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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 script is an example of how to provide some indirect integration between 2 IPCC Express servers.  This script is designed to be used in conjunction with “check_stats_B.aef”.

Instructions for Use

This script, check_Stats_A is used in conjunction with the script check_Stats_B.aef, The scripts would be deployed on 2 CRS servers to facilitate a look ahead check on a queue in a different server. Check_Stats_A will play Welcome_Prompt then do a Select Resource step on CSQ_ONE_A.  If there are no available agents, it goes to the queued branch.  In the queued branch, it gets expected wait time and number of available agents in CRS A and B.  If any agents are ready in B, redirect to CRS_B_Route_Point.  If not, The expected wait times are compared. If lower in CRS B, redirect to CRS_B_Route_Point. If lower in A, call stays in queue in A.

To Deploy:

1. Create CSQ's in CRS A and B with resources.

2. Create an app in A, with check_Stats_A, and an app in B, with a standard IPCC Express script.

3. Assign them JTAPI triggers.

4. Add an App in CRS B with check_Stats_B and assign an HTTP trigger.  This trigger should match the app parameter "trigger_On_CRS_B" that you set in the check_Stats_A app in CRS A.

5. You must create an xml file as: c:\templates\icdstats-template.xml.  Paste the following text into the file:

<?xml version="1.0" standalone="yes"?>

<ICDSTATS>

   <AGENTS_AVAIL>%agentsAvail%</AGENTS_AVAIL>

   <EXPECT_WTG>%expectWait%</EXPECT_WTG>

</ICDSTATS>

6.  You can test the http app by opening a browser and entering:

http://<CRSB>:8080/<trigger>

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 – check_Stats_A.aef Steps
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Figure 2 – – check_Stats_A.aef  Variables
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Step Descriptions:

Play Prompt

This step plays the initial “Welcome_Prompt” Prompt for the IPCC Express system.  In this script, we are using the built-in “ICDWelcome.wav” prompt, but this is a Parameter variable and can be customized at the time of loading the application.

Select Resource

This step now attempts to select a Resource from the Contact Service Queue (CSQ) “CSQ_One_A”, which is a String variable with the Parameter attribute set.  This allows you to define the CSQ at the time the application is loaded.

Connected

Contact is connected to resource in this step, and script completes.

Queued

Contact is queued for a resource.

Label – check_Both_Queues

This Label step is used to identify the start of our queue check in the two systems.  We will loop back to this step later in the script.

Create URL Document

This step is the first in creating a document object that will gather statistics from the other CRS machine so that we can take action based on that information.  This step creates the “CRS_B_Stats” Document variable from a “Get” action on the URL referenced by the “trigger_On_CRS_B” String variable.  This variable is set to the intial value http://<server_IP>:8080/<trigger>.  The variable is a Parameter, and the assumption is that when the application is loaded, the string will be populated with valid values for “<server_IP>” and “<trigger>”.  This step will ultimately write the response to the Get to our document variable.  The information will be stats gathered by the “Check_stats_B.aef” application which is called from the HTTP trigger.

Create XML Document

This step now converts the results of the previous URL document into an XML document, using the same Document variable CRS_B_Stats.

Extract XML Document Data

This step is the first of two which actually pulls the data from the requested document.  This step pulls the Expected Wait Time data using the XML Path: “/descendant::ICDSTATS/child::EXPECT_WTG”, and writes the value to the “expected_Wait_CRS_B” Integer variable.

Extract XML Document Data

This second extract data step pulls the Available Agents from the XML document using the XML Path: “/descendant::ICDSTATS/child::AGENTS_AVAIL”, and writes the value to the “available_Agents_CRS_B” Integer variable.

Get Reporting Statistic

This step is now the first of two that pulls local CRS data from the “A” machine.  This step pulls the local Expected Wait Time for CSQ_One_A, our CSQ variable, and writes the value to the “expected_Wait_CRS_A” Integer variable.

Get Reporting Statistic

This step pulls the Ready Resources for CSQ_One_A and writes the value to the “available_Agents_CRS_A” Integer variable.  ***IS THIS STEP NECESSARY?  If there are agents available in CRS A in the CSQ we are already queued to, won’t the call simply be delivered to an Agent in that CSQ?***

If

This step performs a check to see if there are agents available on CRS B.  If there are, we want to send the active contact there, since we assume it will be answered.

True

Goto – Queue_CRS_B

This sends the script to the Label “Queue_CRS_B”, which performs a Redirect to send the call to a JTAPI Trigger on CRS B.

False

If

If we reached this step, then there are no available agents.  Now we compare the Expected Wait Time values of the two systems to see if it might still make sense to send the call to CRS B.

True

Goto – Queue_CRS_B

This sends the script to the Label “Queue_CRS_B”, which performs a Redirect to send the call to a JTAPI Trigger on CRS B.

False

No action taken.  Proceeds to next step in script.

If

The purpose of this If step is to determine whether this is the contact’s initial entry into the queue, or if they have already completed the first “queue loop”.  The reason is simply to provide a mechanism for custom prompts.  We check the value of the “loop_Counter” Integer variable to see if its current value is the initial value of 0.

True

Play Prompt

If the loop_Counter is 0, then this caller has just entered the queue, and we will play the prompt specified in the “queue_Message_One” Prompt variable.  This variable is initially set to the built-in prompt “ICDQueue.wav”, but it is a Parameter and can be set at the time the application is loaded.  It is assumed this prompt would be a “welcome” prompt for initial queue entry.

False

Play Prompt

This step will play the prompt specified in the “queue_Message_Two” Prompt variable, which is also a Parameter.  This variable is initially also set to the “ICDQueue.wav” prompt, but it is assumed that this prompt would be something that tells the caller to “continue holding”, etc.

Call Hold

This places the active call on hold in order to provide MOH from CallManager as queue music.

Delay

This step simply delays the processing of the script for the number of seconds specified by the “delay_Between_Prompts” Integer variable, which is initially set to 30.  Since the caller is on hold at this point, they would hear 30 seconds of MOH.

Call Unhold

This retrieves the current call from the Hold state.  This is required in order to take any action on the call or play any media to the caller.

Increment

This step increments the loop_Counter variable.

Goto – check_Both_Queues

This step sends the script back to the check_Both_Queues Label step to repeat the process of checking for available agents or Expected Wait Time on CRS B and comparing that to CRS A.

Label – Queue_CRS_B

This step defines the start of the steps that send the active call to CRS B for treatment if it has been determined that there is an available agent there, or that the Expected Wait Time is less than it is currently on CRS A.

Call Redirect

This step redirects the active call to the extension defined in the “CRS_B_Route_Point” String variable.  This is initially set to “0”, but the variable is a Parameter which should be specified at the time of loading the application.  This should be the JTAPI Trigger on CRS B that calls the “Check_stats_B.aef” application.

Successful

This step is executed if the redirect operation is successful based on JTAPI messaging.

Dequeue

This step dequeues the active call from the CSQ_One_A CSQ, in order to identify it as a call that was transferred to CRS B.

Set Contact Info

This step sets the “Handled” flag for this call so that it is not counted as Abandoned.

End

Goto – check_Both_Queues

This step simply returns the call to the beginning of the queue loop in the event that there is some failure in the redirect.  This keeps the call in the current CSQ_One_A CSQ.

End
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