Contact Center Prompt Recording Application
Application Overview:
The Prompt Management Script, allows customers to be able to change prompts on the fly utilizing the IVR application.  Customers want the ability to change prompts easily whether it is for a simple change, an emergency situation, closing the call center for bad weather, or a holiday.

Operation Overview:
1. This script is based on a single directory in the repository for storing the prompts.  When the customer calls into the IVR interface they are prompted for a four digit password pin to authenticate users before allowing them to make changes to the prompts. The default PIN used is “7878” and the default length is four.  Each of these variables can be changed on AppAdmin web page.  The system will allow three tries for entering the password.  After three tries it will terminate the call.
2. When dialing into the prompt management script, there are 2 options to choose from.  First option is to record prompts and the second is to listen to currently recorded prompts.

3. When you choose the first option to record prompts you will first be prompted to record your message followed by the pound key (#).  Once you are done recording, you will have three options to choose from.  The first option is to listen to what you have just recorded.  The second option is to save what you have recorded. The third option is to re-record.
a. When you choose to save the prompt, it will ask for a 4 digit number and then for confirmation to save.  Upon confirmation on saving the prompt, it will be automatically uploaded to the repository and possibly replace the previous recording for the prompt number. This upload is done by a configured user in the script. Once a prompt is successfully uploaded, the system will play “Your prompt was successfully saved.  You may disconnect if finished or continue to record an additional prompt”.
b. It will then loop back up to asking you to record your message.  (Pressing the “*” key will take you back to the main menu.)

4. When you choose the second option of the main menu, it will ask you for the prompt number you wish to listen to.  After listening to a prompt the script will ask you for another prompt number or you can press the “*” key to take you back to the main menu.

5. When designing a call flow it is best to document each step with the customer using such programs as Microsoft’s Visio. This documentation allows your customer to better understand each step and to make sure the script is meeting all of their requirements. For a partner who is designing the call flow, it allows you to get a sign-off on the call flow to help alleviate changes and scope creep.  
6. We will be using the call flow below (Figure 1.1) throughout our documentation.
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Figure 1.1

7. When designing your call flow, document each point where a prompt is needed.  Label each prompt with a four digit prompt number that you will use within your scripting. In Figure 1.1 there are five prompts that will need to be recorded.  Below is an example of the verbiage for the five prompts based on the call flow.

Example Prompts:
1101 – Thank you for calling Cisco Systems
1102 – For Pre-Sales please press one, for Technical Support please press two, for Contract Support please press three, for Partner Support please press four, for the operator please press zero.
1103 – For Unified Communications please press one, for Security please press two, for Routers please press three, for Switches please press four, to return to the main menu please press nine.
1104 – For a Network Down Emergency please press one, for an Existing Case please press two, for a New Case please press three, to return to the main menu please press nine.
1105 – You have reached us after normal business hours.  Our normal hours are 8 to 5 Pacific Time Monday through Friday.  Please call us back during normal business hours.
Technical Overview:

At the end of this section is a complete script layout along with a description for each step and its functionality.  A list of all the variables used in this script along with their values is listed below the script layout.

Installation

Create a User

To begin the script installation you will need to configure a user in your Call Manager.  This user will be used to upload the saved recording prompts and changes to the Holiday schedule to the repository.

1. Create and save an end user with a password in the Call Manager.

a. Launch the Cisco Communication Manager (https://x.x.x.x/ccmadmin)

b. Choose “User Management”

c. Choose “End User”

d. Click on “Add”

e. Add a user with a user ID of “ipccadmin” and password of “web@dmin”

[image: image9.wmf]WELOME PROMT

Main Menu 

   1 

–

 Pre

-

Sales

   2

-

 

Technical Support

   3

-

 

Contract Support

   4

-

 

Partner Support

   0 

-

 

Operator

Cisco Systems

Prompt 

1101

Customer

Dial 

4321

Manual Flag 

Set

Day of Week

Time of Day

NO

Set to 

Closed

Set to 

Open

Mon

-

Fri

Sat or Sun

Closed 

Hours

Open 

Hours

Closed Greeting

Holiday Check

NO

YES

Prompt 

1102

Prompt 

1105

Pre

-

Sales Menu 

   1 

–

 Unified Communications

   2

-

 

Security

   3

-

 

Routers

   4

-

 

Switches

   9 

–

 Main Menu

Prompt 

1103

Technical Support Menu 

   1 

–

 Network Emergency

   2

-

 

Existing Case

   3

-

 

New Case

   9 

–

 Main Menu

Prompt 

1104

Transfer to Ext XXXX

Transfer to Ext XXXX

Transfer to Ext XXXX

Transfer to Ext XXXX

Transfer to Ext XXXX

Transfer to Ext XXXX

Transfer to Ext XXXX

Transfer to Ext XXXX

Transfer to Ext XXXX

Transfer to Ext XXXX


f. Add any other relevant information as needed

g. Click on “Save

Editing the Prompt Management Script

Changing the Authentication PIN or Length

1. If you would like to change the default PIN or the length of the PIN, launch the CCX AppAdmin web page.and sign-in

2. Click on the menu chose “Applications”

3. Click on “Application Management”

4. Click on the application “BaseLinePrompt”
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To change the default PIN, click on the check box next to “pin” and type your new value in the field.  Value must be enclosed in quotes.

6. To change the default length of the PIN, click on the check box next to “pinLength” and enter the new value.  The new value must be an integer.

7. Click on “Update” to save changes.

Changing the User ID

1. Launch the CRS Editor program by Clicking on your Windows “Start” button and then highlight “Programs” then “Cisco CRS Developer” and then “Cisco CRS Editor”

2. Login to the CRS Editor with your user ID (that has Administrator rights to the CCX Administration web site) password and CCX Server name or IP Address.

[image: image11.png]stem  Applications s Wizards Tools Help

Customer Response Solutions Administration alvaln
For Cisco Unified Communications cisco

Cisco Script Application

Unified CM Telephony.

Back to Application List

Trigger: 4971
O Name BaseLinePrompt

=

Number of

Sessions™

Script™ | SCRIPT[BaseLinePrompt.aef] [Edt]

Opn [ ]

O pintength O

Description  [BaselinePrompt

Enabled @Yes ONo

Default Script |- System Default - [Eat)

“indicates required item




3. Once the CRS Editor loads Click on “File” and the “Open” and browse to the directory that has the script “BaseLinePrompt.aef”
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4. To expand all the branches of the script, click on any step and right click your mouse.  Choose “Expand All” to see all the steps.
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5. To expand all the branches of the script, click on any step and right click your mouse.  Choose “Expand All” to see all the steps.

6. In the lower left side of the screen is the variables window pane.  Scroll down through the variables and find the variable “username”.  To edit this variable you can either double click on the variable or highlight the variable and click on the pencil icon above the variable window. See comment in “Create a User” section. 
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7. Change the variable “Value” to the user ID that you created in the “Create a User” step.  (Note: The value has to be enclosed in quotes.)  Once you have changed the value Click on “OK” to save.

8. In the lower left side of the screen is the variables window pane.  Scroll down through the variables and find the variable “password”.  To edit this variable you can either double click on the variable or highlight the variable and click on the pencil icon above the variable window.
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9. Change the variable “Value” to the password that you used when you created in the “Create a User” step.  (Note: The value has to be enclosed in quotes.)  Once you have changed the value Click on “OK” to save.

Changing the Prompt Directory Path

The default prompt directory for this application is the “en_US” (English United States) directory.  The location of this directory on the CCX server is “C:\Program Files\wfavvid\Prompts\user\en_US”.  

1. To change the default directory scroll down through the variables and find the variable “directory”.  To edit this variable you can either double click on the variable or highlight the variable and click on the pencil icon above the variable window.
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2. Change the “Value” field to your appropriate directory enclosed with quotes.  Click on “OK” to save your changes.
Saving the Script

There are two different ways to save the changes to a script and upload it to the repository.  We will cover both options.  

1. The first step that always needs to be done before you upload a script is to validate the script to make sure it has no syntax errors.  To validate the script, from the Menu choose “Tools” and then “Validate”.
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2. If there are no syntax errors you will receive a message the “Script validation succeeded”.  Click “OK” to continue” If your script does not validate the bottom right side of the CRS Editor will show you each error.  You can then click on each error and it will take you directly to the step that is causing the problem.   (Note:  If you upload a script that has error it will possibly put the CCX Engine subsystem “Unified CM Telephony Subsystem” in Partial Service.)
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Saving the Script - Option 1
1. This option requires that you authenticated to the CCX Server when you launched the CRS Editor.  To save the changes made to this script Click on “File” and then “Save As”.  When the “Save As” window appears, click on the “Script Repository” on the upper left side of the window.  You will then see the “Default [default] directory option in the window.
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Double click on the “Default” directory” and you will see all the scripts that are upload into the repository in that directory.  If the Script has already been uploaded you can click on save and replace the current file.  If the script has not been uploaded before you can click on save and it will create the new script in the repository.
3. Once the file has been uploaded to the repository, launch the CCX AppAdmin web page.  Choose “Applications” from the Menu and choose “Script Management”.  Find the BaseLinePrompt.aef name and [image: image21.png]Applications
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click on the “Refresh” icon. [image: image1.png]


 
4. Once the script has been refreshed the application also has to be refreshed for it to use the new script.  If the application is already configured choose “Applications” from the Menu and “Application Management”.  Locate your application and click on the “Refresh” icon. [image: image2.png]



Saving the Script - Option 2
1. This option does not require that you authenticated to the CCX Server.  To save the changes made to this script, Click on “File” and then “Save As” and save it to any directory that you will have access to when you run the CCX Administration web page.

2. Once the file has been saved, launch the CCX Administration web page and choose “Applications” from the Menu and choose “Script Management”.
3. If the script is already upload to the repository find the BaseLinePrompt.aef script and click up the Upload icon. [image: image3.png]


  If this is a new application skip to “Creating a New Application”.
[image: image22.png]A Start
B /7 hccept the call 7/
Accept (~Triggering Contact--)
+ Set the value of the recordedPromptTempFath ©/
SetrecordecPromptTempPath  drectory + recordedromptTemphlame
Q77 Label EntrerPIu +/
Envere
&3/ Ask user to enter PIN number 7/
o
Get Digt strin (~Triggering Contact-)
& Successtl
©-#f} /* Check if the PIN muber user entersd matches %/
IF (PIN == pin) Then
S
“#) /7 6o to Pinsuccessul label +/
Goto Prsuccessfl
A rabe
4 Tt
L tnsaccesstl
 Incement retry
= #f2 I (retry>=3) Then
Sp e
&) Play Prompt (~Triggering Contact-
B et
&g Fake
&) Play Prompt (--Triggering Contact--, promptRetry)
/7 6o to EnverpIN label 7/
Goto Enverea
Q2 /7 Label Pinsuccesstul 7
Prsaccesstul
=7 /+ Prowpt the user for the main memu:
1) Recora & new prompt
2) Listen o an existing prowpt
+
Mer (~Triggering Contact
& g Recordrompis
/7 Go to RecordiPrompt label */
Goto RecordaFrompt
&g Lisentronpts

/7 6o to ListenPrompts label */
Goto ListenPrompts

& Timeout
B /7 6o to Pinsuccesstul label 7/
Goto Prsuccessfl
& Unsuccessl
“#) /7 6o to Pinsuccessul label +/
Goto Prsuccessfl
Q77 Label RecorakPrompt */
Recordarronpt
i~ /* Tncrenent the value of Retries variable by 1/
Increment Retries
9% It ContactinsctiveBreeption exozption occurs g0 o Vriteit ¥/
On Exception (ContactInactiveException) Goto Exception
@98 /% hsks user to say the recording
The result is storsd in recordedProuptboc varidsle ¥/
recordecPrompiDsc
Rocarding {Trigqering Contact

promptRetryExpired)

. promptMaintien)

., promptRecordinstructions, 60)




4. Click on “Browse” and locate your new script that you just save.  Once you have selected your script click on “Upload” to save the script to the repository.

5. After the Script is upload click on “Refresh the Script” the update the repository.
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6. If the Application is already setup Click on “Yes” to refresh the script and application.  If the application is not configured click on “No” to only refresh the script.
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Creating a New Application
1. To create a new application launch the CCX Administration web page and choose “Applications” from the Menu and choose “Application Management”.

2. Click on “Add a New Application”

3. Click on “Next” for a “Cisco Script Application” type.

4. Fill in the application Name.  The application ID is assigned by the system, however you can change it but it must be unique.

5. Enter the “Maximum Number of Sessions” (calls) that you want this application to handle simultaneously.

6. Click on the drop down arrow next to the “Script” entry box and choose your script.  You may also enter a description of the application in the “Description” field’

7. By default the application is set to “Enable”.  When you change this parameter the application will not operate.
8. The “Default Script” is set to “System Default”.  You do not need to change this unless your application requires a backup script in case of an error on the configured script.
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9. Once all your changes had been made click on the “Add” button.

10. Once the application is added click on “Add new trigger”.  Click on “Next” to add a “Unified CM Telephony Trigger” type.  (The other type of trigger you can activate a script from is an HTTP trigger.)

11. Fill in the information on the Unified CM Telephony Trigger Configuration form as necessary.
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13. Click on “Add” to save the Trigger.

APPENDIX

Install CRS Editor
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If you have not already done so, install the CRS Editor.  You can download the CRS Editor for the CCX admin web site under “Tools” and “Plug-ins”.

Adding Internal Prompts 
Below are the prompts and prompt numbers that are associated to this application.  These wav files need to be uploaded to the prompt directory and repository.
9901: Welcome to the Prompt Recording application. Please enter your PIN number.

9902: To record a prompt please press one, to play a prompt please press two.

9903: At the sound of the tone, please record you prompt. When you are finished please press pound.

9904: Press one to review your prompt, press two to save, press three to re-record, or press pound to return to the main menu.

9905: Please enter the four digit number for your prompt name.

9906: Your new prompt name is

9907: Press one to save your prompt

9908: Your prompt was successfully saved.  You may disconnect if finished or continue to record an additional prompt.

9909: Enter the four digit number of the prompt name you would like to listen to, or press the pound key to return to the main menu

9910: Good bye

9911: Please try again

Uploading the wav files
1. Launch the CCX AppAdmin web page.  Choose “Applications” from the Menu and choose “Prompt Management”.  
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2. Click on “en_US” to choose the English / United States folder.

3. Click on “Upload new Prompts”

4. Click on “Browse” button and choose the location of the recorded files.  You can load wav files individually or you can zip your wav files and upload them all at once.
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Once you have selected your file Click on “Upload” to load them into the repository.  Your prompts are now ready to be used.

Script & Variable Layout

Below is the complete layout for the “BaseLinePrompt.aef” (Figure 1.2) script.  Comments have been added to each step to define the functionality for that step.  In addition, the list of all variables and variable parameters are listed below the script layout.

Figure 1.2
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Variable Layout
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