Cisco — Detection of a Disconnected Call in an IPCC Express Script

Table of Contents

Detection of a DisconnectedCall in an IPCC EXPreSSSCHPL.....ccciiviiiieiieeeeeeee e, 1
DOCUMENID . B3440. .. .. ettt ettt e e et et e et et s e s e e e e ea e e b e e bt et st s s s e s eaeebeensaasransansens 1

a0 [U o110 F TR

[ (=10 [0 1S 10= SRS PUURPPRRP
L0 [ LT 1= ]G PP
(@10 101 0T0] L=y ] K3 T o PP 1
(OF0 81 VZ=] 01110 81T :
= Tod (o [0 11 1o PP
e (o LT @011 o ) R
NetProDiscussiorForums— FeaturedCONVEISALIONS ... ....uuuieierieeiieieeeeeei e e e et s e e sera e e sesaeessersesessrneeeees 4
[T F=1C=T0 11100 AT (10) o N A



Detection of a Disconnected Call in an IPCC
Express Script

Document ID: 63449

Introduction
Prerequisites
Requirements
Components Used
Conventions
Background
Flow Control
NetPro Discussion Forums — Featured Conversations
Related Information

Introduction

This document describes a script used for detection of a disconnected call in the Cisco IP Contact Center
(IPCC) Express script with the On Exception Goto step in a IPCC Express environment.

Note: The On Exception Goto step should never be used when CRS is installed as an IP-IVR or
QueueManager, as it will cause call routing issues in an IPCC Enterprise environment. Only use the On

Exception Goto step for IPCC Express scripts or scripts that do not involve ICM Translation—Routing / ICM
Post—Routing applications.

Prerequisites

Requirements
Readers of this document should have knowledge of these topics:
« Cisco CallManager

« Cisco Customer Response Solutions (CRS)
 Cisco CRS Editor

Components Used
The information in this document is based on these software and hardware versions:

« Cisco CallManager version 3.x and later
« Cisco CRS version 3.x and later

The information in this document was created from the devices in a specific lab environment. All of the

devices used in this document started with a cleared (default) configuration. If your network is live, make sul
that you understand the potential impact of any command.
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Conventions

For more information on document conventions, refer to the Cisco Technical Tips Conventions.

Background

Use the On Exception Goto step to determine problems that may occur while the script is executed and allo
a graceful exit from the problem. Any script steps can be included in the Exception Flow branch used to
respond to the exception.

When the caller hangs up, the contact with the agent is terminated. An exception named
ContactlnactiveException is created. The On Exception Goto step can be used to determine this exception,
indicated by the A arrow in Figure 1. The On Exception Goto step relies on the termination of the contact,
and the ContactlnactiveException triggers this step. This step catches the exception and go to the label
specified, as shown by B in Figure 1. Under the label, one can execute any other script steps, which do not
rely on the contact between the agent and the caller, such as Document steps, Database steps, and more.

Figure 1. On Exception Goto

On Exception Goto m
General |

Choose the exception from the list.

com.cisco.executor.ExecutorE xception ;'
com.cisco.doc. DocumentNotFoundE xception

com.cisco.grammar. UndefinedGrammarE xception

[com.cisco.contact ContactinactiveE xception  |d—— A
com.cisco.w.subsystems.gedT25. UnsupportediediaT ypePromptE xception —
com.cisco.wl. subsystems.ged125. Unsupportedi ediaProtocolPromptE sception LI

Choose the label from the list. l B
queuelLoop ;]

Save root cause [optional).

| =l

oK | Apply | Cancell Help |

Use the On Exception Clear step to cancel this exception inside the destination label, as shown in Figure 2.
This avoids a potential continuous loop.

Figure 2: On Exception Clear
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On Exception Clear E3

General |

Clear the exception from the list.

com.cisco.executor.ExecutorE xception ﬂ

com.cisco.doc. DocumentNotFoundE xception

com.cisco.grammar. UndefinedGrammarE xception

fzom. cisco.contact. ContactinactiveE xception

com.cisco.wl.subsystems.ged125.UnsupportediediaT ypePromptExcep__g

com.cisco.wl.subsystems.ged125. Unsupportedi ediaProtocolPromptE x¢ <
> |

npn riscn wk dialnn InvalidéssdinF armatF centinn |
4

oK Apply Cancel | Help |

Flow Control

The IP IVR script, shown in Figure 3, is not a production script. It is provided purely for description purposes
Typically, this script answers the call, plays a prompt, and records a message. The flow control follows:

» Answer the call
» Record the message and create a file
* Play the recorded message

» Create an e-mail with an attached file (message just recorded)
» Send the e-mail

In an abnormal termination, ContactlnactiveException is generated and the control passes to LABELO,
indicated by the A arrow in Figure 3. Under LABELDO, issue On Exception Clear to cancel the
ContactlnactiveException, shown by the B arrow in Figure 3.

If the caller hangs up after the message is recorded, the subsequent flow follows:
1. Write Document step (record) is executed until it reaches Play Prompt step.
2. Execute the On Exception Goto step. Control passes to LABELO.
3. Execute the On Exception Clear step to cancel the outstanding ContactlnactiveException.
4. Steps after On Exception Clear continue to execute.

Figure 3: Sample IP IVR Script
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- fiy Start

ﬁf Accept [contact: --Triggering Contact--)
-- /* This script will answer ~ */
' Q[Dn E xception[ContactinactiveE xception) Goto LABELOD I +— A
= & Recording [contact: --Triggering Contact--, result document: customerCallDoc)
=Y Successhul
i B3 Set customerCallwav = customerCallFolder + customerCallw/av
Write Document [Filename = customerCallw/av |
Play Prompt (contact: --Triggering Contact--, prompt: P[] + customerCallDoc)
. @ Goto LABEL1
7 Unsuccessful
‘ @ LABELD:
i w Clear Exception[ContactinactiveE xception) +—B
) LABELT:
# Create eMail using customerCallE mail_var
= @* Attach To eMail using customerCallE mail_var
=Y Successhul
i = :& Send eMail using customerCallEmail_var to customerCallDestination
L} Successhul

ﬁ Failed
Y7 Failed
A% End

NetPro Discussion Forums — Featured Conversations

Networking Professionals Connection is a forum for networking professionals to share questions, suggestiot
and information about networking solutions, products, and technologies. The featured links are some of the
most recent conversations available in this technology.

NetPro Discussion Forums — Featured Conversations for Customer Contact Software
IP Communications and Video: Contact Center

Related Information

» Technical Support — Cisco Systems
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