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Introduction
The purpose of this document is to describe the structure and intended use or uses of the accompanying script.

License & Copyright Information
This script is offered “AS-IS”. While the script is functional in its delivered form, has been tested, and can be used as is, CISCO DISCLAIMS ALL WARRANTIES, EXPRESS OR IMPLIED, relating to the script. You may use this script at your own risk, provided you agree that Cisco shall have no liability for damages of any kind, including, but not limited to direct, incidental or consequential damages, relating to your use of the script. You and you alone are responsible for final deliverables to your customers.
Obtaining Technical Assistance

Technical assistance is not available for this individual script. It is intended to be a sample that can be easily modified to suit a particular need, as well as provide a visual “how to” for CRS Application developers. 

Should you require assistance in the development of your own script, there are several avenues available to you. First, you may solicit aid from the CRS support mailer alias, ask-icd-ivr-support@external.cisco.com. 

If the issue is with your CRS system as a whole (e.g.: Subsystems out of service, CRS installation issues, etc) and you have a valid support contract, please open a TAC case by calling 800-553-2447. For faster assistance, please open a case on the web at http://tools.cisco.com/ServiceRequestTool/create/launch.do by clicking the “Create a new TAC Service Request” link.

Assumptions
The reader of this document and user of its accompanying CRS Application Editor script file (.aef) is assumed to be familiar with the CRS product suite and the Application Editor.  It is assumed that the reader understands the configuration requirements necessary to utilize the script as explained in this document.
Script Details
Purpose

This App is designed to allow for an agent to trigger an http app  upon disconnect of an ICD call and submit a string, via web form,  that gets associated to the call . 
Key Points:

CRS sends the SessionID/Sequence number to CAD via Enterprise Data.

A CAD Workflow is set to execute an instance of Internet Explorer and call a jsp.

The jsp is hosted on the CRS Tomcat port 9080.

The jsp retrieves the sessionID/Seq number and presents a form to the browser.

The Agent Enters a ticket number and presses submit.

The CRS script is triggered with the ticket number and SessionID/Sequence Number.

It then does a DB Write to insert the ticket into the External DB. Then sends a response back to the browser.

.
Instructions for Use

1. Add below  Enterprise Data from WEB CDA 

2=sessionID

2. Add this enterprise variable in default layout

Workflow in Desktop Admin:

3. In Desktop Administrator select Workflow.

     In events, select Dropped.

4. Add a Rule called ticket and add an action called ticketEntry. 

5. Select launch external application and enter:

C:\Program Files\Internet Explorer\IEXPLORE.EXE http://<UCCX_IP>:9080/ticket.jsp?

Move sessionID over to the arguments column.

6. Develop an application using ICD.aef (to set the enterprise data before connecting the ICD call )and add a trigger.

7. Develop a application using submit ticket .aef and add a http trigger for that application called  /ticket

8. Upload ticket.jsp from document management after updating the uccx_ip in form action.

9. Install SQL data base and added a table named ContactCallDetail  ( Sting Ticketno,  String SessionID,  int SessionSeqNo)

10.. Copy the attached html file in /var/tmp location
Detailed Script Description
This section details each step of the script. The Start, End and Annotate steps will not be described, as they are self-explanatory. The following two images illustrate the entire script and the Variable pane from the CRS Application Editor and can be useful for reference purposes.

Figure 1 – submit_ticket.aef Steps
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Get HTTP Contact
This step will get the “ticket” and “sessionID” variables that are passed in as parameters that are sent from the calling browser.
Execute Java Method – length()
This step uses the built-in “public int length()” function to read the length of the sessionID string received as a parameter in the Get HTTP Contact step.

If

This step checks to see if the length is greater than 0.

True Falls Through under the premise that it’s a non null sessionID string.


False It’s considered to be an error and jumps to the No Session ID label.

Execute Java Method – substring(int,int)

This step sets the “sessionID_String” String variable to the value of the sessionID variable starting at position 0 through the 11th position.

Execute Java Method – substring(int)

This step sets the “sequence_String” String variable to the value of the sessionID variable starting at position 12 through the end of the string.

Execute Java Method – integer parseInt(string, 16)
Convert hexadecimal digit to decimal .
DB Write

Successful - This step will write the string received in the get http step as parameter “ticket” to the a table called contact call details(MS SQL DB)  along with sessionID & Sequence number.
Create Document Step
If the DB Write step was successful, it creates a document object from the ticket_Confirm.html.


Text Substitution For Keywords
This step performs a text substitution on %ticket% in the doc object created from the html file.
Send Response 

This step will send the document object back to the calling browser confirming the ticket entry was good.


End

Connection Not Available

Fall Through
No SQL Data


Fall Through

Label – No Session ID

Create Document Step

If the DB Write step was successful, it creates a document object from the ticket_not_Confirmed.html.



Text Substitution For Keywords
This step performs a text substitution on %ticket% in the doc object created from the html file.

Send Response 

This step will send the document object back to the calling browser confirming the ticket entry was not successful.

End

Corporate Headquarters: Cisco Systems, Inc., 170 West Tasman Drive, San Jose, CA 95134-1706 USA

Copyright © 2004 Cisco Systems, Inc. All rights reserved.


