'Ia_I,I Mew Statugz Mumber j

Cancel |

sDocServer The server with the database that stores the requests. This variable
is defined in “Application Setup.”

sDocDB The database that stores the requests. This variable is defined in
“Application Setup.”

Field values The document field names are left of = (equal sign) and the field
values are right of = (equal sign).

Extension, RequestedBy and StatusNumber Inserts the data that is stored in
the cooresponding variables as field values in the document.

Help Request Name of the form used to create the document. All of the field
names listed are fields in this form.

AssignedTo = “Unassigned” Inserts an unassigned value into the
“AssignedTo” field, because the request is unassigned until later.

Priority = MENU_KEY Inserts the value from the “Enter Priority” branch into
the “Priority” field of the request document.

Date = DATE_NOW Uses the DATE _NOW reserved word to insert the cur-
rent date into the “Date” field.
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Completed = “No” Set the field to “No.”

PhoneMessage = EMPTY Uses the EMPTY reserved word to clear the “Pho-
neMessage” Notes field. This prevents the new field value from being added to
the end of an old value.

PhoneMessage = VOICE_FILE Uses the Record File command to insert the
request recording into the “PhoneMessage” field.
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VieWing help Perform the following two procedures to open the HelpDesk database and view
re qu e St S the new HelpDesk request.
To open the HelpDesk database
1 Open Notes or Domino and click the File>Database>Open menus.
2 In the Open Database dialog box, locate and select “HelpDesk Data.”

3 At the bottom of the dialog box, confirm that the Hdeskdat.nsf file is dis-
played in the “Filename” field.

Server Open I
Local -
I J Bookmark... |
[Database:
C I
& Active Yoice Address Book ﬁl
Help |
& Java AgentFunner
@ Lotuz MTA Tables [+1.7]
@ Maotez Log ()
] help -
_I About... |
Filenarme:
Iheadline.nsf Browse. .. |

4 Click “Open” and when the “Help Desk Data on Local” icon appears on
your desktop, double-click it to open the database.

CAUTION: Because Notes allows multiple copies and replicas of the
same database, confirm that you have the correct database open before
making any changes.
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To open a help request document
1 1Inthe “All” folder section of Views, click the “By Date” view.

2 In the right window pane, double-click the new help request.

/M Help Requeet 100 Lotue Hotes:

Flo Edit Wiew Zrocte foons  Oftachrent bdp  gE g

QL g A7) £F £ ¢ T80 By

‘Warkspaos | _"I Hzp Reacws:t 100 ﬂ

i

B

B Help Reguest Form
E Nate ri 352 nnn
‘Eﬁ Haquestad Hy: Lekk
@ Phone: Tefl
: )
@i@ FPhone Message: ’
Siawc Number: ICLC

ﬁ Text Dlescriptian:

YWnire Status-

[?Rj Completed: & Mo

@ C “fes

NOTE: After a request is submitted, look at the “Setup Doc” view to see how
the Setup document changes and how the Status Number value changes from
“100” to “101.”
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Changlng Perform the following to change the administrator password for the HelpDesk
s __ o application.

administrator PP

password To change the password

1 Open a help request document.

2 Open the “Setup Doc” view.

£ (Untitled) - Lotus Hotes

File Edit “iew Create Actions  Help @
A BDmgd A EF L6 v BN
Work zpace ?| Help Dezk Data - Setup Doc _1 [Untitled]

Help Desk Sefup

Next Status Number: 101
System Password: 123

3 Double-click the System Password field value.

4 Type in your new password and then click the File>Save menus.
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Play N cwW StatllS After the request document is created, the caller needs to receive the the status
number for checking the status of the request.
Number £ 1

With this command, the caller hears “The status number that has been assigned
to your request is” and the appropriate number. The next branch uses TTS to
play the number.

Play File E3

I ame IF'Ia_I,I Mew Statugz Mumber

Flay I.'xHDF'ru::mpts'xF'L.-‘-‘-.Y_N Ew_STA Brawse |

Then Goto ITTS Mext Status Mumber j

Cancel |

\Hdprompts\Play_new_status_number.wav The location of the prompt.
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TTS Next StatllS Uses TTS to play the status number for the caller.
Number

I ame ITTS Mext Status Mumber

Test String I"[:mu:u:le spell on] {s5tatusMumber} [:mode spell
Then Goto |F'Ia_|,| Please Usze j

Cancel |

“[:mode spell on] {sStatusNumber} [:mode spell off]” Without the mode set-
tings, the “sStatusNumber” variable uses TTS to read the whole number
instead of reading the individual digits. For example, 100 is played as “one
hundred” instead of “one zero zero.” The “[:mode spell on]” changes TTS to
read each digit and then “[:mode spell off]” sets the variable back.
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Play Please Use Prompts callers to “please use this number when calling in to check on the sta-
tus of this request.” The application then transfers the call to the main menu.
q pp

Play File E3

M arne IF'Ia_I,I Plzase |z
Play I."-.HDF'rDmptS"-.F'L.&Y_F'LE.ﬁ.S E_U Browse |
Then Goto IMain b enu j

Cancel |

\Hdprompts\Play_please_use.wav The path and file name of the prompt.
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CheCk ReqlleSt Label command that groups related commands. This group sets up the request
St atu S status.

Label E3
M ame IEheck Request Status
— Commentz
After the uger preszes '"2" fram the main menu, he wil ;I

be prompted to enter in hiz status number. This number
waz given to him when he left his help request. Once
the request iz retrieved, the responze [if there iz ary] wil
be plaved for the uzer.

| -]

Cancel |

Comments Stores comments about this group or section of the script. For ref-
erence purposes only, no action is taken.

NOTE: A “Then GoTo” field is unnecessary for this command. The applica-
tion branches to the next command listed.
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Enter Status
Number Sub

After a request is submitted, the next task for the caller is to come back and
check on the progress of the request.

The “Sub Enter Status Number” subroutine branches to the “sSubEnterStatus-
Return” variable. After the script runs all of the commands in that variable, this
assignment sets the last action of the variable to go to the “Read Completed
Value” branch.

Aszzign Yanables E3

I ame IEnter Statuz Mumber Sub

—Azzignments
z5ubEnterStatuzReturn = "Read Completed Yalue" ;I

| -]

Then Goto ISuI:u Enter Status Number j

Cancel |

sSubEnterStatusReturn = “Read Completed Value” Assigns the “Read Com-
pleted Value” to the “sSubEnterStatusReturn” variable. This assignment
branches to “Read Completed Value” after the “Sub Enter Status Number”
subroutine finishes.
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Read Completed
Value

80
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Checks that the “Completed” field value is “Yes” by assigning the “Com-
pleted” field value to the “CompletedStatus” variable.

Read Motes Fields E3

I ame IHead Completed Y alue

Mates Server |3D acS erver

Databaze ISD ocDB

Document 1D IStatusN umberlD

—Y%arable and Field Y alues
CompleteStatus = Completed ;I

Then Goto IEheck For Responze j

Cancel |

sDocServer The name of the Notes Server of the target database. This variable
is defined in “Application Setup.”

sDocDB The target database that stores the requests. This variable is defined in
“Application Setup.”

StatusNumberID Identifies the current document; this ID was chosen in the
“Look Up Status Number” branch.

CompleteStatus = Completed “Completed” is the field with the value that the
“CompleteStatus” variable uses. If the help request is completed, the “Com-
pleted” field is set to “Yes,” which then sets the “CompletedStatus” value to
LQYeS.’5



Check For
Response

Checks the value for the “CompletedStatus™ variable. If it is set to “Yes,” the
script branches to “Play Response.” If not, the script branches to “Play No

Response.”

Casze Statement E3 |

I ame IEheck For Responze

Evaluate IEDmpIeteStatus

— Branch Conditiohz

| Walue | Branch To

I"Yes" IF'Ia_I,I Rezponsze

Drefault Branch IF'Ia_I,I Mo Responsze

Ll Ledlef Lol Ly

Cancel |

CompleteStatus A variable that defines the last branch depending on the

“Completed” field value.

Branch Conditions If the field value is “Yes,” branch to “Play Response.” If

the value does not equal “Yes,” branch to “Play No Response.”
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Play Response Plays the contents of the VocieStatus field.

NOTE: Only when a response is left, is the “Completed” field value set to
“Yos. "

Play Motes Field E3

I ame IF'Ia_I,I Responze

Mates Server |3D acS erver

Databaze ISD ocDB

Document 1D IStatusN umberlD

Field Name  [voiceStatus
Then Goto |Main enu j

Cancel |

sDocServer Defines the target database that stores the requests. This variable
is defined in “Application Setup.”

sDocDB Defines the target database that stores the requests. This variable is
defined in “Application Setup.”

StatusNumberID The ID for the current document, which is set in the “Look
Up Status Number” branch.

Voice Status Defines the field that the script uses.
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Play NO Plays the Play_no_response.wav file and sends the call to the main menu.
Response
Play File Ed

M arne IF'Ia_I,I Mo Responze
Play [\HDPrompts\PLAY_NO_RESPO Browse |
Then Goto IMain b enu j

Cancel |

\Hdprompts\Play_no_response.wav The location of the prompt.
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L3
Admln Label command that groups the administrator’s tasks and options.

Label E3

I ame I.-'l'-.u:lmin

— Comments

Once a user haz left a help request, an administrator can ;I
rezpond to it by pressing 3" from the main menw, The
adrminiztratar will have to enter a pagzword and then the
gtatuz number to rezpond to. After the request iz retrieved,
the adminiztrator can record a responsze to the help

request.

| -]

Cancel |

Comments Stores comments about this group of commands. For reference
purposes only, no action is taken.
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Get Admln The administrator menu items are password protected. This command validates
the entered password. The password is compared to the Setup document in the
Pas Sword HelpDesk database.

Get User Digits E3

I ame IGet Admin Pazswaord

Frompt I.'xHDF'rnmpts'xGET_.-’-‘-.DMIN_F'.-’-‘-.S Browse |
bl ax Drigits |1|:|
Timeout [Sec) |2|:|

Then Goto IEheck Canceled Paszword j

Cancel |

\Hdprompts\Get_admin_password.wav The location of the prompt.

Max Digits 10 is the maximum number of digits a caller can enter.

Timeout (Sec) 20 seconds limit for a caller to enter the first digit.
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Check Canceled
Password

If a caller presses [J or cancels the password entry, this command sends the
caller back to the main menu.

Casze Statement E3 |

IEheck Canceled Paszword

I ame

Evaluate

|TERM_DIGIT

— Branch Conditiohz

Drefault Branch

| Walue | Branch To

I""" IMain Menu j
| | [
| | [
| | [

IEheck Timneout Password j

Cancel |

TERM_DIGIT Value evaluated for a termination character resulting from the
Get Digits command.

Branch Conditions If a caller presses [
branches to the main menu.

to exit this menu, the application

Default Branch If a caller enteres any digit other than [, the script branches
to “Check Timeout Password.”
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Check Timeout
Password

Checks for a caller that hangs up or waits too long to enter a valid number. To
avoid an infinite call loop, this command branches back to the main menu.

Casze Statement E3 |

I ame IEheck Timneout Password

Esaluate IDIGITS_STHING

— Branch Conditiohz

Walue | Branch To

" IMain hd e

Drefault Branch IFinu:I Admin Pazswaord

Cancel |

DIGITS_STRING A reserved word resulting from the Get Digitscommand.

Ll Ledlef Lol Ly

Branch Conditions If the caller enters nothing, DIGITS STRING is null or
empty and the script returns to the main menu. The two double quotes repre-
sent an empty string.

Default Branch If the caller enters a digit, branches to “Find Admin Pass-
word.”
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Flnd Admln Retrieves the administrator password from the Setup document and stores it in
the “sPassword” variable.
Password

Read Motes Fields E3

I ame IFinu:I Admin Pazswaord

Mates Server |3D acS erver

Databaze ISD ocDB

Docurnent | ISetupD oclD

—Y%arable and Field Y alues
sPagzword = Pagzword ;I

Then Goto IEheck Entered Paszword j

Cancel |

sDocServer Defines the server with the target database.

sDocDB Defines the target database.
SetupDocID The document ID created in “Find Setup Doc.”

sPassword = Password sPassword is a variable and “Password” is the field
name with the password value. The “Password” field is set to “123.”
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Check Entered
Password

Evaluates the DIGITS_STRING reserved word from the Get Digits command
and compares it to the “sPassword” variable, which is currently set as “123.”

Casze Statement E3 |

I ame IEheck Entered Paszword

Esaluate IDIGITS_STHING

— Branch Conditiohz

| Walue | Branch To

IsF'asswu:urd I.-'l'-.u:lmin Enter Status Numbej

| | [
| | [
| | [

Drefault Branch IF'Ia_I,I [rvealid Pazswaord j

Cancel |

DIGITS_STRING A reserved word resulting from the Get Digits command.

Branch Conditions sPassword is compared to the DIGITS _STRING reserved
word. If the password values match, the script branches to “Admin Enter Status
Number Sub.”

Default Branch If the passwords do not match, the script branches to “Play
Invalid Password.”
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Play InValld If the DIGITS_STRING reserved word and the sPassword variable values do
not match, the caller hears “I'm sorry, that is not the correct administration

Password password.” Afterwards, the script branches to “Admin,” so the caller can try
again.
Play File | x|
I ame IF'Ia_I,I Irvvalid Pazsword
Play I.'xHDF'ru::mpts'xIN\-’.-’-‘-.LID_F'.-’-‘-.S Sl Browze |
Then Goto I,-'l'-,dmin j
Cancel_|

\Hdprompts\Invalid_password.wav The location of the prompt.
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Admlll Enter In HelpDesk, this command is used a few times to validate the status number
entered by a caller.
Status Number Y

Sub To prevent repeating the same commands, a subroutine is used. This command
stores the “Play Request” variable in “sSubEnterStatusReturn” and then goes
to the “Sub Enter Status Number” subroutine. After the subroutine is com-
plete, the script branches to “sSubEnterStatusReturn.” This variable is assigned
the appropriate next branch with the “Assign variables” command.

NOTE: You can have more than one return branch in the “Assignments” sec-
tion.

Aszzign Yanables E3

M arne I.-'l'-.u:lmin Enter Status Mumber Sub
—Azzignments
z5ubEnterStatuzReturn = "Play Request" ;I

| -]

Then Goto ISuI:u Enter Status Number j

Cancel |

sSubEnterStatusReturn = “Play Request” “Play Request” is assigned to the
“sSubEnterStatusReturn” variable. After the “Sub Enter Status Number” sub-
routine runs, the script branches to “Play Request.”
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Play Request After confirming the entered status number is valid, the caller hears the help
request that is stored in the “PhoneMessage” field.

Play Motes Field E3

I ame IF'Ia_I,I Reguest

Mates Server |3D acS erver

Databaze ISD ocDB

Document 1D IStatusN umberlD

Field Mame I"F'hu:uneM ezzage’’
Then Goto IF'Ia_I,I Prompt for Responze j

Cancel |

sDocServer The server name that stores the target database. This and the data-
base variables are defined in “Application Setup.”

sDocDB Target database.

StatusNumberID The document ID that is created in the “Look Up Status
Number” branch.

PhoneMessage Feld name with the wanted value.
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Play Prompt fOl‘ With this branch, the caller hears “press 1 to leave a response to this request;
ress any other key to continue without leaving a response.”
Response press Ay Y AT

Get User Digits E3

I ame IF'Ia_I,I Prompt for Responze

Prampt I.HHDPrDmptSHPHDMPT_FDH_H Browze |
bl ax Drigits |1|:|
Timeout [Sec) |2|:|

Then Goto IEheck Canceled Rezponze j

Cancel |

\Hdprompts\Prompt_for_response.wav Location of the prompt.

Max Digits 10 is the maximum number of digits a caller can enter.

Timeout (Sec) 20 seconds limit for a caller to enter the first digit.
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Check Canceled
Response

Checks for a cancelled response. If a caller enters [, the script branches to the
main menu. If not, the script branches to “Check Entered Response.”

Casze Statement E3 |

I ame IEheck Canceled Rezponze

Evaluate  |TERM_DIGIT

— Branch Conditions
| W alue | EBranch To
I""" IMain Menu j
| | [
| | [
| | [

Drefault Branch IEheck Entered Rezponsze j

Cancel |

TERM_DIGIT A reserved word that acts when a caller enters [J or #.

Branch Conditions If the caller enters [, the script branches to the main
menu.

Default Branch If the caller enters any other digit, the script branches to
“Check Entered Response.”
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CheCk Entered Checks for whether the caller presses 1 for leaving a response. If so, the script
branches to “Record Response.” If the caller presses a digit other than 1, this
Response commands branches to “Admin Enter Status Number Sub.”

Casze Statement E3 |

I ame IEheck Entered Responze

Esaluate IDIGITS_STHING

— Branch Conditiohz

| Walue | Branch To

I---I " IHECDrd Rezponsze j
| | =
| | =
| | =

Drefault Branch I.-'l'-.u:lmin Enter Status Numbej

Cancel |

DIGITS_STRING A reserved word resulting from the Get Digits command.

Branch Conditions If a caller presses 1, branch to “Record Response.”

Default Branch If the caller presses something other than 1, branch to “Admin
Enter Status Number Sub.”
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ReCOI'd ReSpOIlse Prompts a caller to record a response. The response is saved in a temporary
voice file in the VOICE_FILE variable.

Record File Ed

I ame IHECDrd Rezponze

Prampt I.'xHDF'rDmpts'xHEEDHD_HESF'EI Brawsze |

Then Goto ISave Responze to Doc j

Cancel |

\Hdprompts\Record_response.wav Location of the prompt.
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SaVe Response TO Saves the response in the document, changes the “Completed” field to “Yes,”

Doc

and sets the “DateCompleted” field to the current date and time.

Write Hotes Fields E3

I ame ISave Rezponze to Doc

Mates Server |3D acS erver

Databaze ISD ocDB

Document 1D IStatusN umberlD

— Field "/ alues

VaiceStatus = YOICE_FILE =
Completed = EMPTY

Completed = ""ves"

DateCompleted = DATE_MOW

Then Goto I.-'l'-.u:lmin Enter Statuz Mumber Sub j

Cancel |

VoiceStatus = VOICE_FILE Saves the response from the VOICE FILE
reserved word to the “VoiceStatus” field in the StatusNumber ID document.

Completed = EMPTY The EMPTY reserved word is used to clear a Notes
field.

Completed = “Yes” Sets the field value to “Yes.”

DateCompleted = DATE_NOW Uses the DATE _NOW reserved word to set
the “DateCompleted” field to the current date and time.
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Sub Enter Status
Number

Groups the commands for a subroutine that retrieves a document based on the
caller entries. If a caller enters an invalid number, this subroutine sends the call
back to the beginning to try again.

This subroutine is used in the “Check Request Status” and “Admin” sections.

Label E3

I ame ISuI:u Enter Status Number

— Comments

Thiz routing [which iz called from another command] wil ;I
prampt the uger to enter a statuz number. [t will then look,

for that statugs number in the database and return the
document, stored in the variable "StatusMumber D',

to the calling command. Thig D will be used later when

a reference to the document of this status number is

needed.
=
cureel_|

Comments Stores comments about this group. For reference purposes only, no
action is taken.

NOTE: A “Then GoTo” field is unnecessary for this command. The applica-
tion branches to the next command listed.
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Play Enter Statlls Uses the Get User Digits command to get the status number from a caller and
then stores the number in the DIGITS_STRING reserved word.
Number -

Get User Digits E3

I ame IF'Ia_I,I Enter Statuz Mumber

Frompt I.'xHDF'n::mpts'xGET_LISEH_ST.-’-‘-.T Browse |
bl ax Drigits |1|:|
Timeout [Sec) |2|:|

Then Goto IEheck Cancel Status Number j

Cancel |

\Hdprompts\Get_user_status.wav Location of the prompt.

Max Digits 10 is the maximum number of digits a caller can enter.

Timeout (Sec) 20 seconds limit for a caller to enter the first digit.
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Check Cancel
Status Number

Checks whether or not the caller presses the [ to cancel or hangs up during the
response retrieval process.

Casze Statement E3 |

M arne IEheck Cancel Status Nurnber

Evaluate  |TERM_DIGIT

— Branch Conditions
| W alue | EBranch To
I""" IMain Menu j
| | [
| | [
| | [

Default Branch IEheck Entered Statuz Mu j

Cancel |

TERM_DIGIT Value evaluated for a termination character resulting from the
Get Digits command.

Branch Conditions If a caller presses [, the application branches to “Main
Menu.”

Default Branch If a caller enters any digit other than [, the script branches to
“Check Entered Status Number.”

101
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CheCk Entered If the caller hangs up or waits too long to enter the first digit, this command
branches to “Look Up Status Number.”
Status Number P

Casze Statement E3 |

I ame IEheck Entered Statuz Mumber

Esaluate IDIGITS_STHING

— Branch Conditiohz

Walue | Branch To

" IMain hd e

Drefault Branch IL::u:uk p Statug Mumber =

Cancel |

DIGITS_STRING A reserved word resulting from the Get Digits command.

Ll Ledlef Lol Ly

Branch Conditions If a caller enters nothing or hangs up, DIGITS STRING
becomes null or empty and the script returns to “Main Menu.” The two double
quotes represent an empty string.

Default Branch Otherwise, branch to “Look Up Status Number.”

102 PHONESOFT SDK USER GUIDE



Look Up Status
Number

Searches for the document number entered by a caller. A formula search is
used to search the “StatusNumber” field for a value equal to the
DIGITS_STRING value.

Find Document E3

I ame IL::u:uk IJp Statuz Mumber

Mates Server |3D acS erver

IsDu:u:DB

[ atabase

* Formula Search
I"StatusNumber ="IDIGITS_STRINGY™

Formula

™ Key Search
Wiew/Folder |

K.ey I

Columt |

Return Daoc 1D IStatusNumberID
Then Gota IEheck Statuz Returm (D j

Cancel |

“StatusNumber = “{DIGITS_STRING}”” Searches for a document whose
“StatusNumber” field value is equal to the DIGITS_STRING entered by a

caller.

StatusNumberID sNames the document with the matching field values.
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C heCk StatllS Checks for a valid status number ID. If a caller enters an invalid status number,
the Document ID returns a “0” (zero) value.
Return ID (zer0)

Casze Statement E3 |

I ame IEheck Statuz Returm (D

Evaluate IStatusN umberl O

— Branch Conditiohz

Walue | Branch To

|

IEI IInvaIid Statuz Mumber j
| | [ ]
| | [ ]
| [

| -

Drefault Branch ISS LbE nterStatuzReturn J

Cancel |

StatusNumberID The document ID from “Look Up Status Number.”

Branch Conditions If no matching documents are found, the Document ID
returns a “0” value and branches to “Invalid Status Number.”

Default Branch If the value is something other than “0” (zero), branch to
“SubEnterStatusReturn.”
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IIlValld StatllS If the StatusNumberID returns a “0” (zero) value, the caller hears “I'm sorry,
the status number you entered could not be found in the database.”
Number y

Play File E3

I ame IInvaIid Statuz Mumber

Flay I.'xHDF'ru::mpts'xIN\-’.-’-‘-.LID_USEH_S Brawse |

Then Goto ISuI:u Enter Status Number j

Cancel |

\Hdprompts\Invalid_user_status.wav Location of the prompt.
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El'l'Ol’ Handllng Label command that groups the error handling tasks and options.

Label E3

I ame IErru:ur Handling
— Commentz
If an error ocours, thiz branch will exit the application. ;I

Cancel |

Comments Stores comments about this group of commands. For reference
purposes only, no action is taken.

NOTE: A “Then GoTo” field is unnecessary for this command. The applica-
tion branches to the next command listed, which for HelpDesk is “Error Exit.”
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El'l'Ol’ EXlt If an error occurs during a call, a caller hears “I'm sorry, an error has occurred
in this application; please call again later” and the application ends the call.

This command is also used in the “Check SetupIDDoc” branch. If the Setup
document does not exist, the application branches here.

Play File E3

I ame IErru:ur E uit

Flay I."sHDF'rDmpts'xNEIN_F.-’-‘-.T.-’-‘-.L_EFEFE Brawse |

Then Goto b ailCall Hang-Up

b ailCall Leave Mzg

|: MailCall Uzer Lagin
b ailCall Goodbye

el

\Hdprompts\Play_welcome.wav The location of the prompt.
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Get N eXt StatllS This Lotus Notes agent retrieves the current status number from the Setup doc-
Numb er ument and then increments the status number in the Setup document for the
next request. Refer to Notes online Help for more information on LotusScript.

NOTES:

The LotusScript commands are text and can be copied and pasted to other
agents.

To use LotusScript in an agent, select “LotusScript” next to the “Run” box in
the “(Agent): Action section.”

To open this agent

1 From Domino Designer, open the HelpDesk database. For details, see
page 72.

2 Click the View>Agents menus.
3 In the Agents section, double-click the “Get Next Status Number” agent.

4 In the bottom window of the agent, view the following sections of the
LotusScript for the “Get Next Status Number” subroutine:

Click the “Declarations” object to view the Declarations section. The
variables being assigned are: Notes Session, Database, View, Docu-
ments and Fields (“Notes Item” can be a field).

Click “Initialize” to view the Initialize section .

In the following subroutine sections, the lines beginning with single
quotes are comments for the following applicable line.
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Get Next Status Subroutine

Declarations
‘Defines the “s” variable as a Notes Session.
Dim s As NotesSession
‘Defines the “Db” variable as a Notes Database.
Dim Db As NotesDatabase
'Defines the “SetupView” variable as a Notes View.
Dim SetupView As NotesView
'Defines the “ScriptDoc” variable as a Notes Document.
Dim ScriptDoc As NotesDocument
'Defines the “SetupDoc” variable as a Notes Document.
Dim SetupDoc As NotesDocument
'Defines the “Newltem” variable as a Notes Item.

Dim Newltem As Notesltem

Continued
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Initialize variables

NOTE: LotusScript runs this “Get Next Status Number "section when the
agent is first initialized.

“Sub Initialize

'Finds the Setup Document in the hDeskDat.nsf
‘database,gets the HelpDesk Problem Report
‘Ticket number from the “NextStatus” field,
‘assigns it to HelpDesk, and then increments
‘the “NextStatus” field value.Defines the “s”
‘variable as a new Notes Session.

Set s = New NotesSession

'Defines the “Db” variable as the current
‘database for the “s” session.

Set Db = s.CurrentDatabase

‘Defines the “ScriptDocument” variable as the
‘document within the “s” session. “Document
‘Context” stores the document in memory for

‘transferring to HelpDesk.
Set ScriptDoc = s.DocumentContext

'Defines a hidden view that lists all
‘documents by form name.

Set SetupView = Db.GetView( “(FORMS)” )

'Locates the Setup document from the view
‘defined above.

Set SetupDoc = SetupView.GetDocumentByKey(“Setup”, True )

‘Gets the NextStatus field value from the
‘Setup document and updates the script
‘document. This value is passed back to
‘HelpDesk.

Set Newltem = SetupDoc.GetFirstltem(“NextStatus™)
Set Newltem = ScriptDoc.ReplaceltemValue(“NextStatus”, Newltem. Values(0))

'Changes existing “NextStatus” text to a
‘number for incrementing. Then converts the
‘incremented “NextStatus” number back to a
‘string and saves the document. “Cdbl”
‘converts a value to a number and “Cstr”
‘converts a value to text.

Set Newltem = SetupDoc.Replaceltem Value(“NextStatus”,
Cstr(Cdbl(NewItem.Values(0)) + 1))
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Call SetupDoc.Save( True, False )
'Ends of the “Get Next Status Number” agent initialization subroutine

End Sub
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Configure setup

agent

112

This Lotus Notes agent prevents the creation of more than one Setup docu-

ment. For the agent to be effective, the Setup form is configured to remove the
Setup document from the “Create” menu and a “hidden” view is included.
After the Setup document is removed, you can create a new one by selecting
the “Configure Setup” agent in the “Actions” menu.

To open this agent

1

N A W N
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11

12
13

14
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From Domino Designer, open the HelpDesk database. For details, see
page 72.

Click “Forms” in the Recend Databases list.
In the right pane, double-click “Setup.”
In the Setup form window, right-click and select “Form Properties.”

In the first tab of the Form Properties dialog box, confirm that the
“Include in Menu” check box is cleared. This setting prevents a user from
creating a Setup document with the “Create” menu.

Click the View>Agents menus.
In the Agents section, double-click the “Configure Setup” agent.

In the top right pane, confirm that the “Manually From Actions Menu” is
selected as the “When should this agent run?” setting.

Confirm that the “Which document(s) should it act on?” field is set to
“Run once (@Commands may be used).” This setting has the agent run
when it is selected from the “Actions” menu.

To create a hidden view for running the Configure Setup agent, click
“Views” in the Recent Databases List.

Click “New View” and name the view “(FORMS)” and then in the first
column, right-click and select the “Properties” menu. The parentheses
make it hidden.

Click “Ascending” and then click “Close.”

In the bottom, right pane of the column value, click the Field option but-
ton and select “Form” from the list below it.

Save and close the view.



15 In the bottom window of the agent, view the following sections of the
LotusScript for the “Configure Setup” subroutine:

Click the “Declarations” object to view the Declarations section. The
variables being assigned are: Notes Session, Database, View, Docu-
ments and Fields (“Notes Item” can be a field).

Click “Initialize” to view the Initialize section .

In the following subroutine sections, the lines beginning with single
quotes are comments for the following applicable line.

Configure Setup Subroutine

Declarations
'Defines the “s” variable as a Notes Session.
Dim s As NotesSession

'Defines the “db” variable as a Notes
‘Database.

Dim db As NotesDatabase
'Defines the “view” variable as a Notes View.
Dim view As NotesView

'Defines the “setupDOC” variable as a Notes
‘Database.

Dim setupDoc As NotesDocument

'Refers to the current location where the
‘agent is running.

Dim uiWork As NotesUIWorkspace

'Refers to the document currently open in
‘Notes.

Dim uiDoc As NotesUIDocument

Continued
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Initialize variables
NOTE: LotusScript runs this section when the agent is first initialized.
Sub Initialize

'Defines the “s” variable as a new Notes
‘Session

Set s = New NotesSession

‘Defines the “uiWork” variable as a new Notes
‘Ul workspace.

Set uiWork = New NotesUIWorkspace

'Defines the “Db” variable as the Current
‘Database of the “s” Notes session

Set db = s.CurrentDatabase

‘Finds the Setup document in “Forms”

Set view = db.GetView( “(FORMS)”)

Set SetupDoc = view.GetDocumentByKey( “Setup”, True )

'If Setup document exists, edit it. If not,
‘create a new document.

If (SetupDoc Is Nothing) Then
Set uiDoc = uiWork.ComposeDocument( “““, ““, “Setup” )

'If the Setup document does exist, open it
‘in “Edit” mode.

Else
Set uiDoc = uiWork.EditDocument( True, SetupDoc, False )
End If
'Ends the initialization subroutine

End Sub
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Setting up
FaxBack

116
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The FaxBack application creates and sends outgoing fax messages to a fax
gateway. If a configured fax gateway is unavailable or you want to receive and
view the faxes locally, perform the first procedure below to set up Notes for
sending fax messages to a local mailbox.

Perform the second following procedure to set up FaxBack on Phone line 1.
The demonstration software can run one application at a time, because Phone
line 1 is the only available line. Phone lines 2 and higher are unavailable.

NOTE: For details on setting up Notes or a fax gateway, see your Notes mail
and Notes network configuration documentation.

To set up Notes for sending faxes to a local mailbox

1 In alocal Notes mailbox, click the File>Mobile>Edit Current Location
menus.

2 Click the Mail tab and confirm that the “Mail file location” is set to local,
and the “Mail file” is set to a valid local mail file.
To set up Phone Server to start FaxBack

1 1In the FaxBackDemo directory, locate and copy the FaxBackLib.nsf file
to your Notes Data directory.

2 Start Phone Server.

3 Confirm the activity for Phone line 1 is blank or inactive. If active, click
the Activity field for Phone line 1 and then click the “Stop all” tool bar
button.

4 Double-click Phone line 1 and the select the FaxBack application from
the “Application” list.

5 Inthe Line Setup dialog box, confirm that the “Autostart” check box is
selected and then click “Start.”

6 Click “Close” and confirm that FaxBack is running on line 1.



ReqlleStlng alld After setting up Notes and Phone Server for the FaxBack application, perform
J J the following to send a fax.
viewing faxes £

FaxBack supports the standard Lotus fax servers and other third party fax serv-
ers that have a Notes gateway interface.

The requested fax documents are sent to the fax gateway at the “Fax” domain.
The mailing address is FaxBackcaller@<fax number entered>@ FAX.

Depending on how your Notes mail options and Notes network are configured,
one of the following occurs when you request a fax:

= If a Notes compatible fax gateway is installed and set up with the
domain name FAX and Phone Server is connected to a mail server,
requested faxes are sent to the specified fax number.

If Phone Server is connected to a mail server, but no fax gateway is set
up, requested faxes are sent to your Notes mailbox with a Delivery Fail-
ure heading.

= If Phone Server is not connected to a mail server, requested faxes are
stored in your Mail.box database or local mail file.

To send a fax

1 From Phone Server, simulate a caller by clicking the FaxBack application
on line 1 and then click the “Demo Phone” toolbar button.

2 When asked, use the Demo Phone keypad to enter your fax number fol-
lowed by #.

3 When asked, enter the document number that you want to fax. For exam-
ple, press 000 to receive a catalog of all available documents.

4 The system sends the requested fax to the fax gateway that is set up in
Notes. When asked for another document number, you can hang up or
enter another number.

Continued

CHAPTER 4: FAXBACK APPLICATION 117



118

PHONESOFT SDK USER GUIDE

To view a fax in your mailbox or mail file
1 Open your mailbox.
2 If the requested fax was sent to your Notes mailbox, go to step 3.

If the fax was sent to your Mail.box database, open the database, locate
and cut the message. Then paste the message in your local mail file.

NOTE: To open the Mail box database, you may need to add it to your
desktop.

3 Locate the message in your mailbox or mail file by looking for the fol-
lowing:
= A message from the Notes mail router or from yourself.
= A message with a subject that begins with “Delivery failure” or
“Requested documents.”

4 Open the document and ignore any delivery failure messages.



Adding or
modifying faxes

FaxBack includes a group of sample fax documents. You can view a document
list by opening the database or by requesting the “000” fax document, which is
the FaxBack catalog.

The FaxBack documents are in the “Faxbacklib.nsf” file, which is located in
the directory that you specified during installation. The default directory is
C:\Phonesoft\FaxBack.

Perform the following to open and modify the FaxBack database.

To open and add or modify fax documents
1 1In Notes, click the File>Database>Open menus.

2 In the Open Database dialog box, click “Browse” and locate the FaxBack
Sample database. The default directory is C:\PhoneSoft\FaxBackSam-
ple\FaxBackLib.nsf.

3 Click “Open.” If “Open” is not available, click “Add,” “Done,” and then
G‘Open.”

4 Click the “By document number” view.

You can view and modify documents as needed or add new documents
using the Create>Document menus.

For new documents, enter a number in the “Document Number” field, so
callers can select the document. You may also want to add any new docu-
ments to the FaxBack catalog, document 000.
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.\ Standard symbol used in script commands to locate the specified file in the
directory of the currently running application. Phone Server lists the currently
running application in the “Application” list.

For example, if you run the HelpDesk application from the default C:\Phone-
Soft\HelpDeskSample directory and type

.\ Hdpr onpt s\ Mai n_nenu. wav in a script command, then the application
looks for that file in the C:\PhoneSoft\HelpDeskSample directory.

..\ Symbol used in script commands to locate the specified file in the directory
one level up from the currently running application. In the example above, if
you included the additional. (period) then the script looks in the C:\Phonesoft
directory.

ANI (automatic number identification) The detection of the digits in a calling
phone number.

Character string A group or sequence of characters.

DID (direct inward dialing) A phone system function in which calls reach spe-
cific extensions without going through an attendant.

DNIS (dialed number identification service) On an 800 or 900 line, the detec-
tion of the dialed number.

DTMF (dual tone modulation frequency) Phone system signaling in which
standard pairs of specific voice band frequencies are used; touchtone dialing.

NAB Abbreviation for name and address book, which is a type of Lotus Notes
database.

OLE (object linking and embedding) A way of connecting a file with objects
from other applications.

SDK Abbreviation for the PhoneSoft software development kit.

Termination character A character, such as # or [J that is used to end the call
or end the menu action. Used in the Get Digits command or a Record file.

TTS Abbreviation for text to speech, which is a technology that converts tex-
tual information into speech output.

Variable A named storage location containing data that can be modified while
a program is running.

VOX File extension of a sound file.

WAV File extension of a sound file.

PHONESOFT SDK USER GUIDE



Index

INDEX 123



Numerics D

400 Type licenses 16 DATE NOW reserved word 11, 97
Delete Document script command 26
A deleting script commands 9
Demo Phone keypad 47
adding scripts 9 designing scripts 13
administrator password, changing 74 DIGITS_STRING reserved word 11, 64, 65, 87, 89, 95,
AGENT_DATABASE reserved word 11, 53 102, 103
AGENT_SERVER reserved word 11, 53 DTMF Menu script command 27

ANI_INFORMATION reserved word 11

APPLICATION reserved word 11

Assign Variables script command 20, 52, 61, 65, 79, 91
editing scripts 9

B EMPTY reserved word 11, 71, 97
encrypted licenses 16

branch variables 12 ERROR_BRANCH reserved word 11

Execute Lotus Script command 33, 60

C

CALL_TYPE reserved word 11

F

CALLER_ID reserved word 11 FaxBack
Case Statement script command 22, 55, 63, 64, 67, 81, adding or modifying faxes 119
86, 87, 89, 94, 95, 101, 102, 104 catalog 119
Copy Document script command 23 fax gateway address 117
Create Document script command 25, 70 sending and viewing faxes 117
creating setting up and starting 116
faxes for FaxBack 119 Find Document script command 28, 54, 103

licenses 16—17

scripts 8
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generating licenses 16

Get Inband Digits script command 31

Get User Digits script command 30, 62, 85, 93, 100

glossary 122

H

HelpDesk

about 46

checking request response 48
Demo Phone keypad 47

help requests, viewing 72
responding to help request 47
script editing 48

script viewing and editing 49—51
starting 46

submitting help request 47

HelpDesk script commands

Admin 84

Admin Enter Status Number Sub 91
Application Setup 52

Assign Digits To Variable 65
Check Cancel Extension 63
Check Cancel Status Number 101
Check Canceled Password 86
Check Canceled Response 94
Check Entered Extension 64
Check Entered Password 89
Check Entered Response 95
Check Entered Status Number 102

Check For Cancel Request 67
Check for Response 81
Check Request Status 78
Check Setup DoclID 55
Check Status Return ID 104
Check Timeout Password 87
Configure setup agent 112
Create Help Request 70
Enter Extension 62

Enter Priority 68

Enter Status Number Sub 79
Error Exit 107

Error Handling 106

Find Admin Password 88
Find Setup Doc 54

Get Admin Password 85

Get Current Status 60

Get Next Status Number 108
Goodbye 58

Invalid Status Number 105
Leave Help Request 59
Look Up Status Number 103
Main Menu 57

Play Create Help Request 69
Play Enter Status Number 100
Play Greeting 56

Play Invalid Password 90
Play New Status Number 75
Play No Response 83

Play Please Use 76, 77

Play Prompt for Response 93
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Play Request 92 N
Play Response 82

Read Completed Value 80

Read Status Value 61

Record Help Request 66

Record Response 96 O

Notes agent, HelpDesk demo 108, 112
Notes text fields 10

Save Response To Doc 97 .
P Open Database script command 72

Sub Enter Status Number 99
TTS Next Status Number 76

opening scripts 8

outlining scripts 13

I—K

INBAND_STRING reserved word 11

P

password, changing 74
Phone Server log 15
L Phone Transfer script command 36
PHONE_STRING reserved word 11
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	Render Into
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	Document ID
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	Name
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	Using HelpDesk
	To open the demo database
	1 Locate the Hdeskdat.nsf file. The installation default directory is C:\PhoneSoft\HelpDeskDemo\H...
	2 Copy this file to your Notes Data directory.
	3 From the Lotus Notes client main menu, click the File>Database>Open menus.
	4 Locate and open the Hdeskdat.nsf file.
	5 After opening the file, you can see how the database is set up.

	Starting the demo
	To submit a HelpDesk request
	1 Click 1 to leave a help request.
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	3 When prompted, record a message with the computer’s microphone and then click #.
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	4 When asked to enter the status number of the request, click the status number that you wrote do...
	5 You then hear the selected request message.
	6 When asked to leave a response to this request, click 1 and then click 2 to continue without le...
	7 Click 1 to leave a message for the person that sent the request.
	8 When prompted, record a response with your computer microphone and then click #.
	9 When asked to enter a status number, click Q to return to the main menu and click Q again to ha...

	To check for a request response
	1 To simulate the call, click the demo smart icon.
	2 When asked to check the status of an existing request, click 2.
	3 When asked to enter the status number, click the number followed by #.
	4 You then hear the administrator's response.
	5 When you hear the opening greeting, click Q to hang up.
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	To view a HelpDesk script command
	1 Open the Script Generator. See “To start the Script Generator” on page�8.
	2 Open the HelpDesk script. See “To open an existing script” on page�8.
	3 In the HelpDesk script window, double-click the icon next to the command.
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	PhoneMessage = EMPTY
	PhoneMessage = VOICE_FILE

	Viewing help requests
	To open the HelpDesk database
	1 Open Notes or Domino and click the File>Database>Open menus.
	2 In the Open Database dialog box, locate and select “HelpDesk Data.”
	3 At the bottom of the dialog box, confirm that the Hdeskdat.nsf file is displayed in the “Filena...
	4 Click “Open” and when the “Help Desk Data on Local” icon appears on your desktop, double-click ...

	To open a help request document
	1 In the “All” folder section of Views, click the “By Date” view.
	2 In the right window pane, double-click the new help request.


	Changing administrator password
	To change the password
	1 Open a help request document.
	2 Open the “Setup Doc” view.
	3 Double-click the System Password field value.
	4 Type in your new password and then click the File>Save menus.
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	.\Hdprompts\Play_new_status_number.wav

	TTS Next Status Number
	“[:mode spell on] {sStatusNumber} [:mode spell off]”

	Play Please Use
	.\Hdprompts\Play_please_use.wav

	Check Request Status
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	Enter Status Number Sub
	sSubEnterStatusReturn = “Read Completed Value”

	Read Completed Value
	sDocServer
	sDocDB
	StatusNumberID
	CompleteStatus = Completed

	Check For Response
	CompleteStatus
	Branch Conditions

	Play Response
	sDocServer
	sDocDB
	StatusNumberID
	Voice Status

	Play No Response
	.\Hdprompts\Play_no_response.wav

	Admin
	Comments

	Get Admin Password
	.\Hdprompts\Get_admin_password.wav
	Max Digits
	Timeout (Sec)

	Check Canceled Password
	TERM_DIGIT
	Branch Conditions
	Default Branch

	Check Timeout Password
	DIGITS_STRING
	Branch Conditions
	Default Branch

	Find Admin Password
	sDocServer
	sDocDB
	SetupDocID
	sPassword = Password

	Check Entered Password
	DIGITS_STRING
	Branch Conditions
	Default Branch

	Play Invalid Password
	.\Hdprompts\Invalid_password.wav

	Admin Enter Status Number Sub
	sSubEnterStatusReturn = “Play Request”

	Play Request
	sDocServer
	sDocDB
	StatusNumberID
	PhoneMessage

	Play Prompt for Response
	.\Hdprompts\Prompt_for_response.wav
	Max Digits
	Timeout (Sec)

	Check Canceled Response
	TERM_DIGIT
	Branch Conditions
	Default Branch

	Check Entered Response
	DIGITS_STRING
	Branch Conditions
	Default Branch

	Record Response
	.\Hdprompts\Record_response.wav

	Save Response To Doc
	VoiceStatus = VOICE_FILE
	Completed = EMPTY
	Completed = “Yes”
	DateCompleted = DATE_NOW
	Completed request

	Sub Enter Status Number
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	Play Enter Status Number
	.\Hdprompts\Get_user_status.wav
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	StatusNumberID
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	Invalid Status Number
	.\Hdprompts\Invalid_user_status.wav

	Error Handling
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	Error Exit
	.\Hdprompts\Play_welcome.wav

	Get Next Status Number
	To open this agent
	1 From Domino Designer, open the HelpDesk database. For details, see page 72.
	2 Click the View>Agents menus.
	3 In the Agents section, double-click the “Get Next Status Number” agent.
	4 In the bottom window of the agent, view the following sections of the LotusScript for the “Get ...

	Get Next Status Subroutine
	Declarations
	Initialize variables


	Configure setup agent
	To open this agent
	1 From Domino Designer, open the HelpDesk database. For details, see page 72.
	2 Click “Forms” in the Recend Databases list.
	3 In the right pane, double-click “Setup.”
	4 In the Setup form window, right-click and select “Form Properties.”
	5 In the first tab of the Form Properties dialog box, confirm that the “Include in Menu” check bo...
	6 Click the View>Agents menus.
	7 In the Agents section, double-click the “Configure Setup” agent.
	8 In the top right pane, confirm that the “Manually From Actions Menu” is selected as the “When s...
	9 Confirm that the “Which document(s) should it act on?” field is set to “Run once (@Commands may...
	10 To create a hidden view for running the Configure Setup agent, click “Views” in the Recent Dat...
	11 Click “New View” and name the view “(FORMS)” and then in the first column, right-click and sel...
	12 Click “Ascending” and then click “Close.”
	13 In the bottom, right pane of the column value, click the Field option button and select “Form”...
	14 Save and close the view.
	15 In the bottom window of the agent, view the following sections of the LotusScript for the “Con...

	Configure Setup Subroutine
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	Setting up FaxBack 116
	Requesting and viewing faxes 117
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	Setting up FaxBack
	To set up Notes for sending faxes to a local mailbox
	1 In a local Notes mailbox, click the File>Mobile>Edit Current Location menus.
	2 Click the Mail tab and confirm that the “Mail file location” is set to local, and the “Mail fil...

	To set up Phone Server to start FaxBack
	1 In the FaxBackDemo directory, locate and copy the FaxBackLib.nsf file to your Notes Data direct...
	2 Start Phone Server.
	3 Confirm the activity for Phone line 1 is blank or inactive. If active, click the Activity field...
	4 Double-click Phone line 1 and the select the FaxBack application from the “Application” list.
	5 In the Line Setup dialog box, confirm that the “Autostart” check box is selected and then click...
	6 Click “Close” and confirm that FaxBack is running on line 1.


	Requesting and viewing faxes
	To send a fax
	1 From Phone Server, simulate a caller by clicking the FaxBack application on line 1 and then cli...
	2 When asked, use the Demo Phone keypad to enter your fax number followed by #.
	3 When asked, enter the document number that you want to fax. For example, press 000 to receive a...
	4 The system sends the requested fax to the fax gateway that is set up in Notes. When asked for a...

	To view a fax in your mailbox or mail file
	1 Open your mailbox.
	2 If the requested fax was sent to your Notes mailbox, go to step 3.
	3 Locate the message in your mailbox or mail file by looking for the following:
	4 Open the document and ignore any delivery failure messages.


	Adding or modifying faxes
	To open and add or modify fax documents
	1 In Notes, click the File>Database>Open menus.
	2 In the Open Database dialog box, click “Browse” and locate the FaxBack Sample database. The def...
	3 Click “Open.” If “Open” is not available, click “Add,” “Done,” and then “Open.”
	4 Click the “By document number” view.
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