Auto Attendant Menu Application
Application Overview:
The Auto Attendant Menu Script shows how to setup the basic menu and sub-menu levels for your customer.  It will also show how to setup the interaction between this main script and the system applications that were discussed previously.

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

1. Accepting calls

2. Collecting basic information, such as caller ID and called number.

3. Calling sub-routines, such as the holiday check and system state

4. Setting up “Day of Week” and “Time of Day” steps

5. Creating a menu and menu options, such as call redirects, sub-menus
6. Basic Error checking with the Exception step

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 and scope creep.  
The call flow documented in Figure 4.1 will be used as the menu options that will be configured throughout this script.
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Figure 4.1

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 4.1 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 6 AM to 6 PM Pacific Time Monday through Friday.  Please call 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.

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 in 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!).)
[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


3. Once the CRS Editor loads Click on “File” and the “Open” and browse to the directory that has the script “BaseLineStdMenu.aef”.
Auto Attendant Menu Script
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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. The very first step of a script is always the “Start” step.  Typically if your writing a script that will use a “Unified CM Telephony Trigger”, also known as a “Jtapi Trigger” the next step is Accept”.  If the contact is a call, the caller hears ringing until the script reaches this step. If the contact is an HTTP request or an e-mail message, this step has no effect. 
6. The third step in this script is an “On Exception Goto” step.  Based on what exception you select, the system will check for that event throughout the playing of the script.  If the event happens it will send it to the label defined in the properties of the “On Exception Goto” step.  This exception is configured to check if the caller hangs up (ContactInactiveException) at any point in this script.  If the caller hangs up the script will go to the label “ExceptionCIE”.
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7. Once it goes to the label “ExceptionCIE” the next step is “On Exception Clear”.  The “On Exception Clear” step removes an exception set by a previous “On Exception Goto” step.
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8. Once we clear the exception the script plays a “Goto” step which sends the script to the “End” label.  At that point the script is terminated and goes to the “End” step.
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The fourth step “Get Contact Information” does basic data collection about the contact.  The script has two variables defined as string to collect the Caller ID and the Called Number.

10. This collected information can be utilized to check against client information that exists in a database, specific types of files, or a web service.  Once this information has been verified we can then assign queuing priorities, do screen-pops and other types of services based on this specific client.
11. The next several steps are described in the section three, System State Management.  These steps test for the current state and then make a routing decision based on that state.
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12. The next few steps are used to call the “BaseLineHoliday.aef” script and to check if the current date matches a defined holiday.  If it is a match the variable “isHoliday” will be returned as “True” and the call will routed to the closed greeting.  If current date does not match a holiday then the “isHoliday” variable is set to “False” and script falls through to the next step.
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Defining Normal Business Days & Hours
1. The following steps allow you to define normal business days and hours.  With these steps you can build in great flexibility according to your customer’s schedule.

2. The first step is the “Day of Week” step.  With this step you can create multiple “Connections” and assign certain days to the Connection.  When a contact comes into the application, it will test the current date for the Day of the Week.  Based on “Day of Week” the application will route the contact to the appropriate branch to execute the next steps.
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3. The next step in under the “Day of Week” branch / connection will be the “Time of Day” step.  This step allows you to create multiple time periods to handle the customer’s contacts appropriately.  If your customer has business hours from 6:00 AM to 6:00 PM you would have only two connections.  Once you define a connection, all hours outside of that time period will go to “The Rest” connection.  If your customer had after hour support from 6:00 PM to 8:00 PM you would then add another connection for that time period.  When a call is received, the application routes the call to the appropriate branch and executes the next step.

4. In the figure below if the call is received between 6:00 AM to 6:00 PM the call is going to go to the “6amto6pm” branch and then to the “Welcome” label.  If it is not in the specified time period, the call will go to the “The Rest” branch and then to the “Closed” label.
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Welcome Prompt and Menus

1. In a call flow design it is a good practice to separate the initial “Welcome” message from the actual menu prompt.  This will give your customer more flexibility when it comes to re-recording special messages for such things as bad weather, holidays, and etc.  With a “Welcome” prompt, they can change it without having to re-record the whole Main Menu prompt.  
2. Another option is to add information prompt that would only be played when a flag is set or there is something to record.  Typically information prompt would be placed between the Welcome prompt and the Main Menu prompt.
3. When defining what prompt to play you can type the special directory character (P[] for user directory or SP[] for system directory) plus the name of the wav file directly into the prompt value or use a “Prompt” type variable.  When defining a variable you can also set that value as a parameter which in turn will make that variable show up in the CCX Administration page under that application and allow users to change it.

4. Below you will notice the “Prompt” value is set to a variable named “pWelcome”.  Under the variable window pane you can see the “pWelcome” variable is set to “P[1101.wav] and the parameter value is set.
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5. After the Welcome prompt is played, the next step is a Label called “MainMenu”.  This Label will be the return point if a user selects an invalid option off of the menu.  
6. The “Menu” step is next.  This step is the first interaction with a caller, where the application is looking for a pressed single digit.

7. The first tab on a “Menu” step is the “General” tab.  On this page you are defining which contact (trigger event) you are going to be playing, menu options to, and if this menu 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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The next tab on the “Menu” properties is the “Prompt” tab.  The value in the “Prompt” file 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 a digit before they hear the rest of the prompt.  If you want the caller to hear all of the prompts before they make a decision then you could choose “No” for the “Barge In” value. 

9. The third tab on the “Menu” step in the “Input” tab.  The “Timeout” value is the amount of time the system waits for input from the caller. When this timer expires, the system either replays the prompt or plays the system prompt that asks if the caller is still there.
10. The “Maximum Retries” value is the number of times the menu can be restarted after a timeout or invalid input response.
11. The “Flush Input Buffer” 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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12. The “Filter” tab on the “Menu” properties step is where you’re going to define what options are available to the caller (or maybe hidden options – connections defined but not played in the prompt).  
13. To add a new option click on the “Add” button.  Enter a descriptive name for your connection and click OK.  With your new connection highlighted, choose the number you want the caller to enter to be associated with that connection.  You may associate more than one number to a single connection.
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In our application the first option in the Menu is “PreSales”.  This connection is associated to the number 1.  If we look at the first branch off the main menu the connection is “PreSales”. Under “PreSales” we have a Label and then another Menu.  The Label is defined to handle the looping within this sub-Menu.
15. As we build our menus and sub-menu the connection branches are where we define the next steps to our call flow.  Based on our call flow diagram in Figure 4.1 we are setting up a simple transfer to specified extensions.

16. If we look at the first branch of the “PreSales” sub-menu the call needs to be redirected to Unified Communications extension.  The “Set” step allows up to map a variable to either an expression or another variable.  Below we are mapping the variable “extension” to the value of “extensionUnifiedComm”.  If you look in the variable window pane you can see that currently “extensionUnifiedComm” is set to the value of “1001”.  This variable is also flagged as a parameter so that if the number needs to change the customer can go the CCX Administration web page and override it.   (Please see Appendix for changing parameters in the AppAdmin web site.
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17. To transfer the caller to another extension you use the “Call Redirect” step.  Instead of having a “Redirect” step under each branch of the Menu, we can send it to a specific point in the script to do that transfer.  After the “Set” step where we have a “Goto” step that points to a Label called “TransferToExtension”.  

18. The “TransferToExtension” Label has the “Call Redirect” step along with the appropriate logic to test for a successful transfer.
In the “Call Redirect” step, this is only one tab where you need to assign the following values.  The “Call Contact” is which call you want to forward.  The default is “Triggering Contact”, unless another contact is defined.  The “Destination” is an expression or variable of the number you want to transfer to.  This script is forwarding to the value in the variable “extension”.  The “Reset To” radio button and drop-down list (default) resets the original destination of the call to the redirected destination.  The “Preserve” radio button preserves the original call destination even after the Call Redirect step executes.
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19. The “Call Redirect” step produces four output branches:

a. Successful--The call is ringing at the specified extension.

b. Busy--The specified extension is busy, and the call cannot be transferred.
c. Invalid--The specified extension does not exist.

d. Unsuccessful--The redirect step fails internally. 

20. If the call was transferred correctly you want to mark this contact as being handled, other wise it would look like it was abandoned in the reports. Under the successful branch is a “Set Contact Info” step.  When you click on “Properties” there is an attribute with the name of “Handled”.  In the “Values” field for “Handled” click on the “Set” button to mark (Marked) the call as handled.
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21. If the call was transferred correctly you want to mark this contact as being handled, other wise it would look like it was abandoned in the reports.  Under the successful branch is a “Set Contact Info” step.  When you click on “Properties” there is an attribute with the name of “Handled”.  In the “Values” field for “Handled” click on the “Set” button to mark (Marked) the call as handled.

22. The last step before the “End” step should be a “Terminate” step.  The “Terminate” step is a safety step to make sure a call is terminated and does not get stuck in the system.
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Making Changes to the Script

1. Currently this script is setup with one Main Menu and a couple of sub-Menus.  Try editing these Menus to fit your call flow design.

2. In addition, this script is setup with multiple variables that point to a specific extension. Try changing these variables to numbers that exist in your dial plan or use the parameter attribute on the variables and change the via the AppAdmin web page,
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 and it will create the new script in the repository.
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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 BaseLineStdMenu.aef name and click on the “Refresh” icon. [image: image3.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: image4.png]
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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 BaseLineStdMenu.aef script and click up the Upload icon. [image: image5.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
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 have 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.

[image: image6.png]92.168.200.8 - CRS Administration - Microsoft Internet Explorer

Unified CM Telephony Trigger Configuration

DirectoryNumber
Directory Number=
Trigger Information
Language™ ‘System Default - v

Application Name™ BaseLinestandarMenu

Device Name™

Description™

call Control Group™

Enabled ®ves ONo

Maximum Number Of Sessions [

Unchacked:Dafault valus is same 35 Numbar of Sessions
set on the Application

1dle Timeout (in ms) 5000

Override Media Termination O Yes ® No

Alerting Name ASCIT

Device Pool Default v,

Location Hub_None v

Partition None v

Voice Mail Profile None

Calling Search Space None v

Presence Group ‘Standard Presence group ¥/





12. Click on “Add” to save the Trigger.

13. 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. 

Standard Menu Application and Changing Parameters
1. If you would like to change the values of variables within the Standard Menu Script, 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 “BaseLineStandarMenu”
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5. To change any of the values click on the check box next to extension you would like to change and type your new value in the field.  Value must be enclosed in quotes.

6. To set the value back to the default, uncheck the check box.

7. Click on “Update” to save changes.

Script Layout

Below is the complete layout for the “BaseLineStdMenu.aef” (Figure 4.2) 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 4.2
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Variable Layout
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