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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 provides an example of how to allow a caller in queue to leave a message and have that message be queued for a callback.  The script operates as follows:

1. Caller queues for an agent.

2. Caller opts to leave message.

3. System records message and ends call with caller.

4. System places a call to same application and waits in queue for an agent.

5. Agent answers, system requests a digit entry to verify the call is answered.

6. System plays caller’s recording to agent for a callback.
Instructions for Use

This application requires a JTAPI Trigger and Cisco Script Application be created.  When the script is loaded for the Application, any Variables given the Parameter attribute must be defined.  For those that have default values, they may be left as is, however it is recommended to set values specific to your needs.  The Parameter Variables for this application are listed below with default values (if any), listed beside them:

CSQ (none) – The name of the Contact Service Queue to be used for this Application

WelcomePrompt (P[ICDWelcome.wav]) – Initial prompt heard by caller upon calling JTAPI Trigger

QueuePrompt (P[ICDQueue.wav]) – Prompt heard by caller upon entering the queue

Record_A_Message_Prompt (SP[AA\AAWelcome.wav]) – Prompt played to caller to begin recording message

call_Control_Group (0) – Call Control Group ID used by the system to place a call back into the Application

media_Group (0) – Media Control Group ID used by the system to place a call back into the Application
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 – icd_leave_msg.aef Steps
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Figure 2 – icd_leave_msg.aef Variables
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Step Descriptions:

Start

Annotate (x7)

The 7 Annotate steps are used to indicate that this script is a “system” script, and as such it will be overwritten during an upgrade.  If the script is intended for production use and modified, it should be saved under a different name.
Accept

Get Call Contact Info

This step is used to capture the Called Number that the contact used to reach this script.  The number is captured in the “called_RP” String variable.  This value is used by the system to place its own call to this script.
Play Prompt - WelcomePrompt
Label – Select Resource Step

Select Resource

Selected

Connect

Connected

End

Failed

Goto – Select Resource Step
Queued

Label – queueLoop

Play Prompt – QueuePrompt

Play Prompt – P[ICMMusic_30.wav]

Get Digit String

This step is expecting to collect 1 digit (any digit) from the caller, but does not play a prompt to request it.  The intention is to make this a “silent” option to the caller.  It may be more practical to define a single digit such as “0” and provide some prompt to the caller to avoid accidental input when a caller does not wish to leave a message.
Successful

Recording

This step prompts the caller to record up to a 10 second message.  The message length can be extended if necessary.  The recording is then stored in the “recorded_Message” Document variable.

Successful

Play Prompt – SP[thankyou.wav]

Terminate

This step terminates the call from the caller before placing the message call back into the system.
Label – Place Call

Place Call

This step places a call to the “called_RP” String variable which was used to capture the number (CTI Route Point) that the caller originally arrived on.  This step also creates a new Contact variable “recording_Out_Call”.  This Contact must be used for all subsequent operations, since the triggering contact was terminated.
Successful

Label – wait_For_Agent

Get Digit String

This step prompts the agent to enter any digit to initiate playback of the recorded message.

Successful

Play Prompt – recorded_Message
Terminate

This step terminates the recording_Out_Call Contact.

End

Timeout

Goto – wait_For_Agent

Unsuccessful

Goto – wait_For_Agent

NoAnswer

Goto – Place Call

Busy

Goto – Place Call

Invalid

End

NoResource

Goto – Place Call
Unsuccessful

Goto – Place Call
Unsuccessful

Timeout

Unsuccessful

Goto – queueLoop

End
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