Advanced Auto Attendant Menu Application 

With Enterprise Data Screen-Pops
Application Overview:

The Advanced Auto Attendant Menu Script is similar to the layout of the Standard Menu application.  However, the advanced menu will introduce using the “Get Digit” step instead of the “Menu” step to allow callers to enter a user’s extension or menu option at the Main Menu level.  In addition, this script will collect information from a caller, verify the caller’s input, assign the entered value to an enterprise variable, place a caller into a queue, and execute screen-pops in the Cisco Agent Desktop (CAD). 

Enterprise Data is a key component to unlocking the power of Unified Contact Center Express (UCCX).  Data integration (Database Dips) allows companies to provide superior and quicker service to their customers.  Capturing data and customer interaction through the IVR, allows for self-service application and/or presenting caller data to the agent while they are answering.  In addition, Enterprise Data can be populated into the database structure to help customize and fulfill reporting requirements.

With this script we are going to cover the following options:

1. “Get Digit String” step for collecting caller input
2. “Explicit Confirmation” step for verifying caller’s input

3. “Get Digit String” step instead of the “Menu” step

4. “Set Enterprise Call Info” step
a. Using the Desktop Administrator

i. Define Custom Variable

ii. Setup Call Flows to enable screen-pops

b. Assigning variable to Extended Variable for screen-pops and custom variable reports
5. “Select Resource” step for basic queuing
Operation Overview:

This script is typically the main interface with your clients’ customers and should be thoroughly tested from end to end.  As mentioned before, when designing a call flow it is best to document each step with the customer using a program such 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.  
The call flow documented in Figure 5.1 will be used as the menu options that will be configured throughout this section.
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Figure 5.1

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 5.1 there are ten prompts that will need to be recorded.  Below is an example of the verbiage for the ten prompts based on the call flow.

Example Prompts:
1151 - Thank you for calling the Cisco Systems 
1152 - If you know your parties four digit extension, please dial it now.  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 five.
1153 - You have reached us after normal business hours. Our normal business hours are 8 through 5 Monday through Friday Pacific Standard Time. Please call back during normal business hours.
1154 - Please enter your five digit zip code
1155 - You entered
1156 - If this is correct please press one; if you want to re-enter the zip code, please press two.
1157 - All of our agents are taking care of other customers. Please stay on the line and the next available agent will be with you shortly.
1158 - Thank you for waiting. Please stay on the line, the next available agent will be with you shortly. Your position in the queue is 
1159 - 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
1160 - 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
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.

Steps that were covered in the Standard Menu application will not be included in this section.

Editing the Auto Attendant Menu Script

Launching the CRS Editor
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.  (Note: If you login anonymously you will not be able to load your scripts directly to the repository or run a script in Debug – Reactive Script mode (Great Troubleshooting Tool!).)
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3. Once the CRS Editor loads Click on “File” and “Open” and browse to the directory that has the script “BaseLineAdvMenu.aef”.
Advanced Auto Attendant Menu Script
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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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Collect Zip Code
1. Go to the first “Get Digit String” step after the “Welcome” prompt”. The “Get Digit String” step is used to capture either a DTMF or spoken digit string (if you have an ASR) from the caller in response to the prompt.  For this step we are going to prompt the caller to enter their five digit zip code.  Once they enter their zip code we are going to convert their entry to a wav file and play it back for confirmation.
2. To look at the properties of the “Get Digit String” step, right click and choose “Properties”.  The “Get Digit String” has four tabs.  On the “General” tab you are defining which contact (trigger event) you are interfacing with.  If the “Interruptible” option is set to “Yes”, an external event (such as an agent becoming available or a caller hanging up) will interrupt the step.  If set to “No” the step must complete before any other process can be executed.  The “Result Digit String” field is set to a variable to store the caller’s input.
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3. The next tab on the “Get Digit String” properties is the “Prompt” tab.  The value in the “Prompt” field can be the name of the wav file or a variable in this case.  If you select the “Barge In” value of “Yes”, the caller can press any digits before they hear the rest of the prompt.  If you want the caller to hear the whole prompt before they make a decision then you could choose “No” for the “Barge In” value. 

[image: image14.png]=Y Successful
@ /7 Generates a prompt of the entered zip code. Result is in pEnteredZipCode variable */
pEnteredZipCode =
Create Generated Prompt speling (zipcode)
/% Go to ConfiraZipfode label */
Goto ConfrmZpCods
& Timeout
S8/ 6o to GetZipCode label +/
Goto GetzpCode
5 Unsuccessfel
)/ o to GetZipCode lable */
Goto GetzpCode
(/% Lebel ConfirZipCode */
ConimzpCode:
5B /* Prompts user to confirm the entered zip code.
The prowpt is combination of three suall prompts, Which are in the following varisble
1) prouEntered
2) pEnteredziptode
3) prenfimation /
Explicit Confirmation (--Triggering Contact--, pYouEntered + pEnteredzipCode + pConfirmation)
G e
-2 /% Go to Mainlemu label */
Goto Maiens
G
)/ o to GetZipCode lable */
Goto GetzpCode
& Timeout
“-#3 /% 6o to ConfimZipCode label +/
Goto ConfrnpCods
5 Unsuccessfel
/% 6o to ConfiraZipfode label */
Goto ConfrnpCods
Q2 /7 Label Wainmenu

This menu is designed to take both memi mumbers and an extension.
It expects a digit initially. Once it gets the first digit, it looks for the rest of the digits.
If the user enters more digits, it takes all digits as an extension.
If the user does not press any more igits entry, it timesout and takes the first
digit as menu selection, and directs the call appropriately */

Maiteru

- /+ Proupts user to enter the extension of the person or the menu options

1) Presales
2) Techical Support
3) Contract Support
4) Partner Support
0} Operator

it expects a digic 7/
firstoig
et DigeString (~Triggering Cortact-)
& Successtl
/% Toe system is looking to See i any more digits are pressed to complete an extension entry.
The script is set for four digit extension. The length of the rest of the digits is determined
by the variable "lengthOfExtension” - 1 caloulation 7/
estOFTheDigts
Get Dt Sting
5 successil
/7 User has entered the proper length of digite reguired for a valid extension.
They are stored in "Firsthigit’ and 'restOfTheDigits” varisbles
The extension to be dialed is in the "extension” varieble 7/
Set extension = irstDigt + restOFTheDigits
@) /% 6o to TransterToExtension +/
Goto TransferToExtension
S Timeout
-8 /* The user did not press any other digits so it timed out and will look at the single digit
as a nenn choose.
Switch statement will lock at the variable "FirstDigit” and send it to the appropriate hranch.
Options: 1,2,3,4,5,6,7,8,9 7/
Swich String ( rstDigt )
= resaes
Q77 Label Pre-sales Sub-lemu */
Fre-Sals:
& /+ presales sub-em
1) Unified Commmications
2) security
3) Routers
4) swicches
9) Main Memu 7/
Menu {~Triggering Contact

Triggering Contact-)





4. The next tab on the “Get Digit String” properties is the “Input” tab.  The “Timeout” value is the amount of time the system waits for input from the caller. 
5. The “Interdigit Timeout” value indicates the amount of time that the system waits for the caller to enter the next digit, after receiving initial input from the caller.
6. The “Maximum Retries” value indicates the number of times a new entry can be entered after a timeout or invalid key.
7. The “Flush Input Buffer” allows you to decide if a caller can press numbers ahead of time.  If you have “Flush Input Buffer” to “Yes”, the system erases previously entered input before capturing caller input.  If the “Flush Input Buffer” is set to “No” then the system does not erase previously entered input before capturing caller input. 
8. The “Clear Input Buffer on Retry” clears the DTMF buffer before each retry if “Yes” is select.  If “No” is selected the DTMF buffer is not cleared after a retry.
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9. The “Filter” tab on the “Get Digit String” properties is used to specify digits that can be accepted from the caller.  The “Input Length” field determines the maximum amount of digits you want to accept.  

10. The “Digit Filter” specifies the digits that you want to accept from the caller (excluding the terminating and cancel keys).
11. The “Terminating Digit” indicates the button used to indicate the end of caller input (DTMF only). The terminating key overrides the “Maximum Input Length” to terminate input.
12.  The “Cancel Digit” indicates the button the caller presses to start their entry over
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13.  The “Get Digit String” step has three branches.  The first branch is “Successful” indicating the caller entry was valid against the Filtered rules.  The second and third branches are “Timeout” and “Unsuccessful” respectively.  If the caller does not press any keys or input does not match the Filter rules, the script will loop them back to the “GetZipCode” Label.
14. If the caller’s input was successful, the script uses a “Create Generate Prompt” step to convert the entered zip code to a prompt.  The “Create Generate Prompt” creates prompt phrases from variables whose values may be determined based on run-time script information.
15.  In the “Create Generate Prompt” properties you can select the type of prompt you want to generate with the drop down list in “Generate Type”.  With this script we are using the “Spelling” option to convert the zip code to a prompt.  (If you used the “Number” option it would state the zip code 95101 as one large number such as; ninety five thousand one hundred and one.)
16. The “Construct Type” indicates the type of variable that corresponded to the generator type.  When you choose the constructor type, the constructors automatically appear in the Argument column of the Argument list box.  Since our “zipcode” variable is a String, we are choosing the “String” construct.

17.  In the “Arguments” field click on the “string” value.  Click on the “Set” button to select the variable from the drop down list that you want to use to create a prompt.

18. In the “Override Language” field choose the language in which the prompt is played back. (Note: Use only if the resulting prompt is played in a different language than the one defined by the contact in which that prompt is played back.)
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The “Output Prompt” field indicates where the prompt variable resulting from this step is stored.  In this script we are storing the results in the “pEnteredZipCode” variable.
20. After creating the prompt we use a “Goto” step to move to the “ConfirmZipCode” Label.  Here we are using an “Explicit Confirmation” step to verify that the caller correctly entered their zip code.  The Explicit Confirmation step is defined with a default grammar that accepts either DTMF which uses a 1 for yes and 2 for no or if you have an ASR it will accept the spoken words yes or no based on grammar language installed. 
21. Right click on the “Explicit Confirmation” step and select “Properties”.  In the “General” tab you are defining which contact (trigger event) you are interfacing with and if this step is interruptible.  If interruptible is set, an external event (such as an agent becoming available or a caller hanging up) can interrupt the step.  If set to “No” the step must complete before any other process can be executed.
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22.  In the “Prompt” tab you define the “Initial Prompt” that will be played to the caller.   In this script we are playing three defined prompts.  (We could have used a “Create Container Prompt” to concentrate the prompts together as we did in the Standard Menu script.) The variables “pYouEntered” is set to prompt number 1153. The “pEnteredZipCode” variable is the prompt we create from the caller’s input.  The “pConfirmation” variable is set to prompt number 1154.
Prompts
1153 - You entered

1154 - If this is correct please press one; to re-enter a zip code please press two

For an example the caller will hear “You enter 95101, if this is correct please press one, to re-enter a zip code please press two.

23. The “Error Prompt” field indicates the prompt to be played in the event of an input error. You can optionally leave it blank to use the system default.
24. The “Timeout Prompt’ field indicates the prompt to be played in the event of a timeout. You can optionally leave it blank to use the system default.
25. If you select the “Barge In” value of “Yes”, the caller can press a digit before they hear the whole prompt.  If you want the caller to hear the whole prompt before they press any button you could choose “No” for the “Barge In” value.

26. If the “Continue on Prompt Errors” value is set to “Yes”, it allows the step to continue with the next prompt in the list if a prompt error occurs or if the prompt was the last in the list, the step waits for input from the caller.  If “No” is selected an exception results, which can then be handled in the script. 

[image: image19.png]NderauliuBaselneRavhentiaer:

& /7 Pray the welcone promp to the user from piisloone varisble %/
Play Prom (~Triggering Contact-—, pielcome)

¥/ Label GetZipCode 7/

variabl;

-7 Successful
@ /7 Generates a prompt of the entered zip code. Result is in pEnteredZipCode varisble */
pEnteredzipCode =
Create Generated Prompt speling (zipcode)

B/ 6o to Confiraziptods label 5/ it String - \default\BaseL ineAdvMenu.aef
Gota ConfrmZpCode.

g o [[General | prompt | input | Fiker|

/7 6o to Gecziptode label 7/
Lo ot e o
By e s e Memsttle: @Y O
+~Q2 /7 Label ConfirmZipCode */
L ResulDitsving: Gpinde
=B /7 Proupts user to confirm the entered z
e
Explicit Confirmation (-Triggering Contact--, pYouEntered
Y Yes
“# /% 6o to Nainkenu label +/
o
/7 6o to Gecziptode lable 7/
SR Timeout





27. The next tab on the “Explicit Confirmation” step is the “Input” tab.  The “Timeout” value is the amount of time the system waits for input from the caller. 
28. The “Maximum Retries” value indicates the number of times a new entry can be entered after a timeout or invalid key.
29. The “Flush Input Buffer” will allow you to decide if a caller can press numbers ahead of time.  If you have “Flush Input Buffer” to “Yes”, the system erases previously entered input before capturing caller input.  If the “Flush Input Buffer” is set to “No” then the system does not erase previously entered input before capturing caller input. 
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30. In the “Filter” tab the “Grammar” field indicates the optional grammar expression to be used for recognizing Yes or No.  
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31. The “Explicit Confirmation” step has four out branches. The first branch is “Yes” indicating the caller pressed 1 or said “Yes”.  In this case we use a “Goto” step to send the caller to the “MainMenu” Label.  The second branch is “No” indicating the caller pressed 2 or said “No”.  If the caller selects this option we use a “Goto” step to send the caller back to the “GetZipCode” Label for them to re-enter their zip code.  The third and fourth branches are “Timeout” and “Unsuccessful” respectively.  If the caller’s does press any keys or presses an invalid option the script will loop them back to the “ConfirmZipCode” Label.
Main Menu
This main Auto Attendant menu uses the “Get Digit” step instead of the “Menu” step to allow callers to enter a user’s extension or choose a menu option.  This script’s logic is based on using the “Timeout” branch after the first digit is collect, to see if the caller is going to input any additional number to be directed to a known parties extension.
1. The first “Get Digit String” step under the “MainMenu” Label is first collecting only one digit.  On the “General” tab under the “Get Digit String” the “Result Digit String” field defines the variable with the value that will be stored.
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2. The “Prompt” tab is set to play the prompt stored in the variable “pMainMenu” (Prompt 1154).  
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3. On the “Filter” tab change the value for the “Input Length” is set to one (1).  
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4. Once the caller presses the first digit, the script will send the caller to the “Successful” branch.  The “Successful” branch has a second “Get Digit String” step to test if the caller pressed any additional keys.

5. In the “General” tab of the second “Get Digit String”, if the caller presses any additional keys that value is stored in the variable “restOfTheDigits”.  
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6. On the “Prompt” tab the “Prompt” field is filled in with a blank prompt (“P[]”).  Since we played the menu options on the first “Get Digit String” we are now just testing to see if the caller is going to press any additional digits.
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7. In the “Filter” tab we are going to set the “Input Length” to a number digit in our dial plan for a valid extension.  Here we are using a variable “lengthOfExtension” which is set to four (defined with the Parameter attribute).  We then subtract 1 for the first digit we have already collected from the caller.
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8. If the caller entered any additional digits the script will send the call to the “Successful” branch.  Here the script uses a “Set” step to combine the variable “firstDigit” plus the variable “restOfTheDigits” and store it in the variable “extension”.. 
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9. After the “extension” variable is assigned, the script executes a “Goto” step and sends it to the Label “TransferToExtension” where a “Call Redirect” handles the transfer.

10. If the caller does not enter any digits, the script sends the caller to the “Timeout” branch on the second “Get Digit String”.  The first step in the “Timeout” branch is a “Switch” step.  The Switch step causes the program logic to branch to one of a number of cases based on the evaluation of a specified expression.
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In the “General” tab on the “Switch” step we are evaluating the value of the variable “firstDigit” and comparing it to the possible button pressed on a phone.  Based on what the caller pressed, the script will route the call to the appropriate branch.
12. With the “Switch” step each value that is created results into a branch.  In addition, the “Switch” step has a default branch if there is not a matching value.  This script does not have a menu option for six (6) through nine (9) so it sends the caller back up to the “MainMenu” Label.
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The remaining menu options and scripting are similar to the Standard Menu application except for the Partner Support option.  If the caller selects the Partner Support option the script uses a “Goto” step to send the caller to the “ToCallCenter” Label.

Call Center
The following section describes from a scripting perspective, how to customize Enterprise Data, setup a work flow and screen-pops, set Enterprise Data, and queuing a call.  (Note: Portions of this section rely on proper configuration for CSQs, Skills, and resources.)

1. The first step after the Label “ToCallCenter” is a “Set Enterprise Call Info” step.  The “Set Enterprise Call Info” step can send data from one part of the system to another. 
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2. The “General” tab of the “Set Enterprise Call Info” step is used to set call data in predefined Call Variables. There are ten (10) Call Variables that can be used to pass data into the db_cra database. The variables defined in the “General” tab are stored in the Cisco Agent Desktop call record fields.  They can be found in the ContactCallDetail table and can be used in reporting using the Historical Report Tool.
3. In the script the Call Variable 5 is assigned the value in the variable “zipcode”.  This information will be passed to the Cisco Agent Desktop based on the default layout that is chosen. 
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Call Center – Desktop Administrator - Setting Enterprise Data
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To modify the Enterprise Data layouts, launch the “Cisco Desktop Administration” tool.  Expand your Call Center tree and drill down to the Enterprise Data.

2. When the Enterprise Data displays in the Cisco Agent Desktop it uses the “Display Name” defined in the Desktop Administrator.  To change the display name highlight the variable and click on the “Edit” button.  Type in your new display name and click on “OK”
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To add additional fields into a layout, click on the layout you want to change and click on “Edit”.  Chose the field you want to add from the “Available Fields” and click on the left arrow to add them to the “Fields in Layout”.  For this system we added the Call Variable 5 to the default layout.

Call Center – Desktop Administrator – Setting up Work Flows

The work flow that is setup takes the entered zip code from the caller and launches Google Maps for that zip code using the built in browser within the Cisco Agent Desktop.

1. Work Flows / Screen-Pops are designed at a team level in the UCCX.  The work flows can be setup on five different agent events.  Typically the “Ringing” and/or “Answer” event is chosen when setting up work flows.   
2. To setup a work flow, expand the tree in the Desktop Administrator down to the agents’ team.  Select the “Work Flow” for that team and then the event.  For this application the “Answered” event was chosen.
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3. To create a new rule for that event click on “New”.  Enter a name for the rule.
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4. To create new actions for that rule, highlight your new rule and click on “Add” under the “Actions (of current Rule)”.  The possible actions are as follows:
Run Macro Action - Play back a recorded sequence of keystrokes. 

Call Control Actions. Answer, drop, call, conference, or transfer a call, or input touch tones during a call.

HTTP Action - Use call-based data to interact with a website or a web application in the Integrated Browser window.

Launch External Application Action - Start a third-party application. 

Agent State Action - Set an agent state. 

Utility Action - Run a utility, such as start and stop recording or sending a predefined, high-priority chat message to a supervisor.

5. To create the new action select the HTTP Action tab and click on “New”.  
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6. Enter in the new name in the “Action Name” field.  Select either “http” or “https” for the “Protocol” for the new action.  Select either a “GET” or “POST” for the “Method”.

7. Enter the host name or IP address of the website. Do not include the http or https prefix.   Enter the port number that the host is listening on (for http the default is 80; for https, the default is 443).
8. Enter the path portion of the URL (optional). Default is blank. Do not include a leading slash.
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9. In the “Request Data” section click on “Add” to enter the Enterprise Data that will be passed to the URL.  Enter a name for the value.

10. In the “Value_Type” field select “DataField”.  In the “Value” field select the drop down arrow and select the name of the Enterprise Data field.  In the “Test_Data” field enter a valid value in order to test the logic using the “Preview” and “Test” buttons.
11. Click “OK” to save the new Data Request. 
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12. Click “OK” to save the new Http Action.

13. Click “OK” to save the new Action.
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To enable the new rule, click on the first “Edit” button in the “Current Rule Condition”.  In the “Data Field” select the Enterprise Data field from the drop down box.  Checkmark the “Enable Condition” box and click on the “Is Not Empty” Data Field Filter.  Click the “OK” button to close the “Data Field Condition” and then click on the “Enable Rule” check box.
15. When completed click on the “Apply” button to save.  This completes the work in the Desktop Administrator Tool.

Screenshot of CAD with Google Map pop-up and enterprise data
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the "positionIniueue” varisble. ¥/

postioninQueus
Get Reporting Statistc (-Triggering Contact--, Postion in Queus[CSQ)] from C5Q IPCC Express)

@ /7 Creates a prowpt out of the varisble "positionInQuens” and stores it in “positionPrompt’ %/

postionPramp!
Creste Generated Prompt number (postioninQueue)
& /* Takes the second queus prowpt "pQueuePrompt” and "positionPrompt” and concatenates (merges)
then together and stores the in the "prompt” varisble */

prompt
Creste Contsiner Prompt Concatenation (pQueusSecand + postionPrompt)

&b /+ Plays the proupt created from the Create Container Prompt that was stored
in the varieble "prompt” %/
Ply Prompt (Triggering Contact-— promp)
W /7 Loop back to Queueloop label ¥/
Goto Queueloop





Call Center – Select Resource & Queuing

The Select Resource step is used to queue a call to a specific set of agents and optionally to connect the call to the agent the system chooses.
1. On the “General” tab on the “Select Resource” step the “Contact” field defines which contact (trigger event) you interfacing with.  
2. The “Routing Target Type” indicates the routing method used.  The two types are “Contact Service Queue”-- Call will be routed to an available agent in the specified CSQ and “Resource”--Call will be routed to the specified agent. (Select this option for Agent Based Routing feature.)

3. The “CSQ Target” identifies which CSQ is targeted.  In this script the “CSQ” variable is assigned the queue name.

4.  The “Yes” option on “Connect” states the system will connect the call to the available resource as soon as it becomes available.  The “No” option will select the resource but not connect until the “Connect” step is executed later in the script. (Default is Yes)
5. The “Timeout” field containing the length of time, in seconds, before the contact is retrieved back into the queue. (Default is 10 seconds.)  (Note: This value must be lower than the Call Forward No Answer timeout in the Cisco Unified Communications Manager.) 

6. The “Resource Selected” is a variable that identifies the target Resource (Agent ID).
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7. The “Select Resource” step has two branches.  If an agent is available it will go to the first branch which is “Selected”.  “Since the “Connect” was set to “No” on the “Select Resource” step, the “Connect” Step in the first step under “Selected” branch.   
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8. If no agents are available the “Select Resource” step will send the call to “Queued” branch.  Here we can define what type of call treatment the caller will be provided.
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9. In this script we are playing an initial prompt and then putting the caller on hold for 30 seconds where they will hear the “Music on Hold” (MOH) configured in the Call Manager.  The MOH that is assigned to the CTI ports determines what the callers will hear in queue.  Once the 30 seconds expire the caller is taken off hold.

10. The script then uses a “Get Reporting Statistic” step to find the callers position in queue and assign it to the variable “positioningQueue”.
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11. The script then uses a “Create Generated Prompt” to create a prompt with the value stored in the variable “positionInQueue”.
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The next step is a “Create Container Prompt” step which take the prompt stored in the variable “pQueueSecond” and the new create prompt from the position in queue and concentrates them together. 

13. The system then plays that prompt to the caller stating their position in queue.

14. The next step loops them back to the Label “QueueLoop” where they are placed on hold and then it repeats the process until an agent becomes available.
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 an 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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2. Double click on the “Default” directory” and you will see all the scripts that are uploaded 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, it will create the new script in the repository.
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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 BaseLineAdvMenu.aef name and click on the “Refresh” icon. [image: image64.png]
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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]



[image: image55.png]nnect - \default\BaselineAdvMeny

General

Contat

Resource Selectedt

Timeout

selertedResource

10





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 uploaded to the repository find the BaseLineAdvMenu.aef script and click up the Upload icon. [image: image3.png]


  If this is a new application skip to “Creating a New Application”.
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4. Click on “Browse” and locate your new script that you just saved.  Once you have selected your script click on “Upload” to save the script to the repository.

5. After the Script is uploaded click on “Refresh the Script” then 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
To create a new application launch the CCX Administration web page and choose “Applications” from the Menu and choose “Application Management”.

1. Click on “Add a New Application”

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

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

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

5. 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’

6. By default the application is set to “Enable”.  When you change this parameter the application will not operate.
7. 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.

[image: image59.png]Type:

Frompts:

Override Language:

Output Prompt

Values
pQueueSecond

positionPrompt

prompt





8. Once all your changes have been made click on the “Add” button.

9. 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 is a script from a HTTP trigger.)

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

12. Below is a sample application with the trigger and some of the parameter values filled in.
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APPENDIX

Install CRS Editor

1. If you have not installed the CRS Editor login to the CCX admin web site (http://x.x.x.x/appadmin).

2. Choose “Tools” from the main menu and Click on “Plug-ins”. 
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3. Click on “Cisco CRS Editor” and choose “Open” to install the Editor. 

Script Layout

Below is the complete layout for the “BaseLineAdvMenu.aef” (Figure 5.2) 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 5.2
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Clear Exception (DocumenthotFoundException)
¥/ Go to CheckHoliday label +/
Goto Checkoldy
3 /* Label ExceptionCIE +/
Exception;
8@ /7 Clear ContactInactiveException exception */
Clear Exception (ContactInactiveException)
B/ o to End label +/
Goto £nd
QA7 Label Ena
end
% /* Terninate the triggering contact %/
Terminate (--Triggering Contact--)

L pend




Variable Layout

[image: image9.png]£2x

Name Type value Attributes
csa sring BaseineMenu_cs0"
XL CurentState Documert bocy
XM CurrenttateDacumert _|Document DOC(CurrentState xm]
caledhiumoer sring
calerlD sring
currentState. sring
delayinCueueLoop int Parameter
extensian sring
extensionCortractSupport__[String Parameter
extensionExistingCase ___|String Parameter
extensianiietworEmerg [String Parameter
extensiontiewCases sring Parameter
extensionOperator sring Parameter
extensionPartnerSupport___[String Parameter
extensianRouters sring Parameter
extensionSecurty String Parameter
extensianSwiches sring Parameter
extensianlnificdConm _[String Parameter
frstDigit sring
isHolday lboslean
layout sring
lengthOtExtension int 4 Parameter
Closed frompt PI1153 wav]

Confirmation frompt Pr1158 wav]

Enter ZipCode frompt Pr1154 wav]

EnteredZipCode frompt PIl

eirtterus frompt PI1152 wav]

PreSelestienu frompt Pr1159 wav]

QueueFirst frompt Pr1157 wav]

QueueSecond frompt Pr1158 wav]

TechSupportienu frompt Pr180 wav]

ekcome frompt Pr1151 wav]

NouErtered frompt Pr1155 wav]

ostianinGueue int o

ostianPromgt frompt Pl

rompt frompt PIl
restOfTheDigts String
selectedResource User ol
Zipcode String.




   



� EMBED Visio.Drawing.11  ���








Version 4.1

[image: image63.png]‘Windows Internet Explorer

2] http152. 168.200.8/appacimin/Scrptirequest.type —upload.pgdaret

odifySoverwite:

Please click the browse button to locate the script and then click
the upload button to upload the Script.

File Name™

Destination - g,celineadvMenu.aef
File Name.

“indicates raquired item...

(3 @ mtemet



_1265040135.vsd

