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e Administrator

Create, manage, and test screening rules that you can use to screen messages.

Related documentation:

The step by step procedure for creating a Screening Rule is quite simple. The power of Screening
Rules lies in the many ways you can configure them. We'll start with the high-level procedure, then
drill down as needed into more detailed explanations of the various parameters.

This page contains the following sets of instructions:

The high-level steps

e Configuring a Screening Rule

e Assign categories and remove category assignments
e Test a Screening Rule

¢ Finding an existing Screening Rule

The high-level steps

Note that the order of these steps matters!

1. Start on the eServices Manager browser window. Select the correct:
* Tenant
* UCS Server
* Language

2. On the Navigator drop-down menu, select Screening Rules.

Mavigator
English >
Screening Rules >

3. On the Category Tree, check the boxes for the categories this Screening Rule should apply to.
4. Click New.
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5. Select Screening Rule.

6. After configuring the Screening Rule—which will be explained shortly—click Save. The new Screening
Rule appears in the Category Tree under the selected Root Category.

7. To edit a Screening Rule, highlight it in the Category Tree and then make the desired changes. Don't
forget to click Save when you are done.

Configuring a Screening Rule

Configuring a Screening Rule is mostly done on the Main tab.

g Environment ©ucsss -

Screening Rule M ain tab

¥ = Main ) ’
\“-_ »

Mame |Billing Inquiry

When you name your Rule, remember that you can use only permitted characters in object names.

Check the Enabled check box to make this Rule available when you add a Screen object to a routing
strategy.

= Main

S

Once a strategy includes a Screen object that uses a particular Screening Rule, the strategy will
continue to use the Rule whether it is disabled or enabled.

Do you need to use the Order text box?

¢ If the Screening Rule is used in a Multiscreen routing object in which All rules is selected, use the
Order text box to specify where in the sequence of rules this particular one should be applied.

Order

2

¢ In other cases, the Order text box is unused.
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Do you need to screen the addresses the email is sent to?

e If so, in the Use these addresses area, select an address from the left-hand window, then click Add to
copy it to the right-hand window. You can add as many addresses as you need. If the address you need

isn't there yet, you can
» Directly type an address in the right-hand window.

» Define additional addresses in the EmailAccounts configuration database object:
GAX: Configuration > Routing/eServices > Business Attribute Values > Business

Attributes > EmailAccounts > Attribute Values

Config Manager: Tenant > Business Attributes > EmailAccounts > Attribute Values

ch@ an address from @ @

the drﬂp—fmn list click Add the address appears in the

\
Enacies text box
Lt tharid Sudddrefihiry

Choose among the following .

e If you don't need to screen addresses, leave this section empty.

Does it matter if the address is exact?

¢ If so, select the Exact address match box. The screening rule looks for messages having that exact
address as a destination. For example, xyz@domainname.com matches xyz@domainname.com

but not abc.xyz@domainname.com. This match is not case sensitive.

Use these addresses

Choose among the followin

@;n Mailbox
/w .

e If not, clear the Exact address match box. Then the rule looks for messages having that address as a
substring of their destination address. For example, xyz@domainname.com matches
abc.xyz@domainname.com and xyz@domainname.com.

Do you want to screen for the exact POP mailbox the email is sent to?

¢ If so, select Screen mailbox to make the rule match the POP box from which the e-mail entered the
eServices system, rather than the To field of the e-mail itself. The difference is that each e-mail enters
the system from exactly one mailbox, while the To field can contain multiple addresses.
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¥ Exact Address Match

For this feature to work as expected, the E-mail Server enable-same-mail-from-mailboxes option
must be set to true. With this setting, E-mail Server creates a separate interaction for each address in
the To field (that is, for each mailbox that it pulls the e-mail from when it creates the interaction).

How to use the AND and OR radio buttons

« AND
Choosing AND makes eServices Manager use both the addresses selected in Use these
addresses and match the pattern defined in Use Pattern.

* OR
Choosing OR makes eServices Manager us either the addresses selected in Use these addresses
or match the pattern defined in Use Pattern.

+ —

Y
Application of rule: '® And DFI\)
Use

Choose and add regular expressions and operators bet

How to configure the Use Pattern area

This is the section where you can get really specific about what the Screening Rule should match. The
Plug-in includes a pattern builder that offers the choice of each function type in all possible forms,
with and without optional arguments, for a total of eight, as shown below.
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The drop-down lists in the Use Pattern are contain regular expressions (functions) and operators
you can select to create your Rule. Select the regular expression you want, and then click Add. The
expression appears in the text box. Do the same to add operators. You can also enter text manually.

I o i i This section offers
e~ . L tremendous scope for
r.:; ;r.nr ﬁmﬂj / customizing flexible,
powerful rules
operators

After you select an expression and click Add, you must put text between the quotation marks. More
specifically, you must:

¢ For Find, put text between the empty quotation marks.

* For RegExFind and RegExMatch, substitute your desired text for regular expression and/or key.

See Screening Rules reference for an in-depth explanation of how to construct rules.

What message sections should the Screening Rule apply to?

Use the check boxes to have the Screening Rule apply to the message body, subject, header, or any
combination. You must select at least one.

Search in fields

¥ Subject ® Body L Header

| Pattern is found in any selected field (OR relation)
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If you check multiple boxes, the Screening Rule can behave in one of two ways. See Email sections to
screen for an explanation.

Assign categories and remove category assignments

You must select a category from the Category Tree to create a Screening Rule. However, you can
remove or add to the categories associated with the rule after you create it.

Click the Categories tab to open the Choose a Category dialog box.

@ Emaronment )ucsss -
Screening Rule ;
E Main E Categories B Test

Mame  |Billing brgquiry
Enabled
Use these addresses

Sl1omer Suppon

When an interaction matches this screening rule, it receives a category name and a confidence level.
The confidence level indicates that the system is X percent confident that this interaction belongs in
this category. X percent is the Relevancy value you set here.

Choose a category
<L Search for categories here

»

» Nz
u”. - click the > marks to view

> Mioogs subcategories
* MiNew AL

Sell Relevancy 75

oo =n

Choose the desired categories and then click Save.

Service Categories

When using the eServices Manager interface, it is possible to create screening rules that are not
associated with any category. In eServices Manager, any such screening rules are assigned to a
category called ; for example, .
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You can add rules to an existing Service Category in any of the following ways:

e By using a rule (created in eServices Manager) that has no associated category
e By removing all categories from an existing rule.

e By deleting a category that has a rule associated with only that category.
After any of these, click Refresh to see the rule appear in the Service Category.

Other details about Service Categories:

¢ Rules under the service category can be cut and pasted under other categories. This deletes the rule
from the Service Category and associates it with the new category. However, you cannot copy rules
from a Service Category.

* You cannot paste a rule into a Service Category.
¢ You cannot cut, copy, or paste the Service Category itself.

¢ If you delete a Service Category, you also delete all of the rules associated with it and they cannot be
recovered.

Test a Screening Rule

You will be testing your Screening Rule against some specially created text to see if it works as
desired.

1. Click the Test tab to start testing.
@ Envircnment Qucses -

Screening Rule

E Main & categories

Mame |Billing Inguiry
Enabled #
Use these addresses

SloMmer Suppon

2. Select a Classification Server from the drop-down list.

A Environment Eucsss ~
Screening Rule
B hian B categories
Add Edit Remove a Selec! a Classlicabon Server -

Class_Sw_BS5
L

Text
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3. Choose a test message from the list of those already created or click Add to create a new one.

4. Click Test.
@ Envonment Byucsas -
Cy——y
Musin Wcanegues Etet
- o e B cluscicmontare S select n test message
Addreis Subpeet T Tem from the list '

If your test message fulfills the constraints you created for your rule, you will receive a detailed
message indicating success.

Rule Matched

f -
Version = 1.0
Servioe = Analyre
Method = ClassifySoreenUniversal
AppMamesClassificationSenver_B50
i
“ScreenFfubeldalch” true,
“ralime”; "Cals
"eategaryd™: "00009aANPAYRI0 IO
"CigRAcothame™: "Cats”,
“CigRelevancy™ 75",
"CigPath™: "Cats”
“Categones” |

“nasma”, Tals”,
"categoryld™ "D000SAANPAYKDOAD,
“ClgRootiame” "Cate”,
"CigRelevancy”™ "T5"
“CigPath™ "Cats”,
“nules™ [
|
“description” TBalling Inquiry”,
", “0000SaANPAYKOOUT", -

“rpdevancy” “T5",

If you get a Rule Not Matched message, check the message for clues to the problem. If
necessary, analyze your Screening Rule step by step to determine what needs to be edited to
make it work the way you want.
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The test messages created by each user are stored separately, and are not
synchronized between multiple eServices Manager instances. Test messages that you
create are stored on your local machine under the default Documents folder of the
logged-in Windows User folder, in the UserInfo file. This file is binary and must not be
edited manually.

Finding an existing Screening Rule

To search for a Screening Rule, make sure Screening Rules is selected in the Navigator drop-down
list. Then start typing in the name of the rule in the Search field. The matching names are
highlighted as you begin typing.

omv 'Jﬂl'tb Dnrfruh

Navigatar

enter the
English

search term

Screening Rules v

Bl /—$ - -

Oy the arrow buttons
rOm112
= scroll through the
» ™ mcafiound terms
& BB kitiy Litter
¥ MToys
¥ Qilling Inquiry
» C1M®Dogs

Next steps

e Learn more about how screening rules work:
e Screening Rules reference

e Screening Rules examples
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