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Preface 1

This chapter contains the following sections:

*  Purpose

* Intended Audience

* Acronyms and Abbreviations
* Terminologies

* Licensing

* Related Documents

1.1 Purpose

This guide provides an overview of Mitel Workflow Studio and covers various information about
implementing, configuring, and troubleshooting workflows.

1.2 Intended Audience

This guide is intended for Mitel Workflow Studio administrators.

1.3  Acronyms and Abbreviations

The following acronyms and abbreviations are used in this guide:

Table 1: Acronyms and Abbreviations

Al Artificial Intelligence

API Application Programming Interface
AWS Amazon Web Services

GUID Globally Unique Identifier

HTTP Hypertext Transfer Protocol
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IVR Interactive Voice Response
JSON JavaScript Object Notation
MiCC MiContact Center

MivB MiVoice Business
MivO400 MiVoice Office 400
MiVv5000 MiVoice 5000

PBX Private Branch eXchange
SVG Scalable Vector Graphic
SWA Software Assurance

URI Uniform Resource Identifier
uTC Coordinated Universal Time

1.4  Terminologies

The following terms are used in this guide:

Table 2: Basic Terms

Basic Terms Description

Action A configurable task within a flow, which can be a Primitive or Composite.

» Primitive actions provide basic functions such as Set Variables,
Conditions, or HTTP requests.

+ Composite actions are built using primitive actions and provide more
complex operations.
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Basic Terms Description

Activity A generic term referring to any trigger, flow, action, or anything that
'runs' or 'does something'.

Flow A group of configurable actions that initiate with a trigger and are
executed from left to right. It includes defined inputs, throughputs, and
outputs that can be used to pass information, which can be retrieved
once the flow is completed. It also includes local and shared variables
that are available throughout the flow.

Node A general term referring to any object within a flow.

Template Pre-built globally available flows that can be cloned locally into the
admin's account. Once cloned, these templates become flows that can
be configured to work within the admin's environment.

Trigger The first node in a flow. It initiates a flow and specifies the conditions
under which it should be executed or triggered. It can be either
Composite or Primitive and is available globally.

Worker A unique running instance of a flow with its own GUID.

1.5 Licensing

Mitel Workflow Studio does not need a license; it is available to all accounts with a configured CloudLink
Gateway and valid Software Assurance (SWA). The minimum required level of SWA is Advantage/
Standard SWA. If the SWA has expired, Mitel Workflow Studio cannot be enabled.

1.6 Related Documents

The related documents are as follows:

e Mitel Administration User Guide
+ Mitel Workflow Studio System Engineering Guide
* Release Notes



Mitel Workflow Studio — An Overview 2

This chapter contains the following sections:

e Sample Use Cases
e Limitations

Mitel Workflow Studio is a web-based user interface for designing and configuring workflows, executed when a
specific trigger condition is met. These flows can automate various functions within the Mitel ecosystem (such as
IVR call or chat flows) and serve as an Integration Platform-as-a-Service (IPaaS) to connect business systems
and process data.

The workflow is one of the various microservices within the CloudLink platform that runs on Amazon Web
Services. Unlike the other CloudLink microservices, primarily accessed through RESTful web service (API),
Workflow is accessed mainly through Mitel Workflow Studio.

2.1  Sample Use Cases

Many Mitel products already use Workflow to power certain features and functions, such as Mitel

Voice Assist, which exists almost entirely within Workflow, and MiContact Center Business, which
leverages Workflow for chat routing and Al functionality. Using Workflow, you can use an existing library of
customizable prebuilt flows or start from scratch using a wide variety of available actions that allow you to
create flows limited only by your imagination (and the computational power of AWS).

2.2 Limitations

As a web-based solution, Workflow is limited by restrictions on accessing on-premises systems via the
Internet. Support for some call control functionality is available for on-premises systems (MiVB, MivVO400,
MiV5000, and MX-ONE) through a supported CloudLink Gateway.
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This chapter contains the following sections:

Workflow Integrations

Flows, Actions, and Triggers

Workflow Dashboard Usage Reporting
License Usage Notifications and Overages
Customer Responsibilities

Subscription Expiry

Workflow Studio features and usage are subject to licensing tiers, which define access to Integrations, Flows,
Actions, and Triggers. These features are categorized under Premier and Essential licenses.

3.1  Workflow Integrations

Workflow integration's are divided into two categories: Premier and Essential. Your current license
determines the availability of each integration.

» Premier Integrations offer enhanced capabilities and connect to advanced third-party services.
Workflow Studio ships with a predefined set of Premier integrations that provide extended functionality,
enterprise system connectivity, and advanced automation capabilities. These integrations include
platforms such as Salesforce, Microsoft Graph, Twilio, Zoom, OpenAl, and others.

+ Essential Integrations provide core integration functionality for commonly used platforms.

Users can only create integration connections for integrations included in their license tier. The interface
will disable non-licensed integrations.

Within Workflow Studio, each integration is clearly marked with a Premier or Essential tag to indicate its
licensing classification. This helps administrators and users easily identify the required for each integration.

3.2 Flows, Actions, and Triggers

All workflow components—flows, actions, and triggers—are similarly categorized as Premier or
Essential.

» Users may only create flows, actions, and triggers that are included in their current license tier.

* Newly created activities are automatically tagged based on their contents. If an activity includes a
Premier-level action or trigger, the entire activity will be classified as Premier. Otherwise, it will be
tagged as Essential.

* Flows, actions, and triggers are individually tagged to reflect their licensing level.

Each flow, action, and trigger in the Workflow Studio interface is clearly marked with a Premier or
Essential tag to indicate its licensing classification. This helps administrators and users easily identify the
level of access required for each activity.
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Refer to the License Type column under the List of Actions/List of Triggers chapter to understand the
license classification of each action/trigger.

3.3 Workflow Dashboard Usage Reporting

The Workflow Dashboard includes a real-time overview of workflow usage, including:

» Adisplay of the Top 5 running workflows and their execution count over the current billing period.

* A usage summary indicating how many Premier and Essential workflows have been executed in the
current billing period.

» Progress indicators that show how close the account is to its monthly usage limits based on the current
license.

The license usage total in percentage and the monthly allowed execution limit are displayed.

These insights help administrators manage capacity, monitor utilization, and forecast licensing needs.

3.4 License Usage Notifications and Overages

Workflow Studio monitors the number of flow executions against the limits defined by your account's
Premier and Essential license tiers.

As usage approaches or exceeds these limits, Workflow Studio will automatically notify the CloudLink
Support contacts to ensure proactive awareness and management:

+ At 80% of usage: A warning email is sent to all support contacts defined in the Mitel Administration
portal, notifying them that execution limits are being approached.

* At 100% of usage: A second email is sent indicating that the account has reached its licensed capacity.

* At 120% of usage: A critical email is sent indicating that the account has significantly exceeded its
licensed execution limits.

0 Note:

Once the account exceeds 120% usage, you will not be allowed to create, save, and clone
workflows.

These alerts help prevent service degradation and allow time to take action.

3.5 Customer Responsibilities

Upon receiving these notifications, customers are responsible for addressing the situation by either:

* Reducing the frequency and volume of workflow executions to bring usage back within allowed limits, or
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» Purchasing additional Premier and/or Essential licensing to accommodate current and future usage.

It is important to monitor usage through the Workflow Dashboard, which provides up-to-date visibility into
the number of executions and license consumption trends.

3.6 Subscription Expiry

Access to Workflow Studio is dependent on a valid Premier and/or Essential subscription. If these
subscriptions expire, the following behavior will occur:

» Access to Workflow Studio will be revoked. Users will no longer be able to access the application.

*  When attempting to log into Workflow Studio, users will see a banner notification indicating that their
license has expired.

» After the banner is displayed, users will automatically logged out of the application.

To regain access, customers must renew their Workflow Studio subscription through the appropriate Mitel
licensing channels.
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This chapter contains the following sections:

* Integrating Workflow Studio

* Migrating Voice Assist to Workflow Studio
* Logging In

* Reporting a problem

* Logging Out

*  Application Environment

Workflow Studio is available in the Mitel Administration Accounts console and requires a dedicated CloudLink
User with the ACCOUNT_ADMIN role (or higher). Partners can access their customer accounts by assuming a
role in the customer account.

Currently, Mitel Workflow Studio is only supported on Google Chrome.

Refer to the Mitel Administration User Guide for more details.

4.1 Integrating Workflow Studio

This topic provides step-by-step instructions on how to integrate the Workflow Studio application into the
Mitel Administration account.

Perform the following steps to integrate Workflow Studio, if it is not integrated into the Mitel
Administration account:

1. Log in to Mitel Administration using the URL (https://accounts.mitel.io).
2. Enter a valid username and password.

The Mitel Administration Dashboard is displayed upon successful login.
3. Click the Integrations & Apps option from the navigation menu.
4. Enable the toggle button associated with the Workflow Studio integration in the Integrations panel.

The Workflow Studio icon is now available under the Application Launcher icon at the top of the page.
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Figure 1: Application Launcher

4.2 Migrating Voice Assist to Workflow Studio

This topic provides information about the transition from Voice Assist to the new Mitel Workflow Studio.

Migration Overview

Mitel Voice Assist will be phased out in the future and replaced with Mitel Workflow Studio. Using GenAl-
powered voice agents and CRM integrations, you have more options to enhance workflows and make
them smarter. Mitel Workflow Studio provides many new workflow triggers and actions that are not limited
to telephony/voice only. Workflow interactions can also be triggered by digital channels like chat, email,
webhooks, and SMS, which allow new workflow automation in combination with Mitel Voice platforms and
UC/ CX applications.

The table below highlights how users previously configured flows in Voice Assist compared to the new
experience in Workflow Studio.

Table 3: Product Change Comparison

Feature Voice Assist Workflow Studio

Accessing the Log in to Mitel Administration Portal Log in to Mitel Administration Portal
application > Voice Assist > Routing > Workflow Studio > Flows
Flow execution counts Routing page Dashboard page with a detailed list

of flow executions

Creating Flows Routing page > Add Route Flows page > Create Flow
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Feature Voice Assist Workflow Studio

Deleting Flows Click the ... on the flow name row Flows page > Click the Delete icon
and click Delete next to the flow

Duplicating Flows Click the ... on the flow name row Flows page > Click the Clone Button
and click Duplicate on the flow name

Activity Wheel Limited More activities are available across

different modalities

Numbers View Voice Assist -> Numbers This view is obsolete; filter the flows
list by Endpoint Trigger to view flows
that are voice-specific.

Integrations Limited More integrations

4.3 Logging In

This topic provides step-by-step instructions on how to log in to the application.
Mitel Workflow Studio can be logged in using the following options:

Direct Option:

1. Log in to Mitel Workflow Studio using the URL (https://workflow.mitel.io/).
2. Enter a valid username and password.
3. Click Next.

The Mitel Workflow Studio Dashboard is displayed.
Through Mitel Administration:

1. Log in to Mitel Administration using the URL (https://accounts.mitel.io).
2. Enter a valid username and password.
3. Click Next.

The Mitel Administration Dashboard is displayed upon successful login.
4. In the Application Launcher icon, click on the Workflow Studio icon to launch the application.

The Mitel Workflow Studio Dashboard is displayed.
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4.4 Reporting a problem

To report a problem, perform the following steps:

1. On the Workflow Studio home page, click on the username or avatar logged into the application.

The User Profile dropdown list is displayed.
2. Click Report a problem.

The Issues & Feedback screen is displayed.

r

ssues & Feedback

Subimit an maus

Figure 2: Issues & Feedback
3. Enter the title and brief description of the issue in the respective fields.

4. In the Upload a file field, search and select the file related to the issue. For example, attach a
screenshot or Console log from your browser that provides additional information about the issue.

5. Click SUBMIT.

The Issue or Feedback is reported to the support contacts of your CL account.
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e Note:

*  While submitting a problem report, provide as much information as possible. This will help
troubleshoot your problem quickly. Specific details are needed to correctly investigate and resolve
an issue.

» Date, time, device information, and logs are collected as part of your problem report.

» After you report an issue, the Support Contact for your account will receive an email notifying them
that you have reported a problem. The Support Contact, while investigating the issue, might reach
out to you for additional information.

» If your Support Contact needs assistance to resolve your issue, they will escalate the report
through their standard support procedures.

*  You can follow up directly with your Support Contact for updates about your report.

4.5 Logging Out

This topic provides step-by-step instructions on how to log out of the application.

1. On the Workflow Studio home page, click on the username or avatar logged into the application.

The User Profile dropdown list is displayed.
2. Click Logout to log out from the application.

The application logs out.

4.6 Application Environment

This topic describes the various components of the application environment.

The Workflow Studio — Home page appears after successful login, depending on the user's privileges.
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Figure 3: Workflow Studio — Home page
The following table describes the user interface elements on the home page.

Table 4: Workflow Studio — Element Description

User Name Displays the name of the logged-in user as in the Mitel Administration portal.
Avatar Displays a short representation or image of the logged-in user.

Account Name Displays the customer account name added by the Mitel Partner.

Dashboard Displays the widgets to view the training videos for predefined templates and a list

of the top five run flows in the current billing period.

Flows Displays the list of workflows accessible to the user and allows the user to create,
edit, import, clone, and delete workflows.

Library Displays the list of available actions, triggers, templates, and integrations for the
account.
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Links The following links appear at the bottom of Workflow Studio:

» Support — Access to the online help.
* Legal — Access to the application end-user license agreement.
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This chapter contains the following sections:

¢ Dashboard
¢« Flows
e Library

This chapter provides an overview of navigating and utilizing the Workflow Studio application effectively.

Workflow Studio is primarily accessed through the following navigation menus:

1. Dashboard
2. Flows
3. Library

51 Dashboard

The Dashboard provides various widgets to view the release notes, training videos, top 5 running flows,
and licenses.

.
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Figure 4: Dashboard

It consists of several sections:
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+  What's New — Displays the release notes added in the current release.
« Training — Displays the templates and training videos of the flows on various use cases.

» Top 5 Run Flows in current billing period - Displays the total number of flows executed on the
account in the current billing period and the total number of flows allowed for the account during the
current monthly billing period.

» Licenses - Displays the license type, total number of executable licenses for the current period, and the
usage percentage of each license type.

51.1 What's New

You can view the list of new features added, existing features modified/removed, and bugs fixed in the
current release version, along with the release date.

[
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Figure 5: What's New

The following actions can be performed using the Release Notes section.

» Click on the What's New in Workflow Studio hyperlink to view the parent topic of the release notes.

Fr-
Click % icon to open the complete release notes in a new tab.

5.1.2 Training

You can use the training videos to understand the Workflow Studio product and its functionalities.

Figure 6: Training

In the Training widget, click on the respective tile to launch the training video in a new browser tab.

5.1.3 Top 5 Run Flows in current billing period

You can view the total number of flows executed on the account in the current billing period and the total
number of flows allowed for the account monthly under the Top 5 Run Flows in current billing period
section.
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This data is refreshed once every 24 hours. The timestamp of the most recent update is displayed at the
top of the table. If a workflow is renamed after it has been executed, the original name will continue to
appear until the next day's update.

For example, if a workflow is initially named "Workflow 1" and executed twice, then renamed to "Workflow
2" and executed three more times, the table will show "Workflow 1" with a total of five executions the next
day. The updated name "Workflow 2" will be reflected in the subsequent day's data.

Top 5 Run Flows in current billing period (i)
2196 flows executed

FHow name

SearchUserfiow EEID
T —

wedther WebHookK [ EIETT 634
WesteiT 19 ".-_:._|-..l..'l.'|".-."'\.'.r-m 20
]

Cloned Licenze updater [0S .

Figure 7: Top 5 Run Flows in current billing period

The following details can be displayed in the Top 5 Run Flows in current billing period section:

+ the total number of flows executed on the account in the current billing period.
+ the last updated date and time of the displayed data (since this is not real-time and is updated

periodically).

» the names of the top five most executed workflows in the current billing period, the type of license used
(Essential or Premier), and their execution count.

6 Note:

» If the user exceeds 80% and 100% of the usage limit, the email notifications are sent.
» If the user exceeds 120% of the allowed number of flows, it will not be possible to create, clone, or

save new activities within Workflow Studio.

514 Licenses

The Licenses widget provides detailed information on the two available Workflow Studio license types:
Premier and Essential. It enables users to track license consumption during the current billing cycle. The
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billing period's start and end dates can be found in the Top 5 Run Flows in current billing period section
of the Dashboard.

Licenses
Momthly
Type Limit Usage
| PREMIER [JREN - e 36.33 %
ESSEMTIAL EERESEE - s U-EN

Figure 8: Licenses

When either license type is active, the dashboard displays both the total number of executable licenses for
the current period and the percentage of usage for each type. To indicate the current usage, the graph line
is color-coded as:

* Green: Usage is below 50% of the monthly quota.
* Yellow: Usage is between 50 to 75%.
* Red: Usage exceeds 75%.

If the usage exceeds the monthly limit, the existing workflow will continue to execute normally. But you will
be restricted from adding/modifying the workflow unless additional licenses are purchased.

52 Flows

Flows automate business processes through a structured sequence of triggers, actions, and conditions.
They consist of interconnected steps where triggers are set, actions are performed, data is manipulated,
and decisions are made based on defined conditions. You can create workflows by adding the triggers
and actions onto a Workflow Canvas and configuring them to achieve desired outcomes. Workflows have
logical branches and conditional paths to accommodate diverse scenarios. Organizations use workflows to
streamline operations, enhance productivity, and maintain consistency in task execution.

The Flows page displays a list of workflows accessible to the user and information about who created
them, when they were last updated, and who modified them.

You can access the Flows page by clicking Flows on the left menu.
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Figure 9: Flows

The following actions can be performed under the Flows section:

* Create a flow

+ Edit a flow

* Import a flow

* Clone a flow

* Delete a single or multiple flow(s)

52.1 Create a flow

This topic provides step-by-step instructions for creating a new workflow. Follow the training videos in the
Dashboard section to create a new workflow.

1. On the Workflow Studio home page, click Flows.

The Flows page is displayed.
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2. On the Flows page, click Create flow.

The Create flow page is displayed.
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Figure 10: Create flow
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3. Enter the trigger name in Search activities or select the trigger under the trigger types.
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Figure 11: Add Trigger
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4. Click Add.

The Trigger Parameters — Advanced screen is displayed.
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Figure 12: Trigger Parameters - Advanced
5. Enter the required parameters in the Trigger Parameters — Advanced.
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6. Click Advanced.

The Trigger Parameters — Classic screen is displayed.
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Figure 13: Trigger Parameters — Classic

7. Provide the following details in the Trigger Parameters — Classic screen.

a. D
b. Input
c. Throughput
d. Output
8. Click OK.

The Trigger is added to the flow.

Understanding Workflow Studio
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" Click icon to add the next activity to the flow.

The Search Activities wheel is displayed.

Figure 14: Search Activities
10. Search and select the required activity from the wheel.

The Activity Parameters screen is displayed.
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Figure 15: Activity Parameters
11. Provide the required details in the Activity Parameters screen.
12. Click OK.
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13. Follow the above steps to add all the required activities for the flow.

The Completed flow screen is displayed with the trigger and all the required actions.
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Figure 16: Completed flow
14. Click Save.

The new flow is created with the provided details.

5.2.2 Edit a flow

This topic provides step-by-step instructions for editing an existing workflow.

1. On the Workflow Studio home page, click Flows.
The Flows page is displayed.
On the Flows page, click the Edit ("#') icon next to the existing workflow you want to modify.
The Edit Flow page is displayed with the existing flow.
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Figure 17: Edit Flow
3. Modify the workflow as required. Refer to the Create a Flow section for detailed instructions.
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4. Click Save.

The flow is modified.

5.2.3 Import a flow

This topic provides the instructions for importing a workflow. The definition is supported in JSON format.

1. On the Workflow Studio home page, click Flows.

The Flows page is displayed.
2. On the Flows page, click Import flow.

The Import Flow popup screen is displayed.

Figure 18: Import Flow
3. In the Import tab, perform one of the following actions to import the definition of the flow:

a. Drag and drop the JSON file containing the flow definition in the Import from file field.
b. Click Select your json file to select the JSON file from your local folder.
c. Copy and paste the flow definition under the Paste here section.

4. Click Import.

The selected workflow is imported to the Workflow Canvas.

524 Clone a flow

This topic provides step-by-step instructions for cloning an existing workflow.

1. On the Workflow Studio home page, click Flows.

The Flows page is displayed.
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2.
On the Flows page, click the Clone ('.') icon next to the workflow you want to clone.

The Workflow Canvas page is displayed with the cloned flow.
3. Modify the workflow as required and click Save.

9.2.5 Delete a single or multiple flows

This topic provides step-by-step instructions for deleting the existing workflows individually or in bulk.

To delete a single workflow, perform the following steps:

1. On the Workflow Studio home page, click Flows.
The Flows page is displayed.
2 - Y
On the Flows page, click the Delete (") icon next to the workflow you want to delete.

The Delete Selected Flow popup screen is displayed.

Delete Selected Flow?

Deleting a workflow canmot be reversed

Type delete in the box below i il

Cance|

Figure 19: Delete Selected Flow
3. Enter the word “delete” in the text box to confirm the deletion.
4. Click Delete.

To delete multiple workflows, perform the following steps:

1. On the Workflow Studio home page, click Flows.

The Flows page is displayed.
2. On the Flows page, select the checkbox next to the workflows you want to delete.
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3. H
Click the three-dots (*) icon on the top right of the page and select Delete Selected.

The Delete Selected Flows popup screen is displayed.

Delete Selected Flows?

Deleting a workflow cannot ba reversad.
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Figure 20: Delete Selected Flows
4. Enter the word “delete” in the textbox to confirm the deletion.
5. Click Delete.

5.3 Library

The Library comprises a collection of available Actions, Triggers, Templates, and Integrations accessible
to the account. You can easily browse and utilize predefined components to enhance and customize your
workflows efficiently.

5.3.1 Actions

Actions are the fundamental building blocks that enable automation within workflows. Global actions are
pre-configured actions with built-in functionalities. Local actions are custom-created actions to suit specific
integration needs. Actions can range from simple tasks such as sending emails or updating database
records to more complex operations like invoking external APls or triggering notifications. You can
orchestrate the business processes seamlessly by sequencing and configuring actions within workflows,
automating repetitive tasks, and reducing manual intervention.

The Actions page displays a list of all actions available for the account, including all global actions and any
local or composite actions created by other users.

You can access the Actions page by clicking Library on the left menu and selecting Actions.
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Figure 21: Actions

The following actions can be performed under the Actions section:

* Create an action

+ Edit an action

* Import an action

* Clone an action

» Delete a single or multiple action(s)

5.3.1.1 Create an action
This topic provides step-by-step instructions for creating an action.

1. On the Workflow Studio home page, under Library, click Actions.

The Actions page is displayed.
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2. On the Actions page, click Create action.

The Create action page is displayed.
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Figure 22: Create action
3. Enter the required parameters for the activity.
4. Click OK.

The Activity is added to the action.
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5.
Click icon to add the next activity.

The Search Activities wheel is displayed.

Figure 23: Search Activities
6. Search and select the required activity from the wheel.

The Activity Parameters screen is displayed.
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Figure 24: Activity Parameters
7. Provide the required details in the Activity Parameters screen.

8. Click OK.
9. Follow the above steps to add all the required activities for the action.

The Completed action screen is displayed with all the required activities.
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10. Click Save.

The new action is created with the provided details.

53.1.2 Edit an action

This topic provides step-by-step instructions for editing an existing action. Global actions cannot be
modified; they must be cloned to another local action for customization.
1. On the Workflow Studio home page, under Library, click Actions.
The Actions page is displayed.
2 . | - . .
On the Actions page, click the Edit (") icon next to the action you want to modify.

The Edit Action page is displayed with the existing action.
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Figure 25: Edit Action
3. Modify the action as required. Refer to the Create an action section for detailed instructions.
4. Click Save.

5.3.1.3 Import an action

This topic provides step-by-step instructions for importing an action. The definition is supported in JSON
format.

1. On the Workflow Studio home page, under Library, click Actions.

The Actions page is displayed.
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2. On the Actions page, click Import action.

The Import Action popup screen is displayed.

Figure 26: Import Action
3. In the Import tab, perform one of the following actions to import the definition of the action:

a. Drag and drop the JSON file containing the action definition in the Import from file field.
b. Click Select your json file to select the JSON file from your local folder.
c. Copy and paste the action definition under the Paste here section.

4. Click Import.

The selected action is imported to the canvas.

5314 Clone an action

This topic provides step-by-step instructions for cloning an existing action.

1. On the Workflow Studio home page, under Library, click Actions.
The Actions page is displayed.
On the Actions page, click the Clone (") icon next to the action you want to clone.

The Workflow Canvas page is displayed with the cloned action.
3. Modify the action as required and click Save.

9.3.1.5 Delete a single or multiple actions

This topic provides step-by-step instructions for deleting the existing actions individually or in bulk.
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e Note:

Global actions cannot be deleted.

To delete a single action, perform the following steps:

1. On the Workflow Studio home page, under Library, click Actions.
The Actions page is displayed.
On the Actions page, click the Delete (&) icon next to the action you want to delete.

The Delete Selected Action popup screen is displayed.

Delete Selected Action?

D EUME an action canmol De reversed

o delete in the bax below to continu
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Figure 27: Delete Selected Action
3. Enter the word “delete” in lowercase in the text box to confirm the deletion.
4. Click Delete.

To delete multiple actions, perform the following steps:

1. On the Workflow Studio home page, under Library, click Actions.

The Actions page is displayed.
2. On the Actions page, select the checkbox next to the actions you want to delete.
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3. H
Click the three-dots (*) icon on the top right of the page and select Delete Selected.

The Delete Selected Actions popup screen is displayed.

Delete Selected Actions?

Deleting an action cannot be reversed.
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Figure 28: Delete Selected Actions
4. Enter the word “delete” in the textbox to confirm the deletion.
5. Click Delete.

5.3.2 Triggers

Triggers are configured to monitor designated conditions within the system and automatically launch
associated workflows when specific criteria is met. Workflow Studio uses the triggers to respond
dynamically to changes or inputs, ensuring timely and efficient automation of business processes.

The Triggers screen displays a list of all triggers available for the account, including all global triggers and
any local triggers.

You can access the Triggers page by clicking Library on the left menu and selecting Triggers.

The Triggers page is displayed.
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Figure 29: Triggers
The following actions can be performed under the Triggers section:

» Create a trigger

- Edit a trigger

* Import a trigger

+ Clone a trigger

* Delete a single or multiple trigger(s)

5.3.2.1 Create a trigger

This topic provides step-by-step instructions for creating a new trigger.

1. On the Workflow Studio home page, under Library, click Triggers.

The Triggers page is displayed.
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2. On the Triggers page, click Create trigger.

The Create trigger page is displayed.

Figure 30: Create trigger
3. Select the type of trigger from the following options:

a. Mitel Trigger — will trigger based on a Mitel CloudLink event.
b. 3" Party Trigger — will trigger based on an event from a third-party application.

The Trigger Parameters screen is displayed based on the selected trigger type.
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Figure 31: Trigger Parameters
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4. Enter the required parameters in the Trigger Parameters screen.
5. Click OK.

The Trigger is added to the Workflow Canvas.
6.
Click icon to add the next activity to the trigger.

The Search Activities wheel is displayed.

Figure 32: Search Activities
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7. Search and select the required activity from the wheel.

The Activity Parameters screen is displayed.
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Figure 33: Add Activity Parameters
8. Provide the required details in the Activity Parameters screen.
9. Click OK.
10. Follow the above steps to add all the required activities for the trigger.

The Completed Trigger screen is displayed with all the required activities.
11. Click Save.

The new trigger is created with the provided details.

9.3.2.2 Edit a trigger

This topic provides step-by-step instructions for editing the existing trigger. Global triggers cannot be
modified; they must be cloned to another local trigger for customization.

1. On the Workflow Studio home page, under Library, click Triggers.

The Triggers page is displayed.
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2.
On the Triggers page, click the Edit (‘) icon next to the trigger you want to modify.

The Edit Trigger page is displayed with the existing action.

<E

Figure 34: Edit Trigger
3. Modify the trigger as required. Refer to the Create a trigger section for detailed instructions.
4. Click Save.

5.3.2.3 Import a trigger

This topic provides step-by-step instructions for importing the trigger. The flow definition is supported in
JSON format.

1. On the Workflow Studio home page, under Library, click Triggers.

The Triggers page is displayed.
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2. On the Triggers page, click Import trigger.

The Import Trigger popup screen is displayed.

Figure 35: Import Trigger
3. In the Import tab, perform one of the following actions to import the definition of the trigger:

a. Drag and drop the JSON file containing the trigger definition in the Import from file field.
b. Click Select your json file to select the JSON file from your local folder.
c. Copy and paste the trigger definition under the Paste here section.

4. Click Import.

The selected trigger is imported to the canvas.

5.3.2.4 Clone a trigger

This topic provides step-by-step instructions for cloning an existing trigger.

1. On the Workflow Studio home page, under Library, click Triggers.
The Triggers page is displayed.
On the Triggers page, click the Clone (%) icon next to the trigger you want to clone.

The Workflow Canvas page is displayed with the cloned trigger.
3. Modify the trigger as required and click Save.

5.3.2.5 Delete a single or multiple triggers

This topic provides step-by-step instructions for deleting the existing triggers individually or in bulk.
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e Note:

Global triggers cannot be deleted.

To delete a single trigger, perform the following steps:

1. In the Workflow Studio home page, under Library, click Triggers.
The Triggers page is displayed.
In the Triggers page, click the Delete (%) icon next to the trigger you want to delete.

The Delete Selected Trigger popup screen is displayed.

Delete Selected Trigger?

Delening a trigger cannat be reversed

Type delete in the box Delow 1o continue

Cancel

Figure 36: Delete Selected Trigger
3. Enter the word “delete” in the text box to confirm the deletion.
4. Click Delete.

To delete multiple triggers, perform the following steps:

1. On the Triggers page, select the checkbox next to the triggers you want to delete.
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" Click the three-dot (E) icon on the top right of the page and select Delete Selected.

The Delete Selected Triggers popup screen is displayed.

Delete Selected Triggers?

Deleting a trigger cannot be reversed.

I'vpe delete in the box Delow to continue

Lancel

Figure 37: Delete Selected Triggers
3. Enter the word “delete” in the textbox to confirm the deletion.
4. Click Delete.

5.3.3 Templates

The Templates section displays a list of workflow templates. Templates cannot be created or edited but
can be cloned to create a new flow. They provide examples for integrating flows with existing solutions,
such as social media applications.

You can access the Templates page by clicking Library on the left menu and selecting Templates.
-

Ty et
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Figure 38: Templates

Click the Get started link to open the predefined template in the Workflow canvas and modify it based on
your requirements.
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5.3.4 Integrations

The Integrations section contains the list of integrated products. You can add the integrations through
Account Console via Partner. Connections to existing integrations can be added and managed through
Workflow Studio.

Refer to Integrations to view the examples for various integrations.

You can access the Integrations Hub page by clicking Library on the left menu and selecting
Integrations.

The Integrations Hub page is displayed.
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Figure 39: Integrations Hub
The following actions can be performed under the Integrations Hub section.

+ Add new connection
» Configure an existing connection
* Delete a connection

5.3.4.1 Add new connection

This topic provides step-by-step instructions on how to add new connections for connected and not-
connected products.

To add a new connection for a product that doesn't have any existing connection, perform the following
steps:

1. On the Workflow Studio home page, under Library, click Integrations.

The Integrations Hub page is displayed.
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2. On the Integrations Hub page, under the Not connected integrations section, click on the See
details button next to the product you want to integrate.

The Add new connection page is displayed.
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Figure 40: Add new connection
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3. Click Connect.

The Add new connection — Getting Started page is displayed.
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Figure 41: Add new connection — Getting Started
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4. Click Next.

The Add a connection to get started page is displayed.
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Figure 42: Add a connection to get started
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5. Click Next.

The Add new connection — Complete Setup page is displayed.
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Figure 43: Add new connection — Complete Setup
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6. Click Complete Setup.

The Configure this connection popup screen is displayed.

Configure this connection

imcoming-webhook

Figure 44: Configure this connection
7. On the Configure this connection screen, enter the required details in the respective fields.
8. Click Create.

The Success message for third-party integration is displayed.

To add a new connection for an integrated product, perform the following steps:

i
b Tl

On the Integrations Hub page, under the Connected Integrations section, click ~ icon next to the
integrated product you want to configure.
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2. Click Add New.

The Add connection popup screen is displayed when the integration has multiple connection types.

Add connection

OAuth2 Authorization Code

Add a connection using the OAuth2 Authorization Code grant Add
type
OAuth2 Client Credentials Add
Add a connection using QAuth2 Client Credentials

Cancel OK

Figure 45: Add connection
3. Click Add next to the connection type you want to use for the integration.

o Note:

The connection type will vary depending on the Integrations. Refer to the Integrations chapter to
know the applicable connection type for each integration.

4. Click OK.
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5. Click Complete Setup.

The Configure this connection popup screen is displayed.

Configure this connection

imcoming-webhook

Figure 46: Configure this connection

0 Note:

The fields on this screen differ based on the added integration.

6. On the Configure this connection screen, enter the required details in the respective fields.
7. Click Create.

Upon successful connection, the success message for third-party integration is displayed.

9.3.4.2 Configure an existing connection

This topic provides step-by-step instructions on modifying an existing connection of the integrated product.

To modify an existing connection, perform the following steps:
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1. On the Workflow Studio home page, under Library, click Integrations.

The Integrations Hub page is displayed.
2,

On the Integrations Hub page, under the Connected Integrations section, click " icon next to the
integrated product you want to modify.

The Integration Setup page is displayed.

Integrations Hub  Github
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Figure 47: Integration Setup

Click  iconto modify the connection details.

The Configure this connection popup screen is displayed with the existing details.
4. Modify the required details in the respective field.
5. Click Save to save the changes.

534.3 Delete a connection

This topic provides step-by-step instructions on how to delete a connection.

1. On the Workflow Studio home page, under Library, click Integrations.

The Integrations Hub page is displayed.
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2. On the Integrations Hub page, under the Connected integrations section, click icon next to the
integrated product.

The Integration Setup page is displayed.
Integrations Hub Githulbs
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Figure 48: Integration Setup
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3. Select the toggle to disable the connection you want to delete.

The system validates whether the connection is being used by an active workflow.

The Integration in use popup screen is displayed.
[ |

Integration in use

This integration connection is in use by the following
workflows. Are you sure you want Lo disable it?

n TTS Test

Type disabbe in the Bo

Cancad

Figure 49: Integration in use

e Note:

If the connection is not used in any active workflow, the Integration in use popup screen will not
be displayed for the confirmation.

4. Enter the text "disable" in the text box.
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5. Click Disable connection to confirm disabling the connection.

The Integration Setup - Delete page is displayed.
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Figure 50: Integration Setup - Delete
6

' Ti
Click = icon next to the toggle.

The Delete connection popup screen is displayed.

Delete Connection?

Flease conlirm that you would like to delete this connection.

Type delete in the box below o continue.

Cancel

Figure 51: Delete Connection
7. Enter the text “delete” in the textbox to confirm the deletion.
8. Click Delete.
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This chapter contains the following sections:

*  Views

*  Basic Operations
*  Activity Wheel

*  Expressions

* Using Variables

6.1 Views

As an administrator, you can create, modify, run, and debug the workflow using Workflow Canvas. You
can also view the progress of the workflow.

The Workflow Canvas page consists of the following views:

+ Editor
* Running
» Debug

6.1.1 Editor

The Editor view is the default view of the Workflow Canvas, which allows the administrator to create or
modify the workflow based on the requirements. The Progress Bars are provided in the Editor view to
view the size and number of nodes in the flow/action.
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Figure 52: Workflow Canvas - Editor

Refer to the Basic Operations section to learn about the various basic operations performed in the Editor
view.

Progress Bars

The Progress Bars indicate the size of the workflow and the number of nodes in the workflow. They

are used to view the current status of the workflow and notify the user when the workflow reaches the
maximum allowed size or complexity. The maximum allowed size and the number of nodes are 4.5 MB
and 100 nodes, respectively. The workflow cannot be saved if it exceeds the maximum allowed size. If the
workflow exceeds the maximum number of allowed nodes, it can be saved, but there may be performance
issues when editing it.

The Progress bars are available in the Workflow Canvas as shown below:

Q-
~

Figure 53: Progress Bars

The Progress Bars represent the status of the workflow with the following colors:

Table 5: Progress Bars - Status

Green Values are within the allowed limit, and there are no issues.
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Color Status

Yellow

The size or the number of nodes exceeds 50% of the allowed limit.

Red

The size meets or exceeds the allowed amount, or the number of nodes exceeds
the recommended limit.

6.1.2

Running

The Running view shows all workflow instances that are currently running or have recently stopped. It is
used to detect indefinitely running workflow instances and force them to stop.

1. On the Workflow Canvas page, click on the Running tab.

The Running view is displayed with the empty data.

Figure 54: Workflow Canvas — Running

2. Select a time range from the drop-down list to filter the workflow instances for the selected time range.

The list of running or recently stopped workflows is populated with the workers.

For more information on columns, refer to the following table.

Table 6: Running View — Column Description

Columns

Start Date Time

Displays the date and time that the workflow instance began running.
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Columns Description

State

Displays the current state of the workflow instance.
The available options are:

* Running: The workflow instance is actively running

+ Bookmarked: The workflow instance is waiting at a Bookmark
activity

» Cancelled: The workflow instance was terminated by an external
request, such as stopping it from the Running view

» Stopped: The workflow instance stopped normally

Cause

Displays the reason for the current state, if any. This is generally
populated with the Reason value in a Terminate action. It allows you
to see why the workflow ended if a Terminate action is used to end
the workflow.

Worker ID

Displays the unique identifier assigned to the instance of the worker.

Session ID

Displays the unique identifier assigned to the session.

Click on the up or down caret (

) icon in the column header to sort in ascending or descending order

on any of the columns in the table.
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Click on the three dots ( ¢ ) icon to filter the columns displayed in the table.

Start Date Time
State

Cause

Worker Id

Session Id

Figure 55: Running — Filter Parameters
5. Select the checkbox next to the column name to display it in the table.

6.
>
Click on the right arrow ( — ) icon to view the input and output variables for the workflow instance.

Figure 56: Running - Inputs/Outputs Variables

The following buttons are displayed at the top right of the page:
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Table 7: Running View — Basic Actions

Buttons Description

Click this button to refresh the page for the currently selected time

G range. Note that the table will not automatically update. To see changes
in workflow instances, you must either use the Refresh button or select

another time range.

Click this button to show all the Input and Output variables for all
ot workflow instances in the table.

Click this button to stop the selected workflow instance(s). This button
Stop selected is enabled only when one or more rows are selected and the workflow
instance is in the Running state.

Click this button to stop all the workflow instance(s). This button is
enabled only when one or more workflow instances are in the Running
or Bookmarked state.

6 Note:

If a workflow instance is stopped in a Bookmarked state, it will remain in a Bookmarked state until
the bookmark is resumed or times out. After that, it will be stopped, and the state will display as
Cancelled.

6.1.3 Debug

After creating a workflow, you can enable debug to ensure the flow works as expected.
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1. On the Workflow Canvas page, click the Debug tab to access the workflow debugger.

The Debug Mode pane is displayed on the right side.
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Figure 57: Debug
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2. Select Start analyzing to begin analyzing and debugging the selected workflow.

The Debug information for each activity is displayed when your workflow is triggered.
For example,

+ If your workflow begins with an Endpoint Ringing trigger, the workflow executes once the call is
received from the selected endpoint.

» If your workflow begins with a Webhook trigger, click Invoke to execute the workflow. This will
display a form where you can enter any input variables passed to your workflow when it starts.

 If there are no input variables, click Run on the form to trigger the workflow.

i Debug mode

Figure 58: Debug mode

Once each activity is executed, a circled number appears with the total execution count. If the activity
contains an error, the circle will be displayed in red.

= ~m » = g .
L ] =1 vz

Figure 59: Circle Numbered Activities Sample
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3. After the workflow is complete, click Stop analyzing to stop the debugger and analyze the data from
the workflow execution.

The Debug mode pane is displayed with the Results section.

0 Debug mode

Figure 60: Debug mode - Results
For more information on the fields, refer to the following table below.

Table 8: Debug Results — Field Description

Field Description

Displays the worker ID that executed this instance of the workflow. This is helpful when
Worker contacting Mitel support for further assistance or to look up additional information about
the workflow's execution.

Results
Displays the information for each activity executed in the workflow. It is used for analysis.
Events
Each activity that is executed will have an Open and a Closed event.
R Displays the HTTP messages received by the activity. It helps to see error messages or
aw o ; .
other detailed information returned in response.
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4. Click on the circled number on the activity to view more details.

The Debug mode pane is displayed with the activity details.

If the event type is Open, the Events section is displayed with all the input and throughput arguments of
the activity.

BodyObject Object
ContentType text/pizin
SenderContactld pamit

Receivers Object

Conversationld

Figure 61: Debug mode — Open Events

If the event type is Closed, the Events section displays all the output and throughput arguments of the
activity.

Success false

Result Object
Conversationld 79755e9e-2745-4512-8e28-7aB034002542

Figure 62: Debug mode — Closed Events

This information can be used to validate that each activity was executed as expected, and if not, it can
be analyzed further.
5. Click Object to view the details of the argument.
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Debugging Multiple Activities:

You can also debug the workflow and its activities simultaneously. For example, if you debug the workflow
and find that one of the activities contains an error, you can debug that activity at the same time as the
workflow to obtain further information.

To debug an activity in a workflow, perform the following steps:

1. Click on the activity in the main workflow.
2. Click the Advanced tab.

The Activity Identifier is displayed below.

E@' # Send chat message

Figure 63: Activity Identifier
3. Click on the activity identifier to open that activity in a new browser tab.
4. In the Workflow canvas, click Debug.
5. Click Start analyzing.
6. Navigate to the main workflow and click Start analyzing.

When your workflow begins executing, the debug information is gathered for the main workflow and the
selected activity.

7. Click Stop analyzing on both the main workflow and the selected activity tabs to stop debugging.

e Note:

To debug one of the activities, the main workflow must be in active debug mode; it is impossible to
start debugging the activity without debugging the main workflow.

This process can be repeated with multiple activities in the workflow simultaneously, so if any activity needs
further detail, it can be debugged simultaneously with the main workflow.

6.2 Basic Operations

This topic describes the information on the basic operations performed in the Workflow Canvas.
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Building Workflows

Mitel Workflow Studio enables the CloudLink administrator to add new workflows or edit/delete existing
workflows using the Workflow Canvas. As an administrator, you can perform the following actions within

the Workflow Canvas:

Table 9: Workflow Canvas — Basic Operations

Operations

Description

Click this icon to edit the name of workflow.

Editor Click this button to edit the existing activities on the workflow page.
Running Click this button to view the execution history of the workflow.
Debug Click this button to troubleshoot issues.

. Click this icon to undo the changes made on the workflow page.
(_“ Click this icon to redo the changes made on the workflow page.
'3
1 Click this icon to import/export the workflow.
Click this icon to view variables-related options and select one of the
following options:
(x)

* Add variable
e Delete variable
e Search variables
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Operations Description

Click this button to update the name, tags, and visibility of the workflow.

&1 Setting

ra Click this icon to expand all the nodes.
L Jd

JL Click this icon to collapse all the nodes.
Tr

Select the option from the list to change the display of the workflow.

e Zoomin

» Zoom out

» Zoom to fit
Foom 100% e Zoom to 50%
» Zoom to 100%
» Zoom to 200%

Using this option, you can zoom in to view a particular section of a larger
workflow.

Click this button to select one of the following options:

» Set run flow as — Select this option to run the workflow as Owner,
Caller, or Identity.

* Invoke flow — Select this option to invoke the arguments to the

Actions = selected workflow and run the results.
» Export as SVG — Select this option to export the workflow as a
scalable vector graphic file (.svg) for better presentation.
» Clone this flow — Select this option to clone the workflow.
» Delete this flow — Select this option to delete the workflow.
Canced Click this button to discard the changes.
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Click this button to save the workflow.

6.2.2 Viewing Workflow

To navigate the Workflow Canvas, press and hold the mouse's left button anywhere on the workflow view

and drag the mouse to display different areas of the workflow.

You can configure activities directly from the workflow page by clicking each one. Clicking an activity brings
it into focus, enabling you to identify and update required changes in complex workflows quickly.

6.2.3 Import a Workflow

You can import a workflow by dragging and dropping, selecting a JSON file from your local folder, or
copying and pasting the flow definition. By default, the Create flow option is used to create a new workflow
with the imported workflow definition. If the definition is imported into the existing workflow, the imported

workflow definition will override the current workflow.

" On the Workflow Canvas page, click ! icon.

The Export/Import popup screen is displayed.

2. In the Import tab, perform one of the following options to import the definition of the flow:

a. Drag and drop the JSON file containing the flow definition in the Import from file field.

b. Click Select your json file to select the JSON file from your local folder.

c. Copy and paste the flow definition under the Paste here section.
3. Click Import.

The selected workflow is imported to the Workflow Canvas.

6.2.4 Export a Workflow

You can export an existing workflow in JSON format.

" On the Workflow Canvas page, click * icon.

The Export/Import popup screen is displayed.

2. In the Export tab, click Export As to export the flow in JSON format.

The selected workflow is downloaded to the local ‘Downloads’ folder.
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6.2.5 Resizing Workflow

You can zoom in or out of the workflow using the mouse wheel. Scroll the mouse wheel up to zoom in,
and scroll the mouse wheel down to zoom out. You can also use the Zoom option at the top of Workflow
Canvas to change the display of the workflow.

6.2.6 Expanding/Collapsing Workflow

You can expand or collapse the nodes in the Workflow canvas. By default, the flow/action will be opened in
collapsed mode.
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Figure 64: Workflow Canvas

The following actions can be performed in Workflow Canvas:

Table 10: Expand/Collapse Actions

Symbol/lcon Action Description

Expand All Click this icon at the top of the page to expand all
A the child nodes in the flow/action.
L d
Collapse All Click this icon at the top of the page to collapse
od b all the nodes in the flow/action and indicate the
Tr number of child nodes in the superscript number.
Expand Node Click the superscript number to expand all the
- @D child nodes for the selected node.
L O L
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Symbol/lcon Action Description

Collapse Node Click the minus symbol to collapse all the child
L-p nodes and indicate the number of child nodes in
LoD} the superscript number.

L3l i

6.3 Activity Wheel

As an administrator, you can access the various activities under Activity Wheel from the Workflow
Canvas.

The Workflow Canvas page displays the list of configured actions under Activity Wheel.
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Figure 65: Activity Wheel

o Note:

For a detailed explanation of each activity, refer to the List of Actions on page 101 section.

6.3.1 Media Activities

The following table describes the details of the various Media activities supported in the Workflow
Canvas:
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Table 11: Media Activities

Dial menu

This activity offers a caller a menu of options, prompting the
caller to select service options by entering a configured digit
or speaking a response. For example, "Press or say 1 for
service and 2 for sales." The workflow will branch to different
activities depending on the caller's selection.

Greeting

This activity allows a caller to provide input by entering a digit
or speaking a response, similar to the Dial menu activity.

It allows the workflow to collect input from the caller and then
process that input for cases that don’t require a selection
menu—for example, collecting speech from the caller and
passing it to an Al Chatbot.

Dial by name

This activity allows customers to find a specific employee in
your company directory and then be automatically transferred
to that person. Customers search the directory by entering
two or more characters in the user’s name through the
customer’s telephone keypad or by speaking the user's
name. It is possible to exclude users such as the company
CEO from the search results.

Transfer

This activity transfers an active call to the provided
destination.

If the call is being transferred to a MiCC queue, data can be
sent to MiCC along with it. See the Send MiCC Data activity
for more information.

Make call

This activity makes an outbound call to the configured
destination from another device. Passing in an alternate From
Name to the Make Call activity can override the calling party
name.

Answer

&
O
S

This activity answers an inbound, ringing call. It is typically
used with an Endpoint Ringing trigger.
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Activity Name Icon Description

This activity ends an active call being handled by the

Hang up call workflow.

This activity lets the caller record a short audio message for
the configured number of seconds. A beep tone will play,

Record audio and the caller can record a message. The activity can be

message configured to hang up the call after the recording completes
or allow the call to continue.
Voice calls can be tagged with identifying information, such
as data about the caller, that is looked up and attached to the
Get call tag

call. This activity retrieves data for a specific call, which can
be used in the workflow.

© 0 06

6.3.2 User Management Activities

The following table describes the details of the various User Management activities supported in the
Workflow Canvas:

Table 12: User Management Activities

Activity Name Description

This activity retrieves a CloudLink user based on the user ID,

Get user . !
email address, or mobile number.

This activity retrieves one or more CloudLink users or PBX
contacts matching a provided search term, such as a name
or mobile number. The search term can be characters
corresponding to a dial keypad or the actual name or number
value. An array of matching users and contacts are returned.

Search users

This activity retrieves or sets CloudLink presence for one or
more selected users. Presence can be set to any predefined
values, and an optional reason can be provided. The
retrieved or set presence values are returned in an array.

User presence

® ©® O
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6.3.3 Developer Activities

The following table describes the details of the various Developer activities supported in the Workflow
Canvas:

Table 13: Developer Activities

Activity Name Description

This activity configures conditions that branch the workflow,
adds one or more branches, and groups multiple branches.
This allows the workflow to take different actions depending
on the customer’s actions or the data received.

Condition

This activity sets the value of variables in the workflow. For

Set variables more information, refer to the Variables topic.

This activity allows you to configure the HTTP activity to
access RESTful Web APlIs in your workflow. You can send
requests using HTTP to web services to retrieve or update
data. The HTTP activity encapsulates the header and body of
the API request, making it easy to use within your workflow.

HTTP request

© e

Lo — This activity adds log messages, which provide additional
9 E information for debugging a flow.
Terminate This activity allows you to stop the workflow execution
completely.
E_"\ This activity allows the workflow to iterate through an array
For each and execute activities on each item.
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Activity Name

Description

)

This activity allows you to redirect the flow of a workflow. The
workflow will continue executing the activities as indicated in
this activity.

Go to

This activity breaks the workflow from the current logical
flow. This is commonly used with a For Each activity to stop
iterating through the array and continue the workflow before
all items are evaluated.

Break

This activity allows you to delay or pause the workflow for
a specified number of milliseconds (1000 milliseconds = 1
second).

Delay

This activity breaks from the current logical flow and
continues at the next iteration of a loop. It is commonly used
with a For Each activity to stop the current iteration and
continue with the next entry in the array.

Continue

This activity pauses the workflow for a specified time while
waiting for an action. If the action does not occur before the
configured timeout value, the workflow resumes.

Bookmark

@0 ® 0 6

This activity opens a new session for the workflow based

on an identifier, such as a call ID or session ID. This is
typically used in conjunction with a Bookmark activity. When
the Open Session activity is executed, it will check if an
existing session exists for the workflow running with the same
identifier. If so, that session is resumed, and the existing
Bookmark exits. Otherwise, a new session is created.

Open session

This activity supports native JavaScript functions
implemented directly in the JavaScript engine and does not
require additional libraries. It can perform basic functions
such as formatting or parsing data. The activity has access
to all the workflow variables and can return a result to the
workflow, along with additional data, when it is complete.

JavaScript

®
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Activity Name Description

If the workflow requires CloudLink notifications, the Subscribe
activity can specify the topic, subject, and method, along with
a filter for specific notification events. For example, to monitor

CIOUdI'.nk the state of a call at an endpoint, the workflow can use this
subscribe L : P ; .
activity to receive notifications from platform-api-media for
that specific endpoint and call. Refer to the CloudLink API
documentation for further details.
This activity cancels a subscription set up for CloudLink
Cloudlink notifications through a Subscribe activity. The Subscribe

activity returns the Subscription ID(s), which is passed to
the Unsubscribe activity to stop receiving the requested
CloudLink notifications.

unsubscribe

This activity executes two or more branches in a workflow
simultaneously. Each branch executes simultaneously, and
the workflow waits for all branches to complete or one of the
branches to complete, depending on the configuration of the
Parallel activity.

Parallel

This activity creates two branches: the "Try" branch will
execute, and the workflow will continue with the "Catch"
branch if an error is encountered. This allows you to add error
handling to your script.

Try-Catch

This activity causes a workflow to repeat activities until a
condition is met. For example, while the variable count < 3,
continue to repeat an activity and increment count. It can be
executed in two different modes. "While" mode evaluates the
condition first, and the loop is not executed if it is already met.
"Do While" mode executes the loop and then evaluates the

While condition, so it is guaranteed to execute it at least once.

® 006 ©

This activity is used with a Continue or Break activity to return
to the While activity and evaluate the condition or break out of
the While loop. This activity should be used carefully so that
an infinite loop is not created.

6.3.4 Routing Activities

The following table describes the details of the various Routing activities supported in the Workflow
Canvas:
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Table 14: Routing Activities

This activity allows you to set the working hours and holiday
schedules for your organization.

Schedule
If your account has Google integration, the Google Places

API can automatically retrieve the working hours of the
selected organization.

This activity turns on or off emergency mode for your
account, allowing you to route interactions differently based
on the configured setting.

Emergency mode

This activity allows you to look up a phone number to
determine the approximate location attributes of the caller.

Phone number
lookup

00

6.3.5 MCX Activities

Prerequisites: CloudLink Daemon is required to run the MCX Activities.
The following table describes the details of the various MCX activities supported in the Workflow Canvas:

Table 15: MCX Activities

Activity Name Description

This activity retrieves the current aggregate state for a MCX
employee and an optional reason. The state can be any of
the following values: Unknown, Available, Busy, Do Not
Disturb, Away, or Offline.

MCX get
employee state

This activity sets the aggregate state for a MCX employee
with an optional reason. The state can be any of the
following values: Unknown, Available, Busy, Do Not Disturb,
Away, or Offline.

employee state

MCX change @
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Activity Name Description

This activity retrieves the current real-time statistics for a

MCX get queue MCX queue, including the number of available agents, the
state number of idle agents, the number of waiting conversations,
and whether the queue is in a Do Not Disturb state.
This activity sets or retrieves the current emergency setting of
MCX port state a MCX hunt group, extension, or media server. If the device

is in emergency mode, alternate routing choices can be used
in MCX, such as when there is an extreme weather situation.

This activity sends an Open Media request to the MCX
system to be routed to an MCX agent. The request can be
any type of data object, such as a social media message.

MCX route open
media

This activity sends selected variables to MCX when a call is
transferred. It allows the user to select which of the workflow
variables will be sent to MCX, and then, when a call is
transferred, the selected variables are sent along with the
call.

MCX send data

This activity adds a callback to the MCX system, which

can be routed to an MCX agent. The customer’s name and
number can be specified, as well as the callback destination
number. It is required to specify the MCX media server that
will handle the callback, as well as the subroutine in MCX that
will handle the callback routing.

MCX callback

6.3.6 Messaging Activities

The following table describes the details of the various Messaging activities supported in the Workflow
Canvas:
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Table 16: Messaging Activities

Activity Name Description

Create chat
stream

This activity creates a new chat stream for a chat
conversation.

This activity sends a chat message to all users in an existing
chat conversation or creates a new conversation to send a
direct message to selected users. The content type of the
message is commonly text or HTML, but other advanced
options are available, including Action Card, Location, Missed
Call, Voicemail, or System Message.

Send chat
message

This activity sends a question to an existing chat
conversation and returns the answer received. A timeout
value can be configured to complete the activity if an answer
is not received within the timeout period (default is 60
seconds).

Ask

This activity adds one or more participants to an existing
chat conversation. The users can be added as guests or full
participants. If the participant is not added as a guest, it is
validated as a CloudLink user or client.

Add participant

This activity adds tags to an existing conversation. Tags can

Tag chat be used to categorize chat conversations.

This activity deletes an existing chat conversation. Messages

Delete chat will no longer be accepted for chat conversations.

@00 6 0 6
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Activity Name Description

The contents of an existing chat conversation can be
captured in HTML format. This activity allows the number of
days to be selected for the transcript.

Create chat
transcript o Note:

The workflow creator must be a member of the
conversation to use this activity.

This activity allows the workflow to add a new attachment to
a chat conversation or update an existing attachment. The
name and type of attachment can be specified. A URL can be
configured to retrieve the attachment. It can be specified in
the activity in a Base64 encoded buffer.

Create or update
attachment

o Note:

The workflow creator must be a member of the
conversation to use this activity.

6.3.7 Integration Activities

The following table describes the details of the various Integration activities supported in the Workflow
Canvas:

Table 17: Integration Activities

Activity Name Description

Office 365 Integration

For Outlook Integration procedure, refer to the Outlook Integration (Essential) on page 288 section.

This activity sends an email through Office 365 to selected
Office 365 email addresses. A connection must first be configured to
Outlook — Send O Microsoft Office 365 — Outlook from Workflow to use this
email activity. The email content, recipients (including CC and BCC
recipients), and email attachments can be specified.
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Activity Name Description

Twilio Integration

For Twilio Integration procedure, refer to the Twilio Integration (Premier) on page 300 section.

- This activity sends an SMS message from a Twilio account to
Twilio send e . 2 :
message a specified number. To use this activity, a connection must be
9 configured to Twilio.

CM.com Integration

For CM.com Integration procedure, refer to the CM.com Integration (Premier) on page 232 section.

CM.com send

to a specified number. A connection must be configured to
message

@ This activity sends an SMS message from a CM.com account
CM.com to use this activity.

OpenAl Assistants Integration

For OpenAl Assistants Integration procedure, refer to the OpenAl Assistants Integration (Premier) on
page 282 section.

For an existing OpenAl connection, this activity can send a
message to the ChatGPT chatbot and receive a response.
The message to be sent and the model to interpret the
message are input values to the activity. For details on the
supported model options, refer to the OpenAl documentation.
The activity returns the response as a string; the full response
is in JSON format.

ChatGPT

To use this activity, a connection must be configured to
OpenAl.
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Activity Name Description

This activity enables the workflow to use the OpenAl
Assistants API to build an artificial intelligence (Al) assistant
into your workflow. It allows instructions to be sent to the

o Al, as well as requests which the Al assistant responds
Pe.nAI @ to. For more details, refer to the OpenAl Assistants API
Assistants documentation.
To use this activity, a connection must be configured to
OpenAl.
This activity plays a message using one of the OpenAl text-
OpenAl Text-to- to-speech voices. If the speech is collected from the caller, it
speech will wait for the user to respond and return the response from
the user in the activity response output variable.

OvenAl Speech- This activity transcribes an audio file and has the ability to
p P @ translate the audio file into OpenAl supported languages. For

to-text more details, refer the OpenAl documentation.

Microsoft Graph Integration

For Microsoft Graph Integration procedure, refer to the Microsoft Graph Integration (Premier) on page
268 section.

This activity can be used for an existing Microsoft Graph API
connection to look up a user defined on the Microsoft Azure
system. A filter is passed to the activity as an input value to
provide search details for the user, such as mail ID or User
Principal Name. If a user is found matching the provided
filter, the activity returns a JSON-formatted response with the

Teams find user user’s details.

For Azure permissions, refer to the Microsoft Azure
Integration section.

A connection must be configured to Microsoft Graph API to
use this activity.
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Activity Name Description

For an existing Microsoft Graph API connection, this activity
can be used to set, retrieve or clear the presence of a user
defined on the Microsoft Azure system. The user’s ID is

an input value to the activity, along with an action value
indicating Set, Get or Clear presence. If Set presence is
requested, the formatted body of the request must also be
provided to the activity to specify the presence value, as
shown below:

{

"sessionld": "22553876-f5ab-4529-bffb-cfe50aa89f87",

"availability": "Available",

Teams presence
"activity": "Available",

"expirationDuration": "PT1H"

}

Refer to the Microsoft Graph REST APl documentation for
details on the options for setting presence.

For Azure permissions, refer to the Microsoft Azure
Integration section.

A connection must be configured to Microsoft Graph API to
use this activity.
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Activity Name Description

For an existing Microsoft Graph API connection, this activity
can be used to send a message to an existing channel (or
conversation) for a team. The Team ID, Channel Name,

and Message content are input values to the activity. The
Message must be sent in JSON format. An example is shown

below:

{

"body": {
Send message
to MS Teams "content": "Hello World"
channel

}

Refer to the Microsoft Graph REST APl documentation for
additional details.

For Azure permissions, refer to the Microsoft Azure
Integration section.

A connection must be configured to Microsoft Graph API to
use this activity.

This activity uploads a file to a specified location on One
Drive.

OneDrive - File
upload

For Azure permissions, refer to the Microsoft Azure
Integration section.

A connection must be configured to Microsoft Graph API to
use this activity.

This activity allows the workflow to retrieve the contents of
a .pdf, .txt, or .docx file that exists on a One Drive account.

OneDrive - Get
file contents

For Azure permissions, refer to the Microsoft Azure
Integration section.

A connection must be configured to Microsoft Graph API to
use this activity.
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Activity Name Description

This activity allows the workflow to retrieve data from a table
in an Excel workbook.

Excel get table For Azure permissions, refer to the Microsoft Azure

rows Integration section.
A connection must be configured to Microsoft Graph API to
use this activity.
This activity allows the workflow to add, update or delete data
in a table defined in an Excel workbook.

Excel add, For Azure permissions, refer to the Microsoft Azure

update or delete . )
Integration section.

table rows

A connection must be configured to Microsoft Graph API to
use this activity.

This activity looks up a specific date and time period on the
user's calendar in the Microsoft Azure system to determine

Get calendar . if the user is available. If the user is not available, alternate
-

availability

times can be returned.

For Azure permissions, refer to the Microsoft Azure
Integration section.

This activity sets a new event in the user's calendar on the

Microsoft Azure system for a specific date and time period.
Set calendar

event . .
For Azure permissions, refer to the Microsoft Azure

Integration section.

Google Integration

For Google Integration procedure, refer to the OpenAl Assistants Integration (Premier) on page 282

section.
Google Drive - This activity uploads a file from a shared URL to a location
File upload specified on a Google Drive.
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Activity Name Description

Google Drive -

Get file contents that exist in a Google Drive account. The supported files

@ This activity returns the contents of any selected files
are .pdf, .txt or .docx.

Salesforce Integration

For Salesforce Integration procedure, refer to the Salesforce Integration (Premier) on page 296
section.

This activity allows the workflow to create, update, or delete
a record from a Salesforce database. The record type, record

Salesforce ID, and request information are specified in the activity.

create, update or
delete record

To use this activity, a connection must be configured to
Salesforce.

This activ