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Preface

The Cisco Unified Contact Center Express Scripting and Development Series
contains three volumes and provides information about how to use the Cisco
Unified Contact Center Express (Cisco Unified CCX) Editor to develop a wide
variety of interactive scripts:

e Volume 1, Getting Started with Scripts (this book), provides an overview of
the Cisco Unified CCX and the Cisco Unified CCX Editor web interface.

e Volume 2, Editor Step Reference, describes each individual step in the Cisco
Unified CCX Editor palettes.

e Volume 3, Expression Language Reference, provides details on working with
the Cisco Unified CCX Expression Editor

The information in all three volumes is included in the Cisco Unified CCX Step
Editor online help. This means by searching in one location, the Cisco Unified
CCX Step Editor help, you should be able to find any information contained in all
three volumes.

This book is Volume 1 and it describes how to:
« Install the Cisco Unified CCX Editor
» Navigate the Cisco Unified CCX Editor interface

* Make use of key features of the Cisco Unified CCX development
environment

» Create scripts that perform a wide variety of tasks

Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



Preface |

Note

Audience

For an overview of the Cisco Unified CCX, see the Cisco Unified Contact Center
Express Administration Guide, which includes information about configuring the
Cisco Unified CallManager, the Cisco Unified CCX Server, and other
subsystems of the Cisco Unified CCX Engine.

The Cisco Unified Contact Center Express Getting Started with Scripts, Release
11.0(1) is written for application developers who will use the Cisco Unified
CCX Editor to create and modify Cisco Unified CCX scripts. This guide targets
developers who have the IP telephony knowledge required to create useful
applications and who also have some background in programming or scripting.
While readers of this guide do not need experience or training with Java, such
training is useful to fully utilize the capabilities of the Cisco Unified CCX system.

Organization

This guide contains the following chapters.

Chapter Title Description

Chapter 1 Installing and Starting the |Describes how to install and start the
Cisco Unified CCX Editor |Cisco Unified CCX Editor on your
computer.

Chapter 2 How To Use the Cisco Provides a high-level overview of the
Unified CCX Editor Cisco Unified CCX Editor and its
components.

Chapter 3 Using Expressions and the |Describes how to use the Expression
Expression Editor Editor.

Chapter 4 Localizing Cisco Unified |Describes how to localize your Cisco
CCX Scripts Unified CCX scripts to use prompts
in the language your customers use.

Jl Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)
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Chapter

Title

Description

Chapter 5

Advanced Scripting
Techniques

Describes advanced features of the
Cisco Unified CCX development
environment.

Chapter 6

Designing a Basic Script

Uses the sample script SNU.aef to
demonstrate how to use Cisco
Unified CCX Editor steps to design a
basic script.

Chapter 7

The Basic Cisco Unified
CCX Script

Uses the sample script icd.aef to
demonstrate how to use Cisco
Unified CCX Editor steps to provide
an Cisco Unified CCX solution to
queue calls and connect them to
available resources.

Chapter 8

Working with Multiple
Contacts

Uses the sample script broadcast.aef
to demonstrate how to use Cisco
Unified CCX Editor steps to design
scripts that handle multiple contacts
within the same script.

This chapter also provides a good
example of handling outbound calls
and using subflows.

Chapter 9

Designing a Web-Enabled
Script

Demonstrates how to use Cisco
Unified CCX Editor steps to create
scripts that take advantage of web
server applications.

Chapter 10

Designing a Web-Enabled
Client Script

Demonstrates how to use Cisco
Unified CCX Editor steps to create a
web-enabled client script.

Chapter 11

Designing a Database
Script

Demonstrates how to use Cisco
Unified CCX Editor steps to design a
simple script that automatically
provides callers with access to
information in a database.
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Chapter

Title

Description

Chapter 12

Designing a Cisco Unified
IP IVR Script

Uses the sample script aa.aef to
demonstrate how to use Cisco
Unified CCX Editor steps to design a
basic IVR script.

This chapter also provides examples
demonstrating how to design a
multi-lingual and/or media-neutral
script.

Chapter 13

Designing
Contact-Neutral Scripts

Demonstrates how to use Cisco
Unified CCX Editor steps to create a
contact-neutral script that accepts
either a phone call or an HTTP
request as the triggering contact.

Chapter 14

Designing a Script with
Text-To-Speech (TTS)

Uses the sample script
TTSsample.aef to demonstrate how
to use Cisco Unified CCX Editor
steps to design a script that takes
advantage of TTS capability.

Chapter 15

Designing Cisco Unified
CCX VoiceXML
Applications

Contains information about Cisco
Unified CCX support for VoiceXML
standards and other information
useful in developing applications that
take advantage of
VoiceXML-enabled web pages.

Chapter 16

Designing Scripts for
Cisco Unified IP IVR

Demonstrates how to use Cisco
Unified CCX Editor steps in the
Cisco Unified ICME palette to
design VRU scripts for use with
Cisco Unified IP IVR.
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Chapter

Title

Description

Chapter 17

Designing Cisco Unified
CCX Scripts

Demonstrates how to use Cisco
Unified CCX Editor steps in the
ACD palette to design scripts for use
with Cisco Unified CCX.

This chapter also demonstrates how
to use Session steps for session
management and how to use a default
script.

Chapter 18

Designing Cisco Unified
Gateway Scripts

Describes how to design Cisco
Unified CCX scripts to interact with
Cisco Unified ICME scripts in an
Cisco Unified CCX system
integrated with a Cisco Unified
ICME system through the Cisco
Unified Gateway.

Chapter 19

Uninstallation of Unified
CCX Editor

Describes the steps to uninstall the
Cisco Unified CCX Editor.

Appendix A

VoiceXML
Implementation for Cisco
Voice Browser

Provides VoiceXML information for
implementing the Voice Browser
feature of the Cisco Unified CCX
Engine.

Appendix B

A Sample Voice XML Log
File

A sample voiceXML log file with
SS VB debug turned on.

Related Documentation

See the following documents for further information about Cisco Unified CCX
applications and products:

» Cisco Unified Contact Center Express Scripting and Development Series:
Volume 2, Editor Step Reference

» Cisco Unfied Contact Center Express Scripting and Development Series:
Volume 3, Expression Language Reference

e Cisco Unified Contact Center Express Administration Guide
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e Cisco Unified Contact Center Express Installation and Upgrade Guide
e Cisco Unified Contact Center Express Servicing and Troubleshooting Guide
e Cisco Unified Communications Manager Administration Guide

» Cisco Unified Communications Manager Extended Services Administrator
Guide

e Cisco Unified Communications Manager System Guide

e Cisco Unified Contact Center Express Design Guide

Glossary
For the complete list of terms used in Cisco Unified CCX and Cisco Unified IP
IVR, see

http://www.cisco.com/en/US/products/sw/custcosw/ps1846/prod _technical refe
rence_list.html
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Conventions

This manual uses the following conventions.

Convention Description

boldface font Boldface font is used to indicate commands, such as user
entries, keys, buttons, and folder and submenu names. For
example:

e Choose Edit > Find.
e Click Finish.

italic font Italic font is used to indicate the following:

e To introduce a new term. Example: A skill group is a
collection of agents who share similar skills.

* For emphasis. Example:
Do not use the numerical naming convention.

e An argument for which you must supply values.
Example:
IF (condition, true-value, false-value)

¢ A book title. Example:
See the Cisco Unified Contact Center Express
Installation Guide.

window font Window font, such as Courier, is used for the following:

» Text as it appears in code or information that the system
displays. Example:
<html><title>Cisco Systems, Inc.
</title></html>

« File names. Example: tserver.properties.

e Directory paths. Example:
C:\Program Files\Adobe

string Nonquoted sets of characters (strings) appear in regular font.
Do not use quotation marks around a string or the string will
include the quotation marks.

[ ] Optional elements appear in square brackets.
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Convention Description

{x|ylz} Alternative keywords are grouped in braces and separated by
vertical bars.

[x|ylz] Optional alternative keywords are grouped in brackets and
separated by vertical bars.

<> Angle brackets are used to indicate the following:

¢ For arguments where the context does not allow italic,
such as ASCII output.

* A character string that the user enters but that does not
appear on the window such as a password.

A The key labeled Control is represented in screen displays by
the symbol *. For example, the screen instruction to hold
down the Control key while you press the D key appears as
~D.

Obtaining Documentation, Obtaining Support,
and Security Guidelines

For information on obtaining documentation, obtaining support, security
guidelines, and also recommended aliases and general Cisco documents, see the
monthly What’s New in Cisco Product Documentation, which also lists all new
and revised Cisco technical documentation, at:

http://www.cisco.com/en/US/docs/general/whatsnew/whatsnew.html

Documentation Feedback

You can provide comments about this document by sending email to the following
address:

ccbu_docfeedback@cisco.com

We appreciate your comments.
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http://www.cisco.com/en/US/docs/general/whatsnew/whatsnew.html
ccbu_docfeedback@cisco.com

| Preface

Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



Preface |

Jl Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



CHAPTER 1

Installing and Starting the Cisco
Unified CCX Editor

The Cisco Unified CCX Editor is a visual programming environment for creating,
modifying, validating, and debugging telephony and multimedia application
scripts in a Cisco Unified CCX system.

On installing the Cisco Unified CCX Editor:

» Using a web browser, you can download and install the Cisco Unified CCX
Editor on any computer (not in the Cisco Unified CCX cluster) that can
access the Cisco Unified CCX Administration web page.

This chapter includes the following topics:
« Starting the Cisco Unified CCX Editor, page 1-1
e Prerequisites for a Separate Installation, page 1-3

* Downloading the Cisco Unified CCX Editor for a Separate Installation,
page 1-3

» Installing the Cisco Unified CCX Editor, page 1-4

Starting the Cisco Unified CCX Editor

To start the Cisco Unified CCX Editor, do the following:
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| Starting the Cisco Unified CCX Editor

Step 1

Step 2

Note

A

Procedure

Select Start > Programs > Cisco Unified CCX Administration > Cisco
Unified CCX Editor.

The Editor Login dialog box appears.
Enter a valid Name, Password, and IP address or host name of a node in the Cisco
Unified CCX cluster and click Logon.

The Name and Password value for the Cisco Unified CCX Editor must be the
same as your Cisco Unified CCX Administration Name and Password value.

e Only users with Administrative rights to the machine on which the Cisco
Unified CCX Editor is installed are able to launch the Cisco Unified CCX
Editor. Non-administrator users are not able to launch the Editor. This is true
for Windows XP, Windows 7 32-bit Ultimate, and Windows 7 64-bit systems.

¢ After you download and launch the Cisco Unified CCX Editor for the first
time, you can select the Log On Anonymously button to run the Cisco
Unified CCX Editor without specifying a Name and Password. However, in
Anonymous mode, you cannot save scripts to the Repository.

The Cisco Unified CCX Server information can be any IP address or hostname of
a valid node in the Cisco Unified CCX cluster. For a local Cisco Unified CCX
Editor running in a Cisco Unified CCX cluster, this field is automatically
pre-filled with the local host IP address. For a remote Cisco Unified CCX Editor,
you must manually enter the Cisco Unified CCX Server ID.

Caution

You must supply a Cisco Unified CCX Server IP address the first time you launch
the Cisco Unified CCX Editor so that the Cisco Unified CCX Editor can
download additional information from the Cisco Unified CCX Cluster that it
needs to become fully functional. In subsequent launches, the Cisco Unified CCX
Editor uses the IP address to properly authenticate the user and download updated
configuration information. If no IP address is supplied, or if the Cisco Unified
CCX Editor is unable to connect to the cluster, the Cisco Unified CCX Editor
starts up with the last known IP address and configuration.

First, a window displays the logon progress; then the Cisco Unified CCX Editor
window appears.
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Prerequisites for a Separate Installation ||

Prerequisites for a Separate Installation

To install the Cisco Unified CCX Editor independently of a Cisco Unified CCX
server, you need to install one of the following operating systems:

«  Windows XP Professional
«  Windows 7 32-bit Ultimate
« Windows 7 64-bit

~

Note  You must use Internet Explorer version 9.x or later as your web browser for the
Cisco Unified CCX family of products.

Downloading the Cisco Unified CCX Editor for a
Separate Installation
To download the Cisco Unified CCX Editor from the Cisco Unified CCX
Administration web interface onto a computer not included in the Cisco Unified

CCX cluster, do the following:

Procedure

Step1  From the Cisco Unified CCX Administration menu bar, choose Tools > Plug-ins.

The Plug-ins web page appears.

Note  For instructions on accessing the Cisco Unified CCX Administration web
interface, see the Cisco Unified Contact Center Express Administration Guide.

Step2  Click the Cisco Unified CCX Editor hyperlink.
The Download Cisco Unified CCX Editor web page appears.
Step3  Click Download and execute the Cisco Unified CCX Editor installer.

Depending on your browser and its configuration, either a File Download dialog
box or a Save As dialog box appears.
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| Installing the Cisco Unified CCX Editor

Step 4

Step 5

Using either the File Download dialog box or the Save As dialog box, choose a
directory in which to store the executable file that contains the Cisco Unified
CCX Editor.

Click Save.
The Cisco Unified CCX Editor executable file begins downloading.

When the file has completely downloaded, you are ready to install the Cisco
Unified CCX Editor.

Follow the procedure in the “Installing the Cisco Unified CCX Editor” section on
page 1-4.

Installing the Cisco Unified CCX Editor

Step 1

Step 2

Step 3

Step 4

To install the Cisco Unified CCX Editor on your computer, do the following:

Procedure

In the directory where you stored the downloaded Cisco Unified CCX Editor
executable file, double-click Cisco Unified CCX Editor.exe.

The default directory for Windows XP is C:\Program Files\wfavvid 1001 and for,
Windows 7 is C:\Program Files (x86)\wfavvid 1001.

The InstallAnywhere Wizard appears and begins extracting files for the
installation. (This process may take a few minutes.)

At the Welcome prompt, click Next.

The Software License Agreements dialog box appears.
Read the software license agreements, then click Yes.
The Choose Destination Location dialog box appears.
Perform one of the following actions:

e Click Next to accept the default directory option, C:\Program
Files\wfavvid 1001 for Windows XP and C:\Program Files
(x86)\wfavvid 1001 for Windows 7.

The Select Components dialog box appears.
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Installing the Cisco Unified CCX Editor ||

« Perform the following procedure to choose a different destination:
— Click Browse.
The Choose Folder dialog box appears.
— Browse to the desired location, and then click OK.

The Choose Folder dialog box closes, and the destination appears in the
Choose Destination Location dialog box.

— Click Next.
The Select Components dialog box appears.

Step 5 In the Select Components dialog box, make sure that Cisco Unified CCX Editor
check box (the only option) is checked, and click Next.

The Select Program Folder dialog box appears.

Step 6  In the Select Program Folder dialog box, accept the default location to add
program icons to the program folder, or take one of the following actions:

» Type the name of the new folder.

* From the list of folders, choose the folder in which you want to store the
program icons.

Click Next.
The Start Copying Files dialog box appears.
Step 7 In the Start Copying Files dialog box, take one of the following actions:

» To change any of your previous choices, click Back, make the desired
changes, and then return to the Start Copying Files dialog box and click
Finish.

» If you accept all your choices, click Finish.

The InstallAnywhere Wizard closes, and the Cisco Unified CCX Editor is
installed at the indicated destination.

Step 8  Restart the system.
Step 9  Start up Cisco Unified CCX Editor by doing the following:

a. Select Start > Programs > Cisco Unified CCX Administration > Cisco
Unified CCX Editor.

The Editor Login dialog box appears.
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| Installing the Cisco Unified CCX Editor

b. Enter a valid Name, Password, and Cisco Unified CCX Server ID for a Cisco
Unified CCX cluster and click Logon.

The Name and Password value for the Cisco Unified CCX Editor is the same
your Cisco Unified CCX Administration Name and Password value.

Note  You must start the Cisco Unified CCX Editor and Logon immediately
after installation, while the system where it is installed can still reach the
Cisco Unified CCX cluster from which it was downloaded. This step is
necessary so that you can specify the IP address of the Cisco Unified CCX
Server so that the Cisco Unified CCX Editor can download additional
required information from the Cisco Unified CCX cluster.

When you logon for the first time, you also must logon as a named user
with a password. You should not attempt to logon anonymously for the
first logon.
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CHAPTER 2

How To Use the Cisco Unified CCX
Editor

The Cisco Unified CCX Editor (referred to in this documentation as the “Cisco
Unified CCX Editor”) is a visual programming environment for creating
telephony and multimedia application scripts. You can use the Cisco Unified
CCX Editor on any computer that has access to the Cisco Unified CCX server.

This introduction to the Cisco Unified CCX Editor contains the following topics:

About the Cisco Unified CCX Editor, page 2-2

An Example Cisco Unified CCX Editor Window, page 2-2

About the Cisco Unified CCX Editor Status Bar, page 2-5

Menu Bar Function Descriptions, page 2-7

Tool Bar Function Descriptions, page 2-16

About the Cisco Unified CCX Editor Step Palettes, page 2-18

How to Create and Customize a Cisco Unified CCX Editor Script, page 2-25
Defining, Using, and Updating Script Variables, page 2-31

Validating and Debugging Your Script, page 2-48

How To Handle Basic Script Errors, page 2-53

How and Why To Use the CRTP Protocol, page 2-56

The Script Templates Installed with the Cisco Unified CCX Editor, page 2-63
The Cisco Unified CCX Edition Script Web Repository, page 2-69
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I About the Cisco Unified CCX Editor

Within the Cisco Unified CCX Editor, you can also use the Cisco Unified CCX
Expression Editor to enter or modify expressions in a Cisco Unified CCX script.
For instructions on how to use the Cisco Unified CCX Expression Editor, see
Using Expressions and the Expression Editor.

About the Cisco Unified CCX Editor

~

Note

The Cisco Cisco Unified CCX Editor enables you to develop a wide variety of
interactive scripts.

The Cisco Unified CCX Editor simplifies script development by providing blocks
of contact-processing logic in easy-to-use Java-based steps. Each step has its own
unique capabilities, from simple increment to generating and playing out prompts,
obtaining user input, queueing calls, or performing complex database operations.

Although the steps are written in Java, you do not need to understand Java
programming to build a Cisco Unified CCX script. You can assemble a script by
dragging step icons from a palette on the left pane of the workspace to the design
area on the right pane of the workspace.

The Cisco Unified CCX Editor supplies the code required to connect the steps;
you provide the variable definitions and other parameters. You can validate and
debug the completed script directly in the Cisco Unified CCX Editor.

» The support for Remote Monitoring feature has been ended from Unified
CCX 11.0(1) release onward. While upgrading to Unified CCX 11.0, if the
Remote Monitoring feature was enabled, it will not function as before after
the upgrade is complete.

» Ifthere was any custom script created earlier with the RMON steps, the script
will ignore the RMON related steps and continue with the next steps of the
script after the upgrade is complete.

An Example Cisco Unified CCX Editor Window

This section includes the following topics:

» Cisco Unified CCX Editor Window with a Sample Script, page 2-4
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An Example Cisco Unified CCX Editor Window ||

e About the Cisco Unified CCX Editor Status Bar, page 2-5

e Menu Bar Function Descriptions, page 2-7

¢ Tool Bar Function Descriptions, page 2-16
See also:

» About the Cisco Unified CCX Editor Step Palettes, page 2-18

* How to Create and Customize a Cisco Unified CCX Editor Script, page 2-25
» Defining, Using, and Updating Script Variables, page 2-31

e Validating and Debugging Your Script, page 2-48
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W An Example Cisco Unified CCX Editor Window

Cisco Unified CCX Editor Window with a Sample Script

Figure 2-1 Cisco Unified CCX Editor Window
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About the Cisco Unified CCX Editor Status Bar W

The preceding example is of a Cisco Unified CCX Editor window with an
example Cisco Unified CCX script opened in it. The following table describes the
four panes of the Cisco Unified CCX Editor window.

1 |Palette pane Use the Palette pane to choose the steps you need to create
your script.

2 |Design pane Use the Design pane to create your script.

3 |Message pane |Use the Message pane to view messages when you are
validating or debugging a script.

4 |Variable pane |Use the Variable pane to create, modify, and view variables
for your script.

About the Cisco Unified CCX Editor Status Bar

Figure 2-2 is an example of the Cisco Unified CCX Editor status bar.

Figure 2-2 Cisco Unified CCX Editor Status Bar
Seript Free Metmory
Status Button
Step Mumber Line
N .
umber Cluster Status | | User Name | Available Memory

/

Step 249 Lh 243 %Charles_Sanit\; 7 Anonymous _ 5.44ME of 95.31MB ] %

e Step number: The first section displays the step number currently selected
(step/connection) out of how many steps defined in the script. Step numbers
correspond to the order in which they were added to the script and as such do
not increment necessarily when you scroll down the list of steps in the script.

* Line number: The second section displays the line number of the currently
selected step or connection out of how many lines are currently displayed in
the script. Expanding a step will increase the total number of lines being
displayed.

e Secriptstatus: The third section displays the script status. The snapshot above
shows nothing as the script was not modified.
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I About the Cisco Unified CCX Editor Status Bar

Script Status

Image Indicates

[E The script has been modified and needs to be saved.
"'{] The script is being debugged.

"Ih Script debugging is temporarily paused.

e Cluster status: The fourth section displays the cluster status. The text
displayed is the name of the cluster to which the Editor is connected or
Unknown if the Editor was started without information about a cluster.

Cluster
Status Image |Indicates
L% The Editor is connected to a cluster allowing it to debug scripts.
[
ﬁ The Editor is not connected to a cluster because all its engines
are down so no debugging is possible.

The Editor was started without information about a cluster.

Vg

« User name: The fifth section displays information about the logged in user.
The text displayed is the name of the user or Anonymous when the user logs
into the Editor anonymously.

User Status |Indicates
i'gﬁ The Editor user is logged in by name.
ﬁ? ﬁ The Editor user is logged in anonymously.
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Menu Bar Function Descriptions ||

e Available memory: The sixth section displays a progress bar with the total
available memory for the Editor and the amount of memory currently in use.

This is meant as a gauge for the user to identify when the Editor will have an
out-of-memory condition because either too many scripts are opened or
because the script being edited is too big. The progress bar changes to red
when there is about 10 MB of memory left before reaching the
out-of-memory condition.

¢ Button for freeing memory: The final section is a button that can be used or
not to free up memory not yet recollected by the Java VM. You do not need
to use this button since the Java Virtual Memory (JVM) automatically frees
up memory when it can be freed.

See also:
e Menu Bar Function Descriptions, page 2-7

* Tool Bar Function Descriptions, page 2-16

Menu Bar Function Descriptions

This section describes how to use the menu bar options in the Cisco Unified
CCX Editor window:

e The File Menu, page 2-8

e The Edit Menu, page 2-9

e The Tools Menu, page 2-10

¢ The Debug Menu, page 2-10
¢ The Window Menu, page 2-11
e The Settings Menu, page 2-11
* The Help Menu, page 2-15
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Bl  Menu Bar Function Descriptions

The File Menu

Use File menu options to perform a variety of tasks with files.

Table 2-1 File Menu Options
Option Description
New Opens the script template window from which you select a

template and click OK. Then creates a new script based on the
selected template and places a Start step and End step (and
other steps, depending on the template, in the Design pane.

(The Start step is the first step of every new script and the End
step is the concluding step in a script.)

Open Displays a standard Open window that allows you to choose
and open an existing script (.aef) file.

Note The default location for user scripts are:
C:\ProgramFiles\wfavvid_1001\Scripts\User\Default
for Windows XP and
C:\ProgramFiles(x86)\wfavvid 1001\Scripts\User
\Default for Windows 7.

When connected to a cluster, this option allows you to
browse all scripts uploaded to the cluster's script
repository and load one directly from there.

Use the Open option to access and modify an existing user
script.

Note Never use File > Open to load a Cisco Unified CCX
Cisco-supplied system script. Doing so will only work
on servers and not remote editors and overwriting that
file corrupts the installation making the script not
loadable, as the system responds with a license
violation if a system script is modified. The only course
of action after having corrupted an installation is to use
the recover option of the Cisco Unified CCX installer to
get the original system script re-installed properly.

Close Closes the current script file.
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Table 2-1

Menu Bar Function Descriptions

File Menu Options (continued)

Option

Description

Save

Saves the current script file.

Save As

Opens a standard Save As window that you can use to save your
current script by entering a filename with an .aef extension.

Print

Prints the current file.

Properties

Provides two tabs:

« General—Describes the type, location, and size of the
opened file.

e Summary—Provides fields you can use to enter descriptive

information about the opened file.

The Edit Menu

Use Edit menu options to perform various editing tasks.

Table 2-2

Edit Menu Options

Option

Description

Undo

Undoes last action.

Redo

Redoes last action.

Cut

Cuts selected items.

Copy

Copies selected items.

Paste

Pastes selected items.

Delete

Deletes selected items.

Find

Displays a window you can use to search for specific text.

Find Label

Displays a window you can use to search for a specific label.

Find Next

Searches for another occurrence of text entered in the Find
window.

Expand All

Displays all branches in the steps in the Design pane.
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Bl  Menu Bar Function Descriptions

The Tools Menu

The only Tools menu option is Validate.

Use the Validate menu option to check that your script sequence and your step
properties usage conform to the general syntax that the Cisco Unified
CCX Engine requires.

The Debug Menu

Use the Debug menu options to test your completed script on a local or remote
Cisco Unified CCX Engine.

Table 2-3 Debug Menu Options

Option Description

Start/Continue Runs the current script in debug mode.

Break Stops the script to allow you to view or change the

current values of variables and step properties before
resuming execution.

End Ends the current script.
Step Over Executes one step.
Evaluate Use the Evalute option to evaluate an expression in the

current context of execution during the debug run.

You may press the Evaluate button at any time during
active/ reactive debugging. This will open a window
similar to the Expression Editor. specify the expression
to be evaluated in the Value tab. The expression may also
contain any variables used in the script.

When you slect the Evaluate option, the expression is
evaluated using the current value for the variables as they
stand, (till the current point of execution) and the result
is displayed in the Result tab.
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Menu Bar Function Descriptions

Table 2-3 Debug Menu Options (continued)

Option Description

Insert/Remove Inserts a breakpoint at the currently selected step. This

Breakpoint insertion causes the script to halt whenever it runs in
debug mode, but it does not affect the run-time version
of the script.

Enable/Disable Toggles the selected breakpoint on or off.

Breakpoint

Clear All Removes all breakpoints from the script.

Breakpoints

Reactive Script

Prompts for the name and timeout setting of the
event-triggered script to be debugged.

Pending Response

Displays a list of all reactive scripts that have been
registered but not yet started. (This allows you to see
what reactive debugging requests are still pending.)

The Window Menu

Use the Window menu options to control how multiple files appear in the Design

pane.

Table 2-4 Window Menu Options

Option Description

Cascade Displays files as stacked windows.

Tile Horizontally

Displays files as equal windows tiled horizontally.

Tile Vertically

Displays files as equal windows tiled vertically.

The Settings Menu

Use the Settings menu options to customize the Cisco Unified CCX Editor and to
define expanded call-context variables.

Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



Chapter 2 How To Use the Cisco Unified CCX Editor |

Bl  Menu Bar Function Descriptions

Table 2-5 Settings Menu — Editor Options
Editor Options Description
View tab |Formatting Allow you to format Cisco Unified CCX script
Options Annotations, Labels, Names, Descriptions, and
Connections according to your color choice,
italics, bolding, and or underlining.
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Table 2-5 Settings Menu — Editor Options (continued)

Editor Options Description

General |Confirm Whenever you open a Cisco Unified CCX script
options conversion at created in a lower version of the Cisco Unified
tab Open CCX Editor than the one currently open, the

script is automatically converted to the current
Cisco Unified CCX version and opens
successfully.

Selecting this option enables the display of a
confirmation message of that conversion.

Auto-maximize |Selecting this option means that the Cisco
frame at Open Unified CCX Editor will always open in a
maximized (full) window.

Recently used Enables you to select the number of most
file list recently opened Editor files that you want listed
in the File menu display.

Double-click to  |Enables the display of the customizer window
open customizers |for any step when you double click on it.

Otherwise, you need to right click on the desired
step and then select the Properties option from
the pop-up menu list.

Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



Chapter 2 How To Use the Cisco Unified CCX Editor |

Bl  Menu Bar Function Descriptions

Table 2-5 Settings Menu — Editor Options (continued)

Editor Options Description

Palettes | Palette selection |Allow you to customize which steps appear in

tab boxes and the Cisco Unified CCX Editor palettes.
buttons

Beginning with CRS 4.0, the CRS Editor no
longer enforces CRS licensing; instead, the
Cisco CRS FEngine enforces licensing at
runtime. This means that you can add any step
to any script regardless of what licenses you
have purchased. However, if a script contains
unlicensed steps, the Cisco CRS Engine will
reject the script at runtime with a license
violation.

The Synchronize License button can let you
hide steps that you have not purchased. The
Synchronize License button is available to
communicate with the Cisco Unified CCX
cluster and automatically show or hide palette
steps according to the currently installed
licenses.

If you request license synchronization when the
Cisco Unified CCX Editor cannot access the
latest license on the cluster or when the Cisco
Unified CCX server is down, then the Cisco
Unified CCX Editor will synchronize the
licensed Cisco Unified CCX Editor palettes
with the ones listed in the local license on your
machine, if it exists.

Note The Cisco Unified CCX editor has to
synchronize the license on the user's
local machine with its license on the
server at least once in order for it to copy
that license from the server and store it
on the user's local disk.

i Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



| Chapter2 How To Use the Cisco Unified CCX Editor

Menu Bar Function Descriptions ||

Table 2-6 Settings Menu — Expanded Call Variables

Menu Selection Description

Expanded Call Enables you to define the expanded call variables used by
Variables the Get Enterprise Call Info and Set Enterprise Call Info
steps.

Note If you are using Cisco Unified IP IVR, you must
define expanded call variables before using them in
the Enterprise Call Info steps.

The Help Menu

The only Help menu option is Help.
Use the Help menu option to search the contents of the Help file.
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Tool Bar Function Descriptions

The Cisco Unified CCX Editor tool bar provides icons you click to choose some
of the same Cisco Unified CCX Editor options that you access from the menu bar.
Depending on the work you are doing in a script, some of these icons are greyed
out, not allowing those specific options.

Figure 2-3 Cisco Unified CCX Editor Toolbar

o I " |
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Table 2-7 Cisco Unified CCX Editor Toolbar Tool Functions

Tool Description

3 Creates a new script.

Opens a script.

Saves a script.

Prints selected file.

Cuts selected item.

Copies selected item.

Pastes selected item.

Undoes previous command.

Eﬁlﬁ'ﬂﬁ'ﬁ@ﬂﬂﬂz

Redoes previous command.
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Table 2-7 Cisco Unified CCX Editor Toolbar Tool Functions (continued)

Tool Description

o

Starts running the script.

Note  Only use this option for scripts that do not need
to be triggered by an external event, such as an
inbound call or an inbound HTTP request. (This
is referred to as normal debugging.)

Pauses the debugging process.

Stops debugging process.

Executes the next step, only.

Note

Q&

» This allows you to execute one step at a time during
a debugging session in order to verify the results.

o If the next step is a CallSubflow step, the subflow
invoked will run to completion and the debugging
will then stop at the next step after the CallSubflow
step.

Inserts/removes a breakpoint at the currently selected
step. This instructs the Cisco Unified CCX Editor to stop
debugging just before executing this step.

A hand and diamond icon displays in front of steps set
[% with a breakpoint if the breakpoint is enabled.

If the breakpoint is disabled, then only a diamond icon
displays.

If the currently selected step already has a breakpoint set,
then this icon changes to a different one showing an
arrow coming out indicating the breakpoint can be
removed.

o ¢
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Table 2-7

Cisco Unified CCX Editor Toolbar Tool Functions (continued)

Tool Description

& Enables/disables a breakpoint on a step.

Click the diamond icon to enable a breakpoint.

[% Click the hand with the diamond icon to disable a

breakpoint.

K Clears all breakpoints in debugging process

About the Cisco Unified CCX Editor Step Palettes

The Palette pane of the Cisco Unified CCX Editor contains all the steps available
for developing scripts. The steps are organized into general categories in a tree

hierarchy.

Figure 2-4

e
This section contains the following topics:

o e O B O o B O o O O O e O

Cisco Unified CCX Editor Palette Pane

General
Trigger
Session
Contact

Call Contact
eMail Contact
Http Contact
Media

User

Prompt
Grammar
Document
Databaze
ACD

ICM

Java

¢ The Editor Palettes Available in Each Cisco Unified CCX Product, page 2-19
e The Steps in Each Cisco Unified CCX Editor Palette
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¢ How To Use the Cisco Unified CCX Editor Palettes, page 2-24
¢ How to Create and Customize a Cisco Unified CCX Editor Script, page 2-25

The Editor Palettes Available in Each Cisco Unified CCX
Product

Table 2-8 lists the Cisco Unified CCX Editor step palettes available for each
license option.

Note  All the palettes listed in the following table are displayed in the Cisco Unified
CCX Editor by default. However, the Cisco Unified CCX Engine enforces
licensing at run time; if a script uses a step for which your system is not licensed,
the Cisco Unified CCX Engine prevents the script from being loaded.

Table 2-8 Step Palette Availability with Unified CCX License Options
Cisco Cisco Cisco
Cisco Unified Unified Unified
Unified IP |CCX CCX CCX
IVR Standard |Enhanced |Premium
General! X X X X
Session X X X X
Contact X X X X
Call Contact X X X X
Email X X
Contact
HTTP X X
Contact
Media 2 X X X X
User X X X X
Prompt® X X X X
Grammar X X X X
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Table 2-8 Step Palette Availability with Unified CCX License Options (continued)
Cisco Cisco Cisco
Cisco Unified Unified Unified
Unified IP |CCX CCX CCX
IVR Standard |Enhanced |Premium
Doc X X X X
DB X X
ACD X4 X3 X
ICM X
Java® X X X

1. The ‘Get Reporting Statistic’ step is only available with the Cisco Unified CCX

packages.

2. The “Voice Browser’ step is only available with the Cisco Unified IP IVR or Cisco
Unified CCX Premium packages.

3. The ‘Create TTS Prompt’ step is only available with the Cisco Unified IP IVR or

Cisco Unified CCX Premium packages.

4. The ‘Set Priority,” and ‘CreateCSQSpokenNamePromptStep’ steps are not
available with Cisco Unified CCX Standard

5. The ‘Set Priority,” and ‘CreateCSQSpokenNamePromptStep’ steps are only
available with Cisco Unified CCX Enhanced or Cisco Unified CCX Premium.

6. When the step in the Java palette is enabled, the Java functionality of the
expression language is also enabled.
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The Steps in Each Cisco Unified CCX Editor Palette

Table 2-9 lists the steps in each Cisco Unified CCX Editor palette.

Table 2-9 The Cisco Unified CCX Editor Palettes

Palette Steps

General E-_1 General

— Annotate

— % Call Subflow
R Day of Week
== Decrement

—E Delay

— A% End

—QE Get Trigger Info
783 Goto

—={3 1t

—+ Incremert

2 Lahel

—% Cn Exception Clear
—B& Oh Exception Goto
—== Set

—&ff suwitch

(T Titme of Day

Session

-2 Session

@ Get Session
et Sezsion Info
Sezzion Mapping
et Sezsion Info

Contact
E- 24 Cortact

’Z:f Accept

Get Contact Info

Feject
et Contact Info

?3' Terminate
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Table 2-9 The Cisco Unified CCX Editor Palettes (continued)
Palette Steps
Call Contact B

=4 Call Contact

—& Call Consutt Transfer
g5 Call Hold

&8 Call Redirect
— % Cal Unhold

— Get Call Contact Info
Get Enterprize Call Info

—&2 Place Cal
Set Enterprize Call Info

Email Contact
N eMail Cortact

E@ Attach To eMai

@ Create ehdail
% Send eMsil

HTTP Contact

A Hitp Cortact

L) Get Hitp Cortact Info
¥ Http Forward

@ Hitp Inciude

T} Hitp Redirect

(71 Send Hitp Response
&L Set Hitp Contact Info

Media

= Media
—Z:i. Explicit Confirmation
g Extended Get Digit String
—ﬂli’ Extended Play Promgt
= et Digit String
2 mlicit Confirmation
— Menu
:z? Mame Ta User

i Play Protmpt
4 Recording
—5= Send Digit String
J Simple Recognition
— “Woice Browser
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The Cisco Unified CCX Editor Palettes (continued)

Palette

Steps

User

f—]— _AUser

4 Autherticate User
z?b Get User
et User Info

‘u‘ﬁl Set User Info

Prompt

=1 Promgt

Create Conditional Prormpt
Create Container Prornpt
Create Generated Prorgt
Create Language Promgt
Create TTS Pramt
Upload Prampt

Grammar

Create Menu Gratmnmar
] Upload Grarmmar

A Grammiar
.L!: Create Language Grammar
|

Document

(523 Documert

—Dﬁ Cache Document

—# Create File Document

) Creste URL Documert

—@ Create XML Document

] Get XML Document Deata
Keywvord Transform Documert
— Upload Document

Wirite Document

—@ KSL Transform Document

Database

E— _4 Database
DB Get
DB Read

g DE Releaze
DB Wite
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Table 2-9 The Cisco Unified CCX Editor Palettes (continued)
Palette Steps
ACD
E-C3 ACD
—_é,j Caonnect
L3 Creste CSQ Prompt

— ] Degqueue
— ¥ Get Reporting Statistic
Reguest Route

— & Select Resource
] Set Priority

Start Monitar
—‘ﬁ?ﬁ Stop Monitor

IcM
‘ _Acm

L set Ich Resut

Java

= 4 Java
l—ﬁ Create Remate Java Ohject

Note  For complete descriptions of the steps in every Cisco Unified CCX Editor palette,
see the Cisco Unified Contact Center Express Scripting and Development Series:
Volume 2, Editor Step Reference Guide.

How To Use the Cisco Unified CCX Editor Palettes

« To display the contents of a palette:
Click the plus sign (+) to the left of the palette icon in the Palette pane tree.

e To create your script:
Drag the steps you want from the Palette pane and drop them, in their desired
order, into the Design pane.
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Each step performs a specific function and creates a portion of the underlying
programming. You can customize all of the steps once you have placed them
in the Design pane.

Your cursor displays the international prohibited sign until you move a step
into a location that the Cisco Unified CCX Editor allows. In addition, the step
or branch under which the step would be inserted is also highlighted.

Here are some tips about dragging steps:

» Before you drag a step to the Design pane, close any open customizer
window(s). (If you try to drag a step to the Design pane when a customizer
window is open, the Design pane does not accept the step.)

» While dragging a step, move the cursor close to any edge of the script window
to scroll the script in that direction in order to drop the step in the desired
location.

» While dragging a step, the collapsed steps do not immediately expand. To
expand a collapsed step, move the cursor over the collapsed step for two
seconds; the step or connection then expands.

~

Note  Custom steps are not supported in Cisco Unified CCX.

How to Create and Customize a Cisco Unified
CCX Editor Script

This section contains the following topics:
» Creating a Script, page 2-25
e Customizing a Step, page 2-28

Creating a Script

» To begin a new script, select the blank script button in the Cisco Unified
CCX Editor tool bar. The blank script template opens in the Design pane with
the Start and End steps providing you with the starting and end points of your
script.
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« To begin a new script, click the new script button in the Cisco Unified
CCX Editor tool bar. A blank script opens in the Design pane with the Start
step providing you with the starting point of your script.

¢ To add a step to your script, drag the step icon from the Palette pane and drop
it onto the step it will follow in the Design pane. Place the steps in logical
order for the script you are building.

» To change the order of a step in the script, drag the individual step icon from
its old location to its new location.

» To delete a step, select the step icon and press the Delete key.

» To expand the script under a step, click the plus sign to the left of the step
icon.

» To contract the script under a step, click the minus sign to the left of the step
icon.
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Figure 2-5 shows an example of how a script displays in the Cisco Unified CCX
Editor Design pane.

Figure 2-5 Script Example in the Design Pane

—¥% sccept (—Triggering Cantact--)
— /% Check if we support 43R */
—'B Get Contact Info (--Triggering Contact--)
— 4% Initialize Prompts */
—@ menuPrampt = Creste Conditional Prompt (ase 7 SPIAAGAMainMenu_ASR] : SP[ALWAMaEInMEeRLU])
—(ﬁ? extnPrompt = Create Conditional Prompt (ast 7 SPLAAWMAERterExtn_ASR] : SPlAAWAERterExtn])
—C}: namePrampt = Creste Container Prompt Escalstion (SPlAL B ANameDial0_A5SR] || SPlALWL AMNameDiall _ASR] ] ..
—@ namePrampt = Create Caonditional Prompt (asr ¥ namePrompt @ SP{ALWL ARameDial])
— 4% Play Welcome Prompt without any interruptions or barge-in being enahled. */
—c@;l Play Protpt (--Triggering Cortact--, welcomePrompt)
—@ MainMenu:
[-El—l-[: If (asr || AlwaysEnableDislByhame 1 Then
—{ﬂ prompt = Create Cortainer Prompt Escalation (prefixPrompt + menuPramgt || rmenuPrommgpt)
—[@ /% Clear Prefix +#/
—== Set prefixPrompt = P[]
[-EI—---J Simple Recognition (--Triggering Contact--, prompt, SGLALW AMainkenu])
— % We could not recognize anything or transfer anywhere */
—c@;l Play Prommpt (--Triggering Cortact--, prefixPrompt + SPLASLSOrY])
+ Call Redirect (--Triggering Contact-- to operExtn)
—-={7 If (attempts = MaxRetry ) Then
‘i}l True
ﬁ False

— J% Were not able to transfer to the operator.
Playback the prompt and simply exit the application.
The system defanlt treatment will kick in. */

—:@} Plzy Protpt (--Triggering Cortact--, prefixPromgpt + DP[1000])

—Ef Terminate (--Triggering Contact--1

— Ay End

Many steps have output branches under which you add steps to provide desired
script logic based on the exit condition of the step.

For example, in Figure 2-5, the Place Call step shown has six output branches:
*  Successful

« NoAnswer
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¢ Busy

e Invalid

¢ NoResource
» Unsuccessful

Output branches often contain steps and other output branches. In Figure 2-5, the
Successful output branch contains three steps below it.

At run time, each script follows a hierarchical sequence, as indicated by the
vertical lines connecting steps.

In Figure 2-5:

e If the script reaches the NoAnswer or Busy output branch of the Place Call
step, it will fall through to the End step.

e If the script reaches the Invalid, NoResource, or Unsuccessful branch of the
Place Call step, it will fall through to the next step in the flow, which—in this
example—is the Terminate step.

Customizing a Step

Step 1

Step 2

Step 3

You can customize all of the steps in the Cisco Unified CCX Editor by opening
windows called customizer windows. A customizer window contains fields you
can configure to meet the needs of your script. The configuration fields on the
customizer windows are called properties.

To display the customizer window for a Cisco Unified CCX Editor step, do the
following.

In the tool bar, select the blank script button.
The Start icon and End icons appear in the Design pane.

In the Editor palette, select Contact > Accept and drag the Accept icon from the
palette into the Design pane under the Start icon.

Right-click the Accept icon.

The Properties popup menu appears.
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Figure 2-6 Properties Popup Menu—Menu Step

Cut

Copy
Paste

Delete

Find... Chrl+F
Find Label. .. Chrl+L
Find Mexk F3
Expand

Expand Children

Callapse Children

Expand All

Step4  Select Properties.

The customizer window of the Accept step appears.

Figure 2-7 Menu Customizer Window

&3 Accept - Scriptl.aef x|

=  General I

L2
[# Contact:

Ok I Apply Cancel | Help |

Use the customizer window of each step to configure the properties of that step.

Customizer windows have text fields and or selection fields that you use to
configure properties. They might have multiple tabs.

Each customizer window contains four buttons:
*  OK—Applies the changes and closes the customizer window.

» Apply—Applies the changes without closing the customizer window.
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¢ Cancel—Closes the customizer window without applying any changes.
¢ Help—Displays context-sensitive help for this step.

Customizer windows might also have additional buttons that you can use to
modify and display various properties within a step.

In addition, customizer windows typically display three tabs with icons at the top
left corner of the window.

Table 2-10 Step Editor Customizer Window Tabs
Tab Icon Description
Top Tab The step’s icon, allowing you to customize the

®

specific properties of the selected step, if any.

This icon always corresponds to the icon
associated with the current step. The example step
icon illustrated here is that of the Get Session step.

Middle Tab The Label icon, allowing you to assign a label to
the step.
Bottom Tab The Annotate icon, allowing you to enter

comments regarding the step.

Note  The following are the exceptions to the previous tab convention:

» The Label step, which displays only two tabs (Label and Annotate); and the
Annotate step, which displays only two tabs (Annotate and Label). This is
because these steps are actually doing nothing else then providing a label or
an annotation which can now be done by all other steps.

e The OnExceptionGoto and the Goto steps also display only two tabs: their
properties tab and the annotate tab. They do not display a label tab because
these two steps are used as branching steps.
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Defining, Using, and Updating Script Variables

Any step in your script can use variables once you define them in the Variable
pane of the Cisco Unified CCX Editor window. A script variables store data while
a script executes and the value of the variable can change during script execution.

This section includes the following topics:
¢ How to Reorganize the Display of Script Variables in the Editor, page 2-32

¢ How To Define Local Script Variables in the Cisco Unified CCX Editor,
page 2-32

* How To Map a Script Variable to a Subscript Variable, page 2-34
» Using Enterprise Expanded Call Context (ECC) Variables, page 2-35
e How To Define ECC Variables in the Cisco Unified CCX Editor, page 2-35

e The Types of Local Variables Available in the Cisco Unified CCX Editor,
page 2-37

¢« How and Why To Export Variables, page 2-43

¢ How and When To Configure the Encoding and Decoding of Variable Types,
page 2-44

» Using Multiple Values in a Variable, page 2-47
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How to Reorganize the Display of Script Variables in the
Editor

By clicking one of the headers in the Cisco Unified CCX Editor Variable pane,
you can reorganize a script’s variable list display according to the header.

How To Define Local Script Variables in the Cisco Unified
CCX Editor

This section describes how to define a local script variable, a variable created in
a script and specific only to that script.

~

Note  In addition to defining local script variables, you can also define expanded call
variables for use with the Enterprise Call Info steps. See How To Define ECC
Variables in the Cisco Unified CCX Editor, page 2-35 for how to do this.

To define a new local script variable, click the New Variable icon £ atthe top
left corner of the Variable pane of the Cisco Unified CCX Editor window.

The New Variable dialog box appears.

Figure 2-8 New Variable Dialog Box

i
Tye: | =]

Mame: I

Yalue: I LIIZI
I~ Einal [~ Array

[~ FPararmeter Dimensians: I UE

ik | Cancel |
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After you use the New Variable dialog box to define your variables, the variables
appear in the Cisco Unified CCX Script Editor Variable pane.

You can select a listed variable and use the Modify | P | or Delete gl icons
in the toolbar of the Variable pane to make any necessary changes.

The table below describes the fields in the New and Edit Variable dialog boxes.

Table 2-11 New and Edit Variable Properties

Property Description

Type (Drop-down list.) Type of variable you want to declare. This is
either a friendly data type or a fully qualified Java class name (for
example, java.util. ArrayList).

Note For a list of available Cisco Unified CCX variable types,
see Table 2-12

Name Name of the variable you want to declare.

Value (Expression.) Data you initially assign to a variable. The type of
data you enter must match the data type you declared in the Type
field.

Data can consist of valid expressions of the same type and can
include final variables (if the variable for which the value is
defined is not marked final).

The Cisco Unified CCX Editor evaluates initial values for
variables before the first step in the script is executed. For
example, an expression such as new Date() would be evaluated
at the time the script executes and results in a data object
representing the current date.

Note The same expression can be written as D[now] for
simplicity.

Final (Checkbox.) If enabled, marks the variable as one that cannot
have its value changed. Such a variable is known as a constant and
can be used to define other non-final variable initial values.

The keyword final can also be prefixed to the data type for the
same result, to make a variable final of type integer, as in the
following example:

final int
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Table 2-11 New and Edit Variable Properties (continued)

Property Description

Parameter  |(Checkbox.) If enabled, sets the value for this parameter in the
Cisco Unified CCX Administration web interface when you
provision applications that use this script.

Array (Checkbox.) If enabled, defines the variable as an array (seen by,
or entered by, the ending [] on the variable type).

Dimensions |(Checkbox.) If enabled, allows you to use the drop-down list to
define the dimensions of an array variable:

o Ifset at 0, then the variable is not defined as an array.

e Ifsetto 1, it defines the variable as an array of dimension 1;
if set to 2, an array of dimension 2, and so on.

Note  You can also simply type ending brackets ([]) to the
variable type to indicate to the Cisco Unified CCX Editor
that an array is being created.

How To Map a Script Variable to a Subscript Variable

Note

You can also map variables you define for your script to variables you define in a
subflow. A subflow can use and manipulate a variable, then return the data that is
stored in the variable to the primary script.

Scripts cannot share variables with other scripts, except in the case of default
scripts, in which the primary script automatically transfers the values of its
variables to a default script. (See Using Default Scripts, page 5-19.)

You can also map a local variable to a Web cookie, an environment variable, and
HTTP header, a keyword, or a Cisco Unified CCX application parameter. See the
description of the Keyword Transform Document step for how to map a variable
to a keyword. See the description of the of the Set Http Contact Info step for how
to map a Web cookie, and see the description of the Get Http Contact Info step for
how to map an environment variable, an HTTP header, and a Cisco Unified CCX
application parameter.

For complete details on using variables in scripts, see the Cisco Unified CCX
Scripting and Development Series: Volume 3, Expression Language Reference.
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Using Enterprise Expanded Call Context (ECC) Variables

Enterprise Expanded Call Context (ECC) data fields are used by all applications
in the Cisco Unified CCX Cluster. There can be as many as 200 user-defined
fields defined in the Field List (index numbers 0-199) of expanded call variables.
These field values do not appear in the ContactCallDetail records as there are no
fields reserved for them.

The Cisco Unified CCX system, and the Cisco Finesse Desktop can pass ECC
variables to each other.

Cisco Unified CCX has some pre-defined ECC variables. For a list of the Cisco
Unified CCX system default ECC variables, see Cisco Unified Contact Center

Express Scripting and Development Series: Volume 2, Editor Step Reference
Guide.

The Cisco Unified CCX Editor Set and Get Call Info steps are specifically
designed to use enterprise call variables. For how to use ECC variables with these
steps, see the individual step descriptions.

How To Define ECC Variables in the Cisco Unified CCX
Editor

~

Note  Every Enterprise ECC variable must be separately defined on all parts of the
system that sends and receives the variable data: the Cisco Unified CCX Editor in
Cisco Unified CCX, and the Cisco Finesse Desktop. This procedure deals only
with the Cisco Unified CCX Editor. For further information, see Designing Cisco
Unified Gateway Scripts, page 18-1.

To define an ECC variable in the Cisco Unified CCX Editor, do the following.

Step1  From the Cisco Unified CCX Editor menu bar, choose Settings > Expanded Call
Variables.

The Expanded Call Variables window appears.
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Figure 2-9 Expanded Call Variables Window

Expanded Call ¥ariable x|

| £]2]x]

Marme | Type | Description |

Step2  In the tool bar, click the Add New Variable E icon.
The Edit Expanded Call Variable dialog box appears.

Figure 2-10  Edit Expanded Call Variable Dialog Box

Edit Expanded Call ¥ariable x|

Matre: ||

Type: I’Scalar LI

Descrimion:l

Ok | Cancel |

Step3  In the Name text field, enter the ECC variable name as defined in the Cisco
Unified ICME configuration (or the Cisco Finesse Administration using Cisco
Unified CCX).

~

Note  All user-defined ECC variable names should begin with "user."

Step4  In the Type drop-down menu, choose the type of expanded call variable (scalar or
array).

Step 5 In the Description text field, enter a description of the variable.

Step 6  Click OK.
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The Edit Expanded Call Variable dialog box closes, and the variable name, type,
and description appear under their respective columns in the Cisco Unified ICME
Expanded Call Variables window (or the Cisco Finesse Administration using
Cisco Unified CCX).

Click the dialog box’s Clese (X) button.

The Expanded Call Variables window closes, and the ECC variable is now
available to your script. It will be listed in the Enterprise Call Info step’s
drop-down list as ---name--, where name is the value you entered in the Variable
Name field.

The Types of Local Variables Available in the Cisco Unified

CCX Editor

~

Note

Table 2-12 describes the types of local variables available in the Cisco Unified
CCX Editor.

This table provide brief descriptions and examples of each of the built-in variable
types available to Cisco Unified CCX. For complete details on using each
variable, see Cisco Unified CCX Scripting and Development Series: Volume 3,
Expression Language Reference and the Cisco Unified Contact Center Express
Scripting and Development Series: Volume 2, Editor Step Reference Guide.
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Table 2-12 Available Cisco Unified CCX Variable Types
Variable
Name Description
Byte A Byte variable represents an integer value with a value range
from -128 to +127.
Examples:
« (byte)23
* (byte)-45
Contact A contact variable represents an internal contact created as a

result of an external event, such as an incoming call, e-mail
message or HTTP request. It can also represent an outbound
contact, such as an outbound call or an outbound email. A
variable of this type references the resources related to the contact
and lets you indicate which contacts a step should act upon.

You cannot manually enter a contact as a variable value. Contact
variables result only from the Create eMail step (from the eMail
palette), the Place Call step (Call Contact palette), and/or the Get
Trigger Info step (Contact palette).

Short A Short variable represents an integer value with a value range of
-32768 to +32767.

Examples:
e (short)3456
e (short)7239

User A User variable represents a configured Cisco Unified
CallManager User. A user variable can be returned by steps such
as Name To User, Get User, or Select Resource step, and is used
in other steps to extract information from the variable.
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Available Cisco Unified CCX Variable Types (continued)

Variable
Name

Description

Session

A Session variable tracks contacts across the system. As the
contact moves from one place to another, information can be
tagged along and retrieved by a script. A Session variable can be
thought of as a “shopping cart” in a web application.

You cannot manually give a Session variable a value. Session
variables can only be returned from the Get Contact Info step
(Contact palette) and/or the Get Session step (Session palette).

Prompt

A Prompt variable contains information about what to play to a
caller when a call is passed to a Media step. It can reference audio
files in the prompt repository or on disk, concatenation of
multiple prompts, or more complicated types of prompts

Examples:

e P[] or SP[]—An empty prompt. (No prompt gets played
back.)

¢ P[AA\AAWelcome.wav]—A user-defined prompt located in
the User Prompts directory.

Grammar

The Grammar variable represents different options that can be
selected by a caller using a Media input step (such as the Menu
step). A grammar variable can represent grammars uploaded to
the grammar repository or created using some of the existing
steps.

Examples:
¢ GJ], SG[]—An empty grammar. (No value gets recognized.)

e G[grammar.grxml]—A user-defined grammar located in the

User Grammars directory.
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Table 2-12

Available Cisco Unified CCX Variable Types (continued)

Variable
Name

Description

Language

A Language variable is used to localize a particular resource in
the system. It can be associated with a contact to customize what
prompts and grammars should be retrieved from the repository
when required.

Examples:
* L[en_US]
* L[fr_ CA]

Currency

The Currency variable is used to identify a given currency, such
as the American Dollar (USD), and is useful when creating
generated currency prompts that need to be tailored based on a
given currency.

Examples:
« C[USD]
« C[CAD]

Iterator

The Iterator variable corresponds to the Java java.util.Iterator
class.

boolean

A Boolean variable can be either true or false, and is primarily
used by the If step in the General palette of the Cisco Unified
CCX Editor.

char

A Character variable consists of characters, such as the letters in
an alphabet.

Examples:
° ‘a7’ ‘19, ‘ZS

¢ Any escape sequence: ‘\t’, ‘\r’, \0’, \n’, \f7, W\, V
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Table 2-12 Available Cisco Unified CCX Variable Types (continued)
Variable
Name Description
Document |A Document variable can be any type of document, such as a file,
a URL, or a recording.
Examples:
« FILE[C:\Documents\mydoc.txt]
e URLThttp://evbuweb/mydoc.asp?number=23]
« TEXT[Some text to be stored in document]
float A Float variable consists of decimal numbers.
Examples:
e 3.14159
 2E-12
« -100
int An Integer variable consists of whole numbers, from
-2147483648 to 2147483647, inclusive.
Examples:
e 234556789
« 0
e 23
String A String variable consists of a set of Unicode characters, from

“Au0000” to “\uffff” inclusive.
Examples:

e “Hello”, “C:\WINNT\win.ini”—Supports any escape
characters or Unicode characters.

e u“\”This is a quoted string\””, u“\tHello”, u“\u2222\u0065,
u“C:\\WINNT\\win.ini”—Supports he same escape
sequences or Unicode characters described for the Character

type.
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Table 2-12 Available Cisco Unified CCX Variable Types (continued)
Variable
Name Description
Date The Date variable contains date information.
Examples:
¢ D[now]

. D[12/13/52]
+ D[Dec 13, 1952]

Time The Time variable contains time information.

Examples:
e T[now]
« T[3:39 AM]
e T[11:59:58 PM EST]

BigDecimal |The BigDecimal variable consists of an arbitrary-precision
integer along with a scale, where the scale is the number of digits
to the right of the decimal point.

Examples (same as Float variable):

* 3.14159 DB
« 2E-12DB
« -100 DB

Biglnteger |The Biglnteger variable represents arbitrary-precision integers.
Examples (same as Integer variable):

e 234556789 1B

« 0IB

e -231B
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Table 2-12 Available Cisco Unified CCX Variable Types (continued)
Variable
Name Description
double The Double variable represents an expanded Float variable.
Examples:
e 3.14159D
« 2E-12D
e -100D
long The Long variable is an expanded Integer variable.

Examples (same as Integer variable):
e 234556789 L
« OL
e 23L

Customer Customer is organization’s customer when used with reference to
Context Service data, for instance the caller's data. Here
organization represents Cisco’s customer.

You cannot manually enter a customer as a variable value.
Customer can only be obtained using 'Lookup Customers' step.

POD Instances of the POD class represent a piece of data that presents
an activity between the Organization and its customer. POD is
referred to as an activity in the Finesse UI. Here, the Organization
represents Cisco’s customer.

You cannot manually enter a POD as a variable value. POD can
only be obtained using the Create POD and Retrieve POD steps.

How and Why To Export Variables

You can declare variables as parameters by checking the Parameter check box in
the New or Edit Variables dialog box.
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Note

This feature allows you to set the value for a parameter in the Cisco Unified CCX
Administration web interface. Because the value is initialized at configuration
time for the script that uses it, you can change the value without having to edit the
script in the Cisco Unified CCX Step Editor. Such a variable is called an exported
variable.

For example, when you create an application of type “Cisco Script Application,”
you can choose either a script or a default script. The system then refreshes the
web page and provides a list of the parameters with their default or current values.
You can modify the values in this list.

The Cisco Unified CCX Step Editor supports all variable types as parameters.

How and When To Configure the Encoding and Decoding of
Variable Types

When the Cisco Unified CCX system receives variables from the Cisco Unified
ICME Server, the variables do not have an associated type (such as Integer or
Float). To use these variables in the Cisco VRU or Cisco Unified CCX scripts, the
Cisco Unified CCX system first decodes them to one of the available types. When
the script sends variables back to the Cisco Unified ICME Server, the Cisco
Unified CCX system then encodes them into a form that is a string that the Cisco
Unified ICME Server can use, depending on the type of the local Cisco Unified
CCX script variable.
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This type of encoding is used in all steps that support automatic conversion to and
from String. Among these steps are the Get and Set Enterpriselnfo, Set,
VoiceBrowser, and Keyword Transform Document steps.

The conversion also does not need to be specified by the script designer unless
there are multiple choices like in the case of Date and Time. In these cases you
can use the Expression Editor panel in the Step customizer window to enter the
correct values. The following two examples of the expression panel are from the
GetEnterpriselnfo step using the Expression Editor

Figure 2-11 Example Expression panel without a value

Walle: W W

In the Expression Panel, you can either type an expression directly into the input
text field, or select from a list of choices, or click the Expression Editor (...)
button to open the Expression Editor and create a new expression. The following
example expression panel contains user input and a list of choices.

Figure 2-12 Example Expression panel with user input

Yalue:  |D[now] | % Shart Date A

The second drop down list that appears, provides encoding options whereas the
first text box is the area where the expression value is entered.

Table 2-13 lists many of the encoding types that the Cisco Unified CCX system
supports.

The Input format is the data decoded from the Cisco Unified ICME Server
variables to the Cisco Unified CCX script local variables. The Output format is
the data encoded from the Cisco Unified CCX script local variables to the Cisco
Unified ICME Server variables.
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Table 2-13 Encoding Types That Cisco Unified CCX Supports
Encoding Type Input Format Example Input Output Format
Integer—32-bit The Cisco Unified CCX Editor Decimal: Decimal digits from
signed integer supports three formats: . 25 0 to 9 with no
+ Decimal—asequence of digits | | 34 leading 0
Long—64-bit without a leading 0. Digits can
signed integer. range from 0 to 9. + 900
« Hexadecimal—in the form Hexadecimal:
0xDigits, where Digits can . Oxle
range from 0to 9,ato f, and A
+ O0x8AS5
to F.
+ Octal—in the form 0Digits, * 0x33b
where Digits can range from 0 |QOctal:
to 7. . 033
« 0177
Float—32-bit [-1Digits. DigitsExponentTrailer 3.1415927f Same as input
floating number ) 6.02e23F
where: 25
e Digits are digits from 0t0 9. |_4.2323E5f
Double—64-bit * Exponent is an optional 0.843 Same as input
floating number exponent with a leadingeor E. |1.871E3d
e Traileris one of f, F,d, or Dto |-23€-123
specify a float or a double. The |-3-4€34
trailer is optional.
Boolean To designate this Yes Either true or false
non-case-sensitive type: F
e True—Use 1, t, y, true, or yes. 0
n
« False—Use 0, f, n, false, or no.
String Type requires no conversion. Hello world Same as input
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Table 2-13 Encoding Types That Cisco Unified CCX Supports (continued)
Encoding Type Input Format Example Input Output Format
Date Use the format mm/dd/yyyy where |10/22/1999 Same as input

mm is the month, dd is the day, and |3/30/2000
yyyy is the year.

Time Use the format Hh:MmTod 12:20am Same as input
: . 09:05PM
where Hh is the hour, Mm is the

minute, and 7od is am or pm. This
type is not case-sensitive.

Using Multiple Values in a Variable

You can send multiple values—or tokens—within one variable, so you can avoid
using many variables at the same time. For how to do this, see the Cisco Unified
Contact Center Express Scripting and Development Series: Volume 2, Editor Step
Reference Guide.
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Validating and Debugging Your Script

Once you complete your script and are ready to validate it and debug it.
You can debug it in two ways depending on the type of script.
This section covers the following topics:

« How to Validate Your Script, page 2-48

¢ How to Debug Your Script, page 2-48

How to Validate Your Script

To validate your script, once you have finished it and with the script open, in the
Cisco Unified CCX Editor menu bar, select Tools > Validate:

« [If all steps have been properly customized and all execution paths terminate
with an End step, then you will get a Validation Ok message.

e [If there are errors, they are displayed in the Cisco Unified CCX Editor
message windows.

To get to the location of an error in the script, click on the error message in
the Cisco Unified CCX Editor message window.

How to Debug Your Script

This section includes the following topics:
« Using BreakPoints, page 2-48
e Using Reactive and Active Debugging, page 2-49
e Using Non-Reactive Debugging, page 2-52

Using BreakPoints
When you debug a script, you can insert, delete, enable, and disable breakpoints

in the script by selecting those functions from the Cisco Unified CCX Editor
menu bar.
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You can insert a breakpoint at a step to stop the debug process at that step.

You can continue the process by choosing one of the following two debug menu
options from the Cisco Unified CCX Editor menu bar:

¢ Debug > Continue
e Debug > Step Over

When you choose Debug > Step Over, the debug process proceeds one step
at a time, then halts. You must therefore continue to choose Debug > Step

Over, or press the F10 function key, until you reach the end of the script. You
can also remove the breakpoint by choosing Debug > Remove Breakpoint.

Using Reactive and Active Debugging

Use the Reactive Debugging procedure to debug scripts that depend on external
events for their execution. For example, the Cisco Unified CCX script aa.aef
depends on an external call event (an incoming call) to trigger its execution.

Use active debugging in the case where the script does not depend on any external
events for its execution.

When a script is debugged, the execution of the script happens on the Cisco
Unified CCX Engine.

You need to login to the Cisco Unified Editor for doing either type of debugging.
Both the Cisco Unified Editor and the Cisco Unified Engine need to be aware of
one another before beginning the debug session.

Using Reactive Debugging

Note

This procedure is also the only way you can debug Voice Response Unit (VRU)
scripts, by registering for the script filename. When the call starts, the Cisco
Unified CCX Engine runs the associated scripts normally until the system reaches
the one for which you registered a reactive debugging session. The system starts
debugging the script at that point.

The Cisco Unified CCX Editor can save script information directly to the Script
Repository. However, before the Cisco Unified CCX Engine can use a script for
call processing, you must refresh the application that uses the script through the
Cisco Unified CCX Administration web interface. In addition, every time you edit

Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



Chapter 2 How To Use the Cisco Unified CCX Editor |

| Validating and Debugging Your Script

a script, you must refresh the version of the script on the Cisco Unified CCX
Engine.

To upload and refresh a script, you must use the Cisco Unified CCX
Administration Script Management web page. For more information, see the
Cisco Unified Contact Center Express Administration Guide.

To debug a reactive script, do the following.

Step1  From the Cisco Unified CCX Editor menu bar, choose Debug > Reactive Script.
The Reactive Debugging Script dialog box appears.

4. peactive Debugging Scripk 5[

Script File Mame: I SCRIPT[MyScript] "’l

Wit Timel(zecs); IEIZI

Ok | Cancel |

Step2  In the Script File Name text field, enter the expression of the script you want to
debug just as you entered in the Cisco Unified CCX Administration on the
Application Configuration web page, or use the drop-down menu to choose the
desired script.

You can specify a script as a string (for example: “aa.aef”) or a script object for
the subflow. The following is the format for specifying a Cisco Unified CCX
Editor script object in the dialog box.
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Table 2-1 The Format for Specifying Script Objects in a Script
Format for Specifying a Script Of this type
SCRIPT[filename.aef] User script in the script
For example: SCRIPT[myscript.aef] repository
SSCRIPT[filename.aef] System script

For example: SSCRIPT[aa.aef]

A

Note  System scripts
should not be edited
by a user and are not
listed in the
drop-down menu.

SCRIPT[FILE[drive:\\directory User File script in the
location\filename.aef]] specified location
For example:
SCRIPT[FILE[C:\\Windows\aa.aef]]

SCRIPT[URL [http://UrlAddress/ User URL script at the

filename.aef]] specified URL
For example:

SCRIPT[URL [http://localhost/aa.aef]]

Step1  From the Cisco Unified CCX Editor menu bar, choose Debug > Reactive Script.
The Reactive Debugging Script dialog box appears.

4 peactive Debugging Scripk ﬂ

Script File Mame: I myscript.aef vl

Wit Time(zecs): IEI:I

Ok | Cancel |

Step2  In the Script File Name text field, enter the file name of the script you want to
debug or use the drop-down menu to choose the desired script.
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Note

Step 3

Step 4

Step 5

Step 6

The script name must exactly match the one you supply when configuring the
script in the application configuration web page or in the VRU script
configuration page on the Cisco Unified CCX Administration web interface.

In the Wait Time (Secs) text field, enter the amount of time you want the Cisco
Unified CCX Engine to wait for the result of a triggering event or to wait for a
Run VRU Script request to be received from Cisco Unified ICME software.

The Cisco Unified CCX Engine must be running, and the computer you are using
must have a connection to the Cisco Unified CCX server.

Click OK.

How the event is invoked depends on the type of event required. For example, for
the Cisco Unified IP IVR (Interactive Voice Response) script aa.aef, the system
makes a call to the required number and the script window appears in the Design
pane of the Cisco Unified CCX Editor.

Choose Debug > Continue to allow the system to continue debugging, or
Debug > Step Over to debug one step at a time.

Correct any errors flagged by the system prompt in the Cisco Unified CCX Editor.

Using Non-Reactive Debugging

Tip

You can develop scripts and debug them when connected to the Cisco Unified
CCX server and once the script is working, you can upload it and create an
application for using it.

Use the following procedure to debug scripts that do not require external events
for their execution. This procedure is also useful for debugging script segments
or subflows.

You can create a script that first uses the Place Call step to place an outbound call,
and then continues the script using that outbound call. This procedure makes it
easy to debug a script that is triggered by calls, without the complexity of
uploading the script to the script Repository every time you want to debug and test
it. All Media and Call Control steps need to use the call object that the Place Call
step returns instead of the default “-- Triggering Contact --".

i Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



| Chapter2 How To Use the Cisco Unified CCX Editor

Note

Step 1

Step 2
Step 3

How To Handle Basic Script Errors ||

If you are using subflows, the debug process does not enter and debug the
subflows. The debug process executes the subflow without providing debug
controls while executing it. (This process is exactly like stepping over the Call
Subflow step.)

To debug a non-reactive script, do the following.

With an existing or new script open in the Cisco Unified CCX Editor Design pane,
choose Debug > Start from the Cisco Unified CCX Editor menu bar.

The Cisco Unified CCX Editor debugs the script and flags any errors.
In the Cisco Unified CCX Editor, correct any errors flagged by system prompts.

Continue to use the Debug command until you have cleared all error flags
(messages).

How To Handle Basic Script Errors

Note

The Cisco Unified CCX Editor allows you to provide scripts with a variety of
ways to handle errors.

This section describes the two basic ways that scripts can handle errors:
¢ Using the “Continue on Prompt Errors” Option, page 2-53
¢ Using Error Output Branches, page 2-55

For information about advanced error handling, see Advanced Error Handling,
page 5-18.

Using the “Continue on Prompt Errors” Option

The Continue on Prompt Errors option allows the script to continue to execute
when the script receives invalid input (for example, Invalid Audio Format or File
Not Found).
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This section covers the following topics:
« Enabling the ”Continue On Prompt Errors* Option, page 2-54

e Script Execution When Enabling the ”Continue On Prompt Errors® Option,
page 2-55

» Script Execution When Disabling the ”Continue On Prompt Errors® Option,
page 2-55

Enabling the ”Continue On Prompt Errors* Option
To enable this option, select “Continue on Prompt Errors” in the customizer

windows of steps in the Media palette. (The figure below shows this option on the
Prompt tab of the Get Digit String customizer window.)

Figure 2-13 Continue on Prompt Errors Option—Prompt Tab of the Get Digit String
Customizer Window

#3 Get Digit String - C:\Program Files'\wlavvid'Script2.aef

-+

3 Cenen Prompt | input | Fiter |

Frampt: M LIEI

Barge In: & Yes Mo

Continue On Prampt Errars:  ves Mo

Ok I Apply | Cancel | Help |
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Script Execution When Enabling the ”Continue On Prompt Errors*“ Option
When enabled, the step continues with the next prompt in the list of prompts to be
played back, or, if it is the last step in the list, it waits for caller input.

When you enable Continue on Prompt Errors, you instruct the script to ignore
prompt errors and continue as if the playback of a particular prompt was
successful.

For example, in a sequence of prompts “1 + 2 + 3:”
» If prompt #1 fails, the step continues with prompt #2.

« If prompt #3 fails, the step continues, waiting for caller input as if prompt #3
had been properly played back.

Script Execution When Disabling the ”Continue On Prompt Errors*“ Option
When you disable Continue on Prompt Errors, the media steps generate an
exception, which can then be handled in the script.

Prompt exceptions are as follows:
e PromptException
¢ UndefinedPromptGenerator
¢ TTSPromptProviderException
¢ UndefinedPrompt Exception
e InvalidPromptArgumentException

» UnsupportedPromptExpression

Using Error OQutput Branches

Use Error output branches to provide instructions on what to do when typical
errors occur.

Figure 2-14 shows error output branches under a Call Redirect step in a script.
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Figure 2-14 Error Output Branches—Call Redirect Step

EIQQ" Call Redirect [contack: --Trggenng Contact--, extenzion: operEstn]
-k Successiul
=7k Busy
o=t Set prefisPrompt = SPAAAABUsyE stn] + DP[500]
2R Invalid
o= Set prefisPrompt = SPEAANSAIrvalidE stn] + DF[500]
EI:Z Unsuccessiul

=t Set prefisPrompt = SPAANSAE stnDutDfService] + DP[R00]
In this example, the Call Redirect step includes logic for both an invalid extension
and an out-of-service extension.

o
=
A
r
Fr

Note  The script provides error branches only for expected error conditions, not for
system errors.

How and Why To Use the CRTP Protocol

You can use Cisco Unified CCX repositories to store and manage documents,
prompts, grammars and scripts.

To fetch data in a Cisco Unified CCX repository for a Cisco Unified CCX script
or a for VoiceXML document, you need to specify a Unifiorm Resource Identifier
(URI) using the the Cisco Repository Transfer Protocol (CRTP). This is a protocol
used only by the Cisco Unified CCX system and allows access to the resources in
the various Cisco Unified CCX repositories without having to specify on which
server they physically reside.

This is a Cisco proprietary protocol, and so no "non-Cisco" user agents are
expected to recognize it. If you are in a script or a VoiceXML document and you
must pass a CRTP URI to a non-Cisco user agent, first convert the URI, while it
is in the Cisco Unified CCX system, to its HTTP protocol equivalent. You should
do the conversion immediately before (and not sooner than) the resource is needed
to be fetched, as the conversion depends on the context at the time of the fetch.

A URI (Universal Resource Identifier) is an Internet protocol element, defined by
a W3 standard, consisting of a short string of characters that contain a name or
address that can be used to reference a resource.

Examples of different types of URIs are:
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« URL for specifying addresses on the web.
For example: http://www.ietf.org/rfc/rfc2396.txt.

e Mailto for enabling e-mails to be sent from a Web page.
For example: mailto:John.Doe@example.com

e FTP (File Transfer Protocol) for sending files over the web.
For example: ftp://ftp.is.co.za/rfc/rfc1808.txt

» Telnet for remotely logging into a computer.
For example: telnet://192.0.2.16:80/

A CRTP URI can be used in most places that an HTTP URL can be used within
the Cisco Unified CCX system.

The CRTP protocol is similar to HTTP. However, in place of the Hostname and
port number, the CRTP protocol contains a repository identifier and a language
specifier.

CRTP URI Protocol Syntax

The CRTP protocol references files uploaded in the Cisco Unified CCX
repositories. In the syntax:

» Angle brackets indicate appropriate content to be specified in place of the
syntax example word.

» Square brackets indicate an argument is optional:
The syntax for specifying the CRTP URI protocol is as follows:

crtp:/<repository>[/<languages>]/<path>[?<params>] [#<ref>]
where:
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Command
Argument Specifies

<repositor> |The name of the Cisco Unified CCX repository from which you
want to get a resource. The current Cisco Unified CCX
repositories are of two types:

» System repositories only contain resources that are preloaded
and used by the system. They cannot be modified. The system
repositories are:

— SPrompts

— SGrammars
— SDocuments
— SSecripts

« User repositories are not preloaded and can be modified by
the user. The user repositories are:

— Prompts

— Grammars
— Documents
— Scripts

Note In CRS 4.0, you cannot access scripts with the CRTP
protocol.
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Command
Argument Specifies

<languages |Optional. A priority ordered list of languages, each separated by
> a “,” (comma).

Languages specified here have priority over the system default
locale language. If no languages are specified here, then the
system configured default language is used for the search.

Each accepted language is defined as a locale string composed of
a 2-letter ISO 639 code representing the locale's language. For
example, “en” is for English.

If you specify a language region or country after the language,
then you need to add a dash (“-) after the locale, and follow it
with the 2-letter ISO 3166 code representing the locale's region or
country. For example “en-US” for English in the United States.

@ 9

In the CRTP specification, you must replace any underscore “_
used in a Cisco Unified CCX repository name with a dash (“-).
This is defined by the RFC 1766 standard.

Optionally, following the region specification is another dash and
variant code, if there is such. For example: “en-US-NY” for New
York English.

The list of languages must be prefixed with the string "lang," For
example: "lang,en-US,en-GB"
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Command
Argument Specifies

<path> Any valid path to a file within a Cisco Unified CCX repository as
defined in the Cisco Unified CCX Expression Editor syntax.

Enter a path just like you would specify a subdirectory in a URL
in HTML.

Note Inan HTTP URL and in a CRTP URL, a path does not
include the computer disk drive.

For example: if the file “grammar.grxml” exists in the User
grammar repository under a folder named myApp, the CRTP URI
would be as follows:

crtp:/grammar/myApp/grammar.grxml

Note In Cisco Unified CCX 4.0, Only the script repository does
not support directories. All other repositories do support
directories.

<params> Two optional query parameters:

e accept
Specifies the data at the end of the path when it is other than
a file.
Format: [?]accept=query
Where
? specifies the start of the query part of the URL.

query specifies a value of mime type or a comma
separated mime list.

Mime (Multipurpose Internet Mail Extensions) is a standard
for multi-part, multimedia (non-textual data, such as graphics
and audio) electronic mail messages and World Wide Web
hypertext documents on the Internet.
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Command
Argument Specifies

e index
Returns the grammar specified in the index of a compound
grammar. The index is 0 based. A compound grammar is
similar to an array of grammars indexed from 0 to n.

Format: &Index=x[,n]
where:

& separates the index string from the rest of the query
string preceding the ampersand.

X is an index entry number. There can be more than one.

n is the last index entry number. Multiple index entries
are separated by commas and are used to recursively
access a grammar in a compound grammar.

You can dereference (access the indexed grammar in) a
recursive compound grammar (a compound grammar defined
within another compound grammar) by supplying multiple
indexes, each separated by commas. For example:
&index=0,2,1

<ref> Optional. An anchor reference, beginning with the pound sign (#),
linking to a section within a file.

Example CRTP URI Specifications

The following are example CRTP protocol URIs:
» crtp:/Prompts/AA/Welcome
» crtp:/SPrompts/lang,en-US,fr-FR-EURO/gen/number/one.wav

» crtp:/Documents/lang,en-GB/VXML/main menu.vxml

Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



Chapter 2 How To Use the Cisco Unified CCX Editor |

M Howand Why To Use the CRTP Protocol

e crtp:/SGrammars/lang,en-US-NY/AA/main_menu.tgl?accept=application/srgs
+xml,text/uri-list&index=0,2,1

In the last, most complex example:

The main_menu.tgl system grammar file is referenced in the AA
directory, located by searching the language context defined by the
language named “en-US-NY.”

The grammar requested in the main_menu.tgl system grammar file is a
SRGS and XML grammar or a text grammar from a URI-list of
sub-grammars.

The uri-list of sub-grammars in this case is a compound grammar that
contains compound grammars.

The requested grammar is accessed from the list of compound grammars
through the index pointers, starting with #0.

Index #0 indicates the first grammar in the compound grammar at the
first level. Index #2 indicates the third grammar in the compound
grammar in the second level, pointed to by index #0 in the first level.
Index #1 is the second grammar in the compound grammar in the third
level, pointed to by index #2 in the second level.

Compound
Grammar #0
Compound
Grammar #1
Compound
Grammar #0 Compound
Compound Grammar #0
Grammar #2
Compound SELECTED GRAMMAR
Grammar #1
Compound
Grammar #1
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How To Use Cisco Unified CCX Script Templates

You can access Cisco Unified CCX script templates from both the Cisco Unified
CCX server and from the Cisco.com web site. This section covers the following
topics:
e The Script Templates Installed with the Cisco Unified CCX Editor, page 2-63
¢ The Cisco Unified CCX Edition Script Web Repository, page 2-69

¢ Obtaining Technical Assistance, page 2-70

The Script Templates Installed with the Cisco Unified CCX
Editor

Your Cisco Cisco Unified CCX system includes script templates stored as .aef
files. These scripts have been built using Cisco Cisco Unified CCX Editor steps,
including prerecorded prompts. You can use these scripts to create applications
without performing any script development, or you can use these scripts as
models for your own customized scripts.

Note  The included script templates are bundled with the Cisco Unified CCX system
solely as samples, and are not supported by Cisco Systems.

This section includes the following topics:

* How do I find the script templates installed with the Cisco Unified CCX
Editor?, page 2-64

e Default Script Template Descriptions, page 2-65

* How to Create Your Own Script Template, page 2-67

* How to Create Your Own Script Template Directory, page 2-68
e Where Sample Prompts for Your Scripts Are Stored, page 2-68
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How do I find the script templates installed with the Cisco Unified CCX
Editor?

The script templates are listed in the Cisco Unified CCX Templates window
displayed when you select File > New from the Cisco Unified CCX Editor.

To access the script templates on your system:

Step1  Open the Cisco Unified CCX Editor. Select Start > Programs > Cisco Unified
CCX Developer > Cisco Unified CCX Editor and at the prompt, log on.

Step2  In the Cisco Unified CCX Editor menu bar, select File > New. The Templates
dialog box displays.

@ Templates ﬁ

| Contexk Servicel General | IVR | Cueuing I YR | ‘Woice Browser

- EE

m

Step3  In the Templates dialog box, select the script template that you want to open in
the Cisco Unified CCX Editor, and click OK.

When you have finished editing your new script, select File > Save as and save
the script with the file name of your choosing. The file extension is automatically
named .aef.
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Note

The following tables describe the Cisco Unified CCX script templates
automatically included with your Cisco Unified CCX system.

Every Cisco Unified CCX product includes every Cisco Unified CCX Editor step
and all the Cisco Unified CCX script templates. However, you can only run those
scripts for the product for which you are licensed.

Table 2-14 Context Service Script Templates

Script Template

Description

ContextService Steps Demo

Contains all the steps available in Context
Service. Use this Script template to perform
Context Service operations.

ContextService Steps ICD

Allows the Script to perform Context Service
operations, such as Lookup Customers, Create
POD, and Update POD, through ICD call.

Table 2-15 General Script Template
Script Template Description
Blank Script Contains only the Start and End tag. Use this script

template to create your script if the other templates
are inappropriate for your needs. Clicking the New
Script button in the toolbar, opens the blank
script template.
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Table 2-16 IP IVR Script Templates
Script Templates Description
Auto Attendant Allows a caller to call an agent by entering an

extension number or the first few characters of an
associated username. If ASR is enabled, the caller
might simply speak the extension or the user
name. Previously named “:aa.aef.”

Spoken Name Upload Enables Cisco Unified CallManager users to call
in, authenticate their identities, and replace their
spoken names with newly recorded
announcements on their telephones. Previously
named “snu.aef.”

Table 2-17 Queuing Script Templates

Sample Script Templates | Description

Simple Queuing This basic Cisco Unified CCX script establishes a
simple call queue and routes callers to a group of
agents as the agents become available. Previously
named “icd.aef.”

Table 2-18 VRU Script Templates

Sample Script Templates | Description

Basic Queuing Greets a caller and puts the call on hold while
waiting for an available agent. Previously named
“BasicQ.aef.”

Collect Digits Acquires an account number (or other numbers)
from a caller. Previously named
“CollectDigits.aef.”

Visible Queuing Greets a caller, provides feedback about the
estimated time until the caller will be connected,
and puts the call on hold while waiting for an
available agent. Previously named “VisibleQ.aef.”
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Table 2-19 Sample Voice Browser Script Templates
Sample Script Template Description
Outbound Voice Browser Gets a phone number to call from a

VoiceXML-enabled web site, places the call,
and responds in various ways depending on
how the call is answered or not answered.
Previously named
“OutboundVoiceBrowser.aef.”

Voice Browser Uses ASR functionality to allow a caller to
access information from VoiceXML-enabled
web sites. Previously named
“VoiceBrowser.aef.”

How to Create Your Own Script Template

Step 1
Step 2
Step 3

Step 4
Step 5
Step 6

Step 7

To create you own script template, do the following.

Open your script in the Cisco Unified CCX Editor.
From the menu bar, choose File > Save As.

In the Save Script As dialog box, browse to the directory where you installed the
Cisco Unified CCX Editor.

From the directory list, select the Scripts main directory.
From the Scripts directory list, select the Templates subdirectory.

From the Templates subdirectory, select the directory where you want to save the
file.

Click Save.

When you choose File > New again, the template dialog box includes the file you
saved in the template directory. You can create a new script using the file as a
script template.
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How to Create Your Own Script Template Directory

Step 1

Note

Step 2
Step 3

Step 4
Step 5
Step 6
Step 7

To create you own script template directory, do the following.

Open in the Cisco Unified CCX Editor a script that you want to be in a new script
template directory.

It is possible to save a user-defined template with the same name as a
system-defined template. The user-defined template will take priority in such a
case and be opened instead of the system-defined template.

User-defined templates are only accessible when the editor is connected to a
cluster.

You must have a script file opened in order to create a new template subdirectory.

From the menu bar, choose File > Save As.

In the Save Script As dialog box, browse to the directory where you installed the
Cisco Unified CCX Editor.

From the directory list, select the Scripts main directory.
From the Scripts directory list, select the Templates subdirectory.
Click the Create New Folder button EF (next to the directory selection box).

In the Save as dialog box, enter the folder name.

Open the new folder in the Save as dialog box to save your opened template file
and click Save.

When you choose File > New again, the template dialog box includes the file you
saved in the template directory. You can create a new script using the file as a
script template.

Where Sample Prompts for Your Scripts Are Stored

Prior to Cisco CRS release 4.0(1), during installation, there were prompts that
were installed in the prompts\User folder. These prompts were intended to be used
by some of the system sample scripts (for example, aa.aef and basicQ.aef).
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With Cisco CRS release 4.0(1) and after, these prompts are now installed in the
prompt\system folders as System prompts.

If a system is upgraded from 3.x to 4.x, the system will migrate all of the prompts
in the prompts\user folder. However, if a 3.x script is used on a 4.x system without
going through the upgrade process, you must manually upload them using CRS
Administration’s Prompt Management web page and ensure that they are in the
appropriate location.

If a 3.x script is used on a 4.5 system, you must manually upload the script using
the CRS Administration’s Prompt Management web page and ensure that it is in
the appropriate location.

The Cisco Unified CCX Edition Script Web Repository

This collection of scripts are tested examples of product functionality and
common business scenarios developed by Cisco experts for easy download and
use by Cisco Unified CCX users.

In addition to the scripts that are already provided as examples, Cisco wants to
hear from Cisco representatives in the field, partners and customers. If you have
a helpful script that you use often please submit it for inclusion in the Cisco
Unified CCX script repository. This repository is designed to be a dynamic
resource for all Cisco Unified CCX users to take advantage of as well as to help
it grow — adding to its usefulness as a resource.

This section includes the following topics:
¢ The Cisco Unified CCX Script Web Repository Location, page 2-69

* How do I add my favorite Cisco Unified CCX script to the Web repository?,
page 2-70

The Cisco Unified CCX Script Web Repository Location

The Cisco Unified CCX script Web repository is located on Cisco.com in a .zip
file at
http://www.cisco.com/en/US/products/sw/custcosw/ps1846/products_implement
ation_design guides_list.html. Before using the scripts please take time to review
the Script Repository Read Me file, which describes the structure and intended
use or uses of the accompanying scripts. Also, each script comes with a read me
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Note

document which provides an introduction and details regarding the script. These
are important to review to be sure the script meets your specific needs before
implementing it.

The Cisco Unified CCX script repository will be updated on an as-needed basis
with new scripts as they are received and approved. To receive these new scripts
it will be necessary to re-download the repository. A notification will be sent to
the field as the Cisco Unified CCX script repository is updated.

How do I add my favorite Cisco Unified CCX script to the Web repository?

If you have a script that you find particularly useful and would like to share it with
the Cisco Unified CCX user community feel free to submit it for consideration to
be added to the script repository. To submit a script, complete the Cisco Unified
CCX Script Submission Template at the script repository web site and e-mail to
Cisco Unified CCX-script-repository@external.cisco.com.

Obtaining Technical Assistance

Technical assistance is not available for the sample scripts. They are intended to
be samples that can be easily modified to suit a particular need, as well as provide
a visual "how to" for Cisco Unified CCX Application developers.

Should you require assistance in the development of your own script, there are
several avenues available to you. First, you might solicit aid from the Cisco
Unified CCX support mailer alias, ask-icd-ivr-support@external.cisco.com.

If the issue is with your Cisco Unified CCX system as a whole (that is:
Subsystems out of service, Cisco Unified CCX installation issues, and so on) 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.
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CHAPTER 3

Using Expressions and the
Expression Editor

This chapter covers the following topics:
» How to Access the Cisco Unified CCX Expression Editor, page 3-1
* How to Use the Expression Editor, page 3-2
e About the Expression Editor Toolbar, page 3-4
* About the Expression Editor Syntax Buttons, page 3-9
e About Expression and Java Licensing, page 3-9

For an explanation of each toolbar on each Expression Editor tab, see Using
Expressions and the Expression Editor, page 3-1.

How to Access the Cisco Unified CCX Expression
Editor

Whenever you see this 3-dot button D in a Cisco Unified CCX Editor step
properties window, you can click on it to open the Expression Editor to edit the
value of the field to the left of the button. The following figure shows the
Expression Editor button in the Set step properties window.
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Bl How to Use the Expression Editor

The Expression Editor Button

# set - D Program Files'wfavvid',scripts',system',default’,

—
—
=== General |

2
Variable: m -

Walue: IF'|] IZI
O I Apply Cancel | Help |

How to Use the Expression Editor

Use the Expression Editor to enter or modify expressions in a Cisco Unified CCX
script.

This section includes the following topics:
* How To Enter Expressions in the Expression Editor, page 3-2
* About the Expression Editor Toolbar, page 3-4
* About the Expression Editor Syntax Buttons, page 3-9

e About Expression and Java Licensing, page 3-9

How To Enter Expressions in the Expression Editor

Expressions are useful if you do not know an exact value at design time and
instead need to enter a formula that can be evaluated at run time.
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Note  The resulting type of expression must match the expected input type or types
(which you check at design time).

In the Expression Editor window, you can enter or edit an expression in the Value
input text box and you can use the All Variables selection box to get quick access
to a variable you have previously defined in the script to paste it into the
expression.

When you choose a variable from the All Variables selection box, the variable
name appears in the Value input text box.

After you enter the expression, click OK and the Expression Editor closes.
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Figure 3-1 Example Expression Editor Window with the “All Variables” Selection
box Open

The “All \Variables selection
box fists all the variables
defined in the open script.

| By selecling & variable, as in

Walue: this example, it is pasted into
. the expression in the Value
asri| AlwaysEnableDialByiame input text box.

Ok |~ cwnesl | Hm | eeb |
-

Chiaracter Yarnabes ;i[ Character Methods
TOOLBAR Character Atributes

Escepe Characters :ﬁ 247 |

Character String Byte | Shot | teger | Long | Digiteger
TD%EES”‘R Bigecimal | Boolean | Language | Cuency | Dete | Time

About the Expression Editor Toolbar

Below the Expression Editor Value input text box and buttons is a versatile
toolbar.

~

Note  The toolbar changes to suit the type of data or feature you select in the toolbar tabs
at the bottom of the Expression Editor window.
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This section includes the following topics:
¢ Toolbar Tabs, page 3-5
¢ A Pop-Up Menu, page 3-7
» Showing or Hiding the Expression Editor Toolbar, page 3-8

Toolbar Tabs

By clicking on the appropriate tab below the toolbar, the toolbar changes to
include the tools useful for editing the selected type of data indicated by the
selected tab. For example, in Figure 3-2, the Character toolbar is selected and so
tools appropriate for editing or entering character data are displayed.

The toolbar scripting tools (or aids) include:

¢ Variables: A selection box listing all the variables of the toolbar type selected
(for example, character) currently contained in the open script.

* Constructors. A selection list of the public Java constructors available for
creating and initializing new objects of the selected data type.

* Methods. A selection list of public Java methods for all the operations you
can perform on the selected data type. A method has four basic parts:

— The method name

— The type of object the method returns

A list of parameters
— The body of the method

« Attributes. A seclection list of all the public Java attributes available for the
selected data type. These are the things that differentiate one object from
another in the selected data type. For example, color or size.

» Constants and Keywords. In some cases, constants and keywords for the
selected data type or object are included.

» Syntax button. Buttons for quickly entering data of the selected type with the
correct syntax. The question marks on the buttons indicate command
parameters which you need to supply.

« Easy access to Prompts, grammars, documents, and scripts stored inside
the Cisco Unified CCX repository.
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When you click a button or select an item from a list, the Cisco Unified CCX

Editor inserts the selected expression text at the cursor position in the text input
field.

For example, if you are creating an expression that accesses the current time, on
the Time tab, click the now button, and the Cisco Unified CCX Editor will insert
the Java code that retrieves the current time when the script runs.

Note  The Java tab contains a selection list of the constructors, methods, attributes, and
syntax buttons of the selected Java object within the open script. Therefore, the
contents of this tab will vary.

The Java tab allows you to enter a class name of your own in order to have its set
of constructors, methods or attributes listed in the selection boxes. This enables
an easy lookup of what is available so you can paste it into the expression directly.
The Java toolbar is populated with the constructors, methods or attributes of the
class you enter. A selection box drop-down arrow is disabled if the class entered
is invalid or does not have any constructors, methods or attributes.
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Figure 3-2 Example Expression Editor Window with the Language Toolbar Selected
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A Pop-Up Menu

Right click in the Expression Editor window to access the pop-up menu. This
enables you to accesses editing functions such as Undo, Cut, and Paste. See
Figure 3-3.

The popup menu also provides two special functions:
* One allows you to parse an expression immediately in order to pinpoint errors

» The other allows you to automatically reduce the expression to a smaller and
yet equivalent expression (for example 3 + 2 would be reduced to 5).
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Showing or Hiding the Expression Editor Toolbar

To show or hide the Expression Toolbar, click on the arrow buttons on the bottom
left of the Expression Editor text window. This alternately removes or displays the
tabbed toolbar.

Figure 3-3 Expression Editor Window without the Toolbar but with the Pop-up Menu

£ Initial Prompt x|
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Undo addition  Ctrl+Z FI‘-‘?EPr:lliIF
Reda Chel+Y
Ot k|
Copy. Chr|+C
Paste Chrl+y
Delete Delete
Select Al Chrl-+4
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The arrows for
displaying or hiding

the Expression Editor
toolbar
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About the Expression Editor Syntax Buttons

The toolbar syntax buttons indicate the different ways you can operate on a data
type. This syntax is the same as the Java language syntax plus additional syntax
aids for handling prompts and documents.

About Expression and Java Licensing

Note

Beginning with Cisco CRS 4.x, expressions are validated against installed
licenses to make sure that they do not violate license agreements. This validation
is performed by the Cisco CRS Engine whenever a script is loaded or whenever a
prompt template or grammar template is accessed and evaluated.

For script expressions containing TTS or Java features to work during runtime,
you must have either a Cisco Unified IP IVR, a Cisco Unified CCX Enhanced, or
a Cisco Unified CCX Premium license.

In Cisco Unified CCX Standard, you can enter only simple expressions unless you
also have a Java license. You automatically have a Java license with the other four
Cisco Unified CCX products.

An example of a TTS feature is a TTS prompt complex literal. A Java feature is
a complex expression block, a Java-like statement, method, constructor
invocation expression, or a field access expression.

Any license violation will be recorded in the logs and prevent the scripts from
being loaded in memory.
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CHAPTER I

Localizing Cisco Unified CCX
Scripts

You can localize your Cisco Unified CCX scripts to use prompts in the language
your customers use.

This chapter covers the following topics:
» Installing Language Groups, page 4-1
*  When Do You Need a Language Group?, page 4-2
e Changing a Cisco Unified CCX Installed Language, page 4-4
« Language Restrictions, page 4-4
e Creating a Custom Country-Specific Language, page 4-4

» Using VXML to Implement a Language Not Available in Cisco Unified CCX,
page 4-5

Installing Language Groups

When you install a Cisco Unified CCX application, you are prompted to install

the language used for prompts. Since the same language can vary from place to

place, you first select a language group and then the country where the language
is spoken. The default language group and country is US English.
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Bl When Do You Need a Language Group?

The language groups that you can install at installation time consist of a set of
system prompts. These prompts are used internally by some script steps and by
the Cisco Unified CCX prompt generator rules that decide how to combine
prompt input to form a number (for example, a social security number or a
telephone number) or to spell out a string.

However, you are not restricted to using only the languages available with Cisco
Unified CCX 4.0. Prompts and rules are accessible to your Cisco Unified CCX
scripts either in the language that you install or in the language that you provide
in your own prompts through the Cisco Unified CCX Administration Prompt
Management or by using VXML.

When Do You Need a Language Group?

The language group (also called “pack”) is needed in the following three
situations:

« Inonly two types of steps: The Media steps and the Create Generated prompt
step require a language group. The other Cisco Unified CCX script steps are
not affected by the language you are running or have installed.

The Play prompt, the Extended Play prompt, the Voice Browser step, and the
Recording step, these four script features are not affected by the language
group since they do not need data from the language group.

)

Note If you are not going to use the Media steps or the Create Generated
prompt step, then you do not need a language group and you can
upload your own prompts into the scripts in your own language rather
than installing a language group at installation time.

* For system default treatment prompts when there is an error in your script:
For example, if there is a script error, the system might play in the language
corresponding to the call: “We are currently experiencing system difficulties,
please call back later.”

When you configure an application in the Cisco Unified CCX Administration
web page, you have the ability to configure your own script to act as a default
treatment script. But if your default treatment script has an error, then the
system falls back on the system default treatment script.

Jl Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



| Chapter 4

Localizing Cisco Unified CCX Scripts

When Do You Need a Language Group? ||

Store your default treatment prompt with the name unrecov_error in the user
repository under the language you wish.

~

Note A/l calls defined with that language for a// applications will use the
system error prompt you created for the system default treatment.

For system retry prompts when there is a user-input error: During a retry
attempt, some system prompts are played back. For example, if you entered
invalid digits or are timed out, the prompt will tell you that and ask you to
retry. The Cisco Unified CCX script steps get these prompts from the
installed language group. If you do not have a language group installed, then
the script plays the prompt in US English.

You can circumvent this behavior in an application by configuring those steps
to not do the system retry but rather do a retry that you yourself create. That
is one way you can customize your application to work without a language
group.

For example, take the Get Digit string where you want to collect a social
security number. If you configure the Get Digit string to do a retry, for
example to do two attempts and after two attempts fail, when it fails, the
application will prompt you with whatever prompt you create to re-enter your
social security number.

To disable the default retry script, you can set the MAX retry in the script to
zero. In that case, the application will ask you the question only once, and if
it fails, it will go into an error right away and implement your own retry by

looping back to whatever prompt you have selected.

S,
Note The Name to User step is the one step that does not have the capability

of circumventing the default retry behavior. That step requires a
language group.
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Changing a Cisco Unified CCX Installed
Language

Once you have installed Cisco Unified CCX, the only way you can install another
Cisco Unified CCX language available in the Cisco Unified CCX installable
language packs, is to reinstall Cisco Unified CCX.

Language Restrictions

If you use VXML, you can provision additional language grammars by using the
grammar management facility. This can be found at Applications > Grammar
Management in the Cisco Unified CCX Applications Administration window.
But:

e Ifyou are using ASR-enabled Cisco Unified CCX scripts, you are restricted
to the languages available and installed for the installed ASR vendor(s) and
for which Cisco Unified CCX has localized grammars.

e Ifyou are using TTS-enabled scripts, you are restricted to the languages
available and installed for the installed TTS vendor(s).

Creating a Custom Country-Specific Language

If you want to create a custom country-specific language, at installation time, in
the Language Installation window, select not only the Language Group but also
the Group Default for that language. If you install a language as a Group Default,
you can take advantage of that base to build your own customized language for

system prompts. For example, say you speak New Zealand English, but it is not
available as a selection. In that case, you would select English as the Language

Group and you might select the United Kingdom as the Group Default.

If there is an error in your customized script prompt, the script falls back on the
group default language. If the group default language is not installed, the script
falls back on the group parent language. If that is not available, then the script
falls back on US English.
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Using VXML to Implement a Language Not
Available in Cisco Unified CCX

Step 1

Step 2

Step 3

Step 4

MRCP (Media Resource Control Protocol) is an application-level protocol that
enables client devices requiring audio/video stream processing to control media
service resources like Speech Synthesizers (TTS), Speech Recognizers (ASR),
Signal Generators, Signal Detectors, Fax Servers, and so on over a network.

To implement an MRCP ASR and TTS-enabled script for a language outside the
set available with Cisco Unified CCX (but within the set available from an MRCP
vendor) using VXML, you must do the following:

Install and configure the appropriate MRCP ASR and/or TTS language pack(s).
See your MRCP vendor documentation for ASR/TTS language pack
installation/configuration instructions.

If your VXML script uses prompts, then you need to record suitable G711 u-Law
encoded prompts and store them on a server that is accessible to the running
VXML script. Only G711 prompts are supported by MRCP.

~

Note = When generating a wav file prompt specifically for Nuance, you must
take into account where the prompt is to be played. If the prompt is to be
played by the Nuance Speech Server, then the wav file needs a “Sphere”
(SPeech HEader REsources) header. If it is to be played by the Cisco
Unified CCX server, it needs a normal “RIFF” (Resource Interchange File
Format) header. Nuance provides a tool to convert wav files from “RIFF”
to “Sphere” header files. ScanSoft uses "RIFF" headers.

Provide a VXML script, referencing the recorded prompts (if used) and using any
necessary built-in grammars provided by the vendor or script-writer provided
grammars which are specified either in the VXML script or a location specified
by the "src" attribute of the grammar element.

Provide localized prompts for default event handlers and system-level errors.
Cisco Unified CCX does not completely implement the notion of
platform-specific audio, as defined by World Wide Web Consortium (W3C), see
http://www.w3.org/, since system prompts are played instead. A default script is
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provided with Cisco Unified CCX which you can associate with the script's
trigger to localize default event handlers (See When Do You Need a Language
Group?, page 4-2).
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Advanced Scripting Techniques

This chapter describes advanced techniques you can use when designing custom
scripts in the Cisco Unified CCX Step Editor.

This section contains the following topics:
* Managing Contacts in Your Scripts, page 5-1
e Managing Sessions in Your Scripts, page 5-3
e Using Grammars in Your Scripts, page 5-4
e Using Prompts in your Scripts, page 5-11
e Advanced Error Handling, page 5-18
e About Script Interruption, page 5-22
» Using Different Media in your Scripts, page 5-24

» Using a Voice Browser in Your Scripts, page 5-28

Managing Contacts in Your Scripts

The key element in a Cisco Unified CCX script is a contact, which represents one
form of connection with a remote customer. A contact can be a telephone call, an
e-mail message, or an HTTP request.

Scripts use contacts to track connections through the system. The contact is
established when the connection is made. The contact lasts until the connection is
terminated, as when the script transfers or disconnects a telephone call, responds
to an HTTP request, or sends an e-mail message.
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Note

The script performs actions on contacts through one or more of the following
types of channels:

e CTI port

e« CMT dialog channel

e HTTP control channel

» Cisco Unified ICME channel
*  MRCP dialog channel

e E-mail control channel

e Cisco Unified CCX channel

You can write scripts to use generic contacts, which are independent of the contact
type. This allows you to create subflows that are independent of the way in which
the call has originated (without regard, for example, to whether the call originated
as an inbound or outbound call).

You can configure each step that acts on contacts to accept the implicit contact (by
choosing the “-- Triggering Contact --” default) or to use a variable that can hold
the handle to this contact. With the Get Trigger Info step of the Contact palette,
the script can receive a handle to the implicit contact and save it as a Contact
variable that the script can use later in steps or subflows.

You can use also use the Set Contact Info step of the Contact palette to mark the
contact as Handled, which is important for reporting purposes.

If you do not use the Set Contact Info step to mark contacts as Handled, real-time
and historical reports may not show that the contact was successfully handled.

Using the functionality of the concept of a contact, you can design contact-neutral
scripts that can contain small logic sections that can be independent of the type of
contact.

Because you can keep a handle to a contact inside the script, you can design a
script that manages more than one of these contacts at the same time. A single
script can now be triggered in one way, create outbound calls, and then play
prompts on each call individually. This feature offers a new range of possibilities.
For an example of a script that handles multiple contacts, see Working with
Multiple Contacts.
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Managing Sessions in Your Scripts

Note

A session provides script designers with an easy way to associate information
with a customer (caller) as the call moves through the system (similar to an
in-memory database or a shopping cart on the web).

The script automatically associates a call contact with a session object when the
contact is received (inbound) or initiated (outbound). You can also create sessions
manually, using the Get Session step of the Session palette; this feature may be
useful when you want to use sessions for HTTP or e-mail contacts.

Customer information stored in a session object can persist for a specified length
of time after the contact ends and be made available to a subsequent contact. This
feature can save customers the need to re-enter information such as credit card
account digits.

You can store any type of information in these session objects, and retrieve the
information with the Set Session Info and Get Session Info steps of the Session
palette.

A session is maintained on a single Cisco Unified CCX server only; for example,
information entered on Cisco Unified CCX Server #1 will not be available if the
call arrives at or is transferred to Cisco Unified CCX Server #2.

Using Mapping Identifiers

A Cisco Unified CCX script uses one or more mapping identifiers to identify
sessions. These mapping identifiers allow a script to tag a given session with
customer-specific information that the script then retrieves on a subsequent call
or HTTP request. You can use any kind of information that can be received by the
script as a mapping identifier.

For example, suppose a caller places a call and enters information, including an
account number that the system uses as a mapping identifier. If the caller places
a second call relatively soon after the first call, and re-enters the account number,
the script retrieves the earlier session that contains all the previously entered
information.

In this case, the script re-assigns the original session object to the call to replace
the one that was created when the caller placed the second call.
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A session for which a mapping identifier has been added by a script will typically
persist in memory for 30 minutes after the contact has ended. You can configure
this value in the System Parameters section of the Cisco Unified CCX
Applications Administration web interface.

o

Tip If you need to lessen session impact on the memory consumption of the Cisco
Unified CCX server, lessen the length of time that sessions persist in memory.

Using Session Objects

Session palette steps can be useful in many situations. Some examples:

The script transfers a call contact back to a Cisco Unified IP IVR application,
or redirects the call contact from one application to another application on the
same Cisco Unified CCX server—This feature makes information about the
original caller available to the script.

You want general information to be accessible by multiple scripts
independently of contacts or customers—If you create and identify a session
with a hard-coded mapping identifier, all scripts can access this session and
access or alter information kept there.

~
Note The created session, if not associated with a contact, is subject to

deletion after the system default session timeout. However, each time
the Get Session step retrieves the session, the timeout is reset.

You want to access real-time information using the real-time reporting
client—This feature lets you see all sessions in the system and their
associated values.

For an example that shows the use of Session palette steps, see Chapter 15,
“Designing Cisco Unified CCX Scripts.” For an example that shows the use of
Session palette steps, see Chapter 17, “Designing Cisco Unified CCX Scripts.”

Using Grammars in Your Scripts

This section includes the following topics:
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¢ About Grammars, page 5-5

¢ File Grammar Formats, page 5-7

¢ Automatic Conversion, page 5-8

* Passing Grammars to Steps, page 5-9
e Grammar Template, page 5-9

* Compound Grammar, page 5-10

e Compound Grammar Indexing, page 5-10

About Grammars

In a Cisco Unified IP IVR script, you use grammars to specify a set of all possible
spoken phrases and/or DTMF digits that the system can recognize and act upon
during run time.

The Cisco Unified CCX Engine uses two types of grammars:

¢ System grammars—Used internally by Cisco modules and Cisco sample
scripts.

~

Note  System grammars are provided by Cisco. Cisco makes no guarantees
about the continued availability of system grammars in future releases.

e User grammars—Configured by the user, and manageable by the
administrator by means of the Cisco Unified CCX Applications
Administration web interface.

The system retrieves grammars from the Grammar Repository, which you
configure from the System Parameters configuration web page of the Cisco
Unified CCX Administration web interface.

The Cisco Unified CCX Script Editor contains a Grammar palette with the
following three steps:

* Create Language Grammar step—Chooses a set of grammars based on the
language context of the call.

* Create Menu Grammar step—Creates spoken word and/or DTMF menus.
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* Upload Grammar step—Stores grammars in the Grammar repository, where
they are made accessible to all Cisco Unified CCX servers in the cluster.

For more information on using these steps, see the Cisco Unified Contact Center
Express Scripting and Development Series: Volume 2, Editor Step Reference
Guide.

Grammar Search Algorithm

The script locates grammars by means of a standard language search algorithm
based on the language context of the call.

For example, assuming a language context of {L[fr FR Judy], L[en GB]}, a
search will return the first grammar defined for the following directories:

e _\r FR Judy

e .\Mr FR
o LNMr

« ..en GB
e .Jlen

o ..\default

This type of algorithm allows you to place grammars that are common to all
languages in the “default” directory, or grammars that are common to all French
languages in the “fr” directory. You can override these common grammars by
placing a grammar with the same filename under a different directory, such as
“fr FR”.

Cisco Cisco Unified CCX supports the following file extensions:

e .grxml—for MRCP grammars

~

Note  The Nuance Grammar language format extension, .gsl, is no longer
supported.

o .digit—for digit grammars
o jrx—for regex grammars used by the DTMF voice browser only

e .tgl—for template grammars
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S
Note  For more information on grammars algorithms and files, see the Cisco Unified

Contact Center Express Scripting and Development Series: Volume 3, Expression
Language Reference Guide.

If you do not provide an extension, the script locates the grammar file based on
the media type of the call when referenced as a user grammar in a Cisco Unified
CCX script:

¢ All the supported extensions listed above.

* The type of media supported by the call; if MRCP ASR is supported, the
search starts with .grxml. Otherwise, the search starts with .digit.

File Grammar Formats

Cisco Cisco Unified CCX supports the following file grammar formats:
¢ The SRGS File Grammar Format, page 5-7
e The Digit File Grammar Format, page 5-7

Cisco Unified CCX no longer supports The GSL File Grammar Format
(deprecated), page 5-8

The SRGS File Grammar Format

For an example of SRGS grammar format, see “Using the SRGS Grammar
Format” in the Cisco Unified Contact Center Express Scripting and Development
Series: Volume 2, Editor Step Reference Guide.

The Digit File Grammar Format

The Digit file grammar format (“.digit”) is based on Java Properties File, in which
a key is defined as “dtmf-x”, where “x” is from the set “0123456789*#ABCD”
and its value is the corresponding tag to be returned when a key is pressed or
recognized.

You can use an optional entry defined as “word=true” to specify that the word
representation of each DTMF digit should be automatically included during a
recognition; for example:
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word=true
dtmf-star=bye
dtmf-4=4

For an example of Digit File grammar format, see “Using the Digit File Grammar
Format” in the Cisco Unified Contact Center Express Scripting and Development
Series: Volume 2, Editor Step Reference Guide.

The GSL File Grammar Format (deprecated)

The GSL file grammar format (“.gsl”) supports full Nuance Grammar
Specification Language format.

You must define the grammar with a single main rule (prefixed with “.”).

You must have a slot named “tag” if you use the grammar as a main grammar in
a recognition; for example:

.Main [
hi {<tag hi>}
dtmf-star {<tag bye>}
dtmf-4 {<tag 4>}
joy {<tag lg>}

Automatic Conversion

The script uses grammars independently from the following types of supported
media:

* Cisco Media Termination (CMT)—DTMF digits
» Automatic Speech Recognition (ASR)—Speech

The script automatically converts grammars from one type to the other, based on
the media type of the call.

If the call uses a CMT Dialog channel and you have specified a SRGS (.grxml)
grammar, the script automatically analyzes the grammar and extracts all defined
digits to create a corresponding digit grammar.
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If the call uses an ASR Dialog channel and you have specified a digit grammar,
the script automatically converts the grammar to a corresponding SRGS (.grxml)
grammar. If the grammar is marked with “word=true”, the script includes the
spoken representation of the digit, in the current language of the call, in the SRGS
grammar.

Passing Grammars to Steps

You can pass grammars to the following steps in a script:

» Simple Recognition step—Use the Simple Recognition step customizer
window to specify all tags in the grammar. A tag is a grammar element.

» Explicit Confirmation step—Use the Explicit Confirmation step customizer
window to associate the tags with the value “yes” to represent a successful
confirmation, or “no” for a negative confirmation.

~

Note  Tags for grammars are case-sensitive.

Grammar Template

Cisco Unified CCX 4.0 and after adds support for a new type of grammar
file to the user and system grammars already available. This file has the
filename extension.tgl and can be referenced in a script just like other
grammar files.

In addition, not related to the expression, Cisco Unified CCX 4.0 and after
adds support for one new grammar file extension:.grxml. Files ending
with this extension are expected to be text files written as SRGS (Speech
Recognition Grammar Specification) grammars. Effective with Cisco
Unified CCX 3.0, when referencing a user or system prompt, the extension
of the file was optional and a search among valid extensions was
performed to locate a file in the grammar repository. Effective with Cisco
Unified CCX 4.0, the search order is:.grxml, .gsl, .digit and .tgl.
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When a user or system grammar with the.tgl extension is located, it is
loaded as a text file and parsed, and the result is a grammar object. The
expression specified in the text file does not have access to script
variables. However, if defined using a complex block expression, the
block can be parameterized like a method declaration, allowing for scripts
to customize the evaluation of the expression. This is similar in concept to
the prompt template file described in About Prompt Templates, page 5-14.

Compound Grammar

A compound grammar combines multiple grammars together. All
grammars combined together are activated at the same time when a
recognition or an acquisition is performed. Priority is always given to the
grammar that comes to the right of another. So if an additional grammar is
combined with a first one and it defines the same choices, it will be the one
taking precedence in the recognition. Compound grammars may have
some special treatment based on the media chosen. For Cisco Media
Termination (CMT) media termination, all Dual Tone Multi-Frequencies
(DTMFs) are combined together to form a single grammar to be used when
acquiring DTMF digits from a caller.

For example, the grammar expression:
GIG1] || GIG2] || GG[Hello|dtmf-2]

represents a compound grammar that activates the grammars G[G1],
G[G2] and GG[Hello|dtmf-2] together with priority to
GG[Hello|dtmf-2]over G[Glland G[G2], and priorityto G[G2] over
G[G1l].

Compound Grammar Indexing

It is possible to index a compound grammar like an array in order to
reference a single grammar contained in the compound grammar. This is
done using the [] operator as when indexing an array, whether the
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compound grammar is represented with the || operator (see Compound
Grammar, page 5-10) or the grammar is from the grammar repository that
results in a compound grammar.

If the supplied index is out of bounds, a parse time or an evaluation time
ExpressionArrayIndexOutOfBoundsException might be thrown
as a result. If the grammar being indexed does not represent a compound
grammar, then an ExpressionClassCastException is thrown.

Examples of compound grammar indexing expressions that all result in
grammar expressions are shown in Table 5-1.

Table 5-1 Compound Grammar Indexing Examples

1 G[grammar.tgl][1]

2 | (G[grammarl.digit] || G[grammar2.grxml])[0]

3 | (DG[dtmf-1|word=true] || G[grammar.tgl) ||
GGlhello|dtmf-3])[0][ 1]

Using Prompts in your Scripts

This topic covers the following topics:
* About Prompts, page 5-11
e Prompt Types You Can Create, page 5-13
e The Prompt Search Algorithm, page 5-13
e About Prompt Templates, page 5-14

¢« How To Create or Customize a Prompt, page 5-15

Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1) |




Chapter 5 Advanced Scripting Techniques |

| Using Prompts in your Scripts

About Prompts

The Cisco Unified CCX Editor uses the following two kinds of prompts:

¢ System prompts—Used internally by Cisco modules and Cisco sample
scripts.

>
Note  System prompts are used internally by the system. Cisco makes no

guarantees about the continued availability of any system prompt in
future releases.

» User prompts—Defined by the user, and manageable by the administrator by
means of the Prompt Management configuration web page of the Cisco
Unified CCX Administration web interface.

Note  For complete details on creating complex prompts in scripts, see the
Cisco Unified Contact Center Express Scripting and Development Series: Volume
3, Expression Language Reference Guide.

All Media and Prompt steps support prompts specified in the following three
ways:
» String expression—User-defined prompts located in the User Prompts
directory of the Cisco Unified CCX Administration web interface.

¢ Document expression—Recorded audio streams.

Document objects are returned by the Recording step (Media palette), Get
User Info step (User palette), DB Get step (Database palette), the Create File
Document step and Create URL Document steps of the Document palette, or
any valid document expressions.

e Prompt expression—Dynamically created at run time.

S

Note  You must define all prompts played back and recorded with a RIFF
header of type WAVE and G711 u-law format.
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The script retrieves both user and system prompts from the Prompt Repository.
You can manage these prompts from the Prompt Management Configuration web
page of the Cisco Unified CCX Administration web interface. (For more
information on configuring the Prompt Management Configuration web page, see
the Cisco Unified Contact Center Express Administration Guide.)

Prompt Types You Can Create

You can use the steps in the Prompt palette of the Cisco Unified CCX Script
Editor to create the following prompts:

» Conditional Prompt—Creates one of two specified prompts, based on the
result of evaluating a specified Boolean expression

» Container Prompt—Creates one of the three prompts:

— Concatenated Prompt—Creates a prompt that combines multiple prompt
phrases into one prompt.

— Escalating Prompt—Creates a prompt that plays back one prompt phrase
at a time, starting with the first in a series and moving to the next one on
each retry within a Media step.

— Random Prompt—Creates a prompt that plays back one phrase from the
supplied list in a random order.

» Generated Prompt—Generates a prompt using generators that act on
variables (currency, date, digit, string, and time).

» Language Prompt—Selects a prompt from the set of prompts specified based
on the language context of the call at run time.

e TTS Prompt—Creates a prompt based on the text from a string expression or
a document expression to be played back as speech, using the system default
TTS provider.

Note  For scripts running with ASR, you cannot use multiple Play Prompt steps to
concatenate prompts together if you expect the prompts to be interrupted by
speech (that is, when barge-in is enabled), because speech cannot be buffered
(like DTMF) on the first step and then used on the last step for recognition. You
must prepare a grammar to be ready to perform the recognition if the prompts are
interrupted by a caller barge-in.
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The Prompt Search Algorithm

Similar to the way it handles grammars, the script locates prompts by means of a
standard language search algorithm based on the language context of the call.

For example, assuming a language context of {L[fr FR Judy], L[en GB]}, a
search returns the first prompt defined for the following directories:

e . \Mr FR Judy

o .\Mr FR
o LM

« ..\en_ GB
e .l\en

e ..\default

~

Note If no extension is provided, the system searches for files with the
following extensions: .wav, .ssml, .tts, and .tpl (in that order).

This type of algorithm allows you to place prompts that are common to all
languages in the “default” directory, or place prompts that are common to all
French languages in the “fr” directory. You can override these common prompts
by placing a prompt with the same filename under a different directory, such as
“fr FR”.

About Prompt Templates

A prompt template is a prompt represented as an expression and evaluated
at the time it is queued up for playback.

Cisco Unified CCX 4.0 and after adds support for a new type of prompt
file to the user and system prompts already available. This new file has the
filename extension.tpl and can be referenced in a script just like the
other.wav prompt files could.
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In addition, not related to the expression, Cisco Unified CCX 4.0 and after
adds support for two new prompt file extensions:.tts and.ssml. Files
ending with these extensions are expected to be text files containing the

text to be rendered as audio using a configured TTS server.

For descriptions of the currently available prompt templates and the
various ways of entering prompts in scripts, see Cisco Unified CCX
Scripting and Development Series: Volume 3, Expression Language Reference.

How To Create or Customize a Prompt

Through Cisco Unified CCX Administration Media Configuration, you can
create and modify the prompts that your scripts use. You can also upload spoken
names for each person in the organization, so callers receive spoken names rather
than spelled-out names when the automated attendant is asking the caller to
confirm which party they want.

These topics describe how to customize these features:
* Recording the Welcome Prompt, page 5-15

* Configuring the Welcome Prompt, page 5-16

* Uploading a Spoken Name, page 5-18

Recording the Welcome Prompt

This section uses the Cisco AutoAttendant as an example situation where you
might want to record your own prompt.

The Cisco AutoAttendant comes with a prerecorded, generic welcome prompt.
You should record your own welcome prompt to customize your automated
attendant for the specific role that it is to fulfill for your organization.

You can use any sound recording software to record the welcome prompt if the
software can save the prompt in the required file format. You can record a
different welcome prompt for each instance of Cisco AutoAttendant that you
create.

This section describes how to record the welcome prompt by using Microsoft
Sound Recorder. Save the prompt as a .wav file in CCITT (u-law) 8-kHz, 8-bit,
mono format.
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Step 1

Step 2

Step 3
Step 4

Step 5

Mu-Law is the standard codec (compression/decompression) algorithm for pulse
code modulation (PCM) from the Consultative Committee for International
Telephone and Telegraph (CCITT).

You must have a microphone and speakers on your system to use the software.

Procedure

Start the Sound Recorder software; for example, by choosing
Start>Programs>Accessories>Entertainment>Sound Recorder.
Click the Record button and say your greeting into the microphone.
When you finish the greeting, click the Stop button.

To check your greeting:

a. Click the Rewind button (also called “Seek to Start”) or drag the slider back
to the beginning of the recording.

b. To play the recording, click the Play button. Rerecord your greeting until you
are satisfied.

When you are satisfied with your greeting, save the recording:
a. Choose File> Save As.

b. To set the recording options, click Change. (You can also do this by choosing
Properties from the Sound Recorder File menu). Choose these options:

* Name—Choose [untitled].
¢ Format—Choose CCITT u-law.
» Attributes—Choose 8.000 kHz, 8 Bit, Mono 7 kb/sec.

You can save these settings to reuse later by clicking Save As and entering a
name for the format.

¢. To close the Sound Selection window, click OK.

d. Browse to the directory where you want to save the file, enter a file name, and
click Save. Use the .wav file extension.
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Configuring the Welcome Prompt

o

Step 1

Step 2

Step 3

Cisco AutoAttendant can only use welcome prompts that are stored on the Cisco
Unified CCX Engine. To configure your automated attendant to use a customized
welcome prompt, you must upload it to the server and configure the appropriate
Cisco AutoAttendant instance.

To start Cisco Unified CCX Administration, open http:/servername/AppAdmin
in your web browser, where servername is the DNS name or IP address of the
application server. Click Help for detailed information on using the interface.

Procedure

From the Cisco Unified CCX Administration main menu, choose Applications
> Prompt Management.

The Prompt Management window displays.

From the Language Directory drop-down menu, choose the specific language and
directory where the prompt should be uploaded.

To add a new prompt
a. Click the Add a new prompt hyperlink.
The Prompt File Name dialog box displays.
b. To open the Choose file dialog box, click Browse.

c¢. Navigate to the source .wav file folder and double-click the .wav file that you
want to upload to the Cisco Unified CCX Engine.

d. Confirm your choice in the Destination File Name field by clicking in the
field.

e. To upload the .wav file, click Upload.
The system displays a message that the upload was successful.
f. Click the Return to Prompt Management hyperlink.

The window refreshes, and the file displays in the Prompt Management
window.
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Step4  To replace an existing prompt with a new .wav file
a. Click the arrow in the Upload column for the prompt that you want to modify.
The Choose file dialog box opens.

b. Enter the name of the .wav file that you want to use to replace the existing
prompt.

¢. When you have provided the .wav file and prompt name information, click
Upload.

Uploading a Spoken Name

By default, the Cisco AutoAttendant spells out the names of parties when it asks
a caller to choose between more than one matching name or to confirm that the
user wants to connect to the party. You can upload spoken names to the system,
so your automated attendant plays spoken names rather than spelling them out.

To upload Cisco Spoken Names in your users’ voices, upload the corresponding
.wav files into the directory by performing the following steps:

Procedure

Step1  Ask users to record their names in the manner that is described in the Recording
the Welcome Prompt, page 5-15, and to save their files as userld.wav, where
userld is their user name.

Step2  Connect to Cisco Unified CCX Administration and click Tools > User
Management. The User Management window displays.

Step3  From the menu on the left, click the Spoken Name Upload link.

The Spoken Name Prompt Upload window displays. In the User ID field, enter a
unique identifier of the user for which the spoken name is to be uploaded.

Step4  In the Codec field, the codec chosen during installation for this Cisco Unified
CCX server is automatically displayed.

Step 5 In the Spoken Name (.wav) field, browse to the .wav file you wish to upload.
Click it and then click Open.

Step 6  From the Spoken Name Prompt Upload page, click Upload.

J  Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



| Chapter5 Advanced Scripting Techniques

Advanced Error Handling ||

Advanced Error Handling

The Cisco Unified CCX Script Editor allows you to provide scripts with two
advanced ways to handle errors.

The following sections describe these two advanced error handling techniques:
e Using the On Exception Goto Step, page 5-19
e Using Default Scripts, page 5-19

Using the On Exception Goto Step

The On Exception Goto step of the General palette of the Cisco Unified CCX
Editor sends the execution to a specified place in the script when an exception is
generated, which allows you to provide logic in the script for handling exceptions.

Note  You must check the engine log file, present in [Cisco Unified CCX Install
Directory]/log/MIVR directory, corresponding to the time of exception to
recognize the specific exception that has occurred. For example:
com.cisco.wf.subsystem.obj. WFInvalidStateException.

By using the On Exception Goto step for a specific exception in a script, you can
register a new handler for a given exception or override a previously existing one.

The registration process is for the complete script, so it does not matter where the
exception occurs (before, during, or after the given step). Once the step executes,
the handler is registered until either a new one is re-registered or the exception is
cleared with the On Exception Clear step of the General palette.

If an exception results in a subflow, the script first consults the exception handlers
of the subflows. If none are defined for the given exception, the exception aborts
the subflow and the Cisco Unified CCX Engine looks for exception handlers in
the parent script and so on until either an exception handler is found or the script
aborts completely.

If no exception handlers are registered, the script aborts and error handling falls
back to the last level of error handling, which is the default script.
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Using Default Scripts

Note

The default script is the last level of user-defined error handling before the system
kicks in and applies a default system treatment to all active contacts.

You can also configure a separate, default script when you provision a Cisco script
application. The system invokes this default script under the following
conditions:

*  When the main script aborts, either because of an uncaught exception or
because the Cisco Unified CCX server is unable to invoke the primary script
because it has not been properly validated.

>
Note  The default script can access the exception reason for why the main script

aborted. You do this by using the GetTriggerInfo step to extract the
exception value into a script variable.

e When an incoming call must be aborted because the Cisco Unified CCX
server has reached its limit for the number of simultaneous sessions for the
application.

e When the Cisco Unified CCX Engine is currently out of available tasks to run
the script for an incoming call.

In each of these scenarios, the script marks all active contacts as aborting before
the default script is executed. The final state of these contacts will be ABORTED
even if they are transferred or redirected as a result of the execution of the default
script.

Remember that the purpose of the default script is to gracefully terminate the call
when the main script fails, not to have a fall back to provide the original services
intended by the primary script. This distinction is important because using system
resources to execute this default script may impair system performance. If the
primary script fails too often, then you should fix the primary script rather than
providing another script to attempt the same task.

The default script performs the following tasks:
» Redirects the call to an operator or to another extension for further processing

* Provides a customized error message to an HTTP request
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» Plays back a graceful excuse to the caller for the system problems before
hanging up

You can transfer the state of the primary script to the default script before the
primary script starts. To do this, define variables in the default script with exactly
the same name and type as the variables in the main script. The variables in the
default script are then automatically populated with the last values that were held
by the corresponding variables in the primary script.

By doing so, you may, for example, be able to tell how many calls were active and
terminate all of them gracefully, or you may be able to gain access to information
about the caller and use it in your customized message.

Just as in the primary script, you can configure the default script at provisioning
time by defining variables as parameters.

For Cisco Unified ICME scripts, the default script executes if the Cisco Unified
ICME script issues a request for connecting to the default treatment. The default
script, however, can execute only once, so if it has already executed because of a
Cisco Unified ICME connect request to a default treatment, it will not be
re-executed if the default script fails.

The default script does not execute if the primary script ends normally, even if
contacts are still active. In this case, it is considered to be a design problem for
the primary script. In such a case, all active contacts not marked as handled abort,
and all active contacts marked as handled are simply terminated.

Remember that the default script provides only a final feedback to the contact
regarding the system problem and does not continue the service or restart the
service. You should therefore make the default script short and to the point.

The default treatments that the system applies if the contact is still active after the
system executes the default script (if any) are:

e CallContact—Plays back the prompt, “We are currently experiencing system
problems, please call back later” as an announcement, followed by a fast busy
signal.

 HTTP Contact—Returns an INTERNAL SERVER ERROR (code 500).

» eMail Contact—There is no system default treatment for an e-mail contact.
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About Script Interruption

Note

Note

Script interruption is a feature that allows external events to interrupt the current
processing of a script in order to return to another part of the script or stop the
execution of the script.

Script interruption is typically used in the following situations:

¢ The script plays in an ACD environment in which it provides features such as
service-on-hold or music-on-hold to a caller waiting in a queue for the system
to transfer the call to an available agent.

e The script needs to be notified that one of its contacts has been remotely
terminated, as when, for example, the caller hangs up.

*  You are using the Cisco Unified CCX Script Editor to debug a script and the
Cisco Unified CCX Script Editor makes a request to end the debugging
session in the middle of that script.

In every case, any event that triggers the need to interrupt the script can occur at
any time while the script executes other steps. In previous Cisco Unified CCX
releases, script interruption could happen only for some of these events and only
in some of the steps.

By default, scripts are automatically interruptible before any step is executed.
Should any external event (such as those described above) interrupt the script, it
will continue processing based on the proper handling for the particular event
before it begins to execute the next step.

If you want two consecutive steps to execute without the possibility of
interruption, you must move these two steps to a subflow where you can disable
interruptions completely while the script processes that subflow.

Some steps contain an “interruptible” option, which allows you to indicate
whether or not the script can interrupt the step from within when an external event
occurs.

For Media steps, the old “interruptible” option that allowed a caller to stop the
playback of the prompts using either DTMF or voice, as in case of ASR calls, now
called “barge-in” calls.
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The following paragraphs describe in more detail the external events that can
cause interruptions and the default processing associated with them:

¢ A contact is remotely terminated.

When a caller hangs up, the script will be interrupted (if possible) and a
ContactlnactiveException will be generated. This exception can then be
caught with the OnExceptionGoto step of the General palette and properly
handled.

If a caller hangs up and you have not provided any exception handling logic,
the script immediately aborts.

When managing multiple contacts, the OnExceptionGoto step cannot
differentiate which contact was remotely terminated. Instead, it must specify
a Label to which it can loop through all known contact variables and use the
Get Contact Info step of the Contact palette to search for an Active flag

* A debugging session is terminated.

When you click the End button on the toolbar of the Cisco Unified
CCX Editor, the script is interrupted and aborts without the possibility of
catching or handling this case.

¢ A Cisco Unified CCX agent becomes available.

This event occurs only if the script has previously executed a Select Resource
step from the ACD palette. When an agent becomes available, the script is
interrupted and control is returned to the Select Resource step, exiting
through either the Selected or Connected branches depending on the
configuration.

* A Cisco Unified ICME agent becomes available.

The script is automatically interrupted without the possibility of catching or
handling this case.

If an interrupting event happens when the script is not currently interruptible, the
script is automatically interrupted whenever it becomes interruptible again. For
example, although a script is not interruptible when it is running a subflow
marked to disable interruptions, it will process the interruption as soon as the
subflow terminates and control is returned to the parent (if that primary script is
interruptible).
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As another example, although a script is not interruptible while waiting for the
results of a database fetch, it will process the interruption as soon as the results
return and before the script executes the next step (unless the interruptible option
has been disabled).

Figure 5-1 shows the Disable Interruptions option in the General tab of the Call
Subflow customizer window.

Figure 5-1 Disable Interruptions Option—Call Subflow Step (General Tab)

&2 Call Subflow - Script3.aef x|

2

_2 General | Input Mappings | Cutput Mappings |
Subflow Name: | SCRIPTIMySeript =1

Disahle Interruptions  es ¥ Mo

Ok I Apply Cancel | Help |

Using Different Media in your Scripts

This section covers the following topics:
e About Media, page 5-25
e Media-Less Calls, page 5-25
e Media Neutrality, page 5-26
e Media Steps, page 5-26
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About Media

You can configure the type of media that you want to associate with each trigger.
The following three media types are available:

e Cisco Media Termination (CMT)
« MRCP Automatic Speech Recognition (ASR)
e None (for calls without media)

All calls you configure to use media are counted toward the number of licensed
IVR ports.

All calls you configure to use ASR are counted toward the number of licensed
ASR ports.

To allow for better provisioning, you can configure more CTI ports than the
number of licensed IVR ports and more ASR channels than the number of
licensed ASR ports.

At run time, the system will automatically reject a call received that requires
media if accepting it would exceed the number of licensed Cisco Unified IP IVR
ports.

The system will also automatically reject a call that requires ASR if accepting it
would exceed the number of licensed ASR ports. In this case, the system will not
fall back to the secondary dialog group if an ASR channel was available in the
primary dialog group.

Media-Less Calls

You use a media-less call when you expect no media interactions with the caller
(interactions such as prompting, getting DTMF digits, or speech recognition).

Examples of applications that require no media are €.911 redirect and simple
queuing.

Note  You can generate Music on Hold to a caller for a media-less call, because this
function is not controlled by the Cisco Unified CCX Engine. This type of call uses
fewer CPU resources on the Cisco Unified CCX server than other types of calls,
which may allow you to increase the capacity of the Cisco Unified CCX Engine.
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Media Neutrality

Note

Media Steps

All Media palette steps of the Cisco Unified CCX Editor are designed to work on
both types of media (DTMF and ASR), with the exception of the Voice Browser
step, which can work only with ASR.

You can query the Get Contact Info step of the Contact palette to check if ASR is
supported for a given call, and you can create conditional prompts to play
different prompts (if required) based on the result of the query.

The system automatically converts grammars from one format to the other based
on the current media type of a call.

For scripts running with ASR, you cannot use multiple Play Prompt steps to
concatenate prompts together if you expect the prompts to be interrupted by
speech (that is, when barge-in is enabled), because speech cannot be buffered
(like DTMF) on the first step and then used on the last step for recognition. You
must prepare a grammar to be ready to perform the recognition if the prompts are
interrupted by a caller barge-in.

The following sections describe some of the steps that take advantage of the
media capabilities of the Cisco Unified CCX Editor:

¢ Name To User Step, page 5-27

¢ Recording Step, page 5-27

» Explicit Confirmation Step, page 5-27
* Implicit Confirmation Step, page 5-28
» Simple Recognition Step, page 5-28
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Name To User Step

Recording Step

The Name To User step is a modified version of the Name To Address step in
previous releases.

The step now returns a User object that you can later query with the Get User Info
step to retrieve the user’s extension, e-mail address, and spoken name.

If you request the operator option, the Name To User step returns control through
a new Operator output branch.

The system can match only user names that are defined with characters from the
English alphabet (unless the step is used with an ASR channel).

The Recording step allows you to record an audio segment from the caller and
return it as a Document object that can, for example, be uploaded as a spoken
name, saved to disk or to a database, or e-mailed.

The system defines all recordings as Document objects with a RIFF header of type
WAVE and encoded using G711 u-law format.

Explicit Confirmation Step

The Explicit Confirmation step provides a simple building block for confirming
a question, and is a limited version of a Menu or Simple Recognition step.

You define the Explicit Confirmation step with a default grammar that accepts the
following input:

e CMT—1 for yes and 2 for no
* ASR—typical yes/no grammar in proper language
You can also override the default grammar with a user-defined grammar.

See Using Grammars in Your Scripts, page 5-4 for more information on defining
and using grammars.
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Implicit Confirmation Step

You typically use the Implicit Confirmation step in speech-enabled applications
in order to provide the caller with a way to confirm an action without having to
ask a question.

The script plays back a prompt explaining the action to be taken and then waits a
configured number of seconds for any input from the caller.

If the caller presses any DTMF digits or speaks before the end of the prompt or
the configured timeout, the confirmation is considered to have failed.

An implicit confirmation executed over a CMT dialog channel will ignore speech;
only DTMF digits pressed by the caller will fail the confirmation.

Simple Recognition Step
The Simple Recognition step is an extension to the original Menu step that allows
the designer to pass any user-defined grammar to be used for matching user input.

The Simple Recognition step works over CMT. Only DTMF digits can be
matched against the specified grammar.

Using a Voice Browser in Your Scripts

The Voice Browser feature allows you to design voice-enabled applications using
standard VoiceXML . The Voice Browser currently supports Voice XML 2.0
elements.

This section includes the following topics:
* Understanding VoiceXML, page 5-29
» Voice Browser Architecture, page 5-30
* Voice Browser Development Tools, page 5-32

For more information on developing voice-enabled applications, see Chapter 15,
“Designing Cisco Unified CCX VoiceXML Applications.”

For more information on using the Voice Browser step in the Cisco Unified
CCX Editor, see the Cisco Unified CCX Scripting and Development Series.
Volume 2, Editor Step Reference.
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For more information on developing voice-enabled applications, see Designing
Cisco Unified CCX VoiceXML Applications.

Understanding VoiceXML

VoiceXML is designed for creating audio dialogs that feature synthesized speech,
digitized audio, recognition of spoken and DTMF key input, recording of spoken
input, telephony, and mixed-initiative conversations.

The main goal of VoiceXML is to bring the full power of web development and
content delivery to voice response applications, and to free the authors of such
applications from low-level programming and resource management. VoiceXML
enables integration of voice services with data services that use the familiar
client-server paradigm. A voice service is viewed as a sequence of interaction
dialogs between a user and an implementation platform.

Document servers, which may be external to the implementation platform,
provide the dialogs. Document servers maintain overall service logic, perform
database and legacy system operations, and produce dialogs. A Voice XML
document specifies each interaction dialog to be conducted by a VoiceXML
interpreter. User input affects dialog interpretation and is collected into requests
submitted to a document server. The document server may reply with another
VoiceXML document to continue the user session with other dialogs.

VoiceXML is a markup language that performs the following tasks:

* Minimizes client/server interactions by specifying multiple interactions per
document

¢ Shields application authors from low-level and platform-specific details

» Separates user interaction code (in VoiceXML) from service logic (CGI
scripts)

» Promotes service portability across implementation platforms; VoiceXML is
a common language for content providers, tool providers, and platform
providers

» Provides an easy programming language to use for simple interactions, and
yet provides language features to support complex dialogs

The VoiceXML language describes the human-machine interaction provided by
voice response systems, which include the following:

e Output of synthesized speech (Text-To-Speech, or TTS)
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Output of audio files
Recognition of spoken input
Recognition of DTMF input
Recording of spoken input

Provision of telephony features such as call transfer and disconnect

VoiceXML provides the means for collecting character and/or spoken input, for
assigning the input to document-defined request variables, and for making
decisions that affect the interpretation of documents written in the language. You
can use URLs to hyperlink a document to other documents.

Voice Browser Architecture

Voice Browser consists of the following three components:

Document server—Processes requests from the Voice XML interpreter. The
server produces VoiceXML documents in reply.

VoiceXML Interpreter—Processes the document. The VoiceXML interpreter
executes the VoiceXML application, doing prompting and voice recognition
via the Cisco Unified CCX Engine. The VoiceXML interpreter processes the
input and may then branch or submit information to the document server
according to the application logic.

The Voice Browser interprets Voice XML documents and performs the dialog
with the user. The web application model is a client server model. The role of
the Voice Browser is that of a web client, fetching documents from a web
server.

Implementation Platform—Detects and answers incoming calls and responds
to other telephony events. It is also responsible for prompting and receiving
user input. The VoiceXML interpreter controls the Cisco Unified CCX
implementation platform.
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Figure 5-2 shows the architecture for the Voice Browser system. See the steps
below the figure for an explanation of the process that the diagram illustrates.

Figure 5-2 Voice Browser Architecture
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The following is an example of a VoiceXML process flow:
1. The user makes a call to a phone number.

2. The Cisco Unified CCX system answers the call and invokes the VoiceXML
interpreter to perform the dialog.

3. The VoiceXML interpreter makes a request “http://abc/HelpDesk.vxml”.

4. The document server receives the request. It processes, formats, and returns
the document.

5. The VoiceXML interpreter interprets the document.

6. The interpreter performs prompting and voice recognition through the Cisco
Unified CCX Engine.

7. Based on user input, the application continues. For example, it may loop back
to Step 3 to make another request with information gathered to the document
server.
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Voice Browser Development Tools

Note

You can use VoiceXML and the following tools to develop voice applications:
* Voice Browser
*  Web application server
* VoiceXML development tool (optional)

The Voice Browser interprets the VoiceXML documents and executes dialogs
with the user. The role of the Voice Browser is as a web client, fetching documents
from a web server.

For information on configuring Voice XML applications using the Voice Browser,
see the Cisco Unified Contact Center Express Administration Guide.

For information on the Cisco implementation of VoiceXML, see Appendix B,
“VoiceXML Implementation for Cisco Voice Browser.”

You can use any web application server for deploying VoiceXML applications
that use Voice Browser. In addition to acting as a document repository and server,
the web application server often supports server-side scripts for generating
dynamic documents. Some examples are J2EE (Java 2 Platform Enterprise
Edition) technologies such as servlets and JSP (Java Server Pages), .NET
technologies, and Perl scripts. The web application server often provides backend
integration, security and XML/XSLT presentation support.

Users already running a web server for HTML-based applications can leverage
the existing infrastructure to serve voice applications. This functionality also
means you can use a single model for developing HTML and voice applications.

You can also use the file system or anonymous FTP server as the document server.
Further, you can obtain documents, prompts and grammars from the repository by
specifying a CRTP URL. See How and Why To Use the CRTP Protocol,

page 2-56, for more details on using CRTP URLs.

In these cases you can deploy only static VoiceXML documents. This
functionality is useful for running simple applications with minimal setup and
system requirements.
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The Voice Browser does not require or provide any VoiceXML editor or
Integrated Development Environment (IDE). Since VoiceXML is a text-based
XML document, you can use numerous authoring tools, including simple text
editors, server scripting languages, and third-party VoiceXML editors.
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DN Script for Incrementing the Current Date

A Script for Incrementing the Current Date

Figure 5-3

The following example script, GetFutureDate.aef, (see Figure 5-3) shows you
how to increment the current date by x number of days. For example, you might
want to do this to calculate a due date.

Example GetFutureDate.aef Script

[ Call Contact
| ehdail Contact

;I IPCC Express
o Nl

rogram Files', wiayyi ipks’, "de i =] |

—== Set dtFutureDate =

calendar = calendar getinstancel);

intDay = calendar.get(calendar DAY _OF _YEARY],

calendar add(calendar DAY _OF _YEAR intMumberOfDays);
intDay = calendar.get(calendar DATE),

irthorth =calendar get(calendar MOMTH) +1;
intY'ear=calendsar get(calendsr YEAR),

strDay=ztrDay valueOfintDay);

stridonth=striorth. yalueQfinthonth);
stry'ear=str™ ear valueCf(int Y ear),

strFutureDate= striorth+ "M +strDay+"" +stryear;
okiDateFormat = hew java text SiempleDateF ortmat Wb e
ctFuturebste =ohiDateFormsat parselstrFutureDate);

;l Java
return ctFuturelate;
¥
— A&y End
£lz]%]
Marme I Topae I Yalue Attributes I
calendar java.til. Calendar  |null
clateF ormat java text DateFar... |null
ctFutureDate Date DlAugust 23, 200
flird Dy it I}
[lirttdarth int 0
[irttiumberotays  int 30
lint'vear irit 0
chiDateFarmat jarva et SitmpleD... null
=trDary Stritg "
strFutureDate String "
strionth String "
=t ear Stritig "
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A Script Example Showing Timeout or Retry
Logic

You can create a Cisco Unified IP IVR script that hangs up after a certain period
of inactivity.

Figure 5-4 shows how you can include timeout or retry logic in your Cisco
Unified IP IVR scripts so that if the caller fails to reply after so many times or
after a certain amount of time, then the script releases the call. This causes the GW
port to go on hook and the Cisco Unified IP IVR port to be freed to handle another
call.

Remember that if the caller is still ther, then a “GOTO” back to the queue is
required to stop the caller from being disconnected.

Figure 5-4 Example AreYouThere.aef Script

- -, C\Program Files'\wfawvid'Scriptsiuser’d =10l
| Se=sion _M—
| Contact —

—’23' Accept (--Trighering Contact--1

;I Database

| Call Cortact

| eMail Contact [—]—-[: If (StillThereCourter =3) Then
| Hitp Cortact LR True _
M Hiocks L3 Goto StiliThere??7?
JUser ﬁ False
- L3 Goto Disconnect

A SHilThere???:

=[] Wenu (--Triggering Contact--, AreYouThere)
ﬁ UserlsOnline

- Timeout
__1IPCC Express 1
e " |—+ Ihcremert StillThereCounter

ﬁ Unsyceessif
|—+ Incremert StillThereCaurter
—&l Disconnect:
—'Ef Terminate [--Triggering Contact--1

£l2]x]

Marme I Type I Walue I Attributes
ArevouThere Prormpt PIRU_there]
StilThereCourter  fint (]
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CHAPTER 6

The Basic Cisco Unified CCX Script

Cisco Unified Contact Center Express provides contact center solutions for
automatic call distribution (ACD) and other call center requirements.

You can use the Cisco Unified CCX Editor to create any number of Cisco Unified
CCX scripts that provides a way to use Cisco Unified CCX to queue telephone
calls and connect them to available resources.

This chapter describes the design of such an Cisco Unified CCX script, icd.aef,
which is included as a script template with the Cisco Unified CCX Editor.

This section contains the following topics:
» The Example Cisco Unified CCX Basic Script Template, page 6-2
e The Start Step (Creating a Script), page 6-2
e Script Variables for icd.aef, page 6-3
e The Accept Step, page 6-5
e The Play Prompt Step, page 6-6
e The Select Resource Step, page 6-7
e The End Step, page 6-14
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W The Example Cisco Unified CCX Basic Script Template

The Example Cisco Unified CCX Basic Script

Template

The icd.aef script template accepts a call, plays a welcoming prompt, and then
either connects the caller to an available resource or queues the call until a
resource becomes available. While queued, the caller periodically hears a prompt
explaining that the call is still in the queue and still waiting for an available
resource. When the resource becomes available, the script connects the call.

Figure 6-1 shows the icd.aef script as it appears in the Design pane of the Cisco
Unified CCX Editor window.

Figure 6-1 icd.aef Script

% Accept (--Triggering Cortact--)

—% Flay Prarmpt (--Triggering Cortact--, WelcomePromgt)
[F—= 2| Select Resource (--Triggering Contact-- from CEa)
‘i;l Conpected

ﬁ Qe e

@ guenelonn;
B Play Prompt (- Triggeting Contact--, GueusPrampt)

E Delay DelayvhileQueued sec
Goto gredeloos
— A% End

The Start Step (Creating a Script)

Begin to build the sample script by choosing File > New from the Cisco Unified
CCX Editor menu bar. The Templates folder displays. Select the blank script and
click OK.

A blank script containing a Start and End step opens in the Design pane of the
Cisco Unified CCX Editor window.

Begin to build the sample script by choosing File > New from the Cisco Unified
CCX Editor menu bar. The Cisco Unified CCX Editor places a Start step in the
Design pane of the Cisco Unified CCX Editor window.
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The Start step needs no configuration and has no customizer window. At this time,
you might also want to give your new script a name and save it by selecting File
> Save from the menu bar.

Our example script is called icd.aef.

Script Variables for icd.aef

Begin the icd.aef script design process by using the Variable pane of the Cisco
Unified CCX Editor to define script variables.

~

Note  For more information about defining variables, see the “Defining, Using, and
Updating Script Variables” section on page 2-31.

Figure 6-2 shows the variables of the icd.aef script as they appear in the Variable
pane of the Cisco Unified CCX Editor window.

Figure 6-2 Variable Pane of the icd.aef Script

HAER|

Marne I Type I Yalue I Attributes
CSa String " Faratneter
DelaywhileGueued irt S0 Faratneter
CueuePrormpt Prommpt SPICCUCDOEUE seay] Paratneter
SRS _TempResourceSelectedy/ar2 Lizer il
WWelcomePromgt Prompt SPICOUCDWERIzomeE weavy] Faratneter
resourcelD Sring "
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| Script Variables for icd.aef

Table 6-1 describes the variables used in the icd.aef script.

Table 6-1 Variables in the icd.aef Script
Variable Parameter
Variable Name Type Value ? Function

Note  Select the Parameter checkbox for variables whose value the administrator will have the option
to change. For more information, see the Cisco Unified Contact Center Express Administration
Guide.

CSQ String " Yes Stores Contact Service
Queue information
from which to find a
resource.

(For more information,
see The Select
Resource Step,

page 6-7.)
DelayWhileQueued Integer |30 Yes Stores the length of
time for the delay.

(For more information,
see The Delay Step,
page 6-12.)

QueuePrompt Prompt |SP[ICD\ICDQueue.wav] |Yes Stores the user prompt
that informs the caller
that the call is still in
queue.

(For more information,
see The Play Prompt
Step, page 6-11.)

SRS TempResource User null No Identifies the selected
SelectedVar2 agent or resource
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Table 6-1 Variables in the icd.aef Script (continued)

Variable Parameter
Variable Name Type Value ? Function

WelcomePrompt Prompt |SP[ICD\ICDWelcome.wa |Yes Stores the user prompt
v] that welcomes the
caller.

(For more information,
see The Play Prompt
Step, page 6-6.)

resourcelD String " No Stores the Resource ID
of the chosen agent.

(For more information,
see The Select
Resource Step,

page 6-7.)

The Accept Step

Continue the icd.aef script by dragging an Accept step from the Contact palette
(in the Palette pane) to the Design pane of the Cisco Unified CCX Editor window.

A script uses an Accept step to accept a contact. (A contact can be a telephone
call, an e-mail message, or an HTTP request. In the icd.aef script, the contact is a
call.)

The default Contact is “--Triggering Contact--"", which simply means that
whichever contact triggers the execution of the script is the triggering contact for
this step.

For more information on configuring the Accept step, see the Cisco Unified
Contact Center Express Scripting and Development Series: Volume 11, Script
Reference Guide.
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W The Play Prompt Step

The Play Prompt Step

Note

Continue the icd.aef script by dragging a Play Prompt step from the Media palette
to the Design pane.

Next, configure this Play Prompt step to play a welcoming prompt to the caller.

When developing scripts that prompt callers, remember to accommodate the
needs of hearing-impaired customers. To make your application fully accessible
to these callers, set up scripts to interact with devices such as a
Telecommunications Relay Service (TRS) or Telecommunications Device for the
Deaf (TTY/TDD).

Figure 6-3 shows the configured Prompt tab of the Play Prompt customizer
window.

Figure 6-3 Play Prompt Customizer Window—Configured Prompt Tab
& play Prompt - D:\Program Files',wfavvyidhscriptshsystem'default) x|
L]
5 General Promt | gt |
FPrommpt: WelcomePrampi LI IZI

Barge In: @ Yeg {7 Mo

Continue On Prompt Errars: * Yes Mo

Ok I Apply Cancel I Help I

Configure the Play Prompt step as follows:

e General tab:
— Contact—Triggering Contact
The step operates on the contact that triggers the execution of the script.
— Interruptible—Yes

External events can interrupt the playing of the prompt. (At this point the
script has not yet queued the call, so this configuration has no effect.)
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e Prompt tab:
— Prompt—WelcomePrompt

WelcomePrompt is the prompt that the Play Prompt step plays back to
welcome the caller.

— Barge in—Yes
The caller can interrupt the prompt playback.
— Continue on Prompt Errors—Yes

In the event of a prompt error, the script continues to play back the next
prompt in the sequence or waits for caller input.

e Input tab:
— Flush Input Buffer—No

The system does not erase previously entered input before capturing new
caller input.

The Select Resource Step

Continue the icd.aef script by dragging a Select Resource step from the ACD
palette to the Design pane.

Next, configure the Select Resource step to connect a call or to queue it to a
specific set of agents configured in the Cisco Unified CCX Administration web
interface.

Note  For more information on configuring agents, see the Cisco Unified Contact
Center Express Administration Guide.
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B The Select Resource Step

Figure 6-4 shows the configured Select Resource customizer window.

Figure 6-4 Configured Select Resource Customizer Window

#3 Select Resource - D:Program Fileswiaywidisc x|

General

Contact:

Routing Target Type: ICnntactSENice Queue ll
CSQ Target [csa L”Z,
Connect: & ves O Mo

Timeout; |12 L”Z,

Feszource Selected: IS_TempResDurceSelectedVarzll

Ok I Apaly I Cancel | Help |

Configure the Select Resource customizer window as follows:

e Contact—Triggering Contact

The call that triggered the contact is the one that the step connects to the
resource.

* Routing Target Type—Contact Service Queue
Variable indicating the routing method. One of the following:

— Contact Service Queue - Call will be routed to an available agent in the
specified CSQ.

— Resource - Call will be routed to the specified agent. Select this option
for Agent Based Routing feature.

Note If you set this field to Resource, the CSQ Target field is renamed to
Resource Target. Resource Routing Target Type is only available for
Cisco Unified CCX Enhanced Edition. If you use Resource Routing
Target Type with Cisco Unified CCX Standard edition, Cisco Unified
CCX Engine will be unable to load the script.
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CSQ Target—CSQ

The CSQ variable stores Contact Service Queue information from which to
find a resource.

Connect—Yes

The step automatically connects the call to the available resource the instant
the resource becomes available.

~

Note If you choose the No option, the step chooses the resource, if
available, but does not yet connect the call. You can choose this
configuration if you want to add additional Cisco Unified CCX Editor
steps to the Selected output branch before using a Connect step to
connect the call to the resource. (If the resource is unavailable, the
step queues the call.)

Timeout—12

The value 12 seconds is the length of time before the step retrieves the contact
back into the queue.

Resource Selected—SRS_TempResourceSelectedVar2

The SRS_TempResourceSelectedVar2 user variable identifies the selected
agent or Resource.

The Select Resource step contains two output branches, Connected and Queued:

Connected—If a resource is available, the Connected output branch executes,
and the Select Resource step connects the call.

Queued—If a resource is not available, the Queued output branch executes,
and the call is placed in a queue.

The following sections describe the two output branches of the Select Resource
step:

The Connected Output Branch, page 6-10
The Queued Output Branch, page 6-10
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The Connected Output Branch

If the Select Resource step locates an available resource, the script executes the
Connected output branch, and Select Resource step connects the call to the
available resource according to the configured information in the Select Resource
customizer window.

The script falls through to the End step, which ends the script.

The Queued Output Branch

The Label Step

Note

If the Select Resource step fails to locate an available resource, the script executes
the Queued output branch.

Configure the Queued output branch of the Select Resource step to set up a loop
that plays a prompt, waits for a certain length of time, and then plays the prompt
again, until a resource becomes available.

When the resource does become available, the Select Resource step connects the
call, and then continues to the End step, which ends the script.

The queue loop contains the following steps:
* The Label Step, page 6-10
e The Play Prompt Step, page 6-11
e The Delay Step, page 6-12
* The Goto Step, page 6-14

Begin to build the Queued output branch of the Select Resource step by dragging
a Label step from the General palette into the Design pane and dropping it into the
Queued icon under the Select Resource step.

Next, configure the Label step (which is the beginning of the loop) to provide a
target for the subsequent Goto step.

For more information about configuring the Label step, see the Cisco Unified
Contact Center Express Editor Step Reference Guide.
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Figure 6-5 shows the configured Label customizer window.

Figure 6-5 Configured Label Customizer Window

&2 Label - D:\Program Files'w |

2

——_  Enter Lahel:

|queueL|:u:|p

[0]4 I Apply Cancel Help

Configure the Label customizer window by entering the name queueLoop in the
Enter Label Name text field, and then clicking OK.

Next configure the subsequent Goto step to send the script to the Label with this
name.

The Play Prompt Step

Continue building the Queued output branch of the Select Resource step by
dragging a Play Prompt step from the Media palette in the Design pane and
dropping it into the Queued icon under the Select Resource step.

Next, configure the Play Prompt step to play back a prompt informing the caller
that the call is still in queue and awaiting an available resource.
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B The Select Resource Step

Figure 6-6 shows the configured Prompt tab of the Play Prompt customizer
window.

Figure 6-6 Play Prompt Customizer Window—Configured Prompt Tab

#3 play Prompt - D:\Program Files'wfavvid'scripts'system',default’ il

L

Q Genersl Pl’DmF'fllnputl

Frompt M jlzl

Barge In: & ves Mo

Continue On Prompt Errors: & Yes O o

Ok I Lpply | Cancel | Help |

Configure this Play Prompt customizer window with the same properties as in the
first Play Prompt step of the icd.aef script (see The Play Prompt Step, page 6-6),
with one exception:

e Prompt tab
— Prompt—QueuePrompt

QueuePrompt is the prompt variable that stores the .wav file that
informs the caller that the call is still in queue.

Because you enable the Interruptible option, a newly available resource interrupts
the Play Prompt step and the Select Resource step connects the call.

The Delay Step

Continue building the Queued output branch of the Select Resource step by
dragging a Delay step from the General palette into the Design pane and dropping
it into the Queued icon under the Select Resource step.

Next, configure the Delay step to set the length of time, in seconds, before the
subsequent Goto step sends the call back to the beginning of the queue loop.
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Figure 6-7 shows the configured Delay customizer window.

Figure 6-7 Configured Delay Customizer Window

#3 Delay - D\ Program Files',wFavvidiscripts x|

=  General

Timeout: DelayhileQiueued LI Iz,

Interruptible;  Yes Mo

Ok I Anply I Cancel | Help |

Configure the Delay step as follows:

e Delay time—DelayWhileQueued
This variable stores the length of time for the delay.
e Interruptible—Yes

An available resource interrupts the Delay step and the Select Resource step
connects the call.

The caller hears nothing while the Delay step is waiting for the specified amount
of time to elapse.

If the administrator has configured a Music On Hold server in Cisco Unified
CallManager, you can place a Call Hold step just before the Delay step and a Call
Unhold step just after the Delay step to play music to the caller while on hold.
(You use the Call Unhold step to retrieve the call so that the script plays
QueuePrompt before placing the call on hold again.) This option does not
increase the CPU usage of the Cisco Unified CCX server, because the music
streaming is performed by the Music On Hold server and not by the Cisco Unified
CCX server. You can also replace the Delay step with a Play Prompt step that
plays a prompt recorded with the same amount of music as required by the
original Delay step. However, this option increases CPU usage because the Cisco
Unified CCX server streams this recorded music prompt to all callers in queue.
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The Goto Step

End the Queued output branch of the Select Resource step by dragging a Goto step
from the General palette into the Design pane and dropping it into the Queued
icon under the Select Resource step.

Next, configure the Goto step to provide the name of the Label step to which the
script returns to begin the queue loop again.

Figure 6-8 shows the configured Goto customizer window.

Figure 6-8 Configured Goto Customizer Window

&3 Goto - D:Program Files'wF x|

2

——_ (Choose Label:

fueueloop

044 I Apply Cancel | Help |

Configure the Goto customizer window by choosing queueLoop from the Select
a Label drop-down menu. This variable is the name you assigned in the previous
Label step to indicate the beginning of the queue loop.

The End Step

Use the End step at the end of a script to complete processing and free all allocated
resources.

This step has no properties and does not require a customizer.
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Designing a Basic Script

You can use the Cisco Unified CCX Editor to create a number of basic scripts.

This chapter describes the steps used to create a Spoken Name Upload (SNU)
script, SNU.aef, which is included as a script template with the Cisco Unified
CCX Editor.

This section contains the following topics:
* An Example Basic Script, page 7-2
e The Start Step (Creating a Script), page 7-4
e SNU Script Template Variables, page 7-4
e The Accept Step, page 7-7
e The Accept Step, page 7-7
e The Play Prompt Step, page 7-8
e The Label Step (GetUser), page 7-11
e The Name To User Step, page 7-11
e The Get Digit String Step, page 7-25
e The Authenticate User Step, page 7-32
e The Recording Step, page 7-37
e The Menu Step, page 7-40
e The Closing Steps of the SNU.aef Script, page 7-47
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An Example Basic Script

The SNU.aef script template allows users to record their names over the phone so
that the script can play back their spoken names to prospective callers.

This script contains good examples of the use of steps in the Contact, Prompt, and
User palettes. It also demonstrates the use of the If and Set steps from the General
palette.

Figure 7-1 shows how the SNU.aef script template appears in the Design pane of
the Cisco Unified CCX Editor window.
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Figure 7-1 SNU.aef Script Overview in the Design Pane

A (--Tr rit
language = Get Cortact Info (--Triggering Cortact-- Language)
Plary Prormpt (--Triggering Cortact--, SPISHUwwelcomeSpokenMatme wwav])

Getliser:
8 uzer = Matme To User (--Triggeting Cortact--, -- Default --)

ET_E FetPin:
=& pin = Get Digit String (--Triggering Cortact--)

[= Tirweout
finalPraompt = Creste Container Prompt Concatenation (SPISMUrror_try_later weav])

Gioto Bye

] Unsiceessif
finalPrampt = Creste Container Prompt Concatenation (SPISMUrror_try_later weav])

Goto Bye

Bye:

Set Contact Info (--Triggering Contact--, handled)

Set finalPrompt = finalPrompt + DP[E00] + SPISHUgoodibye smeay)
Plary Prompt (--Triggering Contact--, finalPrompt)

Terminate [--Triggering Contact--1

Erid

The SNU.aef script performs the following tasks:

1. Accepts the call and plays a welcoming prompt.

2. Retrieves attributes for the triggering contact.
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M The Start Step (Creating a Script)

Note

3. Prompts the caller to enter a name, using either Dual Tone Multi-Frequency
(DTMF) digits or speech.

4. Compares the caller input to names in a directory.

n

If a match is found, prompts the caller to enter a Personal Identification
Number (PIN).

Authenticates the user using the PIN.
Records the name of the caller.

Allows the caller to confirm the recording, or to try again.

L ® 2

Plays a final prompt to say good-bye to the caller, and then terminates the
call.

In designing scripts, remember that any step that requires caller input can fail to
receive an acceptable response, which is why even a simple script often requires
a number of steps and output branches to handle errors and failures.

The Start Step (Creating a Script)

Begin to build the sample script by choosing File > New from the Cisco Unified
CCX Editor menu bar. The Templates folder displays. Select the blank script and
click OK.

A blank script containing a Start and End step opens in the Design pane of the
Cisco Unified CCX Editor window.

The Start step needs no configuration and has no customizer window. At this time,
you might also want to give your new script a name and save it by selecting File
> Save from the menu bar.

Our example script is called snu.aef.

SNU Script Template Variables

Begin the SNU.aef script design process by using the Variable pane of the Cisco
Unified CCX Editor to define script variables.
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SNU Script Template Variables

Note  For more information about defining variables, see the “Defining, Using, and
Updating Script Variables” section on page 2-31.

Figure 7-2 shows the variables of the SNU.aef script template as they appear in
the Variable pane of the Cisco Unified CCX Editor window.

Figure 7-2

Variables Listed in the Variable Pane

EEe

Marme I Type Walue Attributes
currentRecording  |Documernt null
firalPromt Prormpt Pl
firzthlame String "
TullMatne Siring
inztructPrompt Prompt Pl
language Language L[en_UZ]
laztharme String "
HamePrompt Prompt P[]
i String "
pound Prormpt Pl
recording Dacutmert null
=spelledPrompt Prormpt Pl
triesAuthentication |int ]
triesGetDigit it lu]
trieshsxtuthentic... int k]
trieshaxGetDigit it 3
triesMaxRecord irt 3
triesRecard irt ]
t=Prormpt Prormpt Pl
et Lzer il
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Table 7-1 describes the variables used in the SNU.aef script template.

Table 7-1 Variable Descriptions

Variable Name Variable Type Value |Function

currentRecording Document null Stores a recorded name.

(See The Get User Info Step, page 7-16.)

finalPrompt Prompt — Prompt played back to the caller at the
conclusion of the call. The value is
dynamically assigned by various steps in the
script.

(See The Timeout Output Branch, page 7-24,
and The Unsuccessful Output Branch,
page 7-31.)

nn

fullName String Stores the full name of the user. Used by the

Create Generated Prompt step.

(See The If Step, page 7-17.)

pin String " Stores PIN digits entered by the user in the
Get Digit String step. Used by the

Authenticate User step to authenticate user.

(See The Get Digit String Step, page 7-25 and
The Authenticate User Step, page 7-32.)

recording Document null Stores the audio file recorded by the caller.

(See The Recording Step, page 7-37.)

spelledPrompt Prompt — Stores the name of the user, as created by the
Create Container Prompt step.

(See The If Step, page 7-17 and The Get Digit
String Step, page 7-25.)

triesAuthentication Integer 0 Stores the number of times authentication has
been attempted.

(See The Unsuccessful Output Branch,
page 7-35.)
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Table 7-1 Variable Descriptions (continued)

Variable Name Variable Type Value |Function

triesGetDigit Integer 0 Stores the number of times the script has
attempted to get PIN digits.

(See The True Output Branch, page 7-30.)

triesMaxAuthentication  |Integer 3 Stores the maximum number of attempts the
script will make to authenticate the caller.

(See The Unsuccessful Output Branch,
page 7-35.)

triesMaxGetDigit Integer 3 Stores the maximum number of retries the
script attempts to get PIN digits.

(See The True Output Branch, page 7-30.)

triesMaxRecord Integer 3 Stores the maximum number of attempts the
script will make to record the name of the
caller.

(See The Key 2 Output Branch, page 7-44.)

triesRecord Integer 0 Stores the number of times that recording has
been attempted.

(See The Key 2 Output Branch, page 7-44.)

user User null Stores the values associated with this
particular user. First assigned a value by the
Name To User step, and used by various other
steps.

(See The Name To User Step, page 7-11, and
The Authenticate User Step, page 7-32.)

The Accept Step

Continue the SNU.aef script by dragging an Accept step from the Contact palette
into the Design pane of the Cisco Unified CCX Editor window.
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A script uses an Accept step to accept a contact. (A contact can be a telephone
call, an e-mail message, or an HTTP request. In the SNU.aef script, the contact is
a call.)

Figure 7-3 shows the customizer window for the Accept step.

Figure 7-3 Accept Customizer Window

# Accept - D:\Program Files'wfavvid's... E4

=  General I

. Contact:

--Triggering Contact- ﬂ

Ok I Apply Cancel | Help |

To use the Accept customizer window to configure the Accept step, select a
Contact from the drop-down list and click OK.

The Accept customizer window closes, and the name of the Contact variable
appears next to the Accept step icon in the Design pane of the Cisco Unified
CCX Editor.

The default Contact is “--Triggering Contact--", which simply means that
whichever contact triggers the execution of the script is the triggering contact for
this step.

The Play Prompt Step

Continue the SNU.aef script by dragging a Play Prompt step from the Media
palette to the Design pane.

Next, configure this Play Prompt step to play back to the caller the system prompt
SP[SNU\welcomeSpokenName.wav], which plays “Welcome to the Cisco
Spoken Name Upload Application.”

Figure 7-4 shows the configured Prompt tab of the Play Prompt customizer
window.
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Figure 7-4 Play Prompt Customizer Window —Configured Prompt Tab

&3 Play Prompt - D:\Program Files',wfavvid'scripts'system®default, SNU.aef

General  Prompt I Inputl

Prompt: SP[SHUwelcomeSpokenhame way LI E,

Barge In: & ves Mo

Continue Cn Prompt Errors: & Yes Mo

Ok I Apply Cancel | Help |

Note  When developing scripts that prompt callers, remember to accommodate the
needs of hearing-impaired customers. To make your application fully accessible
to these callers, set up scripts to interact with devices such as a
Telecommunications Relay Service (TRS) or Telecommunications Device for the
Deaf (TTY/TDD).

Configure the Play Prompt step as follows:
¢ General tab
— Contact—Triggering Contact
The step operates on the contact that triggers the execution of the script.
— Interruptible—No
External events cannot interrupt the playing of the prompt.
e Prompt tab
— Prompt—SP[SNU\welcomeSpokenName.wav]

SNU\welcomeSpokenName.wav is the prompt that the Play Prompt step
plays back to welcome the caller.

Because the .wav file that serves as the welcoming prompt already exists
as a system prompt, you do not need to define it as a variable; instead
enter the prompt directly by clicking the Expression Editor button ||
and entering the name in the text field of the dialog box that appears.
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Figure 7-5 Prompt Address Dialog Box (accessed by Expression Editor button)
= Prompt
Walue:
SPISMUWelcomeSpokenhame wa]| |
[ |
Ok | Cancel | Al | Help | All Y ariahles jl
Character Vatishles jl Character Methods jl
Character Attributes jl e | T | Escape Characters jl
T+
Character | String I Ei'y'tel Short I Integer | Longl Biglrteger | Flnatl Double | BigDecitnal | Boolean | Langusge
Currency | Date | Time | | ] Documert | s Prompt | [] Grammar | <% Script | Miscellaneous | Array | Java

S

Note  For more information about using the Expression Editor, see
Chapter 2, “How To Use the Cisco Unified CCX Editor.”.

— Barge in—Yes
The caller can interrupt the prompt playback.
— Continue on Prompt Errors—Yes

In the event of a prompt error, the script continues to play back the next
prompt in the sequence or waits for caller input.

e Input tab
— Flush Input Buffer—Yes
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Note

The Label Step (GetUser) W

The system erases previously entered input before capturing new caller
input.

For more information about configuring the Play Prompt step, see the Cisco
Unified Contact Center Express Scripting and Development Series: Volume 2,
Editor Step Reference Guide.

The Label Step (GetUser)

Note

Continue the SNU.aef script by dragging a Label step from the General palette to
the Design pane.

Configure the Label step to provide a target for subsequent steps if it becomes
necessary to send the caller back for further attempts to successfully execute the
Name To User step.

Configure the Label customizer window by entering the name GetUser in the
Enter Label Name text field and then clicking OK.

Configure the subsequent Name To User step to send the script to the Label with
this name, if necessary.

For more information about configuring the Label step, see the Cisco Unified
Contact Center Express Editor Step Reference Guide.

The Name To User Step

Continue the SNU.aef script by dragging a Name To User step from the Media
palette to the Design pane.

Next, configure the Name To User step to prompt the caller to enter a name and
then compare the name received with a directory of names to find out if the name
given by the caller exists in the directory.

Configure the three tabs of the Name To User customizer window as follows:

¢ General tab
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Note  This property applies only if the caller is inputting DTMF digits and

Result User—user

The user variable stores the values associated with this particular user.
(The subsequent Get User Info step under the Successful output branch
uses the user variable to find out whether or not a current recording
exists for this name.)

Announce When Number of Matches Less Than—4

If the number of matches is less than 4, the script prompts the user to
choose the correct entry from the list of matches. If the number of
matches is greater than or equal to 4, the script prompts the user to enter
additional letters to reduce the number of matches.

is not using an Automatic Speech Recognition (ASR) channel.

Operator—No

The caller does not have the choice to ask to speak to an operator, and
therefore the Operator output branch of the Name To User step does not
appear in the script.

Interruptible—No

No external event is allowed to interrupt the execution of the Name To
User step.

Prompt tab

Prompt—Default Prompt

The script plays back to the caller the default prompt included with the
Name To User step. The default prompt plays a prompt that starts “Spell
the last name followed by the first name. . . .” (You can also choose a
customized prompt or choose no prompt playback.)

Barge In—Yes

The caller is allowed to enter a name without having to listen to the entire
playback of the prompt.

Continue on Prompt Errors—Yes

In the event of a prompt error, the script continues to play back the next
prompt in the sequence or simply waits for input from the caller.
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e Input tab

Input Length—10

The value 10 is the minimum number of digits required before the step
automatically checks for a user match. (This property applies only to
non-ASR channels.)

Terminating Key—#
The caller can press the “#” key to indicate completion of input.
Cancel Key—*

The caller can press the “*” key to start over. (The cancel key works only
until the number of maximum retries is reached.)

Maximum Retries—3

The step makes three attempts to receive valid input before executing the
Unsuccessful output branch.

Initial Timeout (in sec)—5

The system waits 5 seconds for initial input from the caller before
executing the Unsuccessful output branch.

Interdigit Timeout (in sec)—3

The system waits 3 seconds after receiving initial input from the caller
for the caller to enter the next digit, before executing the Unsuccessful
output branch. (This property does not apply for ASR channels.)

Flush Input Buffer—Yes

The system erases previously entered input before capturing new caller
input.

For more details on configuring the Name To User step, see the Cisco Unified
Contact Center Express Scripting and Development Series: Volume 2, Editor Step
Reference Guide.

The Name To User step in this script has three output branches:

* Successful—Executes when the step makes a successful match between the
name entered by the caller and a name in the directory.
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» Timeout—Executes when the step reaches the maximum number of retries
and the last attempt times out while waiting for input from the caller.

¢ Unsuccessful—Executes when the step does not make a successful match
between the name entered by the caller and a name in the directory, or
because the last attempt failed because the caller pressed the cancel key.

Figure 7-6 Name To User Step Output Branches

@ uzer = Mame To User (--Trigaering Cortact-- - Default --)

J Timeout

The following sections describe the three output branches of the Name To User
step:

e The Successful Output Branch, page 7-14
¢ The Timeout Output Branch, page 7-24
¢ The Unsuccessful Output Branch, page 7-25

The Successful Output Branch

If the Name To User step makes a successful match between the name entered by
the caller and a name in the user directory, the script executes the Successful
output branch of the Name To User step.

Figure 7-7 shows the Successful output branch of the Name to User step.
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Figure 7-7 Name To User Step—Successful Output Branch

FetPin
] pin = Get Digit String (--Triggering Contact--)

Configure the Successful output branch to authenticate the user and record a
spoken name.

The Successful output branch contains the following steps:
1. The Get User Info step

2. The If step

3. The Label step (GetPin)

4. The Get Digit String step

The first two steps of the Successful output branch collect the name of the caller,
which is used in the fourth step of the branch to address the caller by name.

The third step (the GetPin step) provides a target for the script in the event the step
reaches the timeout limit, so that the script can continue to attempt to receive the
PIN number (with the subsequent Get Digit String step) until the step reaches the
maximum number of retries.

The fourth and final step (the Get Digit String step) asks for the PIN number of
the caller, to make sure the caller has the authority to record this name.
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This section that follows contains the following topics:
e The Get User Info Step, page 7-16
e The If Step, page 7-17
e The Label Step (GetPin), page 7-23

~

Note  Because of its multiple output branches, the Get Digit String step is discussed in
a separate section, The Get Digit String Step, page 7-25.

The Get User Info Step

Begin to build the Successful output branch of the Name To User step by dragging
a Get User Info step from the User palette and dropping it into the Successful icon
under the Name To User step in the Design pane.

Next, configure the Get User Info step to retrieve the information stored in the
user variable (associated with this contact by the previous Name To User step) to
be used by the If step to determine which branch of the If step to execute.

Figure 7-8 shows the configured Get User Info customizer window.

Figure 7-8 Configured Get User Info Customizer Window
&3 Get User Info - D:\Program Files\wfavvid' scripts\system.default’, SNU.aef
ﬂ- User:

Aftributes: Mames Wariahles | Set... |
Full Mame: fullMame Clear |
Last Mame: lastHame
First Mame: firstHame
Extension:
Email:
Identifier:
Spoken Name:
Ok I Apply Cancel | Help |
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Configure the Get User Info customizer window to retrieve the information stored
in the currentRecording variable, which is a Document variable that holds a
recorded name.

To configure the Get User Info customizer window, highlight the Spoken Name
attribute and click Set. Then, in the Get User dialog box that appears, choose the
currentRecording variable from the drop-down menu and click OK. The Get
User dialog box closes, and currentRecording appears next to the Spoken Name
attribute in the list box of the Get User Info customizer window.

Note  For more information about configuring the Get User Info step, see the Cisco
Unified Contact Center Express Scripting and Development Series: Volume 2,
Editor Step Reference Guide.

The If Step

Because you cannot know in advance whether a recording of the spoken name of
any particular caller exists at the time of any particular call, use the If step to
provide script logic for each of the two possibilities: that a recording of the spoken
name exists, and that a recording of the spoken name does not exist.

Continue building the Successful output branch of the Name To User step by
dragging an If step from the General palette and dropping it into the Successful
icon under the Name To User step in the Design pane.

Configure the If step to evaluate the value of the currentRecording variable
(supplied by the previous Get User Info step).

Figure 7-9 shows the configured If customizer window.

Figure 7-9 Configured If Customizer Window

&3 If - D:\Program Files'wfavvid',scripts'system'.default’,SNU.aef B3

¥
4
iCh

Genersl

Condition:

currentRecording = null L”z,
QK I Apply Cancel | Help |
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Note

For more information about configuring the If step, see the Cisco Unified Contact
Center Express Scripting and Development Series: Volume 2, Editor Step
Reference Guide.

The If step evaluates the Boolean expression “currentRecording!= null”, which
means that the currentRecording variable is not null.

« If the Boolean expression “currentRecording!= null” is true, the name of the
caller is available for use by the Get Digit String step. In this case, the True
output branch of the If step executes.

» Ifthe Boolean expression “currentRecording!= null” is false, the name of the
caller is not available for use by the Get Digit String step. In this case, the
False output branch of the If step executes.

The True Output Branch

If the If step locates a spoken recording of the name of the caller, the script
executes the True output branch.

Configure the True output branch of the If step to create a prompt that uses the
recording of the spoken name.

Use a Create Container Prompt step to create a concatenated prompt that includes
the currentRecording variable.

Figure 7-10 shows the configured Create Container Prompt customizer window.
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Figure 7-10 First Configured Create Container Prompt Customizer Window

£ Create Container Prompt - D:4Program Files'wfavvid'scripts'systemidefaultisNU.aef B4

General I
H
I8

Type:

Prompts: Values | Add...
currentRecarding |

fodify...

[elete

e o]

UG

Owerride Language: I LI

Ll 1]

Cutput Prampt: InameF'rnmpt

(0104 I Apply Cahcel I Help |

Configure the Create Container Prompt customizer window as follows:

¢ Output Prompt—spelledPrompt

This prompt will contain the recorded name of the caller as stored in the
currentRecording variable.

¢ Prompt Container Type—Concatenated Prompt

This step creates a concatenated prompt containing the prompts listed int he
Prompts list box.

¢ Prompts—currentRecording
The currentRecording variable stores the recorded name of the caller.
* Override Language—(blank)

Do not choose to override the language context of the call.
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The False Output Branch

If the If step cannot locate a spoken recording of the name of the caller, the script
executes the False output branch.

Configure the False output branch of the If step to generate the name, using the
spelling generator of the Create Generated Prompt steps.

First, configure a Get User Info step to retrieve the information contained in the
firstName, fullName, and lastName variables, in order to make this information
available to the Create Generated Prompt steps.

Figure 7-11 shows the configured Get User Info customizer window.

Figure 7-11 Configured Get User Info Customizer Window

Lser:

Attributes:

&3 Get User Info - D:"Program Files'wfavvid'scripts’system’default’, SNUL.aef

Mames

“ariables

Full Mame:

fullMarme

Last Mame:

lastMame

First Mame:

firsthlame

Extension:

Ermnail:

Identifier:

Spoken Mame:

(804 I Aaply

Cancel Help
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Figure 7-12 shows the first configured Create Generated Prompt customizer
window in the False branch.

Figure 7-12 Configured Create Generated Prompt Customizer Window— spelled
Prompt

#3 Create Generated Prompt - D:\Program Files\wfavvid'scripts’system',default’,5NLLa...

—=  General

Generator Type: fullname

Canstructar Type: firstnarme, lastnamea) LI
Arguments: Marnes | Values | [ s |
firstnarme: firstHame
lasthame: lastMarme

Cwerride Language: I L”Z,

Ctput Prompt: IspelledF‘mmpt LI

909 I Apply Cancel I Help |

Configure the Create Generated Prompt customizer window as follows:

e Generator Type—fullname

This step uses the fullname generator type to properly concatenate the last
name and the first name of the user based on the country/language settings
associated with the call.

¢ Constructor Type—(firstname,lastname)

This drop-down list contains the available constructors for a given generator.
In this case, the constructor specifies that two input parameters are required:
the first name followed by the last name.

e Override Language—(blank)

Do not choose to override the language context of the call.
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¢ Output Prompt—spelledPrompt

This is the prompt that the script will play back to the caller, containing the
name of the caller as generated by this step.

Figure 7-13 shows the second configured Create Generated Prompt customizer
window in the False branch.

Figure 7-13 Configured Create Generated Prompt Customizer Window—tts Prompt

&3 Create Generated Prompt - D:\Program Files' wfavvid'scripts’system‘default’,SNULa...

—=—  General

Generatar Type: fullnarme

Constructor Type: ffirstname, lasthame, tts) LI
Arguments: Marmes | Values = |
firstnarme: firsttame
lastharme: lastMame
tts: triie

Owerride Language: I L”Z,

Qutput Prompt: IttsF'rnmpt LI

Ok I Apply Cancel | Help |

Configure the Create Generated Prompt customizer window for the TTS prompt
in a similar way to Figure 7-13.

Finally, insert a Set step to revert to the spelled prompt if TTS is not available.

Figure 7-14 shows the Set step customizer window in the False branch.
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Figure 7-14 Set Name Customizer Window— namePrompt

#3) Set - D:'Program Files' wfavvid' scripts' system' default SNU.aef

General I
18
B vaiaoe M |

Value: |nsPrnmpt|||spe||euPrnmpt L”Zl
Ok I Apply Cancel | Help |

Configure the Set customizer window as follows:

e Variable—namePrompt

This is the name of the variable where the result of evaluating the given
expressions will be stored.

» Assign—Use the Expression Editor to specify ttsPrompt ||| spelledPrompt

This prompt expression defines a prompt which will attempt to play the first
prompt (that is, ttsPrompt) and—if it fails—then the second prompt (that is,
spelledPrompt).

This provides a mechanism for the script to adapt itself to the system where
it is executed. If the system is configured with TTS, then the script will
attempt to use TTS to playback the name of the user. If TTS is not available
and attempting to play such a prompt would cause an error to occur, the
system falls back to the second prompt and plays that. (In this case, the
second prompt does not rely on TTS services.)

The Label Step (GetPin)

Continue building the Successful output branch of the Name To User step by
dragging a Label step from the General palette and dropping it into the Successful
icon under the Name To User step in the Design pane.

This Label step provides a target for a subsequent Goto step, in order to give
callers more attempts at successfully entering digits by using the Get Digit String
step that follows this label step.

Configure the Label customizer window by entering the name GetPin in the Enter
Label Name text field, and then clicking OK.
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Note

For more information about configuring the Label step, see the Cisco Unified
Contact Center Express Editor Step Reference Guide.

If the script reaches this Label step, the Get Digit String executes. (See The Get
Digit String Step, page 7-25.)

The Timeout Output Branch

If the Name To User step does not receive caller input before reaching the timeout
limit, the script executes the Timeout output branch of the Name To User step, as
shown in Figure 7-15.

Figure 7-15 Name To User Step—Timeout and Unsuccessful Output Branches

Titmeodt
finalPrompt = Creste Container Prompt Concatenstion CSPISMUerror_tey later weav])
Goto Bye
Uinshccessil
finalPrompt = Creste Container Prompt Concatenation (SPISMUerrar_try _later weav])
oo Bye
Configure the Timeout output branch to play back a prompt that informs the caller
that the call was unsuccessful. The script plays a good-bye prompt, and then
terminates the call.

As shown in Figure 7-1, use the Create Container Prompt step to create a prompt
called finalPrompt that the Play Prompt step plays at the end of the script, after
which a Terminate step terminates the call.

Configure the Create Container Prompt step in similar fashion to the previous
Create Container Prompt step (see The True Output Branch, page 7-18), with the
exception that you choose finalPrompt as the output prompt of the Create
Container Prompt step.

The Goto step, named Bye, sends the script to the Label step named Bye, under
which the final sequence of steps conclude the call. (See The Closing Steps of the
SNU.aef Script, page 7-47.)
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The Unsuccessful Output Branch

If the Name To User step does not make a successful match between the name
entered by the caller and a name in the user directory, the script executes the
Unsuccessful output branch of the Name To User step, as shown in Figure 7-15.

Just as with the Timeout output branch, configure the Unsuccessful output branch
to play back a prompt that informs the caller that the call was unsuccessful. The
script plays a good-bye prompt, and then terminates the call.

Use the Create Container Prompt step to create a prompt called finalPrompt that
the Play Prompt step plays at the end of the script, after which a Terminate step
terminates the call.

Configure the Create Container Prompt step in similar fashion to the previous
Create Container Prompt step (see The True Output Branch, page 7-18), with the
exception that you choose finalPrompt as the output prompt of the Create
Container Prompt step.

The Goto step, named Bye, sends the script to the Label step named Bye, under
which the final sequence of steps conclude the call. (See The Closing Steps of the
SNU.aef Script, page 7-47.)

The Get Digit String Step

Finish building the Successful output branch of the Name To User step by
dragging a Get Digit String step from the Media palette and dropping it into the
Successful icon under the Name To User step in the Design pane.

This section contains the following topics:
» Configuring the Get Digit String Step, page 7-26
e The Successful Output Branch, page 7-28
¢ The Timeout Output Branch, page 7-28
¢ The Unsuccessful Output Branch, page 7-31

Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



Chapter 7 Designing a Basic Script |

M The Get Digit String Step

Configuring the Get Digit String Step

Configure the Get Digit String step to authenticate the caller before allowing the
caller to record a name.

The Get Digit String step asks for the PIN number of the caller (to make sure the
caller has the authority to record this name), using a concatenated prompt that
addresses the caller by name and then asks the caller to enter a PIN number.

After adding the Get Digit String step to the Design pane of the Cisco Unified
CCX Editor, configure properties in the four tabs of the Get Digit String
customizer window as follows:

General tab

— Contact—Triggering Contact

The Get Digit String step operates on the contact that triggered this
script.

Result Digit String—pin

The pin variable stores the digits entered by this caller. (The subsequent
Authenticate User step uses this pin variable.)

Interruptible—Yes

External events can interrupt the execution of this step.

Prompt tab
— Prompt—mamePrompt + DP[150] + SP[SNU\enter_pin.wav]

This expression is the prompt that the Get Digit String step plays back.
(This prompt plays back the name of the caller, a silence of 150
milliseconds, and the system prompt, which plays “please enter your
PIN”.

Barge In—Yes

The caller can enter a PIN without first having to listen to the playback
of the entire prompt.

Continue on Prompt Errors—Yes

In the event of a prompt error, the script continues to play back the next
prompt in the sequence or waits for input from the caller.

Input tab
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Input Length—25

The value 25 is the minimum number of digits required before the step
automatically checks for a user match. (This property applies only to
non-ASR channels.)

Terminating Key—+#
The caller can use the “#” key to indicate completion of input.
Cancel Key—*

The caller can use the “*” key to cancel and to start over. (The cancel key
works only until the script reaches the number of maximum retries.)

Maximum Retries—0

The number of times the step retries to receive valid input before
executing the Unsuccessful output branch is 0.

Initial Timeout (in sec)—5

The system waits 5 seconds for initial input from the caller before
executing the Unsuccessful output branch.

Interdigit Timeout (in sec)—3

The system waits 3 seconds after receiving initial input for the caller to
enter the next digit, before executing the Unsuccessful output branch.
(This property does not apply for ASR channels.)

Flush Input Buffer—Yes

The script erases previously entered input before capturing new caller
input.

DTMF Buffer on Retry—Yes

The script clears the DTMF buffer and erases previously-entered digits
when the step retries to get input from the caller. (However, because you
configured this step for 0 retries, this attribute has no effect on the
execution of the step.)

Filter tab

— All options are checked except “*” and “#”

The script considers numbers from 0 to 9 to be valid entries, and does not
consider the cancel key “*” and the terminating key “#” to be valid digits
to collect.
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Note

For more information about configuring the Get Digit String step, see the Cisco
Unified Contact Center Express Editor Step Reference Guide.

Figure 7-16 shows the three output branches under the Get Digit String step.

Figure 7-16 Get Digit String Step—Output Branches

-84 pin = Get Digt String (- Triggering Contact--)

The Successful Output Branch

If the Get Digit String step successfully receives a PIN number, the script executes
the Successful output branch.

Configure the Successful output branch of the Get Digit String step to attempt to
authenticate the user. If this process is successful, the caller is then given the
chance to record a name.

For a description of the steps under the Successful output branch of the Get Digit
String step, see The Authenticate User Step, page 7-32.

The Timeout Output Branch

If the Get Digit String step reaches the timeout limit before receiving input from
the caller, the script executes the Timeout output branch.

Configure the Timeout output branch of the Get Digit String step to give the caller
further chances to enter a valid PIN number, until the script reaches the maximum
number of retries, after which the Unsuccessful output branch executes.
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Figure 7-17 shows the scripting under the Timeout output branch of the Get Digit
String step.

Figure 7-17 Get Digit String Step—Timeout Output Branch

IJ;'I—-PE pin = Get Digit String (--Triggering Cortact--)
‘}SZ Snccessiul
= 2:2 Timeout
== If (pin == ") Then
f—]—f} True
/% Mo pin was entered */
n{: If (triesGetDigit=triezhaxGetDigit) Then
True
= Set triesGetDigit = triesGetDigit + 1
—C@l Plary Promgt (--Triggering Cortact--, SPISMUS_there weav] + DRS00

3 Gato GetPin

False

— J* Disconnect Caller

Max retries reached. */

—L'f; finalPrampt = Creste Cortainer Prompt Concatenstion (SP[SMWerrar_try_later wav])
—@ Goto Bye

EI—I:Z False

L3 Goto Authenticate
Use the first If step to evaluate the expression pin==""".

Note  For details on configuring the If step, see “The If Step” section on page 7-17.

If the expression is true, and the pin variable is empty, this means that the Get
Digit String step has timed out without the caller having entered PIN information.
In this case, the True output branch under this If step executes.

If the expression is false, the pin variable does contain PIN information, which
means that the caller has already entered PIN information.

In this case, the False output branch executes, and a Goto step sends the script to
the Label step named Authenticate, which is located directly above the
Authenticate User step, as shown in Figure 7-17.
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o

Using the If step in this way is a trick that you can use to allow the caller to enter
the PIN without a terminating key and wait for the timeout to let the system deal
with the digits collected so far. This trick works well only if the maximum number
of retries is set to 0, as it is in this example.

Use the first If step under the Timeout output branch of the Get Digit String step
to determine whether or not PIN information exists.

If no PIN information exists, then the True output branch executes, and you then
use a second If step to determine whether or not the script has reached the
maximum number of retries in the attempt to obtain PIN input information from
the caller.

The following sections describe the scripting under the True and False output
branches of this second If step:

¢ The True Output Branch, page 7-30
* The False Output Branch, page 7-31

The True Output Branch

If the first If step determines that the caller has not entered PIN information, the
script executes the True output branch.

Configure the True output branch of the first If step to give the caller more
opportunities to enter PIN information, until the maximum number of retries limit
is reached.

Use a second If step, placed under the True output branch of the first If step, to
evaluate the expression “triesGetDigit < triesMaxGetDigit”; or, the value of
triesGetDigit is less than triesMaxGetDigit.

The triesGetDigit variable is an Integer variable that has an initial value of 0. The
triesMaxGetDigit variable is an Integer variable with a value of 3.

The following steps execute under the True output branch, as shown in
Figure 7-17):
e The Set step—Adds 1 to the value of triesGetDigit.
Configure the Set customizer window by first choosing the triesGetDigit

variable from the Variable drop-down menu. Then in the Assign text field,
you enter the expression triesGetDigit + 1.
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This means that each time the script reaches this Set step, the value of the
triesGetDigit variable is increased by 1. After three attempts, the value of
triesGetDigit is 3, which is equal to the value of triesMaxGetDigit, so the
False output branch of this If step executes.

e The Play Prompt step—Plays the system prompt, SP[SNU\still there.wav],
which asks if the caller is still connected, followed by a silence of 500
milliseconds.

¢ The Goto step—Sends the script to the Label named GetPin, above the Get
Digit String step (see Figure 7-17), in order to give the caller more attempts
at entering a PIN number. (See The Label Step (GetPin), page 7-23.)

The False Output Branch

If the second If step reaches the maximum number of retries, the script executes
the False output branch.

Configure the False output branch of the second If step to create a final prompt to
play back to the caller before ending the call.

Use a Create Container Prompt step to create a prompt named finalPrompt that
contains the system prompt, SP[SNU\error_try later.wav], which informs the
caller that an error has occurred and asks the caller to call back later.

Next, a Goto step sends the script to the Label named Bye, located above the
closing steps of the script (see The Closing Steps of the SNU.aef Script, page 7-47
below), where a Play Prompt step plasy finalPrompt before the script terminates
the contact.

The Unsuccessful Output Branch

If the Get Digit String step does not receive valid input, the script executes the
Unsuccessful output branch.

Configure the Unsuccessful output branch of the Get Digit String step to provide
a prompt that informs the caller that the call was unsuccessful, and the script
moves to the final steps that terminate the contact.
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Figure 7-18 shows the scripting under the Unsuccessful output branch of the Get
Digit String step.

Figure 7-18 Get Digit String Step—Unsuccessful Output Branch

é—-ﬁ pit = Get Digit String (--Triggering Contact--1
“{;& Successiol
“2{;& Timeont
[ “2{;& Unsuccesstl
finalPromgt = Create Cortainer Prompt Concatenstion (SPLENUerror _try_later wav])
Goto Bye
Use the Create Container Prompt step to specify that the prompt finalPrompt
contains the system prompt, SP[SNU\error try later.wav], which informs the
caller that an error has occurred and asks the caller to call back later.

Next, a Goto step sends the script to the Label named Bye, located above the
closing steps of the script (see The Closing Steps of the SNU.aef Script, page 7-47
below), where a Play Prompt step plays finalPrompt before the script terminates
the contact.

The functionality in this branch of the Get Digit String step is the same as the
Create Container Prompt step and the Goto step under the False output branch of
the If step. (See The False Output Branch, page 7-31.)

The Authenticate User Step

Place a Label step under the Successful output branch of the Get Digit String step.
This Label step, named Authenticate, will serve as a target for the subsequent
Goto step under the Timeout output branch of the Get Digit String step. (See The
Timeout Output Branch, page 7-28.), and provides callers with another
opportunity to be authenticated after having already entered PIN information.

Finish building the Successful output branch of the Get Digit String step by
dragging an Authenticate User step from the User palette and dropping it onto the
Label step (Authenticate) under the Get Digit String step in the Design pane.

Configure the Authenticate User step to authenticate the user, based on the PIN
information entered by the caller.
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Figure 7-19 shows the configured Authenticate User customizer window.

Figure 7-19 Configured Authenticate User Customizer Window

&) Authenticate User - D:\Program Files Xl

@
L2
Lser: IuserLogin LI

General

Password: Ipasswnrd LI

Ok I Apply | Cancel | Help |

Configure the Authenticate User step to compare the value of the pin variable
with information contained in the user variable (as configured in the User
Administration web page of the Cisco Unified CCX Administration web
interface).

Note  For more information about configuring the Authenticate User step, see the Cisco
Unified Contact Center Express Scripting and Development Series: Volume 2,
Editor Step Reference Guide.

If the match is made, the Success output branch executes. If not, the Unsuccessful
output branch executes.

The following sections contain these topics:
e The Success Output Branch, page 7-33
e The Unsuccessful Output Branch, page 7-35

The Success Output Branch

If the Authenticate User step successfully authenticates the user, the script
executes the Success output branch.
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Configure the Success output branch of the Authenticate User step to offer the
caller the opportunity to record a name.

Figure 7-20 shows the scripting under the Success output branch of the
Authenticate User step.

Figure 7-20 Authenticate User Step—Success Output Branch

I—-ﬁ pin = Get Digit String (--Trigaeting Cortact--)
f—]—ﬁ Snecessiul
@ Authenticate:
3 Lytherticate Uzer PIN (user, pin)
ﬂ SHCCRss
(5 pound = Create Generated Prompt telephone number (")
@ Record:
. /% Localize based on langquage */
' instructPrompt = Create Language Prompt (L[ko]: SPISMUMinished wav]+pounc+SPISNUIpress way), LT SPSNUinished. way]+pound, ...)
[+ %recordmg Recording (--Triggering Contact--, SPISNUyec_name. way]+nstructPramgt, 10)

First, insert a Create Generated Prompt step and configure the Create Generated
Prompt customizer window as follows:

¢ Output Prompt—pound
The name of the variable where the newly created prompt will be stored.
¢ Generator Type—telephone.number

This step uses the telephone.number generator type, which provides logic on
how to play back a telephone number according to the preferences associated
with the country/language of the call.

¢ Constructor Type—(number)

This step uses the number contructor type. (A constructor lists the possible
arguments that can be passed in a given generator.)

Continue configuring the Success branch of the Authenticate User step by
following the instructions in The Recording Step, page 7-37.
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The Unsuccessful Output Branch

Figure 7-21

If the Authenticate User step does not successfully authenticate the user, the script
executes the Unsuccessful output branch.

Configure the Unsuccessful output branch of the Authenticate User step to allow
the caller to retry entering a valid PIN number until the script reaches the
maximum number of retries.

Figure 7-21 shows the scripting under the Unsuccessful output branch of the
Authenticate User step.

Authenticate User Step—Unsuccessful Output Branch

5§ Authenticate User PIN (user, pin)

?:E SUCCRES
EHY A trsuccessiuf

IJ:'|—1-[j If (triesAuthentication=triestaxAuthentication) Then

Play Prompt (--Triggering Contact--, SP[SMUerror _auth weav])
== et triesAuthentication = triesduthentication+ 1
Goto Fetliser

finalPrompt = Creste Container Prormpt Concatenation (SP[SMWerror_auth wav] + SPISMWerror_try_later wav])
Gota Bye

As in the scripting under the Timeout output branch of the Get Digit String step
(see The Timeout Output Branch, page 7-28), use an If step to determine whether
or not the script has reached the maximum number of retries.

In this case, the If step evaluates the expression “triesAuthentication <
triesMaxAuthentication”; or the value of triesAuthentication is less than
triesMaxAuthentication.

The triesAuthentication variable is an Integer variable that has an initial value
of 0. The triesMaxAuthentication variable is an Integer variable with a value of
3.

This If step has two output branches:
¢ The True Output Branch, page 7-36
* The False Output Branch, page 7-36
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The True Output Branch

If the maximum number of retries has not been reached, the script executes the
True output branch.

Configure the True output branch of the If step to provide the caller with more
opportunities to be authenticated.

The following steps execute under the True output branch of the If step, as shown
in Figure 7-21:

* The Play Prompt step—Plays the system prompt, SP[SNU\error_auth.wav],
which informs the caller that the authentication failed, followed by a silence
of 500 milliseconds.

e The Set step—Adds 1 to the value of triesAuthentication. After three
attempts, the value of triesAuthentication is 3, which is equal to the value
of triesMaxAuthentication, so the False output branch of this If step
executes.

* Goto—Sends the script to the Label named Get User above the Name to User
step, as shown in Figure 7-17, in order to give the caller another chance to
enter a name. (See The Label Step (GetUser), page 7-11.)

The False Output Branch

If the script has reached the maximum number of retries, the script executes the
False output branch.

Configure the False output branch of the If step to create a final prompt to be
played back to the caller, and then to send the script to the closing steps.

The following steps execute under the False output branch of the If step, as shown
in Figure 7-21:

¢ The Create Container Prompt step—Creates a concatenated prompt named
finalPrompt that contains the two system prompts, SP[SNU\error_auth.wav]
and SP[SNU\error_try later.wav], which inform the caller that authentication
failed, and ask the caller to call back later.

¢ The Goto step—Sends the script to the Label named Bye, located above the
closing steps of the script (see The Closing Steps of the SNU.aef Script,
page 7-47), where a Play Prompt step plays finalPrompt before the script
terminates the contact.
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The Recording Step

In the recording step, you should localize according to your language. For
information on localizing scripts, see Chapter 4, “Localizing Cisco Unified CCX
Scripts.”

First, place a Label step, named Record, under the Success output branch of the
Authenticate User step. This Label step will provide a target for the scripting
under the Key 2 output branch of the subsequent Menu step (see The Menu Step,
page 7-40) to give callers another opportunity to record a name.

Then continue the SNU.aef script, once the caller has been authenticated, by
dragging a Recording step from the Media palette and dropping it on the Success
output branch of the Authenticate User step.

Next, configure the Recording step to offer the caller the opportunity to record a
name using the three tabs of the Recording customizer window as follows:

» General tab
— Contact—Triggering Contact
The step operates on the contact that triggered the execution of the script.
— Result Document—recording
The recording variable stores the audio file recorded by this caller.
— Media Type—Voice (uncompressed)
The type of media to be recorded is uncompressed voice.

~

Note Cisco Unified CCX currently supports only uncompressed voice.

— Recording Duration—10
The script gives the caller 10 seconds to record a name.
— Interruptible—No
External events cannot interrupt the execution of this step.
e Prompt tab
— Prompt—Customize prompt

The step plays back a customized prompt to the caller.
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The box underneath the Prompt box indicates that the prompt is a
concatenation of a system prompt, SP[SNU\rec_name.wav], and a
language prompt, instructPrompt.

— Start Tone—Default Prompt

The script plays back a system prompt providing a default start tone to
alert the caller that the recording is about to begin.

— Barge In—Yes

The caller is allowed to respond without first having to listen to the entire
playback of the prompt.

— Continue on Prompt Errors—Yes

In the event of a prompt error, the script continues to play back the next
prompt in the sequence or waits for input from the caller.

e Input tab
— Maximum Retries—0

The number of times the step retries to receive valid input before
executing the Unsuccessful output branch is 0.

— Flush Input Buffer—Yes

The system erases previously entered input before capturing new caller
input.

¢ Filter tab
— Duration—10
— Terminating Key—+#
The caller can use the “#” key to indicate completion of input.
— Cancel Key—*

The caller can use the “*” key to cancel and start over. (The cancel key
works only until the script reaches the maximum number of retries.)

>

Note  For more information about configuring the Recording step, see the Cisco
Unified Contact Center Express Scripting and Development Series: Volume 2,
Editor Step Reference Guide.
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The Recording step has two output branches, Successful and Unsuccessful,
described in the following sections:

¢ The Successful Output Branch, page 7-39
¢ The Unsuccessful Output Branch, page 7-39

The Successful Output Branch

If the Recording step successfully records the spoken name of the caller, the script
executes the Successful output branch.

Configure the Successful output branch of the Recording step to play the
recording back to the caller.

Figure 7-22 shows the scripting under the Successful output branch of the
Recording step.

Figure 7-22 Recording Step—Successful Output Branch

E—% recording = Recording (--Triggering Cortact--, SP{SMUvec_name veav]tinztructPromgt, 100
H I:l Swecessfil

Play Prompt (--Trigaering Cartact--, SPISMUnew_rec.wav] + recarding)
T Menu (~Trigyering Contact--, SPISNUwmenu_re_rec wav])
ﬂ Linsuccessful
Use a Play Prompt step to play the recording back to the caller. To accomplish
this, configure the Play Prompt step to play a system prompt combined with the
value of the recording variable, which stores the recording that results from the
Recording step.

The Menu step then offers the caller the choice of approving the current recording
or making another recording attempt. (For a description of the scripting under the
Menu step, see The Menu Step, page 7-40.)

The Unsuccessful Output Branch

If the Recording step does not successfully record the spoken name, the script
executes the Unsuccessful output branch.

Configure the Unsuccessful output branch of the Recording step to create the final
prompt that is played back to the caller, and to move the script to the closing steps.
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Figure 7-23 shows the scripting under the Unsuccessful output branch of the
Recording step.

Figure 7-23 Recording Step—Unsuccessful Output Branch

E—% recording = Recarding (--Triggering Cortact--, SPIENUrec_name wavlHnstructPrompt, 10)
ﬁ Successiu
= ﬁ Unslecesstul
ﬁ finalPrompt = Create Cortainer Prompt Concatenation (SP{ENUarror_rec.wav] + SPSMUerrar_try later wav])
zoto Bye

As in previous Unsuccessful output branches (see, for example, The Unsuccessful
Output Branch, page 7-31), use a Create Container Prompt step to create a prompt
named finalPrompt that contains two system prompts, SP[SNU\error rec.wav] +
SP[SNU\error_try later.wav], which inform the caller that an error in recording
has occurred, and ask the caller to call back later.

Next, a Goto step sends the script to the Label named Bye, located above the
closing steps of the script (see The Closing Steps of the SNU.aef Script, page 7-47
below), where a Play Prompt step plays finalPrompt before the script terminates
the contact.

The Menu Step

Continue the SNU.aef script by dragging a Menu step from the Media palette and
dropping it on the Play Prompt step under the Successful output branch of the
Recording step.

Next, configure the Menu step to give callers the option to re-record a name.
Configure properties in the three tabs of the Menu customizer window as follows:
¢ General tab
— Contact—Triggering Contact
The step operates on the contact that triggered the execution of the script.
— Options—Key 1 and Key 2

Create two branches under the Menu step, providing the caller the choice
to approve the recording or re-record a name.
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— Interruptible—Yes
External events can interrupt the execution of this step.
¢ Prompt tab
— Prompt—SP[SNU\menu_re_rec.wav]
This system prompt offers the caller the choice to re-record a name.
— Barge In—Yes

The caller can respond without first having to listen to the entire
playback of the prompt.

— Continue on Prompt Errors—Yes

In the event of a prompt error, the script continues to play back the next
prompt in the sequence or waits for caller input.

e Input tab
— Timeout (in sec)—3

The script executes the Timeout output branch if the script receives no
input within 3 seconds.

— Maximum Retries—3

The step attempts 3 times to receive valid input before executing the
Unsuccessful output branch.

— Flush Input Buffer—Yes

The script erases previously entered input before capturing new user
input.

Note  For more information about configuring the Menu step, see the Cisco Unified
Contact Center Express Scripting and Development Series: Volume 2, Editor Step
Reference Guide.

The Menu step in this script has the following output branches (see Figure 7-24):
« Key 1—Executes if the caller accepts the recording.
« Key 2—Executes if the caller does not accept the recording.

« Timeout—Executes if the step reaches the timeout limit without receiving
input.
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» Unsuccessful—Executes if the step receives invalid input

Figure 7-24 Menu Step—OQutput Branches

@ Recard:

J% Localize based on langquage %/

GetPin:

instructPrompt = Create Language Prompt (Lko]: SPISNUinished way+pound+SPISHUaress wav], LT SPISNUMInished wavl+pound, .
% recarding = Recarding [--Triggering Cortact--, SPISKUvec_name wavl+HnatructPramegt, 101
ﬂ Successtnl

El Flary Prompt (--Triggering Contact-- | SPISNUnewy_rec wav] + recording)
=[] Menu (--Triggering Contact--, SPISHUmenu_te_rec saw])

“;CZ Uinsiecessiul
The following sections describe the scripting under each of these output branches:

e The Key 1 Output Branch, page 7-42
* The Key 2 Output Branch, page 7-44
e The Timeout and Unsuccessful Output Branches, page 7-46

The Key 1 Output Branch

If the caller decides to accept the recording, the script executes the Key 1 output
branch.

Configure the Key 1 output branch of the Menu step to store the new recorded
name of the caller in the system, and then to move the script to the closing steps.
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Figure 7-25 shows the scripting under the Key 1 output branch of the Menu step.

Figure 7-25 Menu Step—Key 1 Branch

IJ;'I— et (--Triggering Cortact--, SPISMUmenu_re_rec wav])
fﬂ—‘g’;l Koyl
IJ;'I—J}E Zet U=zer Info (user)

'2‘:2 SUCCRSSE

finalPrompt = Creste Cortainer Prompt Concatenation (SP[SMUstore_success wav])
Coto Bye

“ﬂl Unsicoessiiy)

':g finalPrompt = Creste Cortainer Prompt Concatenation (SPSMUerror_general veav] + SPSMDerrar_try_later])

Gato Bye
Use the Set User Info step to associate the value of the variable recording (as
created by the Recording step) with the Spoken Name attribute of the user
variable.

Figure 7-26 shows the configured Set User Info customizer window.
Figure 7-26 Configured Set User Info Customizer Window

#3) set User Info - D:\Program Files'wfavyid'scriptstsyste il
i

2
User:

Atributes: HEmes | Values || e |
(=18

Spoken Name: |recnrding | c |
QK I Apply | Cancel | Help |

The Set User Info step has the following two output branches (see Figure 7-25):

General

e Success—If the Set User Step succeeds, a Create Container Prompt step
creates a prompt finalPrompt, which plays the system prompt
SP[SNU\store_success.wav], informing the caller that the recording has been
successfully stored.

A Goto step then sends the script to the Label named Bye, which executes the
closing steps of the script.
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e Unsuccessful—If the Set User Step fails, a Create Container Prompt step
creates a prompt finalPrompt, which plays two system prompts
SP[SNU\error_general.wav] + SP[SNU\error_try_later], which inform the
caller that an error has occurred and ask the caller to call back later.

A Goto step then sends the script to the Label named Bye, which executes the
closing steps of the script.

The Key 2 Output Branch

If the caller decides to re-record a name, the script executes the Key 2 output
branch.

Configure the Key 2 output branch of the Menu step to provide the caller with
more opportunities to record a name.

Figure 7-27 shows the scripting under the Key 2 output branch of the Menu step.

Figure 7-27 Menu Step—Key 2 Branch

é— Men (--Triggering Contact--, SPISKUmenu_re_rec swav])
"Z':} Key |
E "2:.1 Key 2
IJ;'I—I-[: If itriesRecord = triestaxRecard 1 Then

ﬂ Trye

= SettriesRecord = triesRecaord +1
Gioto Recoks

ﬂ False

':g finalPrompt = Create Container Prompt Concatenation (SPISMUerror_try_later wav])

Gioto Aye

As in previous sections of the script, use an If step to give the caller multiple
chances to record a name, until the script reaches the maximum number of retries.
(For examples of the use of the If step, see The Timeout Output Branch, page 7-28
and The Unsuccessful Output Branch, page 7-35.)

In this case, the If step evaluates the expression “triesRecord < triesMaxRecord”;
or the value of the triesRecord variable is less than the triesMaxRecord variable.

The triesRecord variable is an Integer variable that has an initial value of 0. The
triesMaxRecord variable is an Integer variable with a value of 3.

This If step has the following two output branches:
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e The True Output Branch, page 7-45
¢ The False Output Branch, page 7-45

The True Output Branch

If the caller has not reached the maximum number of retries in the attempt to
record a name, the script executes the True output branch of the Key 2 output
branch of the Menu step.

Configure the True output branch to give the caller more opportunities to record
a name, until the maximum number of retries limit is reached.

The following steps execute under the True output branch of the If step (see
Figure 7-27):

* The Set step—Adds 1 to the value of triesRecord. After three attempts, the
value of triesRecord is 3, which is equal to the value of triesMaxRecord, so
the False output branch of this If step executes.

» The Goto step—Sends the script to the Label named Record (see
Figure 7-22), in order to give the caller further chances to record. (See The
Recording Step, page 7-37.)

The False Output Branch

If the caller has reached the maximum number of retries and has not recorded a
name, the script executes the False output branch of the Key 2 output branch of
the Menu step.

Configure the False output branch to create a final prompt that will be played back
to the caller, and then moves the script to the closing steps.

The following steps execute under the False output branch of the If step (see
Figure 7-27):

¢ The Create Container Prompt step—Creates a prompt finalPrompt, which
plays the system prompts SP[SNU\error try later], asking the caller to try
again later.

¢ The Goto step—Sends the script to the Label named Bye, which executes the
closing steps of the script.
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The Timeout and Unsuccessful Output Branches

The scripting under both the Timeout and Unsuccessful output branches of the
Menu step (see Figure 7-28) is the same as that under the False output branch of
the If step in the previous section (see The False Output Branch, page 7-45).

Use the following scripting under both the Timeout and Unsuccessful output
branches of the Menu step:

» Create Container Prompt step—Creates a prompt finalPrompt, which plays
the system prompt SP[SNU\error_try later.wav], asking the caller to try
again later.

* A Goto step then sends the script to the Label named Bye, which executes the
closing steps of the script.

Figure 7-28 Menu Step—Timeout and Unsuccessful Output Branches

él— Meru (--Triggering Contact--| SPISNUnenu_re_rec.wav])

FHY R Timeant
finglPramgt = Creste Cortainer Prampt Concatenation (SPEMUerror_try_later wav])
Gioto Bye
R Unswccessil
finalPrompt = Create Cortainer Prompt Concatenation (SP{SNUerror _try_later wav])
Goto Bye
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The Closing Steps of the SNU.aef Script

Close the SNU.aef script by using steps that mark the contact as handled, play
back a final prompt to the caller, terminate the connection, and end the script.

Figure 7-29 shows the steps used to close the script.

Figure 7-29 Closing Steps of the SNU.aef Script

Bye:
g Set Contact Info (--Triggering Cortact--, handled)
= Zet finalPrompt = finalPrompt + DPS00] + SPIENUgoodkye wav]
i Play Pratmpt (--Triggeting Cortact--, finalPrompt)
'Ex Terminate (--Triggering Cortact--)

Ay Endd

Use the following steps to close the script:
» The Set Contact Info Step, page 7-48
e The Set Step, page 7-49
e .The Play Prompt Step, page 7-49
e The Terminate Step, page 7-49
e .The End Step, page 7-49
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The Set Contact Info Step

Note

Use the Set Contact Info step to mark the contact as Handled, which is important
for reporting purposes.

Figure 7-30 shows the configured Set Contact Info customizer window.

Figure 7-30 Configured Set Contact Info Customizer Window
&3 Set Contact Info - D:%Program Fileswlavvid'scripksisys EI
% General I
Contact: --Triggering Contact-
Affributes: Mames I Yalues I Set... |

Language:
Handled: -- Marked -- ﬂl
Session:

ok I Agaly Cancel | Help |

To configure the Set Contact Info step, highlight the Handled attribute and click
Set. An “X” appears in the Value column of the Set Contact Info list box.

For more information on configuring the Set Contact Info step, see the Cisco
Unified Contact Center Express Scripting and Development Series: Volume 2,
Editor Step Reference Guide.
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The Set Step

Use the Set step to set the value of finalPrompt (to be played by the subsequent
Play Prompt step) to combine the previous value of the finalPrompt variable with
SNU\goodbye.wav], which tells the caller good-bye.

Note  For more information on configuring the Set step, see the Cisco Unified Contact
Center Express Editor Step Reference Guide.

.The Play Prompt Step

Configure the Play Prompt step to play finalPrompt back to the caller.

~

Note  For an example of configuring the Play Prompt step, see The Play Prompt Step,
page 7-8.

The Terminate Step

Use the Terminate step to terminate the contact by disconnecting the call.

~

Note  For more information on configuring the Terminate step, see theCisco Unified
Contact Center Express Editor Step Reference Guide.

.The End Step

Use the End step to complete processing and free all allocated resources.

This step has no properties and does not require a customizer.
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CHAPTER 8

Working with Multiple Contacts

The key element in a Cisco Unified CCX script is a contact, which represents one
form of connection with a remote customer. A contact can be a telephone call, an
e-mail message, or an HTTP request.

Scripts use contacts to track connections through the system. The contact is
established when the connection is made. The contact lasts until the connection is
terminated, as when the script transfers or disconnects a telephone call, responds
to an HTTP request, or sends an e-mail message.

You can use the steps of the Cisco Unified CCX Editor to design scripts that
handle multiple contacts within the same script.

This chapter describes the design of such a script, the broadcast.aef script
example.

This script also demonstrates the use of the Place Call step, the Call Subflow step,
steps from the Java palette, and annotations to explain various sections of the
script.

This section contains the following topics:
e An Example Script Template with Multiple Contacts, page 8-2
» The Start Step (Creating a Script), page 8-3
» Script Variables for broadcast.aef, page 8-4
« The Annotate Step, page 8-6
e The Accept Step, page 8-7
e The Get Contact Info Step, page 8-8
e The Recording Step, page 8-8
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W An Example Script Template with Multiple Contacts

e The Play Prompt Step, page 8-11

¢ The Set numbersToCall Step, page 8-12

¢ The Call Subflow Step, page 8-13
e The Set numCalls Step, page 8-15

e The Label Step (Call Loop), page 8-15

e The If Step, page 8-15

e The Set Steps, page 8-17

e The Play Prompt Step, page 8-19

e The Call Hold Step, page 8-20

e The Place Call Step, page 8-21

e The Increment Step (i), page 8-27

* The Goto Step (Call Loop), page 8-27
¢ The Terminate Step, page 8-27

¢ The Set Contact Info Step, page 8-27
¢ The End Step, page 8-28

An Example Script Template with Multiple

Contacts

The broadcast.aef script example records a message from a caller and then
broadcasts it to a list of extensions by placing multiple outbound calls. If the caller

who triggers this script hangs up, the script aborts.
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Figure 8-1 shows the top level of the broadcast.aef script in the Design pane of
the Cisco Unified CCX Editor window.

Figure 8-1 broadcast.aef Script—Top Level

— A% Thiz workflow script will record a message of a caller and broadcast it
to a list of extensions by placing multiple cuthound calls.

Note, if the caller who triggered this workflow hangs up, the workflow
ahorts. */

—’23' Accept (--Triggering Contact--1

—ﬁ language = et Cortact Info (--Triggering Cortact--, Languade)

[—]—% recording = Recording (--Triggering Contact--, PlpleaseRecord wav], 100

t Successtul
Unsucoessinl

—Eﬁ}b Flay Prompt (--Triggering Cortact--, PithislsY ourbessage veav] + recarding)

— A% The munbhersToCall wariable (of type java.util.Vector) holds all the nunbers
to call. Here, a call to a subflow will later populate this wariable. */

—@9 numbersToCall = new java util vector()

— A% The subflow will populate the 'nmumhersToCall' wvectors properly.
E.g. one can retriewe these from a DE or use hitp regquests Lo get a
lizt of number to call. */

—'Q Call Subflow (MgetMumbersToCall.aef")

—03 rumiCalls = numbersTolCall size)

¢ Cari Loop:

— A% The following loop will secquentially call every number contained in the
wariable numbhersToCall and play back the previous reording. */

Fi-={3 If (i = numCalls) Then

— Terminate (--Triggering Contact--1

—g Set Contact Info (--Triggering Contact--, handled)

—— Ay End

The Start Step (Creating a Script)

Begin to build the sample script by choosing File > New from the Cisco Unified
CCX Editor menu bar. The Templates folder displays. Select the blank script and
click OK.

A blank script containing a Start and End step opens in the Design pane of the
Cisco Unified CCX Editor window.

Begin to build the sample script by choosing File > New from the Cisco Unified
CCX Editor menu bar. The Cisco Unified CCX Editor places a Start step in the
Design pane of the Cisco Unified CCX Editor window.
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The Start step needs no configuration and has no customizer window. At this time,
you might also want to give your new script a name and save it by selecting File
> Save from the menu bar.

Our example script is called broadcast.aef.

Script Variables for broadcast.aef

~

Note

Begin the broadcast.aef script design process by using the Variable pane of the
Cisco Unified CCX Editor to define script variables.

For more information about defining variables, see the “Defining, Using, and
Updating Script Variables” section on page 2-31.

Figure 8-2 shows the variables of the broadcast.aef script as they appear in the
Variable pane of the Cisco Unified CCX Editor window.

Figure 8-2 Variable Pane of the broadcast.aef Script
£ls]x]
Mamme I Type I Walue I Aftribtes
dest String
groupCallControl irt (] Parameter
groupDizlog irit (] Pararmeter
li it 0
Ilanguage Language L[en_LUS]
[rumcalls int 0
|lrumbersTocal java Ltil. v ector il
[ala]] Ohject il
outCall Contact null
||recording Diocurnent il
It
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Table 8-1 describes the variables used in the broadcast.aef script.

Table 8-1 Variables in the broadcast.aef Script
Variable Name Variable Type Value Function
dest String " Stores the current destination number to call as

the script loops.
(See The Call Subflow Step, page 8-13.)

groupCallControl  |Integer 0 ID of the Call Control Group with which the
outbound call is associated.

(See The Place Call Step, page 8-21.)

Mark this variable as a parameter to allow the
administrator the option to change the value of
this variable.

For more information, see the Cisco Unified
Contact Center Express Administrator Guide.

groupDialog Integer 0 Identifies the ID of the primary dialog group for
handling the outbound call.

(See The Place Call Step, page 8-21.)

Mark this variable as a parameter to allow the
administrator the option to change the value of
this variable.

For more information, see the Cisco Unified
Contact Center Express Administrator Guide.

i Integer 0 Stores the current index of the number to call.
(See The If Step, page 8-15.)

Language language L[en US] |Sores the value of the local language used for
prompts.

numCalls Integer 0 Stores the number of calls to be made.

(See The Set numCalls Step, page 8-15.)

numbersToCall Java Type null Stores all the numbers to call.

(See The Set numbersToCall Step, page 8-12.)
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Table 8-1

Variables in the broadcast.aef Script (continued)

Variable Name

Variable Type

Value

Function

obj

Java Type

null

Holds the current destination object as it loops
through. This object is then typecast to a string
that represents the number to call (outCall).

(See The Set Steps, page 8-17)

outCall

Contact

null

Stores the contact information returned when
the Place Call step succeeds.

(See The Place Call Step, page 8-21.)

recording

Document

null

Stores the audio document that the caller
records.

(See The Recording Step, page 8-8.)

The Annotate Step

Continue to build the broadcast.aef script by dragging an Annotate step from the
General palette (in the Palette pane of the Cisco Unified CCX Editor window) to
the Design pane, as shown in Figure 8-1.

Configure this Annotate step to contain notes describing the function of this
script. (This step has no impact on script functionality.)
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Figure 8-3 shows the configured Annotate step customizer window.

Figure 8-3 Configured Annotate Customizer Window—Notes for the broadcast.aef
Script

#3 Annotate - D:%Program Files'\wfayvid'scriptsh ﬂ

N

Enter Comments:

This woarkflow script will record a message of a caller}and hire
to a list of extensions by placing multiple outhound calls.

mote, ifthe callerwho triggered this workflow hangs up, thew
aborts.

Kl | 0
Ok I Apply Cancel | Help |

Configure the Annotate customizer window by entering notes in the Enter
Comments text field, and then clicking OK.

Note  This script contains four top-level instances of the Annotate step.

Tip Notes you add about the script are useful to remind yourself of the functions of
the script and its various sections. Notes also communicate information about the
script to future designers who may need to revise or debug it.

The Accept Step

Continue to build the broadcast.aef script by dragging an Accept step from the
Contact palette (in the Palette pane of the Cisco Unified CCX Editor window) to
the Design pane.

Because you intend to accept the default contact, no configuration is necessary.
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~

Note  For more information about using the Accept step, see “The Accept Step” section
on page 7-7.

The Get Contact Info Step

Drag a Get Contact Info step from the Contact palette and drop it on the Design
pane. Then in the customizer window, set the Language name to the Language
variable.

The Recording Step

Continue to build the broadcast.aef script by dragging a Recording step from the
Media palette to the Design pane.

Then configure the Recording step to attempt to record the message the caller
wants to broadcast.

Note  For another example of configuration of the Recording step, see “The Recording
Step” section on page 7-37.

Configure the Recording step as follows:
e General tab
— Contact—Triggering Contact
This step operates on the contact that triggered the script.
— Interruptible—No
External events cannot interrupt the execution of this step.
— Result Document—recording

The recording variable stores the audio document recorded by this
caller.

e Prompt tab

— Prompt—Customized prompt

Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)
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The step uses a customized prompt.

The text box under the Prompt text box indicates that the prompt is the
customized prompt P[pleaseRecord.wav], which asks the caller to please
record a message.

Start Tone—Default Prompt

A system prompt providing a default start tone plays back to alert the
caller that the recording is about to begin.

Barge In—Yes

The caller can respond without first having to listen to the playback of
the entire prompt.

Continue on Prompt Errors—Yes

The step continues with the next prompt in the list if an error occurs in a
prompt, or if this prompt was the last in the list, awaits caller input.

e Input tab

Maximum Retries—3

The script makes 3 retries to receive valid input before executing the
Unsuccessful output branch.

Flush Input Buffer—Yes

The system erases previously entered input before capturing new user
input.

e Filter tab

Duration—10

The caller can record a message of up to 10 seconds.
Terminating Digit—#

The caller can use the “#” key to indicate completion of input.
Cancel Digit—*

ok

The caller can use the key to start over.

(The cancel key works only until the script reaches the maximum number
of retries.)

Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



Chapter 8  Working with Multiple Contacts |

W The Recording Step

~

Note

For another example of the use of the Recording step, see The Recording Step,
page 7-37 of Chapter 7, “Designing a Basic Script.”

The Recording step has two output branches, Successful and Unsuccessful. (See
Figure 8-4.)

Figure 8-4 Recording Step Output Branches

o .
recarding = Recarding (--Triggering Contact--

g SHecessiul
Unsyccessiyl

EQEI Play Prompt (--Triggering Contact--, Plunsuccessful wav])

, PlnleaseRecord wav], 10]

Tertinate (--Triggering Corntact--)
) Encl
These output branches are described in the following sections:

¢ The Successful Output Branch, page 8-10
e The Unsuccessful Output Branch, page 8-10

The Successful Output Branch

If the Recording step successfully records the desired message from the caller, the
script executes the Successful output branch, and the scripts fall through to the
Play Prompt step, as shown in Figure 8-1, and discussed in The Play Prompt Step,
page 8-11.

The Unsuccessful Output Branch

If the Recording step does not successfully record the desired message from the
caller, the script executes the unsuccessful output branch.

Configure the Unsuccessful output branch of the Recording step to play back a
prompt informing the caller that the recording was unsuccessful; then a Terminate
step ends the call, and an End step ends the script and releases all system
resources.
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The Play Prompt Step

Begin the Unsuccessful output branch of the Recording step by dragging a Play
Prompt step from the Media palette to the Recording step icon in the Design pane.

Then configure the Play Prompt step to play back a prompt that informs the caller
that the recording was unsuccessful.

For an example of the configuration of the Play Prompt step, see “The Play
Prompt Step” section on page 7-8.

The Terminate Step

The End Step

Continue the Unsuccessful output branch of the Recording step by dragging a
Terminate step from the Contact palette to the Recording step icon in the Design
pane.

The Terminate step terminates the connection. Allow the default contact (the
Triggering Contact) to be the contact that is terminated.

End the Unsuccessful output branch of the Recording step by dragging an End
step from the General palette to the Recording step icon in the Design pane.

The End step ends the script and releases all resources. The End step requires no
configuration and has no customizer.

The Play Prompt Step

Continue the broadcast.aef script by dragging a Play Prompt step from the Media
palette to the Design pane.

Next, configure the Play Prompt step to play back to the caller a prompt that
combines the prompt P[thisIsYourMessage.wav] and message recorded by the
caller that is stored in the recording variable. The script then moves to the Create
Java Object step. (See The Set numbersToCall Step, page 8-12.)
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The Set numbersToCall Step

Continue to build the broadcast.aef script by dragging the Set step from the
General palette to the Design pane. Use the Set step to create a vector with the
expression “new java.util.Vector()” and set that expression equal to the variable
numbersToCall.

This step creates a vector to hold the phone numbers the script will use to place
the outbound calls. This step does not access the database and the variable does
not have value yet.

Figure 8-5 shows the configured General tab of the Set customizer window.

Figure 8-5 Set numbersToCall=java.util.Vector()
& Set - D:Program Files'wfavvid'scripts'system’def; il
-
—2 General I
Yariable: '| umhbersToCall ll

Yalue: Inewjava.util.‘-fectur@ ﬂlzl
Ol I Apply Cancel | Help |

Configure the General tab of the Set customizer window as follows:

e Variable Name—numbersToCall
The numbersToCall variable stores all the numbers to call.
(A call to a subflow populates this variable.)

¢ Value—java.util.Vector()

The java.util.Vector() expression stores the list of numbers to call.

S

Note A vector is a collection class compatible with both Sun SDK Java
1.4.2. It represents a dynamic array of objects.
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The Call Subflow Step

Continue to build the broadcast.aef script by dragging a Call Subflow step from
the JAVA palette to the Design pane.

Then configure the Call Subflow step to call a subflow that populates the
numbersToCall variable. (See The Set numbersToCall Step, page 8-12).

Figure 8-6 shows the configured General tab of the Call Subflow customizer
window.

Figure 8-6 Call Subflow Customizer Window—Configured General Tab

#3 Call Subflow - D:'Program Files'wfavyid'scripts'systemdefa ﬂ

i General | nput Mappingsl Output Mappingsl
<

Subiflow Mame: "getfumbersToCall aef l”]

Dizable Interruptions " ¥es ¥ Nao

Ol I Aoply Cancel | Help |

Configure the General tab of the Call Subflow customizer window to call the
getNumbersToCall.aef script, which contains the scripting necessary to access the
directory of numbers and populate the numbersToCall variable in the primary
script. Select No for Disable Interruptions.
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Figure 8-7 shows the configured Parameter Mapping tab of the Call Subflow
customizer window.

Figure 8-7 Call Subflow Customizer Window—Configured Input Mappings Tab

#3 Call Subflow - D:%,Program Files'wfavvid'scriptsisystem’ default x|

_2 General Input Mappings | Output Mappingsl

Input Variables: Sources | Subfiow Destinations| Add... |

numToCallvector |dest | Madify... |
[e|ete |

Ok I Apply Cancel | Help |

Use the Input Mapping tab to map variables between the getNumbersToCall.aef
script and the broadcast.aef script.

Configure the input Mapping tab to specify that the dest variable in the
broadcast.aef script maps to the numToCallVector variable in the
getNumbersToCall.aef script.

There is no need to configure the Output Mappings tab for this sample script.
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The Set numCalls Step

Continue to build the broadcast.aef script by dragging a Set step from the General
palette to the Design pane.

This step assigns an integer value from the numbersToCall.size() expression to
the numCalls variable.

Figure 8-8 shows the configured General tab of the Set customizer window.

Figure 8-8 Set Customizer Window—Set numCalls
&3 Set - D\ Program Files'\.wfavvid' scriptstsystem',def il

== General |

Yariahle: m LI

Walue: |numbersTnCaII.size(} ﬂlzl
[0].4 I Apaly | Cancel | Help |

The Label Step (Call Loop)

Continue to build the broadcast.aef script by dragging a Label step from the
General palette to the Design pane. Then configure the Label step (named Call
Loop), to provide a target for the beginning of the loop. The loop repeats until all
the destination numbers have been called.

The If Step

Continue to build the broadcast.aef script by dragging an If step from the General
palette to the Design pane. Then configure the If step to compare the number of
calls the script has placed to the total number of calls to be made, and to end the
script when this number is equal.
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The If step evaluates the expression “i < numCalls” (“the value of the i Integer
variable is less than the value of the numCalls Integer variable”). The value of
the i variable increases by 1 every time the script uses a subsequent Increment step
to place a call. The If step has two output branches, True and False. (See

Figure 8-9.)

Figure 8-9 If Customizer Window—Output Branches

3 Calf Loop:

— /% The following loop will sequentially call ewvery number contained in the
wariahle mumhersToCall and play back the prewious reording. *7

[=-={ If (i < numCalls) Then

f—]— Trie

—== Set ohj = numbersToCallelement At

== Set dest = dest valueOflok))

—E@I Play Prampt (--Triggering Cortact--, Plcalling] + S[dest])

&= Call Hold (--Triggering Contact--)

[—]— outCall = Place Call (o dest)

ﬁ Irgalich

ﬁ NoResowrce
ﬁ Linsdccessiul
= Incremert i

LA Goto Calf Loap
L7 Faise

The following sections describe the two output branches of the If step:
e If True Output Branch, page 8-16
« If False Output Branch, page 8-17

If True Output Branch

If the If step determines that the number of calls made is less than the total number
of calls to make, the script executes the True output branch.

Configure the True output branch of the If step to begin (or continue) to execute
the steps used to place the outbound calls.

The True output branch contains the following steps, each of which is discussed
in its own section:

e The Set Steps, page 8-17
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e The Play Prompt Step, page 8-19

e The Call Hold Step, page 8-20

¢ The Place Call Step, page 8-21

e The Increment Step (i), page 8-27

e The Goto Step (Call Loop), page 8-27

If False Output Branch

If the If step completes its task, the script executes the False output branch, and
the script falls through to the Terminate step. (See “The Terminate Step” section
on page 8-27.)

The Set Steps

Begin the True output branch of the If step by dragging two Set steps from the
General palette to the True icon under the If step in the Design pane.

Then configure the Set steps under the True output branch of the If step to extract
the phone number stored at position i inside the vector. Because the vector is a
dynamic array that is populated with all the numbers to call, use this method to
invoke a method of the vector to return a specific element of the array at the
specified index.

This section contains the following steps:
e The First Set Step, page 8-17
» The Second Set Step, page 8-18

The First Set Step

Configure the General tab of the first Step customizer window to specify that the
method executes on the numbersToCall variable.
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Figure 8-10 shows the configured Explore Class Information tab of the Execute
Java Method customizer window.

Figure 8-10 Set Obj= numbersToCall.elementAt(i)
&3 Set - D2 Program Files',wfavvid'scripts'systemidefa x|
;2 General I
Wariahle: m LI
Yalue: InumbersTnCaII.eIement&t(i) LIIZI

Ok I Ay Cancel | Helgp |

Configure the General tab of the Set customizer window as follows:

e Variable—obj

The obj Java Type variable holds the next number to call from the vector of
numbers.

e Value

The expression numbersToCall.elementAt(i) which gets the next number to
call from the vector of numbers.

The Second Set Step

Configure the General tab of the second Set customizer window to convert the
number retrieved from the vector to a String variable so that the Place Call step
can use it as the number to dial.
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Figure 8-11 shows the configured General tab of the second Set customizer

window.

Figure 8-11 Set dest=dest.valueOf(obj)

&3 set - Do Program Files',wfavvid'scriptsh system’ defa x|

Walue: Idest.valueOf(nbj) ﬂlzl
Ok I Apply Cancel | Help |

Configure the General tab of the Set customizer window as follows:
* Variable—dest
e Value—dest.valueOf(Obj)

The step uses the expression dest.valueOf(Obj) to convert the number stored in
the OBJ variable to a string and to assign it to the dest String variable.

The Play Prompt Step

Continue the True output branch of the If step by dragging a Play Prompt step
from the Media palette to the True icon under the If step in the Design pane.

Then configure the Play Prompt step to play back the prompt P[calling] + S[dest].
This prompt plays back a message announcing the number of the destination
phone call to the original caller.
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Figure 8-12 shows the configured Prompt tab of the Play Prompt customizer
window.

Figure 8-12 Play Prompt Customizer Window—Configured Prompt Tab

#3 Play Prompt - D:\Program Files\wfavvid'scriptsisystem’,defaults 5[

@

_Q General F'V'Jmptllnpml

Frompt.

Barge In: e ¥ No

Continue On Prompt Errars: ®¥es Mo

O I Apply | Cancel | Help |

e In the General tab:

— Set the contact to the triggering contact
— Set Interruptible to No
e In the Prompt tab:
— Set the prompt to P[calling] + S[dest]
— Set Barge In to No
— Set Continue on Prompt Errors to Yes
¢ In the Input tab:
— Set Flush Input Buffer to Yes

The Call Hold Step

Continue the True output branch of the If step by dragging a Call Hold step from
the Call Contact palette to the True icon under the If step in the Design pane.

Then configure the Call Hold step to put the incoming call that triggered the script
on hold while the outbound calls are made.
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The Place Call Step

Continue the True output branch of the If step by dragging a Place Call step from
the Call Contact palette to the True icon under the If step in the Design pane.

Then configure the Place Call step to place the outbound calls to the numbers
stored in the dest variable.

Figure 8-13 shows the configured Place Call customizer window.

Figure 8-13 Configured Place Call Customizer Window
&3 Place Call - D2\ Program Files'wfavvid' scripts’syste ﬂ
Ty
2 General
Destination: m LIIE
Timeout: |3E| LIIE
Call Control Group 1D: IgrnupCalICDntrnl LIIE
Dialog Groups: Ds | A |
groupDialog | MGy

Lelete

Up

Byt o]

Jb L

Call Contact: |0utCaII

(8104 I Apply I Cancel | Help I

Configure the Place Call customizer window as follows:

e Destination—dest

The dest variable stores the destination phone numbers placed there by the
Set step (see The Second Set Step, page 8-18).
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Timeout (sec)—30

The script waits for 30 seconds before a Ring No Answer condition causes
the script to execute the RingNoAnswer output branch of the Place Call step.

CallControlGroupld—groupCallControl

The variable groupCallControl stores the call control group with which the
outbound call is associated.

Define this property as a parameter in order to enable the administrator to
properly configure the application with the CTI port group to use for placing
the call.

Dialog Groups—groupDialog

The variable groupDialog stores the identifying number of the primary
dialog group for handling the outbound call.

Define this property as a parameter in order to allow the administrator to
configure the dialog group ID that will be used when provisioning an
application.

Call Contact—outCall

The variable outCall is where the script returns a handle to the created call
when the step succeeds.

The Place Call step has the following six output branches:

Successful—The step successfully places the call.

NoAnswer—The step successfully makes the call but the RNA Timeout limit
is reached.

Busy— The step successfully places the call but the line is busy.
Invalid—The step tries to place the call but the extension is invalid.

NoResource—The step cannot place the call because no resource is available
to make the call.

Unsuccessful—The step does not place the call because of an internal system
error.
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Note  If the RNA timeout in the script is longer than the CFNA timer of Cisco Unified
Communications Manager, the agent phone goes to Not Ready state after a
ring-no-answer. To resolve this issue, change the timeout value in the script to a
lower than the CENA in Cisco Unified Communications Manager.

Figure 8-14 shows the scripting under the six output branches of the Place Call
step.

Figure 8-14 Place Call Customizer Window—OQutput Branches

f—]— 22 outCall = Place Call (o dest)
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—Eﬂ-:] on Exception (ContactinactiveException) Goto LASELY
— Set Cortact Info (owtCall)
B Play Prompt (outCall, recording
— Terminate (outCall)
—g Set Contact Info (owtCall, handled)
B LABELD:
—% Clear Exception (ContactnactiveException)
— Call Unhald {--Triggering Contact--)
B Plaey Prompt (--Trigoering Cortact--, Plsuccess swav])
= Mo Bswer
%o call Unhold [--Triggering Contact--1
B Play Prompt (--Triggering Cortact--, Plnofnswer wav])
[—]—'z:l Busy
':%,; Call Unhald [--Triggeting Cortact--)

B Plary Prompt (--Triggering Cortact--, Plhusy sawav])
SR invalid
%2 Call Unhald [--Triggering Cordact--1
B Plaey Prompt (--Trigoering Cortact--, Plinrealid weay])
[—]—ﬂ MNoResource
':%,; Call Unhald t--Triggering Contact--)

B Play Prompt (--Triggering Cortact--, PlhoResource wav])
El—ﬂ Unsaccessiul
':%,; Call Unhald [--Triggeting Cortact--)

B Play Prompt (--Triggering Cortact--, Plunsuccess wav])
s Incremert i

L Goto Cali Loop

The following sections describe the six output branches of the Place Call step in
the True output branch of the If step:

e The Successful Output Branch, page 8-24
¢ The Other Output Branches, page 8-26
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The Successful Output Branch

If the Place Call step in the True output branch of the If step successfully places
a call, the script executes the Successful output branch.

The Successful output branch of the Place Call step in the True output branch of
the If step contains the following steps:

* The On Exception Goto Step, page 8-24

» The Set Contact Info Step, page 8-24

e The Play Prompt Step, page 8-25

e The Terminate Step, page 8-25

¢ The Set Contact Info Set, page 8-25

e The Label Step (LABELO), page 8-25

* The On Exception Goto Step (Clear Exception), page 8-25
* The Call Unhold Step, page 8-26

e The Play Prompt Step, page 8-26

The On Exception Goto Step

Begin the Successful output branch of the Place Call step by dragging an On
Exception Goto step from the General palette to the Successful icon under the
Place Call step under the True icon under the If step in the Design pane.

Then configure the On Exception Goto step to send the script to the Label named
LABELDO if the script generates a ContactlnactiveException.

The script throws this exception if the Contact becomes inactive. In this event, the
script skips the Play Prompt step and the Terminate step, and goes to the Clear
Exception Step described below.

The Set Contact Info Step

Dragging a Set Contact Info step from the Contact palette to the Successful icon
under the Place Call step under the On Exception step in the Design pane.

Then configure the Set Contact Info step to set outcall language name to language.
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The Play Prompt Step

Continue the Successful output branch of the Place Call step by dragging a Play
Prompt step from the Media palette to the Successful icon under the Place Call
step under the True icon under the If step in the Design pane.

Then configure the Play Prompt step to play the prompt recording, created by the
Recording step earlier in the script, to the outbound call.

The Terminate Step

Continue the Successful output branch of the Place Call step by dragging a
Terminate step from the Contact palette to the Successful icon under the Place
Call step under the True icon under the If step in the Design pane.

Then configure the Terminate step to terminate the outgoing call.

The Set Contact Info Set

Dragging a Set Contact Info step from the Contact palette to the Successful icon
under the Place Call step under the Terminate step in the Design pane.

Then configure the Set Contact Info step to set the Handled attribute of the outCall
contact to marked.

The Label Step (LABELO)

Continue the Successful output branch of the Place Call step by dragging a Label
step from the General palette to the Successful icon under the Place Call step
under the True icon under the If step in the Design pane.

Then configure the Label step to provide a target for the On Exception Goto step
above.

The On Exception Goto Step (Clear Exception)

Continue the Successful output branch of the Place Call step by dragging another
On Exception Goto step from the General palette to the Successful icon under the
Place Call step under the True icon under the If step in the Design pane.

Then configure the On Exception Goto step to clear any exceptions.
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The Call Unhold Step

Continue the Successful output branch of the Place Call step by dragging a Call
Unhold step from the Call Contact palette to the Successful icon under the Place
Call step under the True icon under the If step in the Design pane.

Then configure the Call Unhold step to take the original call off hold, so that the
subsequent Play Prompt step can play back a prompt to the original caller.

The Play Prompt Step

Continue the Successful output branch of the Place Call step by dragging a Play
Prompt step from the Media palette to the Successful icon under the Place Call
step under the True icon under the If step in the Design pane.

Then configure the On Exception Goto step to play back a prompt informing the
original caller that the outgoing call was a success.

The Increment step then increments the value of the i variable by 1, after which a
Goto step sends the script back to the Label named Call Loop, located above the
If step (see Figure 8-9).

The script loops in this way until the value of the i variable is equal to the value
of the numCalls variable, after which the False output branch of the If step
executes, the Terminate step terminates the call, and an End step ends the script.
(See The If Step, page 8-15.)

The Other Output Branches

If the Place Call step in the True output branch of the If step does not successfully
place the call, the script executes the one of the other five output branches:

Configure each of the other five output branches of the Place Call step to play a
specific prompt (different for each output branch) that informs the original caller
that the call was not placed.

The script then falls through to the Increment step (see The Increment Step (i),
page 8-27), and loops back through the steps under the If step until the value of
the i variable is equal to the value of the numCalls variable, after which the False
output branch of the If step executes, the Terminate step terminates the call, and
an End step ends the script.
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The Increment Step (i)

Continue the True output branch of the If step by dragging an Increment step from
the General palette to the True icon under the If step in the Design pane.

Then configure the Increment step to increase the value of the i variable by one.

The Goto Step (Call Loop)

Conclude the True output branch of the If step by dragging a GoTo step from the
General palette to the True icon under the If step in the Design pane.

Then configure the Goto step to move the script back to the Label step named Call
Loop.

The Terminate Step

Drag a Terminate step from the Contact palette to the Design pane and place it on
the Goto step.

Then configure the Terminate step to terminate the connection.

The Set Contact Info Step

Drag a Set Contact Info step from the Contact palette to the Design pane and place
it on the Terminate step. Then configure the value of Handled to Marked.
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Figure 8-15 Set Contact Info Customizer Window
#3 set Contact Info - D:'Program Files',wiavvid'\Scriptsisys ﬂ
E General
Contact:
Aftributes: T —— Values [ st |

Languane:
Handled: -- Marked -- &l
Sessgion:

Ok I Apply Cancel | Heldp |

The End Step

Conclude the broadcast.aef script by dragging an End step from the General
palette to the Design pane.

The End step ends the script and releases all resources. The End step requires no
configuration and has no customizer.
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CHAPTER 9

Designing a Web-Enabled Script

You can use the Cisco Unified CCX Editor to design web-enabled scripts that
interact with application servers. A web-enabled script is a script that obtains
information from web servers on the Internet or an intranet.

This section describes the design of such a script, hello.aef. This simple
“sayhello” server application demonstrates the procedures required to create and
implement any server application script.

In Unified CCX 10.0(1), you must use “http://<ipaddress>:9080/<filename>" to
access the web pages uploaded in Applications > Document Management >
Default > webapps > ROOT.

This chapter contains the following topics:
* An Example Web-Enabled Script Template, page 9-1
e Creating Server Script Web Pages, page 9-3
e Creating the hello.aef Script, page 9-5

An Example Web-Enabled Script Template

The hello.aef sample script template uses a static web page that prompts the user
for a name and a dynamic web page that provides a template with an embedded
keyword that is substituted dynamically by the script when it runs.

Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)




Chapter 9 Designing a Web-Enabled Script |

W An Example Web-Enabled Script Template

Figure 9-1 shows the hello.aef script template as it appears in the Design pane of
the Cisco Unified CCX Editor window.

Figure 9-1 Completed Server Script

i} narme = Get Hitp Contact Info (--Triggering Contact--, "hatme™)
E" doc = Create File Docurnent (Memplatetsayhellobtm™ )

ﬁ] doc = Keywword Tranzsform Document (doc)

[ Send Hitp Response (--Triggering Cortact--, doc)

Al Encd

The hello.aef script prompts the user for a name, and the application server
responds with a “Hello” to the name given.

When the user opens the welcome.html web page, types a name, and clicks
Submit, the following code in welcome.html sends the HTTP request “greeting”
to the Cisco Unified CCX Engine:

<form action="/greeting" method=GET>

This trigger (/greeting) runs the hello.aef script, which performs the following
actions:

1. A Create File Document step references the response template document.

2. A Get Http Contact Info step reads the parameter “name” included with the
HTTP request.

3. A Get Http Contact Info step updates the local variable mapped to the “name”
parameter.

4. A Keyword Transform Document step replaces the keyword %name% in the
template file (sayhello.html), and then writes the result to the local variable,
doc.

5. A Send Http Response step sends the document in the doc variable to the
user’s browser.

After the Cisco Unified CCX server sends the document, the phrase “Hello
yourname” appears in the browser window of the user.

This example web-enabled script provides a starting point from which you can
develop the kind of application scripts you need.
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Creating Server Script Web Pages

Create the following two web pages to use with the sample hello.aef server script:
» Static page (welcome.html)—Prompts the user for a name.

e Dynamic page (sayhello.html)—Provides a template with an embedded
keyword that is substituted dynamically by the script when it runs. In this
sample script, this page also displays the results to the user.

This section contains these topics:
e Creating a Static Web Page, page 9-3
» Creating a Dynamic Web Page, page 9-4

Creating a Static Web Page
~

Note  In your development or production environment, place your static HTML pages

in a location where they can be read by the HTTP server process and where they
are secure from unauthorized access.

To create the sample static web page for your hello.aef script, do the following:

Procedure

Step1  Use a text or web-page editor to enter the following HTML source code:

<html>

<body>

<form action="/greeting" method=GET>

What is your name <input type="text" name="name">
<input type="submit">

</form>

</body>

</html>

Step 2  Save the file as welcome.html and upload it to the Document Management using
Unified CCX Web Administration by choosing Applications > Document
Management > Default > webapps > ROOT. This location with respect to
installationdirectory is /webapps/ROOT.
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Step 3

Test the HTML page by accessing it as http://<ipaddress>:9080/welocme.html in
different web browsers.

This sample HTML code generates the web page as shown below, which prompts
a user for a name.

Figure 9-2 Static HTML Page with User Prompt

S8152

WWhat 12 vour name | Submit Query

You are now ready to create a dynamic web page.

Creating a Dynamic Web Page

Step 1

Step 2

Step 3

To create the dynamic web page for your hello.aef script, do the following:

Procedure

Use a text editor or web-page editor to create a template document, entering the
following HTML source code:

<html>

<body>

Hello $%name%

</body>

</html>

Use the following format to identify the variables you will use when you write the
hello.aef script:
Y%okeyword%

In this example, keyword represents a keyword to be replaced with some textual
representation as specified by the Keyword Transform Document step.

Use the Keyword Transform Document step in the Cisco Unified CCX Editor to
identify the location of the text substitution template.

When you run the hello.aef script, the Keyword Transform Document step
replaces each keyword with the data you specify for that keyword.

J_ Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



| Chapter9 Designing a Web-Enabled Script

Creating the hello.aef Script ||

Step4  After you complete the template file, save the template file as sayhello.html.

Step 5 Create a folder called “template” in Document Management and upload the
template file in this folder. To access Document Management, choose
Applications > Document Management > Default > webapps > ROOT on the
Unified CCX Web Administration.

You are now ready to write the hello.aef script.

Creating the hello.aef Script

This section demonstrates the process of writing the hello.aef script, a Cisco
Unified CCX Editor script that responds to an HTTP request from a web browser.

This section contains the following topics:
e The Start Step, page 9-5
¢ Web-enabled Script Variables, page 9-6
¢ The Get Http Contact Info Step, page 9-8
e The Create File Document Step, page 9-10
e The Keyword Transform Document Step, page 9-11
« The Send Http Response Step, page 9-14
e The End Step, page 9-16

The Start Step

Begin to build the sample script by choosing File > New from the Cisco Unified
CCX Editor menu bar. The Templates folder displays. Select the blank script and
click OK.

A blank script containing a Start and End step opens in the Design pane of the
Cisco Unified CCX Editor window.

Begin to build the sample script by choosing File > New from the Cisco Unified
CCX Editor menu bar. The Cisco Unified CCX Editor places a Start step in the
Design pane of the Cisco Unified CCX Editor window.
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The Start step needs no configuration and has no customizer window. At this time,
you might also want to give your new script a name and save it by selecting File
> Save from the menu bar.

Our example script is called Hello.aef.

Web-enabled Script Variables

Step 6

Begin the process of designing the hello.aef script by defining script variables.

Use the Variable pane of the Cisco Unified CCX Editor to define two variables
for the hello.aef script, as shown in Table 9-1:

Table 9-1 Variables in the hello.aef Script
Variable
Variable Name Type Function
name String Contains the value entered by the user.
See The Get Http Contact Info Step,
page 9-8.
doc Document |Contains the document to be sent in

response to the user.

See The Create File Document Step,
page 9-10.

To define the two variables for the hello.aef script, do the following:

Procedure

With the Hello.aef file open in the Cisco Unified CCX Editor window, click the
New Variable icon in the Variable pane toolbar.

The New Variable dialog box appears.
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Figure 9-3 New Variable Dialog Box

x|
Type: IString LI
Marme: Inam8|
Walle: I' LIIZI
[~ Final [ Array
™ Parameter Dirmensions: 0=

OK | Cancel |

Step7  From the Type drop-down menu, choose String.

This automatically enters quotation marks in the value field since the value will
be enclosed in quotations.

Step 8  In the Name field, enter name.
This will be the variable that will hold the name entered by the user.
Step9  Click OK.

The New Variable dialog box closes, and the name of the first variable appears in
the Variable pane of the Cisco Unified CCX Editor.

Step 10  To define the second variable, doc, click the New Variable icon in the Variable
pane toolbar.

The New Variable dialog box appears, as shown in Figure 9-3.
Step 11 From the Type drop-down menu, choose Document.

DOC]] appears automatically in the value field.
Step 12 In the Name field, enter doc.

This variable will contain the document to be sent in response to the user.
Step 13 Click OK.

The New Variable dialog box closes, and the name of the second variable appears
in alphabetical order with the first variable in the Variable pane of the Cisco
Unified CCX Editor.
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The Get Http Contact Info Step

Step 1

Step 2

Step 3

Step 4

Step 5

Add a Get Http Contact Info step to the hello.aef script to map parameters from
an HTTP request to locally defined variables.

To map the parameter name to a local variable, do the following:

Procedure

From the Http Contact Palette in the Palette pane, drag a Get Http Contact Info
step to the Design pane, and then drop it over the Start step icon.

The Get Http Contact Info step icon appears in the Design pane, just below, and
on the same level as, the Start step icon.

Right-click the new Get Http Contact Info step icon.
A popup menu appears.
Choose Properties.

The Get Http Contact Info customizer window appears, displaying its General tab.

#3} Get Http Contact Info - D:Program Files'wiay¥ic x|

_2 General I Headersl Parametersl Ccu:ukiesl CGl Variahlesl

Hitp Contact;

--Triggering Contact-

QK I Apply Cancel | Help |

Click the Parameters tab.

The Parameters tab of the Get Http Contact Info window appears.
Click Add.
The Add Parameter dialog box appears.
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&3 Add Parameter x|

Mame: |"name" j

Wariahle: m j
ok | Cancel |

In the Name text field, enter "name".

You need quotation marks around your text since this is a string variable.

In the Variable drop-down menu, choose name.
Click OK.

The Add Parameter dialog box closes, and the added values appear under the
Parameters section of the Parameters tab of the Get Http Contact Info customizer
window.

Figure 9-4 shows the configured Parameters tab of the Get Http Contact Info
customizer window.

Figure 9-4 Get Http Contact Info Customizer Window—Parameters Tab

#3 Get Http Contact Info - D:%Program Files wiavwidis 1'

(& General | Hesders Parameters | Caokies | Gl variables |

B Parameters:

Mames | Variables | Al |

narmme |name | FAaHiTy |
Lelete |

Apply Cancel I Help I

Click OK.

The Get Http Contact Info customizer window closes.
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You are now ready to add the next step to the hello.aef script in the Design pane
of the Cisco Unified CCX Editor.

The Create File Document Step

Step 1

Step 2

Step 3

Add a Create File Document step to the hello.aef script to create a file document
that represents the HTML template sayhello.html. You will then use this file
document in the Keyword Transform Document step.

To create this file document, do the following:

Procedure

From the Document palette in the Palette pane, drag a Create File Document step
to the Design pane, and then drop it over the Get Http Contact Info step icon.

The Create File Document step icon appears in the Design pane, just below, and
on the same level as, the Get Http Contact Info step icon.

Right-click the new Create File Document step icon.
A popup menu appears.
Choose Properties.

The Create File Document customizer window appears.

Figure 9-5 Configured Create File Document Customizer Window

&3 Create File Document - D:4Program Files ﬂ
=
.E General I

Filename: I"templatelsavhellu.html“ L”E
Cocument: m LI

Ok I Apply I Cancel Help I
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In the Filename text field, enter the following file name, as shown in Figure 9-5:
“template\sayhello.html”

This pathname is a relative pathname that uses a predefined subdirectory within
the installationdirectory. When you implement a real application in a production
environment, make sure that the file and pathname work on the production server.

From the Document drop-down menu, choose the variable doc, as shown in
Figure 9-5.

This variable contains the document to be sent in response to the user.
Click OK.
The Create File Document customizer window closes.

You are now ready to add the next step to the hello.aef script in the Design pane
of the Cisco Unified CCX Editor.

You must create a file document in the Unified CCX customer folder only. You
can access the Unified CCX customer folder using the following syntax:
System.getProperty (“uccx.customer.dir”)

For more information on how to retrieve information from the customer folder
using CLI commands, refer to the Command Line Interface Reference Guide for
Cisco Unified CCX and Cisco Unified IP IVR available here:
http://www.cisco.com/en/US/products/sw/custcosw/ps1846/products_installatio
n_and configuration guides_list.html

The Keyword Transform Document Step

Step 1

Add a Keyword Transform Document step to the hello.aef script to specify
keywords in the file document that will be replaced with text in the dynamic web
page by performing the following procedure.

Procedure

From the Document palette, drag a Keyword Transform Document step to the
Design pane, and then drop it over the Create File Document step icon.
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Step 2

Step 3

Step 4

Step 5

Step 6

The Keyword Transform Document step icon appears in the Design pane.
Right-click the new Keyword Transform Document step icon.

A popup menu appears.

In the popup menu, choose Properties.

The Keyword Transform Document customizer window appears.

Figure 9-6 Keyword Transform Document Customizer Window
#) Keyword Transform Document - Scriptl.aef x|
2 General |
Keyword Template: l LIIZ,
Keywaords. Marmes Yalues | Add... |

Impart. . |
[

Document: I

[9].4 I Apply | Zancel | Help |

From the Keyword Template drop-down menu, choose doc.

This variable represents the sayhello.html template document, which contains the
embedded keyword to be replaced.

From the Document drop-down menu, choose doc.

This choice specifies that the completed document is stored back in the same
variable.

Click Add.
The Add Keyword dialog box appears.
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Figure 9-7 Configured Add Keyword Dialog Box
#3 add Keyword x|
Marre: I'name" j

Walue: |name jD
ik I Cancel |

Step7  In the Name text field, enter “name”, as shown in Figure 9-7.

Step 8  From the Local Variable drop-down menu, choose name, as shown in Figure 9-7.

This choice specifies that the system supplies the correct String data type.

Note  You need to enter quotes since this is a string variable.

This choice specifies that name is the name of the keyword in the sayhello.html
template, as shown below:

<html>
<body>
Hello %name$%
</body>
</html>

Step9  Click OK.
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The Add Keyword dialog box closes, and appears in the Keyword Transform
Document customizer window, as shown in Figure 9-8.

Figure 9-8 Configured Keyword Transform Document Customizer Window
#3 Keyword Transform Document - D:\Program Files'wfavyi ﬂ
2 General
Keyword Termplate:  [doc L”Z,
Keywards: Mames Yalues Al

Modify ..

Delete

Impart...

ol

Document: E
Ok I Apply | Cancel | Help I

Step 10  Click OK.

The Keyword Transform Document customizer window closes, and the name of
the source document variable appears next to the Keyword Transform Document
step icon in the Design pane of the Cisco Unified CCX Editor.

You are now ready to add the next step to the hello.aef script in the Design pane
of the Cisco Unified CCX Editor.

The Send Http Response Step

Add a Send Http Response step to the hello.aef script to send back the completed
document, in which the value of the name parameter has been substituted for a
keyword embedded in the sayhello.html template.
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Procedure

From the Http Contact palette, drag the Send Http Response step to the Design
pane, and then drop it over the Text Substitution for Keywords step icon in the
Design pane.

The Send Http Response step icon appears in the Design pane, just below, and on
the same level as, the Keyword Transform Document step icon.

Right-click the new Send Http Response step icon.
A popup menu appears.
Choose Properties.

The Send Http Response customizer window appears.

Figure 9-9 Configured Send Http Response Customizer Window
#3 Send Http Response - D:4Program Files' x|
% General I
Hitp Cantact: |--Triggering Contact-- LI

Document: m LIIZ[
QI I Apply | Cancel | Help |

From the HTTP Contact drop-down menu, choose Triggering Contact, as shown
in Figure 9-9.

This allows the contact that triggers the script to trigger the execution of this step.

From the Document drop-down menu, choose the doc variable, as shown in
Figure 9-9.

This variable stores the document that is sent to the browser.
Click OK.

The Send Http Response customizer window closes, and the name of the Http
Contact and the Document variable appear next to the Send Http Response step
icon in the Design pane of the Cisco Unified CCX Editor.
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You are now ready to add the next step to the hello.aef script in the Design pane
of the Cisco Unified CCX Editor.

The End Step

Use the End step to complete each script you create with the Cisco Unified CCX
Editor. The End step needs no configuration and has no customizer window.

To end the hello.aef script, follow this procedure:

Procedure

Step1  From the General palette, drag the End step to the Design pane, and then drop it
over the Send Http Response step icon in the Design pane.

The End step icon appears in the Design pane, just below, and on the same level
as, the Send Http Response step icon.

Step2  Save the file as hello.aef.

Managing the hello.aef Script

This section demonstrates the process of managing the hello.aef script, a Cisco
Unified CCX Editor script that responds to an HTTP request from a web browser.

This section contains the following topics:
¢ Uploading the hello.aef Script, page 9-17
» Creating the Application for hello.aef Script, page 9-17
e Creating the HTTP Trigger, page 9-17
o Testing the script, page 9-18
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Uploading the hello.aef Script

To upload the script, do the following:

Step1  Navigate to Applications > Script Management > Upload scripts.
Step2  Browse to locate the script you want to upload.
Step3  Click Upload.

Now you can view the uploaded script file listed on the Script Management page.

Creating the Application for hello.aef Script

To create the application for hello.aef, do the following:

Step1  Browse to Applications > Application Management > Add New.
Step2  Select Application type as Cisco Script Application and click Next.
Step3  Provide a name for the Application as sayhello.

Step4  For the Script field, select SCRIPT[hello.aef] from the drop-down list.

Step5  Click Add.
This saves the application.

Creating the HTTP Trigger

To create a HTTP trigger to use with this hello.aef application, do the following:

Step1  Create a Trigger by following either of the steps:

¢ From the Unified CCX Web Administration, browse to Applications >
Application Management and then select the sayhello application that you
created and then click Add New Trigger.

* Browse to Subsystems > HTTP and then click Add New.
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Step2  In the URL field, provide a value greeting, which is the trigger you have
configured in the welcome.html page.

Step3  In the Application Name field, select the Application name as sayhello.

Step4  Select Enable and click Add.
The trigger is saved as /greeting.

Testing the script

To test the script, do the following:

Step1  In a web browser, type http:// <ipaddress>:9080/welcome.html.

Step 2 In the What is your name field, enter your name and click Submit Query.
Then verify that the HTML page displays “Hello <your name>".

J_ Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)




CHAPTER 10

Designing a Web-Enabled Client
Script

A web-enabled script is a script that obtains information from web servers on the
Internet or an intranet. A client script is a script that can retrieve information from
a server.

After the client script receives and extracts the desired information, you can use
steps from the other palettes to make this information available to users or other
scripts. A web-enabled client script may be an Interactive Voice Response (IVR)
script or any other user script that makes a web request.

You can use the Cisco Unified CCX Editor to design a sample web-enabled client
script, getQuoteClient.aef, that gets an XML (eXtensible Markup Language) file
containing stock quotes from a web server, extracts the stock quote, and outputs
the price to the user.

This chapter contains the following topics:
« Example Web-Enabled Client Script Template, page 10-2
* Analyzing the Data Source, page 10-3
* Creating the getQuoteClient.aef Script, page 10-4
— The Start Step (Creating a Script), page 10-5
— Defining the Client Script Variables, page 10-5
— The Accept Step, page 10-6
— The Create URL Document Step, page 10-7
— The Create XML Document Step, page 10-8
— The Get XML Document Data Step, page 10-10
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— The Create Generated Prompt Step, page 10-12
— Create Container Prompt Step, page 10-15

— The Play Prompt Step, page 10-17

— The Terminate Step, page 10-18

— The End Step, page 10-18

Example Web-Enabled Client Script Template

This sample script template uses a static XML page that you store on the local
HTTP subsystem web server and a simple server script that sends the XML page
in response to the client request.

Note  While this sample script uses a static XML file, you can apply the same steps to
handle dynamic XML output directly from any web server.

Figure 10-1 shows the getQuoteClient.aef script tempplate as it appears in the
Design pane of the Cisco Unified CCX Editor window.

Figure 10-1 Completed Client Script

—Ar B
—¥% fccept (- Triggering Contact--]

—@ doc = Create URL Document ("Hitp i 27 .0.0.1:8080/getquate™)

—@ doc = Create XML Docurmernt (doc)

—m result = Get XKML Document Data (doc, “idescendant, STOCKLISTachild: STOCK attribute:: symbol="ABC Wehild: . LAST™)
—(% stockprice = Creste Generated Prompt currency (result)

—&ﬁ outputPrompt = Create Container Prompt Concatenation (stockprice + resultPramgt)

—Cﬂ@ Play Prompt (--Triggering Cortact--, outputPrompt)

—?3 Tertminate [--Triggering Contact--1

Ay Endl
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Analyzing the Data Source

Step 1

Step 2

Begin the process of building the getQuoteClient.aef script by first analyzing the
structure of the data the server obtains. To do this, you need to to identify the data
you want to extract from the XML file. This is found in the XML data path in the
file.

To determine the XML data path in the file, do the following.

Procedure

Access the web server XML file that is to supply data for your client script by
entering the following URL in your web browser:

http://127.0.0.1:8080/getQuote.xml

In this example, the getQuote.xml file is on the local web server included in the
HTTP subsystem on the Cisco Unified CCX Engine.

The getQuote.xml file contains the following:

<?xml version="1.0" standalone="yes"?>
<STOCKLIST>
<STOCK symbol="ABC" error="0">
<HIGH>58.0625</HIGH>
<PCT_CHANGE>0.67114094</PCT_CHANGE>
<LOW>55.1875</LOW>
<LAST>56.25</LAST>
<CHANGE>0.375</CHANGE>
<VOLUME>31, 973, 600</VOLUME>
<REC_STATUS>0</REC_STATUS>
<DATE>02/21/2001</DATE>
<TIME>15:52</TIME>
</STOCK>
</STOCKLIST>

Identify the path in the XML file of the information you want to extract from the
file.

In the preceding example, the XML path to the stock quote for the ABC Company
is as follows:

"/descendant: : STOCKLIST/child: : STOCK [attribute: :symbol= 'ABC']
/child: :LAST"
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You will use this XML path to identify the data you want to extract from the XML
file.

You are now ready to define the variables you will use to build the
getQuoteClient.aef script in the Design pane of the Cisco Unified CCX Editor.

Creating the getQuoteClient.aef Script

This section demonstrates the process of writing the getQuoteClient.aef script, a
Cisco Unified CCX Editor script that gets an XML file containing stock quotes
from a web server, extracts the stock quote, and outputs the price to the user.

This section contains the following steps:
e The Start Step (Creating a Script), page 10-5
e Defining the Client Script Variables, page 10-5
¢ The Create URL Document Step, page 10-7
¢ The Create XML Document Step, page 10-8
e The Terminate Step, page 10-18
e The End Step, page 10-18
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The Start Step (Creating a Script)

Begin to build the sample script by choosing File > New from the Cisco Unified
CCX Editor menu bar. The Templates folder displays. Select the blank script and
click OK.

A blank script containing a Start and End step opens in the Design pane of the
Cisco Unified CCX Editor window.

The Start step needs no configuration and has no customizer window. At this time,
you might also want to give your new script a name and save it by selecting File
> Save from the menu bar.

Our example script is called getQuoteClient.aef.

Defining the Client Script Variables

Begin the process of designing the getQuoteClient.aef script by defining script
variables.

Use the Variable pane of the Cisco Unified CCX Editor to define five variables,
as shown in Table 10-1:

Table 10-1 Variables in the Web-Enabled Client Script

Variable Name Type Value Description

doc Document DOCI] Contains the URL for the client request
to the local web server.

result Float 0.0F Contains the value obtained by the
client script.

stockprice Prompt P[stockprice.wav] |Contains the StockPrice.wav file that
plays back the sentence, “The stock
price of the selected company is.”

resultPrompt Prompt P[] Contains the information in the result
variable.

outputPrompt Prompt P[stockprice.wav] |Contains the resultPrompt and
stockprice prompts.
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Step 1

Step 2

Step 3

Step 4

Step 5

To define the five variables for the getQuoteClient.aef script, do the following:

Procedure

In the Cisco Unified CCX Editor window, click the New Variable icon in the
Variable pane toolbar.

In the Name field, enter doc.
This variable will contain the URL for the client request to the local web server.
From the Type drop-down menu, choose Document.

DOC]] appears automatically in the value field. This field will contain the name
of the document when the script is run.

Click OK.

The New Variable dialog box closes, and the name of the variable appears in the
Variable pane of the Cisco Unified CCX Editor.

For each of the other four variables, repeat Steps 3 to 5, using the information
shown in Table 10-1.

You are now ready to create the getQuoteClient.aef script in the Design pane of
the Cisco Unified CCX Editor.

The Accept Step

Add an Accept step to the getQuoteClient.aef script to accept the contact.

To add an Accept step, drag an Accept step from the Contact palette in the Palette
pane to the Design pane, and then drop it over the Start step icon. The Accept step
icon appears in the Design pane, just below, and on the same level as, the Start
step icon. You do not need to configure this step because you can simply use the
default contact as the triggering contact for the step.

You are now ready to add the next step to the getQuoteClient.aef script in the
Design pane of the Cisco Unified CCX Editor.
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The Create URL Document Step

Step 1

Step 2

Step 3

Add a Create URL Document step to the getQuoteClient.aef script to enter the
URL that contains the stock price information.

To configure the Create URL Document customizer window, do the following:

Procedure

From the Document Palette in the Palette pane, drag a Create URL Document step
to the Design pane, and then drop it over the Accept step icon.

The Create URL Document step icon appears in the Design pane, just below, and
on the same level as, the Accept step icon.

Right-click the new Create URL Document step icon.

A popup menu appears.

Choose Properties.

The Create URL Document customizer window appears.

Figure 10-2 Create URL Document Customizer Window
#3 Create URL Document - D:%\Program Fileswiayvid'getQug |
ﬁz General I
URL: | |
Timeout: |D L”H
Method: + Get " Post
Parameters: Mames values | AL
Delete I
Document: | Ll
Ok I Apply Cancel | Help |
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Step4  In the URL text field, enter the following URL:

“http://127.0.0.1:8080/getquote”

This URL is composed of the following three parts:

e The IP address of the web server—This example uses the special IP address
assigned to the local host. When an HTTP request uses this address, the
request is directed to the web server running on the same machine as the
client that issued the request.

¢ The port number of the web server—This example uses the default port
number used by the HTTP subsystem web server. If the web server uses the
standard HTTP port (port 80), you can omit this part of the URL.

e The HTTP script—In this example, the string “getquote” invokes the server
script described in the previous section.

Step5  From the Document drop-down menu, choose doc.

This choice defines the document that contains the information found in the URL.
Step 6  Click OK.

The Create URL Document customizer window closes.

You are now ready to add the next step to the getQuoteClient.aef script in the
Design pane of the Cisco Unified CCX Editor.

The Create XML Document Step

Add a Create XML Document step to the getQuoteClient.aef script to create an
XML document out of the document created in the previous procedure (in order
to make the information in the URL document available to the script).

To configure the Create XML Document customizer window, do the following:

Procedure

Step1  From the Document Palette in the Palette pane, drag a Create XML Document
step to the Design pane, and then drop it over the Create URL Document step icon.
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The Create XML Document step appears in the Design pane, just below, and on
the same level as, the Create URL Document step icon.

Right-click the new Create XML Document step icon.

A popup menu appears.

Choose Properties.

The Create XML Document customizer window appears.
From the Source Document drop-down menu, choose doc.

You used the Create URL Document step in the last procedure to define this
variable to store the URL for making the request.

From the Document drop-down menu, choose doc.

This variable stores the results of the HTTP request, issued when the Create XML
Document step executes. You use the same variable as for the source document.

If you want to reuse the URL in the source document in a subsequent step, use a
separate document variable to store the results of that HTTP request.

Figure 10-3 Create XML Document Customizer Window

#3) Create XML Document - D:Program Files'wfa ﬂ

i General
<2
Source Document: IdDC LIIZ’

Source D l L”z,

Document: Idl:n: LI

Ok I Apply | Cancel | Help |

Click OK.

The Create XML Document customizer window closes, and the names of the
chosen variables appear next to the Create XML Document icon in the Design
pane.
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Step 7

Figure 10-4 Create XML Document Step in the Design Pane

Ef Accept (--Triggering Cortact--1
doc = Create URL Document (Mhittp: 127 .0.0.1:8080/getquote’™)
@ doc = Create XL Document (doc)

~

Note  The source document variable name appears in parentheses after the step
name next to the step name icon in the Design pane.

You are now ready to add the next step to the getQuoteClient.aef script in the
Design pane of the Cisco Unified CCX Editor.

The Get XML Document Data Step

Step 1

Step 2

Step 3

Add an Get XML Document Data step to the getQuoteClient.aef script to extract
the specified information from the XML document you created in the preceding
procedure and store it in a variable.

To configure the Get XML Document Data customizer window, do the following:

Procedure

From the Document Palette in the Palette pane, drag an Get XML Document Data
step to the Design pane, and then drop it over the Create XML Document step
icon.

The Get XML Document Data step icon appears in the Design pane, just below,
and on the same level as, the Create XML Document step icon.

Right-click the new Get XML Document Data step icon.
A popup menu appears.
Choose Properties.

The Get XML Document Data customizer window appears.
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Figure 10-5 Get XML Document Data Customizer Window

#5) Get XML Document Data - Scripkl.aef ﬂ

&
General
a |

XML Path: | L”Z'
ResuItData:I ll

(a]04 I Apply | Cancel Help I

From the Document drop-down menu, choose doc.

This variable contains the XML document data stored by the Create XML

Document step.
In the XML Path text field, click the Expression Editor (...) button.
The Expression Editor dialog box appears.

Figure 10-6 Expression Editor Dialog Box
4. ¥ML Path x|
Yalue:
"idescendant: STOCKLIET child:: STOCK [attribute: symbal="ABC)ichild:: LAST' ﬂ
[ |
OK Cancel | ARl | Help | &l Yariables jl
~
String Yariakles Lll String Constructors jl
Siring Methods j'
String Attributes jl Escape Characters jl e
Vire | 1T ey | T+T | 7 toStringl) | String valusQf 7 ] | [Dacument) s
Character Sttty I Eryte I Shiort I Irteget I Larg I Biglrteger
Float | Double “ BigDecimal | Boolean | Languace | Currency | Date | Titne

| ] Document | £ Prompt | [] Grammar | %, Script | Mizcellaneous | Artay | Java
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Step 6

Step 7

Step 8

Step 9

In the Expression Editor text field, enter the following expression:
" /descendant: : STOCKLIST/child: :STOCK [attribute: :symbol="ABC"]
/child: :LAST”

This means that the data to be extracted is from the XML element named LAST,
contained in the XML element named STOCKLIST, identified by the symbol
ABC.

Click OK.

The Expression Editor dialog box closes, and the expression appears in the XML
path text field of the Get XML Document Data customizer window.

From the Result Data drop-down menu, choose result.

This variable stores the data extracted from the XML document when the Get
XML Document step executes.

If you want to reuse the data in the source document to extract other values, use
a separate document variable to store the extracted value.

Click OK.

The Get XML Document Data customizer window closes, and the variables you
chose appear next to the Get XML Document Data step icon in the Design pane
of the Cisco Unified CCX Editor.

You are now ready to add the next step to the getQuoteClient.aef script in the
Design pane of the Cisco Unified CCX Editor.

The Create Generated Prompt Step

Step 1

Add a Create Generated Prompt step to the getQuoteClient.aef script to create the
prompt that combines the audio file introducing the information and the
information itself.

To configure the Create Generated Prompt customizer window, do the following:

Procedure

From the Prompt Palette in the Palette pane, drag a Create Generated Prompt step
to the Design pane, and then drop it over the Get XML Document Data step icon.
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The Create Generated Prompt step icon appears in the Design pane, just below,
and on the same level as, the Get XML Document Data step icon.

Right-click the new Create Generated Prompt step icon.

A popup menu appears.

Choose Properties.

The Create Generated Prompt customizer window appears.
From the Output Prompt drop-down menu, choose stockprice.

The stockprice variable contains the StockPrice.wav file that plays back the
following phrase: “The stock price of the selected company is.” (See The Create
URL Document Step, page 10-7).

From the Generator Type drop-down menu, choose currency.
The Constructor type text field automatically displays “(amount)”.
In the Argument Information text box, double-click amount.

The Set Amount dialog box appears.

Figure 10-7 Set Amount Dialog Box

&3 cet amount Argumen il

amount:
recuf =[]
Qg I Apply | Cancel |

From the variable drop-down menu, choose result.
The result variable contains the value obtained by the client script.
Click OK.

The Set Amount dialog box closes, and “result” appears under the Value column
in the Argument text field.
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Step 9

Figure 10-8 Create Generated Prompt Customizer Window
&) Create Generated Prompt - D=\ Program Files'wfavvid'.get il
@2 General
Generatar Type: CLIFEnCY
Constructor Type: |(amaunt}| LI
Arguments: Marnes | values | Set... I
amuount: |result |
Overtide Language: | ;”Z[
Output Promipt: |stuckprice LI
(8124 I Apply | Cancel I Help |
Click OK.

The Create Generated Prompt customizer window closes, and the generator type
and the output prompt variable appear next to the Create Generated Prompt step
icon in the Design pane of the Cisco Unified CCX Editor.

You are now ready to add the next step to the getQuoteClient.aef script in the
Design pane of the Cisco Unified CCX Editor.
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Create Container Prompt Step

Add a Create Container Prompt step to the getQuoteClient.aef script to create the
concatenated prompt that combines the stockprice.wav file with the result
variable.

To configure the Create Container Prompt customizer window, do the following:

Procedure

Step1  From the Prompt Palette in the Palette pane, drag a Create Container Prompt step
to the Design pane, and then drop it over the Create Generated Prompt step icon.

The Create Container Prompt step icon appears in the Design pane, just below,
and on the same level as, the Create Generated Prompt step icon.

Step 2 Right-click the new Create Container Prompt step icon.
A popup menu appears.
Step3  Choose Properties.

The Create Container Prompt customizer window appears.

Figure 10-9 Configured Create Container Prompt Customizer Window
#3 Create Container Prompt - D:%Program Files?, ﬂ
iz zeneral I
Type:
Prompts: Values |
- Acld.
stockprice
resultPromipt
g
Cwerride Languade: | L“E
Cutput Prompt: ID utputPrompt LI
(8] I Apply I Cancel Helg |

Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1) |



Chapter 10 Designing a Web-Enabled Client Script |

| Creating the getQuoteClient.aef Script

Step 4

Step 5

Step 6

Step 7

Step 8

Step 9

From the Output Prompt drop-down menu, choose outputPrompt, as shown in
Figure 10-9.

This variable stores the prompt that is played back to the caller.

From the Prompt Container Type drop-down menu, choose Concatenation, as
shown in Figure 10-9.

For more information on concatenated prompts, which are prompts that combine
other prompts, see the Cisco Unified Contact Center Express Editor Step
Reference Guide.

To specify the prompts to be concatenated into outputPrompt, click the Add
button.

The Add Prompt dialog box appears.

Figure 10-10 Configured Add Prompt Dialog Box

&3 add Prompt x|

Value:

stockprica =[]
’TI Cancel |

From the Prompt drop-down menu, choose stockprice, and then click OK, as
shown in Figure 10-10.

The Add Prompt dialog box closes, and stockprice appears in the Prompts text
box, as shown in Figure 10-9.

Repeat Steps 6 to 7 to add the resultPrompt variable to the Prompts text field, as
shown in Figure 10-9.

You are now ready to add the next step to the getQuoteClient.aef script in the
Design pane of the Cisco Unified CCX Editor.
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The Play Prompt Step

Add a Play Prompt step to the getQuoteClient.aef script to play back the prompt
outputPrompt to the caller.

To configure the Play Prompt customizer window, do the following:

Procedure

Step1  From the Media Palette in the Palette pane, drag a Play Prompt step to the Design
pane, and then drop it over the Create Container Prompt step icon.

The Play Prompt step icon appears in the Design pane, just below, and on the same
level as, the Create Container Prompt step icon.

Step 2  Right-click the new Play Prompt step icon.

A popup menu appears.
Step3  Choose Properties.

The Play Prompt customizer window appears, displaying the General tab.
Step4  Click the Prompt tab.

The Prompt tab of the Play Prompt customizer window appears.

Figure 10-11 Play Prompt Customizer Window—Configured Prompt Tab

&3 play Prompt - D, Program Files'wfayvid'getQuol |

=

2 General  Prompt I Input |

B Prompt [outiute romp R |2
Barge In: & y¥es O No

Continue On Prompt Errors: % Yes Mo

Ok I Apply Cancel | Help I

Step 5 From the Prompt drop-down menu, choose outputPrompt, and then click OK.
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The Play Prompt customizer window closes, and the name of the prompt variable
appears next to the Play Prompt step in the Design pane of the Cisco Unified
CCX Editor.

You are now ready to add the next step to the getQuoteClient.aef script in the
Design pane of the Cisco Unified CCX Editor.

The Terminate Step

Add the Terminate step to the getQuoteClient.aef script to terminate the
connection.

To add a Terminate step, drag an Terminate step from the Contact palette in the
Palette pane to the Design pane, and then drop it over the Play Prompt step icon.
The Terminate step icon appears in the Design pane, just below, and on the same
level as, the Play Prompt step icon. You do not need to configure this step because
you do not need to change the default contact choice.

You are now ready to end the getQuoteClient.aef script in the Design pane of the
Cisco Unified CCX Editor.

The End Step

Step 1

Step 2

Use the End step to complete each script you create with the Cisco Unified CCX
Editor. The End step needs no configuration and has no customizer window.

To end the getQuoteClient.aef script, follow this procedure:

Procedure

From the General palette, drag the End step to the Design pane, and then drop it
over the Terminate step icon in the Design pane.

The End step icon appears in the Design pane, just below, and on the same level
as, the Terminate step icon.

Save the client script as getQuoteClient.aef.
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CHAPTER 11

Designing a Database Script

You can use the Cisco Unified CCX Editor to design scripts that can access
information from a specified database.

This section describes the design of a script that can access information in a
database. This simple script template, database.aef, uses steps from the Database
palette to automatically provide callers with contact information for local
physicians.

This chapter contains the following topics:
* An Example Database Script Template, page 11-2
e The Start Step (Creating a Script), page 11-3
« Database Script Variables, page 11-3
e The Accept Step, page 11-5
» The Play Prompt Step, page 11-5
e The DB Read Step, page 11-6
e The Label Step (Physician Loop), page 11-9
e The DB Get Step, page 11-9
e The End Step, page 11-17
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An Example Database Script Template

In this sample script template, the script reads all the data from a database table
named physician_locator and plays back output one row at a time, looping back
and repeating this process until there is no more data.

Figure 11-1 shows the database.aef script template as it appears in the Design
pane of the Cisco Unified CCX Editor window.

Figure 11-1

..... A w

----- ’23' Accept [contact --Triggering Contact--)

;G@ Play Prompt [contact: --Trigaering Contact--, prompt: Welcome_way]
=lg%y DB Read: resource: getPhpsicians, database: ALFINEDD

EIﬁ Successiul

b Phusician Loop:

E@ DB Get: rezource: getPhypsicians

Eﬁ Successiul

database.aef Script

EI"}_{? Mo Data

E@ DB “wiite: resource: Mest, databaze: ALPINEDD
3 Successhul
ﬁ Connection Mot &vailable

: % SAL Eror
@_9 DB Releaze: resource: getPhysicians
= Terminate
@ End
----- %4 SOL Enmor
----- ‘{:l Connection Mot dvailable
----- 2‘:.2 SEL Eror %
----- A End ~

Table 11-1 shows the physician_locator database table.

Table 11-1 Physician_Locator Database Table

Z1P_COD |CATEGOR SPOKEN_NAM

E Y NAME E ADDRESS PHONE
11111 chiropractor |john doe (audio document) {222 main st. bedrock ca  [5551112222
22222 podiatrist jane wong |(audio document) (333 oak st. bubble city ny 5552344343
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Table 11-1 Physician_Locator Database Table (continued)

Z1P_COD |CATEGOR SPOKEN_NAM

E Y NAME E ADDRESS PHONE
33333 dentist jim smith |(audio document) [435 state st. oakwood tn  |5556458978
99999 general tia gomez |(audio document) |382 first st. river city ia 5557674444

The Start Step (Creating a Script)

Begin to build the sample script by choosing File > New from the Cisco Unified
CCX Editor menu bar. The Templates folder displays. Select the blank script and
click OK.

A blank script containing a Start and End step opens in the Design pane of the
Cisco Unified CCX Editor window.

The Start step needs no configuration and has no customizer window. At this time,

you might also want to give your new script a name and save it by selecting File
> Save from the menu bar.

Our example script is called database.aef.

Database Script Variables

Begin the database.aef script design process by using the Variable pane of the
Cisco Unified CCX Editor to define script variables.
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Figure 11-2 shows the variables of the database.aef script as they appear in the
Variable pane of the Cisco Unified CCX Editor.
Figure 11-2 Variable Pane of the database.aef Script
glz|x]
Marne I Type I Walue I Attributes I
Acdress String "
Categary String
Matne String
Phote String
Spoken_Mame Document D]
Zip_Code String "
Table 11-2 describes the variables used in the database.aef script.
Table 11-2 Variables in the database.aef Script
Variable Name Variable Type Value |Function
Address String " Stores the address of the physician.
(See The DB Get Step, page 11-9.)
Category String " Stores the category of the physician.
(See The DB Get Step, page 11-9.)
Name String " Stores the written name of the physician.
(See The DB Get Step, page 11-9.)
Phone String " Stores the phone number of the physician.
(See The DB Get Step, page 11-9.)
Spoken Name Document null Stores the audio document of the spoken name
of the physician.
(See The DB Get Step, page 11-9.)
Zip_Code String " Stores the Zip code of the physician.

(See The DB Get Step, page 11-9)
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The Accept Step

Note

Continue the database.aef script by dragging an Accept step from the Contact
palette (in the Palette pane of the Cisco Unified CCX Editor window) to the
Design pane, and dropping it over the Start step, as shown in Figure 11-1.

Since you intend to accept the default triggering contact, no further configuration
is necessary for this step.

The Play Prompt Step

Continue the database.aef script by dragging a Play Prompt step from the Media
palette into the Design pane.

Configure the Play Prompt step to play a welcome message to the caller,
announcing that the script will play back a list of physicians and their addresses.

Figure 11-3 shows the configured Prompt tab of the Play Prompt customizer
window.

Figure 11-3 Play Prompt Customizer Window—Configured Prompt Tab
#3 Play Prompt - D:\Program Files',wfavvid',scriptsisystem’ defaulk’ 5'
o]
_2 General  Prompt I Inputl
Prampt:

Barge In: & ves " Mo

Caontinue On Prompt Errors: & Yes C No

Ok I Apply | Cancel | Helgp |

Configure the Play Prompt step as follows:
¢ General tab

— Contact—Triggering Contact
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The step operates on the contact that triggers the execution of the script.
— Interruptible—Yes

External events can interrupt the playing of the prompt. (At this point the
script has not yet queued the call, so this configuration has no effect.)

e Prompt tab
— Prompt—WelcomePrompt

WelcomePrompt is the prompt that the Play Prompt step plays back to
welcome the caller.

— Barge in—Yes
The caller can interrupt the prompt playback.
— Continue on Prompt Errors—Yes

In the event of a prompt error, the script continues to play back the next
prompt in the sequence or waits for caller input.

* Input tab
— Flush Input Buffer—No

The system does not erase previously entered input before capturing new
caller input.

The DB Read Step

Continue the database.aef script by dragging a DB Read step from the Database
palette into the Design pane.

Configure the DB Read step to use SQL (Structured Query Language) commands
to read the physician locator table in the specified database.
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Figure 11-4 shows the configured General tab of the DB Read customizer

window.
Figure 11-4 DB Read Customizer Window—Configured General Tab
&3 DB Read - D:%Program Files'wfavvid'scripts'syste ﬂ
%2 General | Fisld Selection |
DB Resource MName: | getPhysicians
Diata Source Mame: | ALPIMNEDD LI
Timeout {in sec): |F’

Refresh Database Schema |

(8.4 I Apply Cancel Help

Configure the General tab of the DB Read customizer window as follows:

* DB Resource Name—getPhysicians

This choice names the query that is used by the subsequent DB Get step to
read data from the database.

¢ Data Source Name—ALPINE(00

This choice specifies the database that contains the desired information.
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Figure 11-5 shows the configured Field Selector tab of the DB Read customizer
window,

Figure 11-5 DB Read Customizer Window—Configured Field Selector Tab

#2i DB Read - D=\Program Files'wiayvid'scripts’syske x|

_2 General  Field Selection

Far Example:
SELECT fld1, fld2 fram thi where fld1 = $variable

select ™ fraom physician_locator

Test |

Mumber of rows returned: |

Show all fizlds(selact tablelview): | =]

Ok I Anply | Cancel | Help |

Configure the Field Selector tab as follows:

« Enter the SQL command select * from physician_locator, which tells the
DB Read step to read all the data that exists in the physician_locator table.

The DB Read step has three output branches, Successful, Connection Not
Available, and SQL Error. The following sections describe these output branches:

e The Successful Output Branch, page 11-8
e The Connection Not Available Output Branch, page 11-9
e The SQL Error Output Branch, page 11-9

The Successful Output Branch

If the DB Read step successfully reads the physician_locator table in the specified
database, the script executes the Successful output branch.
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Configure the Successful output branch of the DB Read step to concatenate all the
information extracted from the database and play it back to the caller.

The Successful output branch is discussed in the following sections, beginning
with The Label Step (Physician Loop), page 11-9.

The Connection Not Available Qutput Branch

If the DB Read step does not successfully read the physician_locator table in the
specified database, the script executes the Connection Not Available output
branch, and the script goes to the End step.

The SQL Error Output Branch

If the DB Read step cannot execute because of an error in the SQL command, the
script executes the SQL Error output branch, and the script goes to the End step.

The Label Step (Physician Loop)

Begin the Successful output branch of the DB Read step by dragging a Label step
from the General palette into the Design pane, and dropping it over the Successful
icon under the DB Read step icon.

Configure the Label step to provide a target for the beginning of a loop that will
repeat until all the names in the database have been read back to the caller.

After the DB Read step, use a DB Get step within a Label step defined as
Physician Loop. (See Figure 11-1.)

The DB Get Step

Continue the Successful output branch of the DB Read step by dragging a DB Get
step from the Database palette to the Design pane, and dropping it over the Label
step icon under the Successful icon under the DB Read step icon.

Then configure the DB Get step to retrieve the information in the
physicians_locator database.
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Figure 11-6 shows the configured General tab of the DB Get customizer window.

Figure 11-6 DB Get Customizer Window—Configured General Tab

#3} DB Get - D:\Program Files'wfavvid'scripts' system’default 5[

—2 eneral | Fisld Selection |

DB Resource Mame: IgetF‘hysicians ILI

Data Source Name: |

Refresh Database Schema |

Ok I Apply | Cancel | Help |

In the DB Resource Name text field, specify “getPhysicians”, which is the query
that retrieves one row of data at a time from the physician_locator table.
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Figure 11-7 shows the configured Field Selection tab of the DB Get customizer
window.

Figure 11-7 DB Get Customizer Window—Configured Field Selection Tab

&3 DB Get - D:\Program Files',wfavvid\scriptsisystem' default’,dat

Genersl Field Selection |

a2

Tablelview

Field Marne I Data Type | Local Variakle I
ZIP_CODE Jjava lang String Zip_Code Acd.
CATEGORY java lang String Categary 4'
MNAME Java lang String Mame -
ADDRESS java lang String Address Madiity... |
PHONE Java lang String Phane
SPOKEN_MNAME  java lang String Spoken_MName Delete |

Ok I Cancel | Help |

Apply |

Use the Field Selection tab to associate each field in the database table with a local
variable.

The DB Get step has three output branches, Successful, No Data, and SQL Error.
(See Figure 11-1.)

These following sections describe these output branches:
e The Successful Output Branch, page 11-11
e The No Data Output Branch, page 11-13
e The SQL Error Output Branch, page 11-17

The Successful Output Branch

If the DB Get step successfully obtains data from the database table and stores the
data in the defined variables, the script executes the Successful output branch.

Configure the Successful output branch of the DB Get step to concatenate all the
information extracted from the database, play it back to the caller.
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The Successful output branch contains two steps, discussed in the following
sections:

e The Play Prompt Step, page 11-12
e The Goto Step (Physician Loop), page 11-13

The Play Prompt Step

Begin the Successful output branch of the DB Get step by dragging a Play Prompt
step from the General palette to the Design pane, and dropping it over the
Successful icon under the DB Get step icon.

Then configures the Play Prompt step to play back to the caller the information
retrieved from the database table.

Figure 11-8 shows the configured Prompt tab of the Play Prompt customizer

window.
Figure 11-8 Play Prompt Customizer Window—Configured Prompt Tab
#3 play Prompt - D:'Program Files'wfayyid'scripts’,system',default’d x|
o
_2 General Prompt I Inputl
Prompt DP[250] + S[Categon] + DP[250] + S[Zip_CDde]jlzl

Barge In: & Yes Mo

Cantinue On Frampt Errors: & Yes (" MNo

(804 I Apply | Cancel | Help |

Set the Prompt variable to the following expression:
“Spoken_Name + DP[250] + S[Phone] + DP[250] + S[Address] + DP[250] +
S[Name] + DP[250] + S[Category] + DP[250] + S[Zip_Code]”

This expression represents a prompt concatenation where the Play Prompt step
plays back the Document variable Spoken_Name as a prompt.
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DP[250] stands for 250 milliseconds of silence. All the S[xx] elements represent
the xx String variables that the Play Prompt step converts to a prompt that spell
out the contents of the variables.

The Goto Step (Physician Loop)

End the Successful output branch of the DB Get step by dragging a Goto step from
the General palette to the Design pane, and dropping it over the Play Prompt step
icon under the Successful icon under the DB Get step icon, as shown in

Figure 11-1.

Then configure the Goto step to instruct the script to loop back to the DB Get step
and continue to retrieve a row of data from the table each time this step executes.

When the script reads every row of data and no data is found, the script
automatically drops down to the DB Get step No Data output branch. (See The No
Data Output Branch, page 11-13.)

The No Data Output Branch

If the DB Get step does not find any data in the database table, or reaches the end
of the table, the script executes the No Data output branch.

The No Data output branch contains four steps, discussed in the following
sections:

e The DB Write Step, page 11-13

e The DB Release Step, page 11-16
e The Terminate Step, page 11-16

e The End Step, page 11-17

The DB Write Step

Begin the No Data output branch of the DB Get step by dragging a DB Write step
from the Database palette to the Design pane, and dropping it over the No Data
icon under the DB Get step icon, as shown in Figure 11-1.

Then configure the DB Write step to search the database table for entries for
which the zip code is 99999 and delete them from the table.
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Figure 11-9 shows the configured General tab of the DB Write customizer
window.

Figure 11-9 DB Write Customizer Window—Configured General Tab

#3} DB Write - D:\Program Fileswfavvid',scripts' sysk |

=N
2 Genetal | 5@|_| Tes‘cl

LB Resource Mame: |NE}{1

Data Source Mame: IALF‘INEDD LI

Refresh Database Schema |

Ok I Apply Cancel | Help |

Configure the General tab of the DB Write customizer window as follows:

¢« DB Resource Name—Next
You assign this name to identify this database query.
¢ Data Source Name—ALPINE00.

This variable specifies the database that contains the desired information.
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Figure 11-10 shows the configured SQL tab of the DB Write customizer window.
Figure 11-10 DB Write Customizer Window—Configured SQL Tab

&) DB Write - D:'Progral il

2

Q_ General SRl | Testl

Enter SAL cammand to be executed:
For Example:
LPDATE thl SET fld1 = wall YWHERE keyfld = $kenvar
INSERT INTO thi[{icalumn[, ..JJ] ¥ALUES (expression], ..

||De|ete frorn physician_locatar where zip_code = 9999

Show all fields (select table): | |

Ok I Apply | Cancel | Help |

Configure the SQL tab as follows:

« Enter SQL Comments—delete from physician_locator where zip_code =
99999

This SQL command tells the step what to write to the database table.
Using the data in Table 11-1, the DB Write step deleted the last row of the table.

The DB Write step has the following three output branches, (each of which fall
through to the DB Release step):

e Successful—The DB Write step successfully deleted the specified
information.

¢ Connection Not Available—The DB Write step was not successful because a
connection was not found.

¢ SQL Error—The DB Write step was not successful because of a SQL
command error.
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The DB Release Step

Continue the No Data output branch of the DB Get step by dragging a DB Release
step from the Database palette to the Design pane, and dropping it over the DB
Write step icon under the No Data output branch of the DB Get step icon, as
shown in Figure 11-1.

Then configure the DB Release step to close the SQL query and release the
allocated resources.

The system returns the released DB connection to the connection pool, and no
longer associates data with this connection.

Figure 11-11 shows the configured DB Release customizer window.

Figure 11-11 Configured DB Release Customizer Window

& DB Release - D:\Program Filess il

ﬁ General
e

DB Resource Mame:

getPhysicians ‘Ll

Refresh Databaze Schema |

Ok I Apply | Cancel | Helg |

In the DB Resource Name text field, specify getPhysicians as the DB Resource to
be released.

The Terminate Step

Continue the No Data output branch of the DB Get step by dragging a Terminate
step from the Contact palette to the Design pane, and dropping it over the DB
Release step icon under the No Data output branch of the DB Get step icon, as
shown in Figure 11-1.

Then configure the Terminate step to terminate the outgoing call.

Jl Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)




| Chapter 11  Designing a Database Script

The End Step W

The End Step

End the No Data output branch of the DB Get step by dragging an End step from
the General palette to the Design pane, and dropping it over the DB Terminate
step icon under the No Data output branch of the DB Get step icon, as shown in
Figure 11-1.

The End step ends the script and releases all system resources. The End step
requires no configuration and has no customizer.

The SQL Error Qutput Branch

If the DB Get step does not execute because of a SQL command error, the script
executes the SQL Error output branch, and the script falls through to the End step
to end the script.

The End Step

Conclude the database.aef script by dragging an End step from the General palette
into the Design pane, and dropping it over the DB Read step.

The End step ends the script and releases all system resources. The End step
requires no configuration and has no customizer.
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Designing a Cisco Unified IP IVR
Script

You can use the Cisco Unified CCX Editor to design scripts that take advantage
of Cisco Unified IP IVR (Interactive Voice Response) capability.

This section describes the design of an AutoAttendant (AA) script template,
aa.aef, which is included with the Cisco Unified CCX Editor. This script can work
in a Cisco Unified IP IVR system or a traditional ACD IVR system.

This chapter contains the following topics:
e The Sample AutoAttendant (aa.aef) Script Template, page 12-2
e The Start Step (Creating a Script), page 12-5
e The aa.aef Script Variables, page 12-6
e The Getting the Contact Information and Setting Up the Prompts, page 12-10
* Determining if the System is ASR Enabled, page 12-19
e Creating and Setting an Error Message Prompt, page 12-22
* Recognizing Input, page 12-24
e The DialByExtn Output Branch of the Simple Recognition Step, page 12-27
e The Successful Output Branch (of Get Digit String), page 12-30
e Confirming the Caller Input, page 12-35
» Localizing the Prompt Language, page 12-36
e Completing the Input Confirmation, page 12-38
o Transferring the Call, page 12-41

Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1) ﬂ




Chapter 12 Designing a Cisco Unified IP IVR Script |

W The Sample AutoAttendant (aa.aef) Script Template

e The DialByName Output Branch of the Simple Recognition Step, page 12-46
¢ The No Output Branch of the Simple Recognition Step, page 12-55

¢ The Operator Output Branch of the Simple Recognition Step, page 12-73

e The Concluding Steps of the Script, page 12-78

The Sample AutoAttendant (aa.aef) Script

Template

~

Note

This simple script template answers a call, asks for the name or extension of the
person to whom the caller would like to be connected, and transfers the call.

You can modify the aa.aef file to create your own Cisco Unified IP IVR script.
Please make a backup copy of the aa.aef file before modifying it, so that you
always have access to the original file.

The aa.aef script template is a good example of how you can use various steps:
steps in the Media palette to receive caller input; the Switch step in the General
palette to switch based on a language; steps in the Prompt palette to create a
variety of prompts; and steps in the Media palette to specify grammars that
recognize caller input.

The aa.aef script template is also a good example of a media-neutral script that
accepts either speech or Dual Tone Multi-Frequency (DTMF) input from the
caller.

The aa.aef script can handle the following two media types:

e Cisco Media Termination (CMT)—Simple media termination, either playing
a prompt or receiving DTMF digits

* Automatic Speech Recognition (ASR)—Speech recognition media
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Figure 12-1 shows the aa.aef script as it appears in the Design pane of the Cisco
Unified CCX Editor window.

Figure 12-1 aa.aef Script

— A Start
—’23' (--Tt

— A% Check if we support 43R +/
—?_\ et Contact Info (--Triggering Contact--)
— S* Initialize Prompts */
—C}}; menuPrompt = Create Conditional Prompt (asr 7 SPLASAWAMainMenu_ASR] : SP[ALWAMainbenu])
—Cﬁi extnPrompt = Cregte Conditional Pratmgt (gt 7 SPlALVAERtetExtn_ASR] . SPIALLLAERterExtn])
—Cﬁﬁ nameProtnpt = Create Container Prompt Escalation (SPLA&VRANameDiall _ASR] || SPLALAM ANameDiall _ASR]| .0
—@ namePrompt = Creste Conditionsl Promgpt (asr 7 namePrompt @ SPIAASAMNameDial])
— A% Play Welcome Prompt without any interruptions or barge-in being enabled. /7
—E(aii Play Prompt (--Triggering Contact--, welcomePromgt)
—@ MainMenu:
[EI—-[: If (zsr || AlvwaysEnableDislByMarme 1 Then
—Cﬂ prompt = Create Container Prompt Escalation (prefixPrompt + menuPromgt || menuPramgt)
— #% Clear Prefim *f
—== Set prefixPromgpt = P[]
[EI—---J Sirnple Recognition (--Triggering Contact--, praotmpt, SGLALWWLMainkenu])
— A% We could not recognize anything or transfer anywhere */
—E@ Plary Promgpt C--Triggering Cortact--, prefisPrompt + SPAARASOrTY])
+] Call Redirect (--Triggering Contact-- to operExtn)
=] If (attempts = MaxRetry ) Then
— S* Were not able to transfer to the operator.
Flayback the prompt and simply exit the application.
The svstem default treatment will kick in. */
—E@J Plary Prompt (--Triggering Contact--, prefizPrompt + DP[1000])
—8 Tertninste [--Triggering Contact--1

— A% Enl

The aa.aef script performs the following tasks:

1. Accepts the call.

2. Plays a welcome prompt, asking the caller to perform one of three actions:
e Press or say “1” to enter an extension number
e Press or say “2” to enter the name of a person

If the caller chooses to spell a name, the script maps the letters entered
against the available users defined in a specified directory and transfers
the call to the primary extension of the user.
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3.

If more than one match occurs, the script prompts the caller to choose the
correct extension. If too many matches occur, the script prompts the
caller to enter more characters. If no match occurs, the script prompts the
caller to enter another name.

¢ Press or say “0” to speak to an operator

Configure this welcome prompt as a parameter, which means that the
administrator can configure this prompt when provisioning an
application with this script. (For more information on provisioning
applications, see the Cisco Unified Contact Center Express
Administration Guide.)

When the script receives a valid extension, it transfers the call.

« Ifthe destination is busy, the caller hears the system prompt, “The phone
number you are trying to reach is currently busy.”

» If the destination is out of service, the caller hears the system prompt,
“The phone number you are trying to reach is currently out of service.”

The aa.aef script uses audio prompts stored as .wav files in the
wfavvid_1001\prompts\system\en Us\AA\ directory and installed automatically
with the Cisco Unified CCX Engine.

These audio prompts include the following:

AAMainMenu_ASR.wav—Provides a menu of choices: press 1 or say “one”
to enter an extension, press 2 or say “two” to enter the first few characters of
a user name, or press 0 or say “zero” to speak to an operator.

AASorry.wav—States that the transfer was not successful.
AABusyExtn.wav—States that the dialed extension is busy.
AAlnvalidExtn.wav—States that the entered extension is not a valid choice.

AAExntOutofService.wav—States that the entered extension is no longer in
service.

AAWelcome.wav—Greets the caller.

In the AutoAttendant application, you configure the filename and pathname
for the AAWelcome.wav prompt by running the AA configuration wizard
from the main menu of the Cisco Unified CCX Administration web interface.
You can choose to change the default welcome prompt to reference a
customized prompt.
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For custom scripts, you need to record your own prompts. To record a prompt, see
the Recording step information in the Cisco Unified Conact Center Express
Editor Step Reference Guide or the Cisco Unified Contact Center Express
Administration Guide.

The Start Step (Creating a Script)

Begin to build the sample script by choosing File > New from the Cisco Unified
CCX Editor menu bar. The Templates folder displays. Select the blank script and
click OK.

A blank script containing a Start and End step opens in the Design pane of the
Cisco Unified CCX Editor window.

Begin to build the sample script by choosing File > New from the Cisco Unified
CCX Editor menu bar. The Cisco Unified CCX Editor places a Start step in the
Design pane of the Cisco Unified CCX Editor window.

The Start step needs no configuration and has no customizer window. At this time,
you might also want to give your new script a name and save it by selecting File
> Save from the menu bar.

Our example script is called aa.aef.
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The aa.aef Script Variables
Begin the aa.aef script design process by using the Variable pane of the Cisco
Unified CCX Editor to define script variables.

Figure 12-2 shows the variables of the aa.aef script as they appear in the Variable
pane of the Cisco Unified CCX Editor.

Figure 12-2 Variables Pane of the aa.aef Script
£lz]x]
Matne I Type I “alue Attribwtes
AlvvaysEnableDialByMarme [alalu]l=ETg] false
Mz Retry int 3 Parameter
ast [alulal[=2=T4] falze
sttermpts irit 1
extrPrompt Prompt Fll
extridfer String "
firsthlarme ity "
fullMarmeProtnpt Protnpt Fll
grammar Grammsr Gl
language Language L{en_LS]
lastMame Stritig "
rienuPr ot Protnpt Fll
name =tring
riameProtnpt Protrpt Fll
operExtn Sring " Faratneter
prefixPrompt Protnpt Fll
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Table 12-1 describes the variables used in the aa.aef script.

Table 12-1 Variables in the aa.aef Script

Variable
Variable Name |Type Value Function

AlwaysEnable Boolean False Stores the information that indicates whether

DialByName Dial By Name is always enabled for the script
(regardless of the language associated with
the incoming call or the type of media).

(See If ASR, page 12-19.)

MaxRetry Integer 3 Stores the maximum retries a caller can make
in this script before the script terminates the
call.

(See Localizing the Prompt Language,
page 12-36.)

Define this variable as a parameter so that the
administrator can configure it when
provisioning an application with this script.

asr Boolean False Stores the information that indicates whether
or not ASR is enabled for this call.

(See Get Contact Info, page 12-11.)

attempts Integer 1 Stores the number of times the script has
attempted confirmation.

(See Localizing the Prompt Language,
page 12-36.)

extnPrompt Prompt P[] Prompts the caller to either press or say the
extension number.

(See The DialByExtn Output Branch of the
Simple Recognition Step, page 12-27.)

nn

Stores the extension to which the caller is
transferred.

extnXfer String

(See The Get Digit String Step, page 12-29.)

nn

firstName String Stores the first name of the selected user.
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Table 12-1 Variables in the aa.aef Script (continued)

Variable
Variable Name |Type Value Function

fullNamePrompt |Prompt P[] Stores the full name of the user to be played
back.

grammar Grammar |G[] Stores the value SG[AA/AAWantToCall]
assigned to it by the Set step.

(See The Explicit Confirmation Step,
page 12-62.)

language Language |L[en_US] Stores the current language associated with
the call.

Default: English (United States)
(See Get Contact Info, page 12-11.)

nn

lastName String Stores the last name of the selected user.

menuPrompt Prompt P[] Stores the result from the Create Conditional
Prompt step. This prompt presents the initial
menu of options for calling by name or by
extension.

(See The First Create Conditional Prompt
Step, page 12-12.)

nn

name String Stores the written name of the person the

caller is trying to reach.

(See The Successfully Receiving Caller Input,
page 12-51.)

namePrompt Prompt P[] Asks the caller to say the name of the person
the caller wants to reach.

(See The First Create Container Prompt Step,
page 12-14.)
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The aa.aef Script Variables

Variable Name

Variable
Type

Value

Function

operExtn

String

nn

Stores the Operator extension the Call
Redirect step uses to transfer the call to the
operator.

(See The Call Redirect Step, page 12-80.)

Define this variable as a parameter so that the
administrator can configure it when
provisioning an application with this script.

prefixPrompt

Prompt

P[]

Informs the caller of the status of the call.
This value is dependent on many steps.

(See The DialByExtn Output Branch of the
Simple Recognition Step, page 12-27.)

prompt

Prompt

Used for a variety of purposes throughout the
script.

(See The First Create Container Prompt Step,
page 12-14.)

spokenName

Document

null

Stores the audio document of the spoken name
of the person the caller is trying to reach.

(See The Successfully Receiving Caller Input,
page 12-51.)

ttsPrompt

Prompt

P[]

Contains the TTS prompt for the user
selected.

Note  When TTS is available, the system
can use this prompt instead of spelling
back the full user name.
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Table 12-1 Variables in the aa.aef Script (continued)
Variable
Variable Name |Type Value Function
user User null Identifies the user that the caller chooses with
the Name To User step.
(See The Name To User Step, page 12-48.)
welcomePrompt | Prompt P[AA\Welcome.wav] |Greets the caller.

(See The Play Prompt Step, page 12-16.)

Define this variable as a parameter so that the
administrator can configure it when
provisioning an application with this script.

The Getting the Contact Information and Setting
Up the Prompts

This section contains the following:
e Accept, page 12-10
¢ Get Contact Info, page 12-11
e The First Create Conditional Prompt Step, page 12-12
* The Second Create Conditional Prompt Step, page 12-13
e The First Create Container Prompt Step, page 12-14
e The Third Create Conditional Prompt Step, page 12-16
e The Play Prompt Step, page 12-16
¢ The Label Step (MainMenu), page 12-18

Accept

Continue to build the aa.aef script by dragging an Accept step from the Contact
palette (in the Palette pane of the Cisco Unified CCX Editor window) to the
Design pane, and dropping it over the Start step.
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Because you intend to accept the default contact, no configuration is necessary for
this step.

Get Contact Info

Continue the aa.aef script by dragging a Get Contact Info step from the Contact
palette to the Design pane, and dropping it over the Accept step.

Then configure the Get Contact Info step to retrieve information about the contact
that the script uses. This determines which prompts to use, based on whether or
not Automatic Speech Recognition (ASR) is enabled, and, if so, what language

the script uses.

Figure 12-3 shows the configured customizer window of the Get Contact Info
step.

Figure 12-3 Configured Get Contact Info Customizer Window

#2) Get Contact Info - D:'Program Fileswfavvid'scriptstisys ﬂ

=  Genersal

Contact: --Triggering Gontact--

Aftributes:

Mames variahles | Zet.
Type:
Language: language ﬂl
ASR Supported: asr
Active:
Aborting:
Session:
Handled:
Identifier;
Implermentatian 10:
Sequence Murmber:
Creation Time:

Intround:

8], I Apply Cancel | Help I
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Configure the Get Contact Info customizer window as follows:
e Contact—Triggering Contact
The contact that triggered the script remains the contact for this step.
e Attribute/Variable—language and asr

The two variables for which the Get Contact Info step obtains values.
Subsequent If steps use these values to determine the language context of the
call and whether or not ASR is enabled for this call.

The First Create Conditional Prompt Step

Continue to build the aa.aef script by dragging the first of three Create
Conditional Prompt steps from the Prompt palette to the Design pane, and
dropping it over the Get Contact Info step.

Configure the first Create Conditional Prompt step to play back one of two
prompts, according to whether or not ASR is enabled for this call.

Figure 12-4 shows the configured customizer window for the first Create
Conditional Prompt step.

Figure 12-4 Configured Create Conditional Prompt Customizer Window
&3 Create Conditional Prompt - D:4Program Files',wfavvid'sc 5[
% General |
Condition: E jlz,
True Prompt  [SPI&AWAMainienu_ASR] jlzl
False Prompt: ISF'[MWAAMainMEnu] jlz,
Output Prompt: ImenuF'rompt ﬂ

QK I Apply | Cancel | Help |

Configure the first Create Conditional Prompt step as follows:

» Condition Expression—asr
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The Boolean variable for which the Create Conditional Prompt step evaluates
the Boolean expression of the variable (as defined by you when defining
variables).

True Prompt—SP[AA\AAMainMenu_ASR]

The script plays back this .wav file if the condition evaluates to true; that is,
if ASR is enabled for this call.

False Prompt—SP[AA\AAMainMenu]

The script plays back this .wav file if the condition evaluates to false; that is,
if ASR is not enabled for this call.

Output Prompt—menuPrompt

The variable that stores the prompt value resulting from this Create
Conditional Prompt step.

The Second Create Conditional Prompt Step

Continue to build the aa.aef script by dragging the second of three Create
Conditional Prompt steps from the Prompt palette to the Design pane, and
dropping it over the first Create Conditional Prompt step.

Configure the second Create Conditional Prompt step to play back one of two
prompts, according to whether or not ASR is enabled for this call. The first
prompt offers the caller the option to either press or say an extension; the second
prompt offers the caller only the choice of pressing the extension.

Configure the properties of the second Create Conditional Prompt step in the
same manner as the first Create Conditional Prompt step (see The First Create
Conditional Prompt Step, page 12-12), with the following two exceptions:

True Prompt—SP[AA\AAEnterExtn_ASR]

The script plays back this .wav file if the condition evaluates to true; that is,
if ASR is enabled for this call.

False Prompt—SP[AA\AAEnterExtn]

The script plays back this .wav file if the condition evaluates to false; that is,
if ASR is not enabled for this call.
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~

Note  The third Create Conditional Prompt step appears just after the next step, the first
Create Container Prompt step.

The First Create Container Prompt Step

Continue the aa.aef script by dragging a Create Container Prompt step from the
Prompt palette to the Design pane, and dropping it over the second Create
Conditional Prompt step.

Then configure the Create Container Prompt step to ask the caller to speak the
name of the desired person.

This container prompt is an escalating container prompt, which consists of a
series of prompts, each of which provides more information to the caller. If the
first prompt attempt does not receive valid input, the step prompts the caller with
the next prompt in the sequence. This progression continues until either the caller
returns valid input or the step reaches the last prompt in the sequence.
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Figure 12-5 shows the configured Create Container Prompt customizer window.

Figure 12-5 Configured Create Container Prompt Customizer Window
#2 Create Container Prompt - D:\Program Files'wfavvid'scriptsisys x|
—2 General
J— Type: Escalation
Prompts: Walues | Add.... |
SPAAMBANameDial0_ASR] Moty |
SPAMAANameDiall_ASR]

SPIAMAANameDialZ_ASR] Dzt |

T

Basvr |

Owerride Language: | ﬂlZl

Qutput Prompt; |nameF'rc|mpt ﬂ

Ok I Apply Cancel | Help |

Configure the Create Container Prompt customizer window as follows:
e Prompt Container Type—escalating

The prompt container type is escalating, a series of prompts that provides
increasing amounts of information.

* Prompts List Box
— SP[AA\AANameDial0_ASR]
— SP[AA\AANameDiall_ASR]
— SP[AA\AANameDial2_ASR]

The three prompts that are played, one after the other, if the media steps must
use all three (or more) attempts at eliciting a valid response.

* Override Language (optional)—(not chosen)
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You can check this option in order to specify a different language than the
original language context of the contact.

¢ Output Prompt—namePrompt

This prompt results from the Create Container Prompt step.

The Third Create Conditional Prompt Step

Continue to build the aa.aef script by dragging the third of three Create
Conditional Prompt steps from the Prompt palette to the Design pane, and
dropping it over the Create Container Prompt step.

Configure the third Create Conditional Prompt step to play back one of two
prompts, according to whether or not ASR is enabled for this call.

Configure the properties of the third Create Conditional Prompt step in the same
manner as the first Create Conditional Prompt step (see The First Create
Conditional Prompt Step, page 12-12), with the following two exceptions:

¢ True Prompt—namePrompt

The script plays back namePrompt (as configured by the previous Create
Container Prompt step) if the condition evaluates to true; that is, if ASR is
enabled for this call.

» False Prompt—AA/AANameDial

If ASR is not enabled, then the value of namePrompt becomes the system
prompt AA/AANameDial (one of the system prompts included with the
aa.aef file), which prompts the caller to spell the name of the desired person
by pressing digits.

The Play Prompt Step

Continue the aa.aef script by dragging a Play Prompt step from the Prompt palette
to the Design pane, and dropping it over the third Create Conditional Prompt step,
as shown in Figure 12-1.

Then configure the Play Prompt step to plays the prompts that the other Prompt
steps create.
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Figure 12-6 shows the configured Prompt tab of the Play Prompt customizer
window.

Figure 12-6 Play Prompt Customizer Window—Configured Prompt Tab

Ty Gererl Promt | Input |

#3 play Prompt - D\ Program Files'wfayvid'scripts’system',default’,a X|

£

Prompt: welcomePrampt jl_l

Barge In: " Yes {+ Mo

Cantinue On Prampt Errars: & Yes  No

Ok I Apply | Cancel | Help |

Configure the three tabs of the Play Prompt customizer window as follows:

General tab
— Contact—Triggering contact
The contact that triggered the script remains the contact for this step.
— Interruptible—No
No external events can interrupt the playback of the prompt.
Prompt tab
— Prompt—welcomePrompt
This prompt plays back to greet the caller.
— Barge In—No
The caller must listen to the whole prompt before responding.
— Continue on Prompt Errors—Yes

If a prompt error occurs, the script continues to play the next prompt, or,
if this is the last prompt in the sequence, the script waits for caller input.

Input tab
— Flush Input Buffer— Yes
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The step erases previous input.

The Label Step (MainMenu)

Continue the aa.aef script by dragging a Label step from the General palette to the
Design pane, and dropping it over the Play Prompt step.

Then configure the Label step to create a target for the script. This target is used
later in the script when an output branch reaches a timeout, unsuccessful, or
otherwise dead-end position and the script returns the caller to the Label step to
try again.

The Label step is named MainMenu.

Note  For an example of configuring the Label step, see “The Label Step” section on
page 6-10.
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Determining if the System is ASR Enabled

This section contains the following:
« If ASR, page 12-19
¢ The True Output Branch, page 12-20
¢ The False Output Branch, page 12-20
e The Switch Step, page 12-21

If ASR

Continue the aa.aef script by dragging an If step from the General palette to the
Design pane, and dropping it over the Label step.

Then configure the If step to determine which segment of the script handles the
contact, depending on whether or not the system is ASR-enabled and Name To
User capability is enabled or supported.

The If step evaluates the expression “asr || AlwaysEnableDialByName” (“either
ASR is enabled, or the system allows the caller to enter the person’s name to
which they would like to be connected”).

Note  For an example of configuring the If step, see “The If Step” section on page 7-17.
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Figure 12-7 shows the If step’s two output branches, True and False.
Figure 12-7 If Step Scripting

[=={3 If (asr || AlwaysEnahleDialByhame ) Then

X;Z True

I— /% DialByName supported. */
X;Z False
E—n_-[i Swyitch Language [ language )
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I— /% DialByNane supported for English */
YR CA
I— /% DialByNane supported for Canadian French., */
?:,2 Defaunft
J-’* DialByName not supported. */

Goto DigiByExtn

The following sections describe the two output branches of the If step:
e The True Output Branch, page 12-20
e The False Output Branch, page 12-20

The True Output Branch

If the If step evaluates the expression “asr || AlwaysEnableDialByName” as true,
the script executes the True output branch, which allows the script to fall through
to the subsequent Create Container Prompt step in the script.

Note  Use an Annotate step to contain notes describing the function of the branch. (This
step has no impact on script functionality.) For more information about using the
Annotate step, see “The Annotate Step” section on page 8-6.

The False Output Branch

If the If step evaluates the expression “asr || AlwaysEnableDialByName” as false,
the script executes the False output branch.

J  Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)




| Chapter 12 Designing a Cisco Unified IP IVR Script

Determining if the System is ASR Enabled ||

Configure the False output branch of the If step to use a Switch step to allow the
script to automatically enable the Dial By Name feature based on the language
associated with the call. If the language is either English or Canadian French, then
the script prompts the caller for the option to Dial By Name.

The False out put branch contains the Switch step, discussed below.

The Switch Step

Configure the False output branch of the If step by dragging a Switch step from
the General palette to the Design pane, and dropping it over the False icon under
the If step.

Then configure the Switch step to evaluate the value of the language variable (as
retrieved by the previous Get Contact Info step) and to switch the language
context of the call accordingly.

Figure 12-8 shows the configured Switch customizer window.

Figure 12-8 Configured Switch Customizer Window
#3 Switch - D:\Program Files',wiavvid' scripts’system',defaulkh, ﬂ
f
iz General I

Switch Value: m L”Z,
Cases: Values Connections | Akl |
Llen] en Madify... |

LIfr_CA] fr_CA
Lelete |

(0,4 I Appaly Cancel I Help |
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Configure the Switch customizer window as follows:
e Switch Value—language
The variable that stores the current language of the call.
e Case(s)—L][en], L[fr_CA]
The language options available for the call.

The Switch step has three output branches, based on the language variable as
specified in the Switch Expression text field: L[en], L[fr_ CA], and Default.

The following sections describe the three output branches of the Switch step:
e The L[en] Output Branch, page 12-22
e The L[fr CA] Output Branch, page 12-22
e The Default Output Branch, page 12-22

The L[en] Output Branch

If the Switch step determines that English is the language context of the call, the
script executes the L[en] output branch and the script uses English in subsequent
steps.

The L[fr_CA] Output Branch

If the Switch step determines that Canadian French is the language context of the
call, the script executes the L[fr CA] output branch, and the script uses Canadian
French in subsequent steps.

The Default Output Branch

If the Switch step determines that Dial By Name is not supported for this call, the
script executes the Default output branch.

Configure the Default output branch of the Switch step to use the Goto step to
send the caller to the DialByExtn Label step under the Simple Recognition step.
(See The Get Digit String Step, page 12-29.)

Creating and Setting an Error Message Prompt

* The Second Create Container Prompt Step, page 12-23
e The Set Step, page 12-23
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The Second Create Container Prompt Step

The Set Step

Continue the aa.aef script by dragging a second Create Container Prompt step
from the Prompt palette to the Design pane, and dropping it over the If step.

Then configure the second Create Container Prompt step to create an escalating
prompt called prompt, which combines menuPrompt (the first prompt created in
the script; see the “The First Create Conditional Prompt Step” section on

page 12-12) with a new prompt called prefixPrompt.

The prefixPrompt variable initializes with no value in the beginning, but as the
caller loops through the application and fails to be connected to a destination, this
variable holds an error message to be played back to the caller.

Use an escalating prompt so that the error message plays only on the first attempt
of the subsequent Simple Recognition step, which uses the prompt created by this
step.

Configure this Create Container Prompt step as follows:
e Type—escalating
This step creates an escalating prompt.
e Prompts List Box
— prefixPrompt + menuPrompt
— menuPrompt

This specifies the prompt phrases that are played if the Media step uses more
than one attempt at eliciting a valid response from the caller.

¢ Override Language (optional)—(not chosen)

You can check this option in order to specify a different language than the
original language context of the contact.

¢ Output Prompt—prompt

This prompt results from this (second) Create Container Prompt step.

Continue the aa.aef script by dragging a Set step from the General palette to the
Design pane, and dropping it over the second Create Container Prompt step.
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Then configure the Set step to set the value of prefixPrompt to P[], which means
it is empty.

This script uses this Set step to return callers to the MainMenu Label step to listen
to menu options again, in order to clear this prompt of values that the script may
have previously assigned.

Recognizing Input

Note

Continue the aa.aef script by dragging a Simple Recognition step from the Media
palette to the Design pane, and dropping it over the Set step.

Then configure the Simple Recognition step to receive either speech or digits in
response to prompts. The script steps under the Simple Recognition step transfer
the call to the proper extension if the script receives valid input from the caller.

The Simple Recognition step is similar to the Menu step, with the added
advantage that it allows you to utilize user-defined grammar for matching user
input with options you provide.

Use this step to configure grammar variables that store the words or digits that the
script must recognize in order to dial an extension number, a name, or the
operator, depending on the input from the caller.
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Figure 12-9 shows the configured Filter tab of the Simple Recognition customizer
window.

Figure 12-9 Simple Recognition Customizer Window—Configured Filter Tab

&) Simple Recognition - D Program Files',wfavvid\scriptsisystem’defa 5'

_é Generall Prompt' Inpt Filterl

Grammar, B ainhienty] jl_l

Options: Tags | Connections | Add... |
Cp—— DialByExtn Mardify.. |
"narne" DialByMName
"operator” Operatar ﬂl

Ok I Apply | Cancel | Help |

Configure the Simple Recognition customizer window as follows:

* General tab
— Contact—Triggering Contact
The contact that triggered this script remains the contact for this step.
— Interruptible—Yes
External events can interrupt the execution of this step.
¢ Prompt tab
— Prompt—prompt
The step plays this prompt back to the caller.
— Barge In—Yes

The caller can respond without first having to listen to the playback of
the entire prompt.
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— Continue on Prompt Errors—Yes

If a prompt error occurs, the script continues to play the next prompt, or,
if this is the last prompt in the sequence, the script waits for caller input.

e Input tab
— Timeout (in sec)—5

After playing all prompts, the script waits 5 seconds for initial input from
the caller before re-attempting with a timeout error, or, if this was the last
attempt, the script executes the Timeout output branch.

— Maximum Retries—5

The script will retry to receive input 5 times before sending the script to
the Unsuccessful output branch.

— Flush Input Buffer—No
The script saves previous input.
 Filter tab
— Grammar—SG[AA\AAMainMenu]
The system grammar that the step uses to recognize caller input.

— Options Tag/Connection list box—DialByExtn, DialByName,
Operator

The list of options the menu offers to the caller. The tags map to the
output points to determine the execution of branching output paths.

~

Note  The tag values must correspond to the tag values defined in the
grammar.
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The Simple Recognition step contains two built-in output branches: Timeout and
Unsuccessful. Add three output branches, as shown in Figure 12-10,
corresponding to the three choices menuPrompt gives the caller: to dial by
extension, dial by name, or to dial the operator.

Figure 12-10 Simple Recognition Step Output Branches

---j Simple Recognition (--Triggering Contact--, profpt, SGLALWAMainMenU])
'}_‘:1 DiglByExtn

'}_‘:1 DialByMNarne

',ﬁl Cperator

',ﬁl Timeont

Y} Unswecesstul

The Timeout and Unsuccessful output branches need no scripting. If the script
reaches either of these branches, it falls through to the next step on the same level
as the Simple Recognition step, the second Play Prompt step (see The Play Prompt
Step, page 12-79).

The following sections describe the three designer-specified output branches,
each of which is described in its own section:

e The DialByExtn Output Branch of the Simple Recognition Step, page 12-27
¢ The DialByName Output Branch of the Simple Recognition Step, page 12-46
¢ The Operator Output Branch of the Simple Recognition Step, page 12-73

The DialByExtn Output Branch of the Simple
Recognition Step

If the caller chooses menu option “1” (press or say an extension number) when
given the option by the Simple Recognition step, the script executes the
DialByExtn output branch.

Then configure the DialByExtn output branch of the Simple Recognition step to
receive the extension number provided by the caller.
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Figure 12-11 shows the scripting under the DialByExtn output branch of the
Simple Recognition step.

Figure 12-11 DialByExtn Scripting

H—]—---J Sirmple Recognition (--Triggering Cortact--, prompt, SGLAAWL AMainMenu])

ﬁ DigiByE«tn

(Q DigiByEstn:

223 prompt = Create Container Prompt Concatenation (prefixPrompt + extnPrompt)
/% Clear Prefix #/

= et prefixPrompt = P[]

extnifer = Get Digit String (--Triggering Contact--)

The DialByExtn contains the following steps, the last of which is discussed in its
own section:

e The Label Step, page 12-28

e The Create Container Prompt Step, page 12-28
* The Set Step, page 12-29

» The Get Digit String Step, page 12-29

The Label Step

Begin the DialByExtn output branch of the Simple Recognition step by dragging
a Label step from the General palette to the Design pane, and dropping it over the
DialByExtn icon under the Simple Recognition step.

Then configure the Label step to create a target for the Goto step under the default
output branch of the If step above. (See If ASR, page 12-19.)

The Create Container Prompt Step

Continue the DialByExtn output branch of the Simple Recognition step by
dragging a Create Container Prompt step from the General palette to the Design
pane, and dropping it over the Label step (DialByExtn) icon under the
DialByExtn icon.
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Then configure the Create Container Prompt step to create a concatenated
container prompt, consisting of prefixPrompt (see The Second Create Container
Prompt Step, page 12-23) and extnPrompt, a preset prompt that prompts the
caller to either press or say the extension number (with a possible error message
when looping back if there is an error connecting to the destination).

The Set Step

Continue the DialByExtn output branch of the Simple Recognition step by
dragging a Set step from the General palette to the Design pane, and dropping it
over the Create Container Prompt icon under the DialByExtn icon.

Then configure the Set step to set the value of prefixPrompt to P[], which clears
prefixPrompt of any values that the script may have previously assigned.

The Get Digit String Step

Conclude the DialByExtn output branch of the Simple Recognition step by
dragging a Get Digit String step from the Media palette to the Design pane, and
dropping it over the Set step icon under the DialByExtn icon.

Then configure the Get Digit String step to receive the digits entered by the caller
in response to prompt, stores them in a result digit string variable named
extnXfer, and then attempt to transfer the call.

Note  For more information on configuring the Get Digit String step, see “The Get Digit
String Step” section on page 7-25.

The Get Digit String has three output branches: Successful, Timeout, and
Unsuccessful.
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Figure 12-12 shows the output branches of the Get Digit String step.
Figure 12-12 Get Digit String Output Branches

él—-ﬁ-]' exthixter = Get Dight String (--Triggeting Cortact--)
“;:':Z Suceessfil
Timeout
Linsiceessfil
The following sections describe the three output branches of the Get Digit String
step:
e The Timeout Output Branch, page 12-30
e The Unsuccessful Output Branch, page 12-30
e The Successful Output Branch (of Get Digit String), page 12-30

The Timeout Qutput Branch

If the Get Digit String step does not receive input before reaching the timeout
limit, the script executes the Timeout output branch, and the script skips the rest
of the output branches of the Simple Recognition step and falls through to the
second Play Prompt step (see The Play Prompt Step, page 12-79).

The Unsuccessful Output Branch

If the Get Digit String step is unsuccessful in receiving valid input, the script
executes the Unsuccessful output branch, and the script skips the rest of the output
branches of the Simple Recognition step and falls through to the second Play
Prompt step (see The Play Prompt Step, page 12-79).

The Successful Output Branch (of Get Digit
String)

If the Get Digit String step successfully receives caller input, the script executes
the Successful output branch.
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Figure 12-13 shows the scripting of the Successful output branch of the Get Digit
String step.

Figure 12-13 Get Digit String—Successful Branch Scripting

=Rd ]
IJ:'I—H{: If (extnifer == " Than
FE True
== Set prefixPrompt = SPIAAAlvalidExtn] + DP[S00]
=2 If (attempts = MaxRetry ) Then

True

+ Increment sttempts
Goto MainMeny

False

ﬁ False

prompt = Create Generated Prompt telephone number (extnifer)

/% Localize based on Language ¥/

prompt = Create Language Promgt (L&) protpt + SPLALWACallingE:xdn], Lko]: prompt + SPLALWACAlInGE:dn], .0
2 Implicit Confirmation (--Triggering Cortact--, promgt)

fﬂ—'ﬁ Hig
[S={3 If (sttempts < MaxRetry ) Then
=17 Toue
— A% Flush Input Buffer in case the caller pushed multiple times on the keys
to stop the transfer.
We need to do it here because the GetDigititring that cqueries for the
extension doesn't flush the buffer.
WNow we could also have replace the GetDigititring step for a
ExtendedFetDigititep ahd dynamically change the boolean wariable used
for the FlushInputBuffer property to he true hefore we branch there.
=
—:@J Play Prompt (--Triggering Contact--| P[[D
—-i- incremert a"r'tempis
—Cﬁ prompt = Create Cortainer Prompt Escalation (prefixPrompt + menuPromgt || menuPrompt)
3 Goto Dia/ByExtn
—ﬁ False
BE-YE Yes

Configure the Successful output branch of the Get Digit String step to transfer the
call.

The Successful output branch of the Get Digit String step contains an If step,
discussed in the section that follows.
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Transferring the Call if Recognition Is Successful

Continue the aa.aef script by dragging an If step from the General palette to the
Design pane, and dropping it over the Get Digit String step. This section
determines which part of the script handles the contact.

In the customizer window of the If step, set the condition toextnXfer == """
The following sections describe the two output branches of the If step:

e The True Recognition Branch, page 12-32

e The False Recognition Branch, page 12-34

The True Recognition Branch

The True Output branch of the If step contains the following steps:
» Setting the Retry Message, page 12-32
» Configuring the Number of Retries, page 12-33

Setting the Retry Message

From the General palette, drag the Set step below the True label and set the value
of the prefixPrompt variable.

&3 gt - D\ Program Files'wlayvid'scriptsi.system'defa Zl

= General |

Variahle: mm LI

Value:  [SPlaAAAInvalidExtn] + DP[S00] L“Z,

Ok I Apply Cancel | Help |

Configure the Set Customzer window as follows:
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e Variable—prefixPrompt
The prefixPrompt is used informing the caller of the status of the call.

« Value— SP[AA\AAInvalidExtn] + DP[500]

Configuring the Number of Retries

From the General palette, drag the If step below the Set step.

&3 If - D2 Program Files'wfayvid'scriptsh system’ 5[
=
Z General
Bl Condition:

attermpts = MaxRetry lIIE
ik I Apply Cancel Help I

Configure the If step in the customizer window so that the condition reads
Attempts < MaxRetry.

The Retry Branch

The True branch of the If step contains:
e Increment Step, page 12-33
e Goto MainMenu Step, page 12-34

Increment Step

From the General palette, drag the Increment step and place it under the True
branch. In the Increment step customizer window set the value of the Increment
variable to Attempts.
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&) Increment - D= Program Filesi x|

i |Increment - Dv\Program Fileshwfavvidiscr
—2 General |
Yariahle:

atermpis [
Ok I Apply | Cancel | Help |

Goto MainMenu Step

To finish the True branch of the If step, from the General palette, drag the Goto
step under the Increment step and in the customizer window choose the
MainMenu label.

&3 Goto - D:\Program Files,wfa El

2

—=—=_ Choose Lahel:

hainikenu

Ok I Apply | Cancel | Help |

The False Recognition Branch

The False Output branch of the If transfer step contains the following steps:

* Drag a Create Generated Prompt step from the Prompt palette to the Design
pane and drop it on the False output of the Successful icon under the Get Digit
String step., page 12-35

» Use the Create Language Prompt step to localize the prompt with a specific
language., page 12-36
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dragging an Implicit Confirmation step from the Media palette to the Design
pane, and dropping it over the Create Generated Prompt step icon under the
Successful icon under the Get Digit String step., page 12-38

Confirming the Caller Input

Drag a Create Generated Prompt step from the Prompt palette to the Design pane
and drop it on the False output of the Successful icon under the Get Digit String

step.

Then configure the Create Generated Prompt step to create a prompt to play back

to the caller the digits received, in order to confirm the caller input before

transferring the call.

Figure 12-14 shows the configured Create Generated Prompt customizer window.

Figure 12-14 Configured Create Generated Prompt Customizer Window

#3} Create Generated Prompt - D:\Program Files'wfavvid'scripts’;

=B
<2

General

Generator Type: telephone.numhber

Constructor Type: {nurmhet) LI
Arguments: Mames | Values | et |

number: |E}dn}(fer |

Cwvarride Language: I L”zl

Cutput Prompt: Iprumpt LI

Ok I Apply Cancel | Help |

Configure the Create Generated Prompt customizer window as follows:
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¢ Generator Type— telephone.number
Telephone.number is the generator type.
e Constructor Type—number
Number is the constructor type.
e Argument Information list box—extnXfer
The extnXfer variable stores the results of the number constructor.
e Override Language

Optional. Use only if the resulting prompt is played in a different language
than the one defined by the contact in which the prompt is played back.

¢ Output Prompt—prompt

The prompt variable stores the value that results from this step.

Localizing the Prompt Language

Use the Create Language Prompt step to localize the prompt with a specific
language.
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Figure 12-15 Configured Create Language Prompt Customizer Window

#3 Create Language Prompt - D:Program Files\wfavvidiscripts’ systembdef 5[
iz General
Options: Languages Prompts | A, |
Lfia] spokentame + SPIAMAACallingMame] Madify |
L[ka] spokentlame + SPIAMAACallingMame]

L] SPAAACallingName] + spokenMame Dalztz |

Output Prompt: Iprumm ~]

Lo]04 I Apply | Cancel | Help |

Configure the Create Language Prompt customizer window as follows:
¢ Options— Language and Prompt

Enter all the languages you want and all the prompt expression names or
prompt expressions.

¢ Output Prompt— telephone.number

Enter the script variable where the prompt that results from the Create
Language Prompt step will be stored.

You can use the Create Language Prompt step to adapt concatenating prompts to
the sentence structures of different languages. For example, a normal grammar
sequence for an English sentence is Subject + Verb + Object. For a Japanese
sentence, it is Subject + Object + Verb. The selection of the prompt is based on
the standard search for a matching language. For example, assuming a language
context of {L[fr FR}, L[en GB]}, the search returns the first prompt defined for
the following languages: L[fr FR], L[fr], L[en_ GB], L[en], and finally L[ ].

See Chapter 4, “Localizing Cisco Unified CCX Scripts” for more information on
localizing scripts.
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Completing the Input Confirmation

Continue the Successful output branch of the Get Digit String step by dragging an
Implicit Confirmation step from the Media palette to the Design pane, and
dropping it over the Create Generated Prompt step icon under the Successful icon
under the Get Digit String step.

Then configure the Implicit Confirmation step to confirm the extension entered
without requiring more input from the caller.

Figure 12-16 shows the prompt tab of the configured Implicit Confirmation
customizer window.

Figure 12-16 Configured Implicit Confirmation Customizer Window

&2 Implicit Confirmation - D:'Program Files'wfavvid'scripts'systen x|

— 2. General  Prompt | It |

Prompt; m LIIZ[

Caontinue On Prompt Errors: & yes O No

Ok I Dpply Cancel | Help |

Configure the Implicit Confirmation customizer window as follows:
» General tab
— Contact—Triggering Contact
The contact that triggered this script remains the contact for this step.
— Interruptible—Yes
External events are allowed to interrupt the execution of this step.
¢ Prompt tab
— Prompt—prompt
The step plays this prompt back to the caller.

— Continue on Prompt errors—Yes
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In the event of a prompt error, the script will play the next prompt in the
sequence, or if this is the last prompt, will wait for caller input.

e Input tab
— Timeout (in sec)— 2

The caller has 2 seconds to stop the transfer before the script accepts the
confirmation and transfers the call.

The Implicit Confirmation step has two output branches: No and Yes.
The following sections describe these two output branches:
e The Caller Does Not Give Confirmation, page 12-39

¢ The Extension is Confirmed as Correct, page 12-41

The Caller Does Not Give Confirmation

If the caller interrupts the Implicit Confirmation step and thereby does not give
confirmation, the script executes the No output branch.

Configure the No output branch of the Implicit Confirmation step to Use an If step
to try again, until the maximum number of retries is reached.

The No output branch contains the following step:

¢ Configuring the Retries, page 12-39

Configuring the Retries

Configure the No output branch of the Implicit Confirmation step by dragging an
If step from the General palette to the Design pane, and dropping it over the No
icon under the Implicit Confirmation step.

Then configure the If step to allow the script to determine whether or not the
maximum number of retries has been reached, by evaluating the expression
“attempts < MaxRetry”, (“the number of attempts, as stored in the attempts
variable, is less than the maximum number of retries, as stored in the MaxRetry
variable”).

The If step has two output branches: True and False.

The following sections describe these two output branches:
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e The Caller With Retries Gives Confirmation, page 12-40
e The Caller Does Not Give Confirmation, page 12-41

The Caller With Retries Gives Confirmation

If the If step determines that the maximum number of retries has not been reached,
the script executes the True output branch.

Configure the True output branch of the If step to increment the number of retries
by one and to give the caller another try.

The True output branch of the If step contains three functional steps:

The Play Prompt Step

Continue the True output branch of the If step by dragging a Play Prompt step
from the Prompt palette to the Design pane, and dropping it over the True icon
under the If step.

Then configure the Play Prompt step to play an empty prompt, P[], in order to
flush the DTMF buffer of any digits that the script may have accumulated as part
of the previous Implicit Confirmation step.

Note  Configure the Play Prompt step with an empty prompt to enable the script to
return immediately from this step after flushing out the buffer.
The Increment Step

Continue the True output branch of the If step by dragging an Increment step from
the General palette to the Design pane, and dropping it over the Play Prompt step
icon under the True icon under If step.

Then configure the Increment step to increase the number of attempts until the
maximum number of retries is reached.
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The Goto Step

Ends the True output branch of the If step by dragging a Goto step from the
General palette to the Design pane, and dropping it over the Increment step icon
under the True icon under the If step.

Then configure the Goto step to return the caller to the beginning of the
DialByExtn Label step at the beginning of the DialByExtn output branch of the
Get Digit String step, in order to give the caller more attempts to input the proper
extension.

The Caller Does Not Give Confirmation

If the If step determines that the maximum number or retries has been reached,
the script executes the False output branch.

Configure the False output branch of the If step to skip the rest of the steps under
the Simple Recognition step and fall through to the second Play Prompt step (see
The Play Prompt Step, page 12-79).

The Extension is Confirmed as Correct

If the Implicit Confirmation step successfully confirms the extension, the script
executes the Yes output branch of the Implicit Confirmation step.

Configure the Yes output branch of the Implicit Confirmation step to transfer the
call.

The Yes output branch contains the following steps:
o Transferring the Call, page 12-41
e The If Step, page 12-45

Transferring the Call

Begin the Yes output branch of the Implicit Confirmation step by dragging a Call
Redirect step from the Call Contact palette to the Design pane and dropping it
over the Yes icon under the Implicit Confirmation step.
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As in the other two main output branches of the Simple Recognition step
(DialByName and Operator), the DialByExtn output branch contains the Call
Redirect step. This step attempts to transfer the call, which, in this case, is the
desired extension number.

As shown in Figure 12-17, the Call Redirect step has four output branches.

Figure 12-17 Call Redirect Output Branch Scripting

EI?{:Z ez
E%P Call Redirect [contact: - Triggering Contact--, extension: extri<fer]
E‘i?. Successful
ﬂ, Set Contact Info [contact; --Triggering Contact--]
- A End
=Y Busy
L= Set prefisPrompt = SPAANAABUsYE xin] + DP[E00]
E‘Jf:l Irvalid
=2 St prefisPrompt = SPAAMAAmvalidExtn] + DRS00
Eﬂ |Insucceszsiul
L= Set prefisPrompt = SPAAVAAE stn0ut0fService] + DP[5E00]
E-=f] If [ attempts < MaxRety | Then
EI‘{:Z Tue
i e Increment attempts
5}} Goto Mainkdenu

e W Fale

TITA3

The following sections describe these four output branches.
e Successfully Transferring the Call, page 12-42
* Receiving a Busy Signal, page 12-43
» Registering an Invalid Transfer Extension, page 12-44

* Unsuccessfully Transferring the Call, page 12-44

Successfully Transferring the Call

If the Call Redirect step successfully transfers the call, the script executes the
Successful output branch.

Configure the Successful output branch of the Call Redirect step to mark the
contact as Handled and to end the script.

The Successful output branch of the Call Redirect step contains two steps:
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e The Set Contact Info Step, page 12-43
¢ The End Step, page 12-43

The Set Contact Info Step

Begin the Successful output branch of the Call Redirect step by dragging a Set
Contact Info step from the Contact palette to the Design pane, and dropping it
over the Successful icon under the Call Redirect step, as shown in Figure 12-17.

Then configure the Set Contact Info step to mark the call as Handled.

Note  For reporting purposes, you should use the Set Contact Info step to mark the
contact as Handled; otherwise, reports may not show that the script successfully
handled the contact.

The End Step

Conclude the Successful output branch of the Call Redirect step by dragging an
End step from the General palette to the Design pane, and dropping it over the Set
Contact Info step icon under the Successful icon under the Call Redirect step, as
shown in Figure 12-17.

The End step ends this branch of the script.

Receiving a Busy Signal

If the Call Redirect step registers the destination extension as busy, the script
executes the Busy output branch.

Configure the Busy output branch of the Call Redirect step to set the value of the
prefixPrompt variable to inform the caller that the extension was busy.

The Busy output branch of the Call Redirect step contains the Set step.

Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)




Chapter 12 Designing a Cisco Unified IP IVR Script |

| Transferring the Call

The Set Step

Configure the Busy output branch of the Call Redirect step by dragging a Set step
from the General palette to the Design pane, and dropping it over the Busy icon
under the Call Redirect step, as shown in Figure 12-17.

Then configure the Set step to set the value of prefixPrompt to contain a system
prompt that plays back a message to the caller that the extension is busy.

Registering an Invalid Transfer Extension

If the Call Redirect step registers the destination extension as invalid, the script
executes the Invalid output branch.

Configure the Invalid output branch of the Call Redirect step to set the value of
the prefixPrompt variable to inform the caller that the extension was invalid.

The Invalid output branch of the Call Redirect step contains the Set step.

The Set Step

Configure the Invalid output branch of the Call Redirect step by dragging a Set
step from the General palette to the Design pane, and dropping it over the Invalid
icon under the Call Redirect step, as shown in Figure 12-17.

Then configure the Set step to set the value of prefixPrompt to contain a system
prompt that plays back a message to the caller that the extension is invalid.

Unsuccessfully Transferring the Call

If the Call Redirect step registers the destination extension as out of service, the
script executes the Unsuccessful output branch.

Configure the Unsuccessful output branch of the Call Redirect step to set the
value of the prefixPrompt variable to inform the caller that the extension was out
of service.

The Unsuccessful output branch of the Call Redirect step contains the Set step.
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The Set Step

Configure the Unsuccessful output branch of the Call Redirect step by dragging a
Set step from the General palette to the Design pane, and dropping it over the
Unsuccessful icon under the Call Redirect step, as shown in Figure 12-17.

Then configure the Set step to set the value of the prefixPrompt to play back a
message to the caller that the extension is out of service.

The If Step

End the Yes output branch of the Implicit Confirmation step by dragging an If step
from the General palette to the Design pane, and dropping it over the Call Redirect
step icon under the Implicit Confirmation step, as shown in Figure 12-17.

Then configure the If step to allow the script to determine whether or not the
maximum number of retries has been reached, by evaluating the expression
“attempts < MaxRetry”, (“the number of attempts, as stored in the attempts
variable, is less than the maximum number of retries, as stored in the MaxRetry
variable”).

The If step has two output branches, True and False.

The following sections describe these two output branches.
e The True Output Branch, page 12-45
e The False Output Branch, page 12-46

The True Output Branch

If the If step determines that the maximum number of retries has not been reached,
the script executes the True output branch.

Configure the True output branch of the If step to allow the caller to keep
returning to the MainMenu Label until it reaches the maximum number of retries.

The True output branch contains two steps:
e The Increment Step, page 12-46
» The Goto Step, page 12-46
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The Increment Step

Begin the True output branch of the If step by dragging an Increment step from
the General palette to the Design pane, and dropping it over the True icon under
the If step, as shown in Figure 12-17. Then configure the Increment step to
increase the numbers or retries by 1.

The Goto Step

End the True output branch of the If step by dragging a Goto step from the General
palette to the Design pane, and dropping it over the True step icon under the under
the If step, as shown in Figure 12-17.

Then configure the Goto step to send the caller back to the Label step named
MainMenu to provide the caller another opportunity to enter an extension.

The False Output Branch

If the If step determines that the maximum number of retries has been reached,
the script executes the False output branch.

Configure the False output branch of the If step to fall through to the second Play
Prompt step (see The Play Prompt Step, page 12-79).

The DialByName Output Branch of the Simple
Recognition Step

If the caller chooses menu option “2” (press or say to enter the name of a person)
when given the option by the Simple Recognition step, the script executes the
DialByName output branch.

Configure the DialByName output branch of the Simple Recognition step to
receive the name of the person the caller desires to reach.
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Figure 12-18 shows the scripting under the DialByName output branch of the
Simple Recognition step.

Figure 12-18 DialByName Output Branch Scripting

A DiglByName:
258 prompt = Create Container Prompt Concatenation (prefixPrompt + namePrompt)
—[@ #* Clear Prefix */

[F—=t Implicit Confirmation (--Triggering Contact--, prormpt])

ﬁ Mo
‘z:i Yes
—== Set prefixPromgpt = P[]
El—":ﬁ uzer = Mame Ta Uszer (--Triggering Contact--, prompt)
TE Successtul
2:2 Timeout
TR tnsuccessiul
ﬂ Cpergtar

The DialByName output branch contains four functional steps, the last of which
is described in its own section:

The Label Step, page 12-47
The Create Container Prompt Step, page 12-48

Continue the Successful output branch of the Get Digit String step by
dragging an Implicit Confirmation step from the Media palette to the Design
pane, and dropping it over the Create Generated Prompt step icon under the
Successful icon under the Get Digit String step., page 12-38

The Set Step, page 12-48
The Name To User Step, page 12-48

The Label Step

Begin the DialByName output branch of the Simple Recognition step by dragging
a Label step from the General palette to the Design pane, and dropping it over the
DialByName icon under the Simple Recognition step icon, as shown in

Figure 12-18.

Then name the Label step DialByName to provide a target for the script to provide
the caller more opportunities if necessary to enter a name successfully.
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The Create Container Prompt Step

Continue the DialByName output branch of the Simple Recognition step by
dragging a Create Container Prompt step from the Prompt palette to the Design
pane, and dropping it over the Label step icon under the DialByName icon under
the Simple Recognition step icon, as shown in Figure 12-18.

Then configure the Create Container Prompt step to create a prompt that asks the
caller to enter the name of the desired person.

The Set Step

Continue the DialByName output branch of the Simple Recognition step by
dragging a Set step from the General palette to the Design pane, and dropping it
over the Create Container Prompt step icon under the Simple Recognition step
icon, as shown in Figure 12-18.

Then configure the Set step to clear the value of the prefixPrompt variable, so
that it can be assigned by subsequent steps.

The Name To User Step

End the DialByName output branch of the Simple Recognition step by dragging
a Name To User step from the Media palette to the Design pane, and dropping it
over the Set step icon under the Simple Recognition step icon, as shown in
Figure 12-18.

Then configure the Name To User step to allow the caller to find a user based on
either DTMF digits or spoken input from the caller.

The Name To User customizer window has three tabs: General, Prompt, and
Input.
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Figure 12-19 shows the configured General tab of the Name To User customizer
window.

Figure 12-19 Name To User Customizer Window—Configured General Tab

&3 Name To User - D:\Program Files'wfavvid'scripts'system’ defaulk x|

S8

General | Promptl Inpu‘tl Filter'

Contact: - ering Contact-

Interruptinle:  Yes Mo

Operator: # ves Mo

Result User: IUSEI’ LI

QR I Apply | Cancel | Helg |

Configure the Name To User customizer window as follows:
¢ General tab
— Contact—Triggering Contact
The contact that triggered the script remains the contact for this step.
— Interruptible—Yes
External events can interrupt the playback of the prompt.
— Operator—Yes

The script gives the caller the option to connect to an operator by
pressing “0” or saying “operator” in the appropriate language.

— Result User—user

The user variable stores the user object that maps to the selection of the
caller.

e Prompt tab
— Prompt—prompt

The prompt variable stores the custom prompt the script plays back to
the caller.
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Match Threshold—4

If the number of matches is less than 4, the script prompts the caller to
choose the correct entry from the list of matches. If the number of
matches is greater than or equal to 4, the script prompts the caller to enter
additional letters to reduce the number of matches.

Barge In—Yes

The caller can respond without first having to listen to the playback of
the entire prompt.

Continue On Prompt Errors—Yes

If a prompt error occurs, the script continues to play the next prompt, or,
if this prompt is the last in the sequence, the script waits for caller input.

e Input tab

Initial Timeout (in sec)—5

The step times out if the script receives no input within 5 seconds after
playing back the prompt.

Interdigit Timeout (in sec)—3

The step times out if the script receives no input between digits for 3
seconds.

Maximum Retries—5
The maximum number of retries is 5.
Flush Input Buffer—No

The script saves input previously entered by the caller.

« Filter tab

Input Length—30

Specifies that the script automatically triggers a lookup when the caller
enters 30 digits.

Terminating Digit—#
The terminating digit is “#”.
Cancel Digit—*

The cancel digit is “*”.
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The Name To User step has four output branches: Successful, Timeout
Unsuccessful and Operator.

The Timeout and Unsuccessful output branches need no scripting. If the step
times out, the script falls through to the second Play Prompt step (see The Play
Prompt Step, page 12-79). If an invalid entry is made, after 5 attempts the script
also falls through to the second Play Prompt step (see The Play Prompt Step,
page 12-79).

Two output branches require scripting, each of which is described in its own
section:

e The Successfully Receiving Caller Input, page 12-51
e The Operator Output Branch of the Simple Recognition Step, page 12-73

The Successfully Receiving Caller Input

If the Name to User step successfully receives caller input, the script executes the
Successful output branch.

Then configure the Successful output branch of the Name To User step to receive
confirmation of the name from the caller and to transfer the call.

The steps under this branch are similar to the steps under the Successful output
branch of the Get Digit String step above (See The Get Digit String Step,

page 12-29); the script requests confirmation, and redirects the call to the desired
extension.
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Figure 12-20 shows the scripting under the Successful output branch of the Name
To User step.

Figure 12-20 Name To User—Successful Output Branch Scripting

IJ;'I—tﬁ uzer = Mame To U (--Triggering Contact--, prompt)
-1 Sucesssini
?ﬁ et Uszer Info (user)
=[] If (spokentlame == null) Then
i True
|—= Set prompt = SP[AAVACElInG]
U7 False
/% Localize hased on Langquage */
protpt = Creste Language Promgt (L[] spokeniame + SPIAAMACalingMName], L[ko]: spokenblatne + SP{AAMACalingMame], ..)
S Implicit Confirmation (--Triggering Contact--, prompt)
- Na
— 4% Fall back to Spelling proupt if there iz no spoken nawme and TTS is not awvailable. */
—cffé fullMamePrompt = Creste Generated Prompt fullname (firstMame, lastMame)
—cﬁ tt=Prompt = Creste Generated Prompt fullname (firstiame, laztiame, )
—@ prompt = Create Conditional Prompt (spokeniarme == null 7 ttsPromgt ||| fullamePrampt © P[] + spokeniame)
[—={] If (a=r) Then
—Cﬁ prompt = Creste Container Prompt Concatenation (prampt)
— /% %Set needs to be rewoved as soon as the step is fixed to support
grammar expressions T/
== Set grammar = SGALWLAWERTOCal]
+ Zi. Explicit Confirmation (--Triggering Contact--, prompt, grammar)
=[] If (attempts = MaxRetry ) Then
== Ves
A xer:
— 4% Check if extension exist as the new NaweTolUser step can return users
that do not hawe dewvices associated with them. */
{3 If (exdnifer = null) Then
[ If (attempts < MaxRetry ) Then

The Successful output branch of the Name To User step contains three main steps,
the last of which is discussed in its own section:

e The Get User Info Step, page 12-53
e The If Step, page 12-54
e The Implicit Confirmation Step, page 12-54
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The Get User Info Step

Begin the Successful output branch of the Name To User step by dragging a Get
User Info step from the User palette to the Design pane, and dropping it over the
Successful icon under the Name To User step icon, as shown in Figure 12-20.

Then configure the Get User Info step to make user attributes available to the
script. Figure 12-21 shows the configured customizer window for the Get User
Info step.

Figure 12-21 Configured Get User Info Customizer Window

#3 Get User Info - D:\Program Files',wfayvid',scripts'syste ﬂ
b7
iz General
User:
Aftributes: Marres Variables || st |
Full Marme: narme
Clear
Last Marme: lastMarme —l
First Marme: firstharme
Extension: extnixfer
Email:
Identifier;
Spoken Mame: spokenklame

Ok I Apply Cancel | Help |

Configure the Get User Info customizer window as follows:
e User—user

Specifies user as the variable that holds a handle to the user information
selected by the Name To User step.

« Attribute/Variable text box
— Full Name—name
— Extension—extnXfer

— Spoken Name—spokenName
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The If Step

Continue the Successful output branch of the Name To User step by dragging an
If step from the General palette to the Design pane, and dropping it over the Get
User Info step icon under the Name To User step icon, as shown in Figure 12-20.

Then configure the If step to create a prompt based on whether or not a recording
of the spoken name of the person whose extension is being called is available.

The If step evaluates the Boolean expression spokenName==null; or, the value of
the Document variable spokenName is equal to null.

The If step has two output branches: True and False. (See Figure 12-20.)
The following sections describe the two output branches of the If step:

e The True Output Branch, page 12-54

e The False Output Branch, page 12-54

The True Output Branch

If the If step determines that a recording of the spoken name of the person whose
extension is being called is not available, the script executes the True output
branch.

Configure the True output branch of the If step to instruct prompt to play the
system prompt SP[AA/AACalling], which does not speak the name of the person
being called.

The False Output Branch
If the If step determines that a recording of the spoken name of the person whose
extension is being called is available, the script executes the False output branch.

Configure the False output branch of the If step to instruct prompt to play the
system prompt SP[AA/AACallingName], which is then followed by the spoken
name.

The Implicit Confirmation Step

End the Successful output branch of the Name To User step by dragging an
Implicit Confirmation step from the Media palette to the Design pane, and
dropping it over the If step icon under the Name To User step icon, as shown in
Figure 12-20.
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Then configure the Implicit Confirmation step to implicitly confirm the name
entered without demanding more input from the caller.

The Implicit Confirmation step performs in a similar way to the DialByExtn
section above. (See Localizing the Prompt Language, page 12-36).

The Implicit Confirmation Step has two output branches: No and Yes. (See
Figure 12-20.)

The following sections describe the two output branches of the Implicit
Confirmation step:

* The No Output Branch of the Simple Recognition Step, page 12-55
e The Yes Output Branch, page 12-66

The No Output Branch of the Simple Recognition

Step

If the Implicit Confirmation step does not successfully confirm the choice of the
caller, the script executes the No output branch.

Configure the No output branch of the If step to create a prompt that will then
provide the caller an opportunity to explicitly confirm the choice.
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Figure 12-22 shows the scripting under the No output branch of the Implicit
Confirmation step.

Figure 12-22 Name To User—No Output Branch of Implicit Confirmation Step

—?ﬁ et Uszer Info (uzer)
— A% Fall back to 5Spelling prompt if there is no spoken name and TTS is not awailahle. %/
— A% We could not recognize anything or transfer anywhere */
—c:% fullMamePrampt = Create Generated Prompt fullhame (firsthame, lasthame)
—c:% tt=Prompt = Creste Generated Prompt fullhame (firstMame, lastMame, ..
—@ prompt = Create Conditional Praompt (spokentame == null 7 ttzPrompt ||| fulMamePrompt © P[] + spokenMame)
[—]—-[: If (arsr) Then
True
/% Localize based on Lancgquage */
prompt = Create Language Prompt (L[is] prompt + SPIASMAWVWER2Call_ASR], L[ko] prompt + SPALW ANEent2Call_ASR], .0
False
|—= Set prompt = promgt + DP250] + SPA AW AWVEN2Call]
—Cﬁ prompt = Create Container Prompt Concatenation (prompt)
— A% Bet needs to be remowed as soon as the step iz fixed to support
grammar expressions ¥
—== Set grammar = SGALLW ANaRTaCal]
[—]—ZJ|. Explict Confirmation (--Triggering Contact-- prompt, gramemar)
f—]—ﬁ Yes
l—{ﬁ Goto Xfer
—ﬁ Mo
—ﬁ Timeaut
—ﬁ Errar

=={3 If (sttempts = MaxRetry ) Then

f—]—ﬁ True
+ Increment attempts
Goto DigiByName

—ﬁ False

El—ﬁ Yes

The No output branch of the Implicit Confirmation step contains nine functional
steps:

e Get User Info Step, page 12-57

e The First Create Generated Prompt Step, page 12-57

e The Second Create Generated Prompt Step, page 12-58
e The First Create Conditional Prompt Step, page 12-59
e The If Step, page 12-60
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e The Create Container Prompt Step, page 12-61
e The Set Step, page 12-62

¢ The Explicit Confirmation Step, page 12-62

e The If Step, page 12-65

Get User Info Step

The purpose of this step is to fall back to a spelling prompt if the name is not
spoken or text to speech is not available. See The Get User Info Step, page 12-53
for an explanation of how to configure this step.

The First Create Generated Prompt Step

Drag a Create Generated Prompt step from the Prompt palette to the Design pane,
and drop it on the False output of the Successful icon under the Get User Info step.

Then configure the Create Generated Prompt step to create a prompt to play back
to the caller the digits received, in order to confirm the caller input before
transferring the call.

Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)




Chapter 12 Designing a Cisco Unified IP IVR Script |

M TheNo Output Branch of the Simple Recognition Step

Figure 12-23 shows the configured Create Generated Prompt customizer window.

Figure 12-23 Create Generated Prompt customizer window
#3) Create Generated Prompt - D:%Program Filesiwfayvid'scripks's ﬂ
iz General
Generator Type: fullname
Constructar Type: ffirstname, lastname) ll
Arguments: Marres | Values || st |
firsthame: firstharme
lastname: lastMarme

Cwerride Language: I LII]

Qutput Prompt: ITuIINameF'rDmpt LI

Ok I Apply Cancel | Help |

The Second Create Generated Prompt Step

Enter a second Create Generated Prompt step.
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#3 Create Generated Prompt - D Program Files'wfavvid' scriptst |

2

Genersl

Generator Type: fullname

Constructar Type: ifirstname, lastname, tts) LI
Arguments: Marnes | Walues | e |
firstname: firsttame
lastname: lastMame
tts: true

Ciwerride Language: | ﬂlzl

Output Prampt: |115Pru:umpt LI

Ok I Apply Cancel | Help |

The First Create Conditional Prompt Step

Begin the No output branch of the Implicit Confirmation step by dragging a
Create Conditional Prompt step from the Prompt palette to the Design pane, and
dropping it over the No output branch icon under the Implicit Confirmation step
icon, as shown in Figure 12-22.

Then configure the first Create Conditional Prompt step to create a prompt based
on whether or not the variable spokenName is null. (The spokenName variable
is not null if a spoken name exists for the selected user in the directory.)

If it is true that spokenName is null, the prompt plays the prompt S[name], which
corresponds to the name of the user spelled back one letter at a time. If the
expression is false, (which means there is a recording of the name of the person),
the prompt plays P[] + spokenName.
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The If Step

Continue the No output branch of the Implicit Confirmation step by dragging an
If step from the General palette to the Design pane, and dropping it under the first
Create Conditional Prompt step icon under the Implicit Confirmation step icon,

as shown in Figure 12-22.

In the If customizer window, set the condition as ASR.

True Branch—Create Language Prompt

From the Prompt palette, drag a Create Language Prompt step to the Design pane
and drop it in the True branch. In the customizer window of the Create Language
Prompt step, enter the languages and prompts. For more information on
configuring this step, see Localizing the Prompt Language, page 12-36.

&3 Create Language Prompt - D:'Program Files'wfayvid'scripts’ syste x|
iz General
Options: Languagesl Prompts | Add... |
Lfjal prompt + SPAAASWant2Call_ASR] Wiy |
L[ka] prompt + SPAAAMA ant2Call_ASR]
L SP[ARAMNaNt2Call_ASR] + prompt Delste |
Cutput Prompt: Iprompt LI

Ok I Apaly Cancel | Help |
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False Branch—Set Prompt

From the General palette, drag a Set step to the Design pane and drop it in the
False branch. In the customizer window of the Set step, select the variable
Prompt, and enter prompt + DP[250] + SP[AA\AAWant2Call] as its value.

Then configure the second Create Conditional Prompt step to create a prompt
based on whether or not ASR is enabled for this call. If ASR is enabled, the script
plays SP[AA/AAWant2Call_ASR] + prompt (for example, “Do you want to call
John Doe?”). If ASR is not enabled for this call, then the script plays

prompt + DP[250] + SP[AA/AAWant2Call] (for example, “John Doe, is this the
name of the person you want to call?”.

The Create Container Prompt Step

Continue the No output branch of the Implicit Confirmation step by dragging a
Create Container Prompt step from the Prompt palette to the Design pane, and
dropping it on the If step icon under the Implicit Confirmation step icon.

&3 Create Container Prompt - D:Program Fileswfavvidiscriptsis x|
EZ zeneral

Tipe: Concatenation

Prompts: Walles | A |

prompt | oty

Delete |

[

[rasr |

Override Language: I L”z,

Output Prampt: Iprompt ﬂ

Ok I Ay Cancel | Help |
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The Set Step

Continue the No output branch of the Implicit Confirmation step by dragging a
Set step from the Prompt palette to the Design pane, and dropping it over the
second Create Conditional Prompt step icon under the Implicit Confirmation step
icon, as shown in Figure 12-22.

Then configure the Set step to assign the system grammar
SG[AA/AAWantToCall] to the grammar variable. This choice instructs the script
how to interpret spoken input from the caller.

The Explicit Confirmation Step

Continue the No output branch of the Implicit Confirmation step by dragging an
Explicit Confirmation step from the Media palette to the Design pane, and
dropping it over the Set step icon under the Implicit Confirmation step icon, as
shown in Figure 12-22.

Then configure the Explicit Confirmation step to make an explicit confirmation
of the name of the desired person.
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Figure 12-24 shows the configured Prompt tab of the Explicit Confirmation
customizer window.

Figure 12-24 Explicit Confirmation Customizer Window—Configured Prompt Tab

#2 Explicit Confirmation - D:\Program Files'wfavvid\scriptssystem'd il

E General  Prompts I Inputl Filterl

Initial Prompt prompd =]
Error Prompt; IFJFUmm ﬂlz,
Timeaut Prampt: IanmDT ﬂlz,

Barge In: @ ves € No

Continue On Prompt Errars: @ ves  ( No

CK I Apply | Cancel | Helg |

Configure the Explicit Confirmation customizer window as follows:

* General tab
— Contact—Triggering Contact
The contact that triggered the script remains the contact for this step.
— Interruptible—Yes
External events can interrupt the playback of the prompt.
*  Prompt tab
— Initial Prompt—prompt
The prompt variable stores the first prompt.
— Error Prompt—prompt
The prompt variable plays in the event of an input error.
— Timeout Prompt—prompt
The prompt variable plays if the timeout limit is reached.

— Barge In—Yes
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The caller can respond without first having to listen to the playback of
the entire prompt.

— Continue on Prompt Errors—Yes

If a prompt error occurs, the script continues to play the next prompt, or,
if this is the last prompt in the sequence, the script waits for caller input.

e Input tab
— Timeout (in sec)—S5

After playing all prompts, the script waits 5 seconds for initial input from
the caller before re-attempting with a timeout error, or, if this was the last
attempt, the script executes the Timeout output branch.

— Maximum Retries—3

The script will attempt a maximum of 3 retries to receive confirmation
before executing the Unsuccessful output branch.

— Flush Input Buffer—Yes
The step erases previous input.
« Filter tab
— Grammar—grammar

This variable is assigned the value SG{AA/AAWantToCall] by the Set
step in the preceding section.

The Explicit Confirmation step has four output branches: Yes, No, Timeout, and
Error.

The No, Timeout, and Error output branches do not require scripting. The script
falls through to the If step (see The If Step, page 12-65) to allow the caller more
attempts to confirm until the maximum retries limit is reached, after which the
script falls through to the Play Prompt step at the same level as the Simple
Recognition step. (See Figure 12-1.)

The following section describes the Yes output branch:

e The Yes Output Branch, page 12-64

The Yes Output Branch

If the Explicit Confirmation step successfully receives confirmation from the
caller, the script executes the Yes output branch.
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Configure the Yes output branch of the Explicit Confirmation step to direct the
script to the Xfer Label step under the Yes output branch of the Implicit
Confirmation step (see The Label Step, page 12-68), which contains the steps
necessary to redirect the call to the desired extension.

The If Step

Finish the No output branch of the Implicit Confirmation step by dragging an If
step from the General palette to the Design pane, and dropping it over the Explicit
Confirmation step icon, as shown in Figure 12-22.

Configure the If step to determine whether or not the maximum number of retries
has been reached, by evaluating the expression “attempts < MaxRetry”; or “the
number of attempts (as stored by the attempts variable) is less than the maximum
retries value stored in the MaxRetry variable.”

The If step has two output branches, True and False. (See Figure 12-22.)
The following sections describe the two output branches of the If step:

¢ The True Output Branch, page 12-65

¢ The False Output Branch, page 12-66

The True Output Branch

If the If step determines that the maximum number of retries has not been reached,
the script executes the True output branch.

Configure the True output branch of the If step to provide the caller with another
opportunity to enter the name of the desired person.

The following sections describe the two steps under the True output branch of the
If step:

e The Increment Step, page 12-65
e The Goto Step (DialByName), page 12-66

The Increment Step

Begin the True output branch of the If step by dragging an Increment step from
the General palette to the Design pane, and dropping it under the True icon under
If step, as shown in Figure 12-22.
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Then configure the Increment step to increase the value of the attempts variable
by 1.

The Goto Step (DialByName)

End the True output branch of the If step by dragging a Goto step from the General
palette to the Design pane, and dropping it over the Increment step icon under the
True icon under the If step, as shown in Figure 12-22.

Then configure the Goto step to return the caller to the beginning of the
DialByName Label step at the beginning of the DialByName output branch of the
Name to User step, in order to give the caller more attempts to input the proper
name.

The False Output Branch

If the If step determines that the maximum number of retries has been reached,
the script executes the False output branch, and the script also falls through to the
second Play Prompt step (see The Play Prompt Step, page 12-79).

The Yes Output Branch

If the Implicit Confirmation step is successful, the script executes the Yes output
branch.

Configure the Yes output branch of the If step to redirect the call to the desired
extension.
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Figure 12-25 shows the scripting under the Yes output branch of the Implicit
Confirmation step.

Figure 12-25 Name To User—Yes Output Branch of Implicit Confirmation Step

IJ:'|—'?__ Implic'ft Confirmation (--Triggering Contact--, prompt)

7
= Yes
—&l Mer:

— /% Check if extension exist as the new NameTolUser step can return users
that do not have devices associated with them., */

{3 If (exdnXfer = null) Then

I.J—J—'i;l Trug

# Call Redirect (--Triggering Contact-- to extridfer)

= 'ﬁ Snceessiil

tﬁ Set Contact Info (- Triggering Contact--, handled)

A End
= ﬁ Busy
|—= Set prefixPrompt = SP[AARABUsyExtn] + DP[S00]
T favalid
L == set prefixPrompt = SPA&WAvEldE:n] + DP[500]
=Y Unsuccessful
I—=.' Set prefixPrompt = SP[ASBAENCOTService] + DP[S00]
El—?f;& False
L=zt prefixPrampt = SPLAAY &nyvalidE:xtn] + DP[S00]
[=-={1 If (sttempts = MaxRetry ) Then

LJ—J—'@ True
+ Increment sttempts
zoto Mainleny
—ﬂ False

The Yes output branch of the Implicit Confirmation step contains three functional
steps directly underneath it:

e The Label Step, page 12-68
e The First If Step, page 12-68
e The Second If Step, page 12-72
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The Label Step

The First If Step

Begin the Yes output branch of the Implicit Confirmation step by dragging a Label
step from the General palette to the Design pane, and dropping it over the Yes icon
under the Implicit Confirmation step icon, as shown in Figure 12-25.

Then configure the Label step to provide a target for the Yes output branch of the
Explicit Confirmation step.

Continue the Yes output branch of the Implicit Confirmation step by dragging an
If step from the General palette to the Design pane, and dropping it over the Label
step icon under the Implicit Confirmation step icon, as shown in Figure 12-25.

Then configure the first If step to direct the script based on whether or not the
desired extension exists, by evaluating the expression “extnXfer !=null”; or, “the
value of the extnXfer variable (which stores the extension number) is not null.”

The If step has two output branches, True and False. (See Figure 12-25.)
The following sections describe the two output branches of the If step:

e The False Output Branch, page 12-68

e The True Output Branch, page 12-68

The False Output Branch

If the If step finds no extension exists for the selected user, the script executes the
False output branch.

Configure the Set step underneath the False output branch to set the value of a
prompt that will be played back to inform the caller that the extension was invalid.

The True Output Branch

If the If step evaluates the desired extension as valid, the script executes the True
output branch.

Configure the True output branch of the If step to transfer the call.
The If step contains one step, described in its own section:

e The Call Redirect Step, page 12-69
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The Call Redirect Step

Begin the True output branch of the first If step by dragging a Call Redirect step
from the Call Contact palette to the Design pane, and dropping it over the True
icon under the first If step icon, as shown in Figure 12-25.

As in the other two main output branches of the Simple Recognition step
(DialByExtn and Operator), the DialByName output branch contains the Call
Redirect step, which attempts to transfer the call, in this case, the desired
extension number.

The Call Redirect step has four output branches:
e The Successful Output Branch, page 12-69
e The Busy Output Branch, page 12-70
e The Invalid Output Branch, page 12-71
¢ The Unsuccessful Output Branch, page 12-71

Note  Adding a2 second delay is a best practice when you have a script that performs a
a transfer or redirect to another script. Without the delay, there will be a timing
issue. When a transfer or redirect occurs, a call leg is initiated. If the transfer or
redirect completes and then another transfer or redirect occurs, the call leg from
the second transfer or redirect can get stuck. In this case, the second transfer or
redirect fails. Adding a delay ensures that the second transfer or redirect leg can
complete before continuing through the script.

The Successful Output Branch

If the Call Redirect step successfully transfers the call, the script executes the
Successful output branch.

Configure the Successful output branch of the Call Redirect step to mark the
contact as Handled and to end the script.

The Successful output branch of the Call Redirect step contains two steps:
e The Set Contact Info Step, page 12-70
e The End Step, page 12-70
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Note

The Set Contact Info Step

Begin the Successful output branch of the Call Redirect step by dragging a Set
Contact Info step from the Contact palette to the Design pane, and dropping it
over the Successful icon under the Call Redirect step, as shown in Figure 12-25.

Then configure the Set Contact Info step to mark the call as Handled.

For reporting purposes, you should use the Set Contact Info step to mark the
contact as Handled; otherwise, reports may not show that the script successfully
handled the contact.

The End Step

Conclude the Successful output branch of the Call Redirect step by dragging an
End step from the General palette to the Design pane, and dropping it over the Set
Contact Info step icon under the Successful icon under the Call Redirect step, as
shown in Figure 12-25.

The End step ends the script and releases all system resources.

The Busy Output Branch

If the Call Redirect step registers the destination extension as busy, the script
executes the Busy output branch.

Configure the Busy output branch of the Call Redirect step to set the value of the
prefixPrompt variable to inform the caller that the extension was busy.

The Busy output branch of the Call Redirect step contains the Set step.

The Set Step

Configure the Busy output branch of the Call Redirect step by dragging a Set step
from the General palette to the Design pane, and dropping it over the Busy icon
under the Call Redirect step, as shown in Figure 12-25.

Then configure the Set step to set the value of prefixPrompt to contain a system
prompt that will play back a message to the caller that the extension is busy when
the script falls through to the final Play Prompt step (see The Call Redirect Step,
page 12-80).
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The Invalid Output Branch

If the Call Redirect step registers the destination extension as invalid, the script
executes the Invalid output branch.

Configure the Invalid output branch of the Call Redirect step to set the value of
the prefixPrompt variable to inform the caller that the extension was invalid.

The Invalid output branch of the Call Redirect step contains the Set step.

The Set Step

Configure the Invalid output branch of the Call Redirect step by dragging a Set
step from the General palette to the Design pane, and dropping it over the Invalid
icon under the Call Redirect step, as shown in Figure 12-25.

Then configure the Set step to set the value of prefixPrompt to contain a system
prompt that plays back a message to the caller that the extension is invalid when
the script falls through to the final Play Prompt step (see The Call Redirect Step,
page 12-80).

The Unsuccessful Output Branch

If the Call Redirect step registers the destination extension as out of service, the
script executes the Unsuccessful output branch.

Configure the Unsuccessful output branch of the Call Redirect step to set the
value of the prefixPrompt variable to inform the caller that the extension was out
of service.

The Unsuccessful output branch of the Call Redirect step contains the Set step.

The Set Step

Configure the Unsuccessful output branch of the Call Redirect step by dragging a
Set step from the General palette to the Design pane, and dropping it over the
Unsuccessful icon under the Call Redirect step, as shown in Figure 12-25.

Then configure the Set step to set the value of prefixPrompt contain a system
prompt that plays back a message to the caller that the extension is out of service
when the script falls through to the final Play Prompt step (see The Call Redirect
Step, page 12-80).
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The Second If Step

End the Yes output branch of the Implicit Confirmation step by dragging a second
If step from the General palette to the Design pane, and dropping it over the first
If step icon under the Implicit Confirmation step icon, as shown in Figure 12-25.

Then configure the second If step to direct the script based on whether or not the
maximum number of retries has been reached, by evaluating the expression
“attempts < MaxRetry”; or, “the number of attempts, as stored in the attempts
variable, is less than the maximum number of retries allowed, as stored in the
MaxRetry variable”).

The If step has two output branches, True and False. (See Figure 12-25.)
The following sections describe the two output branches of the If step:

* The False Output Branch, page 12-72

e The True Output Branch, page 12-72

The False Output Branch

If the second If step finds that the maximum number of retries has been reached,
the script executes the False output branch, and the script falls through to the final
Play Prompt step (see The Call Redirect Step, page 12-80).

The True Output Branch

If the If step finds that the maximum number of retries has not been reached, the
script executes the True output branch.

Configure the True output branch of the If step to provide more opportunities for
the caller to successfully enter a name.

The True output branch of the If step contains two functional steps:
e The Increment Step, page 12-72
¢ The Goto Step, page 12-73

The Increment Step

Begin the True output branch of the second If step by dragging an Increment step
from the General palette to the Design pane, and dropping it over the True icon
under the True icon under the If step, as shown in Figure 12-25.

Then configure the Increment step to increase the value of the attempts variable
by 1.

J  Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)




| Chapter 12 Designing a Cisco Unified IP IVR Script
The Operator Output Branch of the Simple Recognition Step ||

The Goto Step

End the True output branch of the second If step by dragging a Goto step from the
General palette to the Design pane, and dropping it over the Increment step icon
under the True icon under the If step, as shown in Figure 12-25.

Then configure the Goto step to return the caller to the beginning of the
DialByName Label step at the beginning of the DialByName output branch of the
Get Digit String step, in order to give the caller more attempts to input the proper
extension.

The Operator Output Branch of the Simple
Recognition Step

If the caller chooses menu option “3” (press or say to speak to an operator) when
given the option by the Simple Recognition step, the script executes the Operator
output branch.

Then configure the Operator output branch of the Simple Recognition step to
transfer the call to an operator.
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Figure 12-26 shows the scripting under the Operator output branch of the Simple
Recognition step.

Figure 12-26 Simple Recognition—Operator Output Branch
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[=={3 If (attempts < MaxRetry ) Then
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False

R Timeout
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The Operator output branch of the Simple Recognition step contains three steps,
each of which is described in its own section:

e The Label Step (Xfer Operator), page 12-74
e The Call Redirect Step, page 12-75
e The If Step, page 12-77

The Label Step (Xfer Operator)

Begin the Operator output branch of the Simple Recognition step by dragging a
Label step from the General palette to the Design pane, and dropping it over the
Operator icon under the Simple Recognition step icon, as shown in Figure 12-26.

Then configure the Label step to provide a target for the Goto step.
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The Call Redirect Step

Continue the Operator output branch of the Simple Recognition step by dragging
a Call Redirect step from the Call Contact palette to the Design pane, and
dropping it over the Label step icon under the Simple Recognition step icon, as
shown in Figure 12-26.

As in the other two main output branches of the Simple Recognition step
(DialByExtn and DialByName), the Operator output branch contains the Call
Redirect step, which attempts to transfer the call, in this case to the operator.

For examples using this step, see Chapter 18, “Designing Cisco Unified Gateway
Scripts.”

The Call Redirect step has four output branches:
e The Successful Output Branch, page 12-75
e The Busy Output Branch, page 12-76
¢ The Invalid Output Branch, page 12-76
¢ The Unsuccessful Output Branch, page 12-77

The Successful Output Branch

Note

If the Call Redirect step successfully transfers the call, the script executes the
Successful output branch.

Configure the Successful output branch of the Call Redirect step to transfer the
call.

The Successful output branch of the Call Redirect step contains two steps:

The Set Contact Info Step

Begin the Successful output branch of the Call Redirect step by dragging a Set
Contact Info step from the Contact palette to the Design pane, and dropping it
over the Successful icon under the Call Redirect step, as shown in Figure 12-26.

Then configure the Set Contact Info step to mark the call as Handled.

For reporting purposes, you should use the Set Contact Info step to mark the
contact as Handled; otherwise, reports may not show that the script successfully
handled the contact.
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The End Step

Conclude the Successful output branch of the Call Redirect step by dragging an
End step from the General palette to the Design pane, and dropping it over the Set
Contact Info step icon under the Successful icon under the Call Redirect step, as
shown in Figure 12-26.

The End step ends the script and releases all system resources.

The Busy Output Branch

If the Call Redirect step registers the destination extension as busy, the script
executes the Busy output branch.

Configure the Busy output branch of the Call Redirect step to set the value of the
prefixPrompt variable to inform the caller that the extension was busy.

The Busy output branch of the Call Redirect step contains the Set step.

The Set Step

Configure the Busy output branch of the Call Redirect step by dragging a Set step
from the General palette to the Design pane, and dropping it over the Busy icon
under the Call Redirect step, as shown in Figure 12-26.

Then configure the Set step to set the value of prefixPrompt to contain a system
prompt that plays back a message to the caller that the extension is busy.

The Invalid Output Branch

If the Call Redirect step registers the destination extension as invalid, the script
executes the Invalid output branch.

Configure the Invalid output branch of the Call Redirect step to set the value of
the prefixPrompt variable to inform the caller that the extension was invalid.

The Invalid output branch of the Call Redirect step contains the Set step.

The Set Step

Configure the Invalid output branch of the Call Redirect step by dragging a Set
step from the General palette to the Design pane, and dropping it over the Invalid
icon under the Call Redirect step, as shown in Figure 12-26.
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Then configure the Set step to set the value of prefixPrompt to contain a system
prompt that plays back a message to the caller that the extension is invalid.

The Unsuccessful Output Branch

If the Call Redirect step registers the destination extension as out of service, the
script executes the Unsuccessful output branch.

Configure the Unsuccessful output branch of the Call Redirect step to set the
value of the prefixPrompt variable to inform the caller that the extension was out
of service.

The Unsuccessful output branch of the Call Redirect step contains the Set step.

The Set Step

Configure the Unsuccessful output branch of the Call Redirect step by dragging a
Set step from the General palette to the Design pane, and dropping it over the
Unsuccessful icon under the Call Redirect step, as shown in Figure 12-26.

Then configure the Set step to set the value of prefixPrompt contain a system
prompt that plays back a message to the caller that the extension is out of service.

The If Step

End the Operator output branch of the Simple Recognition step by dragging an If
step from the General palette to the Design pane, and dropping it over the Call
Redirect icon under the Simple Recognition step, as shown in Figure 12-26.

Then configure the If step to allow the script to determine whether or not the
maximum number of retries has been reached, by evaluating the expression
“attempts < MaxRetry”, (“the number of attempts, as stored in the attempts
variable, is less than the maximum number of retries, as stored in the MaxRetry
variable”™).

The If step has two output branches, True and False.

The following sections describe these two output branches.
¢ The True Output Branch, page 12-78
* The False Output Branch, page 12-78
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The True Output Branch

If the If step determines that the maximum number of retries has not been reached,
the script executes the True output branch.

Configure the True output branch of the If step to allow the caller to keep
returning to the MainMenu Label until it reaches the maximum number of retries.

The True output branch contains two steps:
e The Increment Step, page 12-78
» The Goto Step, page 12-78

The Increment Step

Begin the True output branch of the If step by dragging an Increment step from
the General palette to the Design pane, and dropping it over the True icon under
the If step, as shown in Figure 12-26.

Then configure the Increment step to increase the value of the attempts variable
by 1.

The Goto Step

End the True output branch of the If step by dragging a Goto step from the General
palette to the Design pane, and dropping it over the True step icon under the under
the If step, as shown in Figure 12-26.

Then configure the Goto step to send the script back to the MainMenu label.

The False Output Branch

If the If step determines that the maximum number of retries has been reached,
the script executes the False output branch.

Configure the False output branch of the If step to fall through to the next step at
the same level in the script as the Simple Recognition step, which is the Play
Prompt step. (See Figure 12-1.)

The Concluding Steps of the Script

This section contains the following:
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e The Play Prompt Step, page 12-79
¢ The Call Redirect Step, page 12-80
e The If Step, page 12-81

e The Play Prompt Step, page 12-81
e The Terminate Step, page 12-81

e The End Step, page 12-81

The Play Prompt Step

In case none of the steps and branches under the Simple Recognition step succeed
in transferring the call, continue the aa.aef script by dragging a Play Prompt step
from the Prompt palette to the Design pane, and dropping it over the Simple
Recognition step, as shown in Figure 12-1.

Configure the Play Prompt step to (as a last resort) play a prompt informing the
caller of the inability to transfer the call.

The Play Prompt Step plays prefixPrompt + SP[AA/AASorry], which informs
the caller the reason the attempted transfer was unsuccessful.
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Figure 12-27 shows the closing steps of the aa.aef script.

Figure 12-27 End of Script
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The Call Redirect Step

Continue the aa.aef script by dragging a Call Redirect step from the Call Contact
palette to the Design pane, and dropping it over the Play Prompt step, as shown
in Figure 12-27.

Configure the Call Redirect step to attempt to redirect the call to an operator,
using the extension number stored in the operExtn variable. This step has four
possible outputs:

e Successful: for the successful output, add the Terminate and End steps.

* Busy: for the busy output, add the Set step and set the prefixPrompt variable
to SP[AA\AABusyExtn] + DP[500].

« Invalid: for the invalid output, add the Set Step and set the prefixPrompt
variable to SP[AA\A AlnvalidExtn] + DP[500].
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» Unsuccessful: for the unsuccessful output, add the Set step and set the
prefixPrompt variable to SP[AA\AAExtnOutOfService] + DP[500].

The If Step

Continue the aa.aef script by dragging an If step from the General palette to the
Design pane, and dropping it over the Call Redirect step, as shown in
Figure 12-27.

Configure the If step to determine whether or not the maximum number of retries
has been reached. As in the previous examples, the If step and Increment step
allow the caller the maximum number of retries.

If the transfer is successful, the script ends.

The Play Prompt Step

When the maximum number of retries is reached without successfully transferring
the call to an operator, continue the aa.aef script by dragging a Play Prompt step
from the Prompt palette to the Design pane, and dropping it over the If step, as
shown in Figure 12-1.

Configure the Play Prompt step to play prefixPrompt, which explains why the
transfer was unsuccessful.

The Terminate Step

Conclude the contact in the aa.aef script by dragging a Terminate step from the
General palette to the Design pane and entering the triggering contact number into
the customizer window.

The End Step

Conclude the aa.aef script by dragging a End step from the General palette to the
Design pane.

The End step ends the script and releases all system resources. The End step
requires no configuration and has no customizer.
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CHAPTER 13

Designing Contact-Neutral Scripts

You can use the Cisco Unified CCX Editor to create a script that is contact
neutral, that is, a script that accepts either a phone call or an HTTP request as the
triggering contact.

This chapter describes the Cisco Unified CCX Editor steps used to create such a
contact-neutral sample script, which executes one of two tasks, depending on the
contact type:

If the contact is a call, the script directs the contact to the beginning of a
modified version of the Cisco Unified IP Interactive Voice Response (IVR)
aa.aef script as described in Chapter 12, “Designing a Cisco Unified IP IVR
Script.”

If the contact is an HTTP request, the script expects an “Extension” parameter
in the HTTP form to be defined with the extension to be called back.

This section contains the following topics:

An Example Contact Neutral (Phone or HTTP) Script Template, page 13-2
The Start Step (Creating a Script), page 13-3

Contact-Neutral Script Variables, page 13-4

The Accept Step, page 13-7

The Get Contact Info Step, page 13-7

The Switch Step, page 13-8

The HttpContact Output Branch of the Switch Step, page 13-10

The CallContact Branch of the Switch Step, page 13-19

The Default Branch of the Switch Step, page 13-22
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An Example Contact Neutral (Phone or HTTP)
Script Template

The example template in Figure 13-1 shows a script that generates a web page
containing a field that prompts the user for an extension, at which point the system
posts this data to the script. Once the script starts, it extracts the extension and
attempts to place a call to the given extension.

If the call fails, an error message is returned as a result to the HTTP request.

If the call succeeds, the script sends back a response to the HTTP request
indicating that the call is connected, and then the call continues with the aa.aef
script as if it was an inbound call.
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Figure 13-1 Contact-Neutral Scripting Example Template
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The Start Step (Creating a Script)

Begin to build the sample script by choosing File > New from the Cisco Unified
CCX Editor menu bar. The Templates folder displays. Select the blank script and
click OK.
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A blank script containing a Start and End step opens in the Design pane of the
Cisco Unified CCX Editor window.

The Start step needs no configuration and has no customizer window. At this time,
you might also want to give your new script a name and save it by selecting File
> Save from the menu bar.

Our example script is called hello.aef.

Contact-Neutral Script Variables

Begin the contact-neutral sample script design process by using the Variable pane
of the Cisco Unified CCX Editor to define script variables.

Figure 13-2 shows the variables of the contact-neutral sample script as they
appear in the Variable pane of the Cisco Unified CCX Editor window.

Figure 13-2 Variable Pane of the Contact-Neutral Sample Script
£ls]x]
Marne Type I Walue Attributes I

CallContralZrouplD int ]

FritnaryDiglog GrouplD it 0

SecondaryDialogGrouplD  fint 0

asr hoalean true

call Contact null

callbackE:xtn Strirg "

cortactType String "

language Language L{en_LS]
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Table 13-1 describes the variables used in the contact-neutral sample script.

Table 13-1 Variables in the Contact-Neutral Script

Variable Name Variable Type Value |Function

CallControlGroupld Integer 0 Call Control Group with which the
outbound call is associated.

(See The HttpContact Output Branch of the
Switch Step, page 13-10.)

Mark this variable as a parameter to allow
the administrator the option to change the
value of this variable.

For more information, see the Cisco Unified
Contact Center Express Administrator
Guide.

PrimaryControlGroupld Integer 0 Stores the identifying number of the
primary dialog group for handling the
outbound call.

(See The HttpContact Output Branch of the
Switch Step, page 13-10.)

Mark this variable as a parameter to allow
the administrator the option to change the
value of this variable.

For more information, see the Cisco Unified
Contact Center Express Administrator
Guide.
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Table 13-1 Variables in the Contact-Neutral Script (continued)
Variable Name Variable Type Value |Function
SecondaryControlGroupld |Integer 0 Stores the Identifying number of the

fallback dialog control group for handling
the outbound call.

(See The HttpContact Output Branch of the
Switch Step, page 13-10.)

Mark this variable as a parameter to allow
the administrator the option to change the
value of this variable.

For more information, see the Cisco Unified
Contact Center Express Administration
Guide.

asr boolean true Indicates whether or not the script is
enabled for speech recognition.

(See The Get Contact Info Step, page 13-7.)

call Contact 0 Stores a handle to the call object to which
the Cisco Unified IP IVR script will be
applied.

(See The HttpContact Output Branch of the
Switch Step, page 13-10.)

callbackExtn String " Stores the extension number input from the
web page prompt.

(See The HttpContact Output Branch of the
Switch Step, page 13-10.)

contactType String " Stores the information identifying the type
of contact (telephone call or HTTP request).
(See Variable Pane of the Contact-Neutral
Sample Script, page 13-4.)

language Language Stores the default language used for

prompts.

(See The Get Contact Info Step, page 13-7.)
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Continue the script by dragging an Accept step from the Contact palette (in the
Palette pane) to the Design pane of the Cisco Unified CCX Editor window, as

shown in Figure 13-1. The script uses an Accept step to accept a contact, in this
case either a telephone call or an HTTP request.

The Get Contact Info Step

Use the Get Contact Info step to make available to the script the type of contact

received.

Figure 13-3 shows the configured Get Contact Info customizer window.

Figure 13-3 Configured Get Contact Info Customizer Window
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Configure the Get Contact Info customizer window as follows:
¢ Type—contactType

The contactType variable stores the information identifying the type of
contact (call or HTTP).

¢ Language—language
The language variable stores the language context of the contact.
¢ ASR Supported—asr

The asr variable stores the information that tells the script whether or not
Automatic Speech Recognition (ASR) is supported on the local system.

The Switch Step

Next, use a Switch step to switch the contact to the appropriate section of the
script, depending on whether the contact is a telephone call or an HTTP contact.

Figure 13-4 shows the configured Switch customizer window.

Figure 13-4 Configured Switch Customizer Window
&3 Switch - D:"Program Files',wfavvid’,scripts'.system’, default, il
f
iz General |
Switch Walue: IcnntactT\,rpe LIIE
Cases: Yalues Connections | {7 g

ttpCuntact‘ HﬂpﬂmaCt Madify... |
Delete |

Ol Aaply Cancel | Help |
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Configure the Switch customizer window as follows:
e Switch Expression—contactType

The Switch step evaluates the value of the contactType variable (as assigned
by the Get Contact Info step).

» Switch Cases
— HttpContact

The script executes this case if the contact type is an HTTP request made
through a web browser.

~

Note The value in both switch cases is a string and requires quotes.

— CallContact
The script executes this case if the contact type is a telephone call.

As shown in Figure 13-5, the two cases appear as output branches underneath the
Switch step in the script, along with the Default output branch that always appears
under the Switch step.

Figure 13-5 Switch Step Output Branches

IJﬂ—l_-‘[z Swwitch String ([ contactType )
VR HitpContact
YR CaliContact

'ﬁ Defaust

The following sections describe the three output branches of the Switch step:

e The HttpContact Output Branch of the Switch Step, page 13-10
e The CallContact Branch of the Switch Step, page 13-19
¢ The Default Branch of the Switch Step, page 13-22
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The HttpContact Output Branch of the Switch
Step

If the contact is an HTTP request, the scripting under the HttpContact output
branch executes and the script attempts to place the outbound call.

Figure 13-6 shows the scripting under the HttpContact output branch of the
Switch step.

Figure 13-6 HttpContact Scripting

?52 NMoResaurce
“1’:1 Unsucoessiinl

This section contains the following steps:
e The Get Http Contact Info Step, page 13-11
e The Place Call Step, page 13-11
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The Get Http Contact Info Step

Use the Get Http Contact Info step to map the Extension parameter to the
callbackExtn variable, which stores the extension number that the person making
the request provides via the web browser.

Figure 13-7 shows the configured Parameters tab of the Get Http Contact Info
customizer window.

Figure 13-7 Get Http Contact Info Customizer Window—Configured Parameters Tab

#3 Get Http Contact Info - D=4 Program Files'wiavwic ﬂ

i Generall Headers Parameters I Cookies | CGl Yariables |
<2

Parametars:

MNames Wariables

Extension callbackExtn Moty . |
Delete |

QK Apply Cancel | Heldp

The Place Call Step

After the Get Http Contact Info step, use the Place Call step to attempt to place
the call back to the person who made the HTTP request.

(The Place Call step uses the extension number that the person entered through
the web browser and that is stored in the callbackExtn variable.)

Configure the Place Call customizer window as follows:
¢ Destination Telephone No.—callbackExtn

The callbackExtn variable stores the destination number of the outbound
call.

+ Timeout (sec)—5
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The Place Call step waits 5 seconds before a Ring No Answer condition
terminates the call.

CallControlGroupld—CallControlGroupld

The CallControlGroupld variable stores the call control group information
with which the outbound call is associated.

Primary Dialog Group ID—PrimaryDialogGroupld

The PrimaryDialogGroupld variable stores the primary dialog group
information with which the outbound call is associated.

Secondary Dialog Group ID—SecondaryDialogGroupld

The SecondaryDialogGroupld variable stores the secondary dialog group
information with which the outbound call is associated.

Call Contact—call

The call variable name stores a handle to the call object that the subsequent
Cisco Unified IP IVR script uses.

The Place Call step has the following six default output branches:

Successful—Call was successful.

NoAnswer—Call was made, but there was no answer.

Busy— Call was made, but there was no answer.

Invalid—Call was not made because the extension was invalid.
NoResource—Call was not made because no Resource was available.

Unsuccessful—Call was not made because of an internal system error.

The following sections describe these output branches:

The Successful Output Branch, page 13-13
The Other Output Branches, page 13-17
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The Successful Output Branch

When the Place Call step successfully places the call, the script sends this
information back to the web browser of the contacting person, marks the HTTP
Contact as Handled, and sends the call to the beginning of the Cisco Unified IP

IVR script.

Figure 13-8 shows the scripting under the Successful output branch of the Place
Call step.

Figure 13-8 Successful Output Branch Script

IJ:"I—Tx call = Place Call (to callbackExtn)
i}'& Successtul

Hitp Farwesrd (--Triggering Contact--, callbackExtn)
Set Contact Info (--Triggering Contact--, handled)
Set Cortact Info (call)

J% LER? %/

?:3 ast = Get Contact Info {call, ASR Supported)
Goto 44 Star

This section contains the following steps:
e The Http Forward Step, page 13-13
¢ The Set Contact Info Steps, page 13-15
* The Get Contact Info Step, page 13-16
e The Goto Step, page 13-17

The Http Forward Step

Use the Http Forward step to send a (previously created) Java Server Page (JSP)
template called CallConnected back to the originating web browser, to inform the
web browser that the call has been connected.
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Figure 13-9 shows the configured Http Forward customizer window.

Figure 13-9 Configured Http Forward Customizer Window

#3 Http Forward - D:\Program Files',wfavvid'scriptsisystem’,de ﬂ

Q_ General I "narameters" Map I

Hitp Contact: I--Triggering Contact- ﬂ

URIPath: IR jl]

OK I Apply | Cancel | Help |

Configure the General tab of the Http Forward customizer window as follows:
o Http Contact—Triggering Contact

The default Triggering Contact is the Http Contact that triggers the
execution of the Http Forward step.

 URI Path—callbackExtn

The callbackExtn variable stores the outbound call extension, which the Http
Forward step includes in its message to the web browser.

Configure the “parameters” Map tab of the Http Forward customizer window as
follows:

* Keyword—“Extension”
The Extension keyword maps to the callbackExtn variable.

e Value—callbackExtn

i Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)




| Chapter 13 Designing Contact-Neutral Scripts

The HttpContact Output Branch of the Switch Step ||

The Set Contact Info Steps

After the Http Forward step, use the first Set Contact Info step to mark the HTTP
Contact as Handled, which is useful for reporting purposes. Figure 13-10 shows
the configured first Set Contact Info customizer window.

Figure 13-10 Configured First Set Contact Info Customizer Window
#3 5et Contact Info - D:\Program Files'wfavvidiscriptsisysk il
&2 General I
Contact: --Triggering Contact--

=
Attributes: | Mames | Values | Set... |

Clear
Handled: - Marked --

Session:

Apply | Cancel | Help |

Next configure a second Set Contact Info step to assign the call variable (which

is used by the subsequent Cisco Unified IP IVR script) the value of the language
variable as the default language.

Figure 13-11 Configured Second Set Contact Info Customizer Window
#3) Set Contact Info - D:\Program Files'wfavvid'scriptsisysk 1'
% General I
Contact: call n
Attributes: HEmEE Values | St |
Language: language
Handled: &I
Session:

Ok I Apply Cancel | Help |
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The Get Contact Info Step

Use the Get Contact Info step to determine whether or not ASR is enabled on the
system. Figure 13-3 shows the configured Get Contact Info customizer window.

Figure 13-12 Configured Get Contact Info Customizer Window

#3 Get Contact Info - D:4Program Files' wiavvidiscriptsisyst 5'

" “ General
g ol
Contact: Icall

Aftributes: Mames

L4

Variahles | Set...

Type:
Clear
Language: —l

Active:

Abarting:
Session:
Handled:
Identifier:

Implementation ID:
Sequence Murmber:
Creation Time:
Inhound:

(0].4 I Apply | Cancel | Help |

Configure the Get Contact Info customizer window as follows:

+ Contact—call

The call variable is the handle that identifies the contact throughout the rest
of the Cisco Unified IP IVR script.

* ASR Supported—asr

The Get Contact Info step retrieves the information stored in the asr variable
to tell the script whether or not ASR is supported for this call.
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The last step under the Successful output branch of the Place Call step is a Goto
step, which directs the script to the Label AAStart at the beginning of the Cisco
Unified IP IVR script (see Figure 13-1.) From the AAStart label, the script is
exactly the same as if the call had been an inbound call.

The Other Output Branches

For all the other output branches of the Place Call step, use a Send Http Response
step to send an HTML file back to the originating web browser, with information
on why the call was not able to be placed. An End step then ends the script.

Figure 13-13 shows the scripting under the other output branches of the Place Call
step.

Figure 13-13 Other Output Branches of the Place Call Step

- Hi 2~

St

Ijﬂ—_@ callbackExtn = Get Hitp Cortact Info (--Triggering Cortact-- | "Extenszion™)
¥

% call = Place Call (to calbackExtn)
-] f:.l SHecesstul
Hitp Forward (--Triggering Contact--, callbackExtn)
Set Contact Info (--Triggering Contact--, handled)
Set Contact Info (eall)
/% LER? ¥/
t; gsr = Get Contact Info (call, ASR Supported)
Goto A4 Start
- Mod hswer
tE] Send Hitp Response (--Triggering Cortact--| FILEPAehCallbackEnabled_saMofnswer bHiml] )
Endi
E-7R Busy
Send Hitp Response (--Triggering Cortact--| FILEQvehCallbackEnabled_as'Busy bHiml] )
Ay Encd
T invalid
Send Hitp Response (--Triggering Corntact--, FILEQAebCallbackEnabled _aainwalid kil )
Al Encd
[FH1 4 MoResource
Zend Hitp Responze (--Triggering Cortact--| FILE[WebCalbackEnabled_as'MNoResource bml] )
Ay Encd
El—';f_:l Unsyecessil
Send Hitp Response (--Triggering Contact--| FILEMehCallbackEnabled_asaUnsuccesstul hitml] |

A&y Erud
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This section contains the following steps:
e The Send Http Response Step, page 13-18
e The End Step, page 13-18

The Send Http Response Step

Use the Send Http Response step to send the HTML file back to the originating
browser.

Figure 13-14 shows the configured Send Http Response customizer window.

Figure 13-14 Configured Send Http Response Customizer Window

#3 send Http Response - D:,Program Files'wfavvid'scripts’, il

&

General I

e (Ll Triggering Contact -

Document: IFILE[lNebCaIIbackEnabled_aa‘tNUAnswer.html] LIIZ,

O I Apply | Cancel | Helgp |

Configure the Send Http Response customizer window as follows:
e HTTP Contact—Triggering Contact

The default Triggering Contact is the Http Contact that triggers the
execution of the Send Http Response step.

¢ Document

For each output branch of the Place Call step executes, the Document file that
contains the appropriate message.

The End Step

The End step ends the script and releases all system resources. The End step
requires no configuration and has no customizer.
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The CallContact Branch of the Switch Step

If the contact is not an HTTP request, but is an incoming call, the Switch step (see
The Switch Step, page 13-8) directs the script to the CallContact case.

Figure 13-15 shows the scripting under the CallContact (and Default) case of the
Switch step.

Figure 13-15 CallContact and Default Cases of the Switch Step

— A Start
—’23' Accept (--Triggering Contact--1
— J* Contact type, ASR?, Lanoquage.... %/
—?:5 Get Contact Info (--Triggering Contact--)
[=-#{F Switch String ¢ contactType )
'2{} Hito Contact
FHEA CaliContact
L3 call = Get Trigger Info (Cortact)
= “1:1 Defauit

<2 Unknown Trigaet:
':
A% Endd

A AAStart:
— F* add the aa.aef script here. */

The CallContact output branch of the Switch step has one step:

The Get Trigger Info Step, page 13-20
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The Get Trigger Info Step

Use the Get Trigger Info step to retrieve a handle to the triggering contact, which
in this case is a call, and to save it into a variable named call.

Figure 13-16 shows the configured Get Trigger Info customizer window.

Figure 13-16 Configured Get Trigger Info Customizer Window

&3 Get Trigger Info - D:\Program Files'wfavvid'sc x|

r “ General
<
. Attributes:

Mames Variables | Set. |

Cantact: call
Zlear:
Abarting Reason: —l

(o)1 I Apply | Cancel | Help |

Choose the call variable, instead of the default Triggering Contact variable used
by the Accept and Get Contact Info steps at the beginning of the script (see
Figure 13-1), so that the subsequent Cisco Unified IP IVR script treats the contact
as a call rather than an HTTP request.
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Figure 13-17 shows the top level of the full Cisco Unified IP IVR script.

Figure 13-17 Full Cisco Unified IP IVR Scripting Example

----- £ B
----- Tf Accept [contact: --Triggering Contact--)
----- [£] /* Contact type, ASR? Language ... */
Get Contact Info [contact: --Triggening Contact--]
o7 Switch Stiing [ contactType )
----- £ RSt
----- /# Initialize Frompts */
----- -« Create Conditional Prompt [store in menuPrampt)
----- - Create Conditional Prompt (store in extnFPrompt]
£33 Create Container Prampt [output prompt: namePrompt]
----- - Create Conditional Prompt [store in nameFrompt]
----- [E] /* PlayWelcome Prompt without ... =/
--Eyfi Play Prampt [contact call, prompt: welcomePrompt]
----- <3 Mainblenu:
[EI--I-[j IF[ aar || AlwapzEnableDialByMame | Then
{53 Create Cantainer Prampt [output prompt: prompt]
----- /% Clear Prefis =/
----- = Set prefi«Frompt = F[]
[El------j Simple Recognition [contact: call)
----- [E] /*'w'e could not recagnize ... */
--Eyfi Play Prompt [contact; call, prompt; prefisPrompt + 5 PIAANAAS omy])
[+ &LF Call Redirect [contact: call, extension: operkstn]
=[] If[ attempts < MasRety | Then
----- [E] /*'w'ere not able ta tansfer ... */
-Gyt Play Prompt [contact; call, prompt; prefisPrampt + DP{1000])

----- @ End =

=)

After the AA Label, the script is identical to the aa.acf script described in
Chapter 12, “Designing a Cisco Unified IP IVR Script,” with the exception that
the call variable is selected as the triggering variable for many steps; for example,
see the Play Prompt step after the last Create Conditional Prompt step and the
Simple Recognition step.
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The Default Branch of the Switch Step

If the trigger is not recognized as either an HTTP contact or a phone contact, the
Default case of the Switch step executes, as shown in Figure 13-15.

The Default output branch of the Switch step has one step:
e The End Step, page 13-22

The End Step

The End step ends the script and releases all system resources. The End step
requires no configuration and has no customizer.
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CHAPTER 1 I

Designing a Script with
Text-To-Speech (TTS)

You can use the steps of the Cisco Unified CCX Editor to design scripts that take
advantage of Text-To-Speech (TTS) capability. This chapter describes the design
of such as script, TTSsample.aef.

Before using a TTS script as a Cisco Unified CCX application, you should first
validate the script against the MCRP TTS vendor’s list of supported capabilities.

This chapter contains the following topics:

An Example Text-To-Speech (TTS) Script, page 14-2
The Start Step (Creating a Script), page 14-3
TTS Script Variables, page 14-3

The Accept Step, page 14-4

The Set Contact Info Step, page 14-4

The First Create TTS Prompt Step, page 14-5
The Play Prompt Step, page 14-7

The Create File Document Step, page 14-8

The Second Create TTS Prompt Step, page 14-9
The Annotate Step, page 14-10

The Menu Step, page 14-11
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W An Example Text-To-Speech (TTS) Script

e The Terminate Step, page 14-15
¢ The End Step, page 14-15

An Example Text-To-Speech (TTS) Script

The TTSsample.aef script creates prompts based on text files that are played back
as speech to callers, and provides a good example of how you can use the Set
Contact Info step, the Create TTS Prompt step, the Create File Document step,
and the Menu step to offer callers two menu choices, in this case based on whether
the caller chooses English or Spanish.

Figure 14-1 shows the TTSsample.aef script as it appears in the Design pane of
the Cisco Unified CCX Editor window.

Figure 14-1 Design Pane of the TTSsample.aef Script

-Fp Start
=5 Accept (--Triggering Cortact--)
- Set Contact Info
welcomePrompt = Create TTS Promgt ("Welcome to Compaty ABC", Meutral)
B Play Prorpt

Create File Dacumernt
:E spanishPrompt = Creste TTS Prompt (spanishPromptDoc, Medtral)
— /% The first part of the prompt played back in the menu step uses the lar
en IS which is set in the "Set Contact Info™ step.

The langquage in the second prompt is overridden to ez _CO
[az part of the second "Create TTS Prompt” step. */F
— Menu [--Triggering Contact--, PTTS "For Englizh, press one"] + spanishProtmpt)
';{:2 Engliish
I— J* For English business logic */
‘{:.Z Spanish
I— F% For Spanish business logic */
“f;l Timeout
'z:l Unsyccessiul
—?3' Termirate (--Triggering Cortact--1

-A%y End
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The Start Step (Creating a Script)

Note

Begin to build the sample script by choosing File > New from the Cisco Unified
CCX Editor menu bar. The Templates folder displays. Select the blank script and
click OK.

A blank script containing a Start and End step opens in the Design pane of the
Cisco Unified CCX Editor window.

The Start step needs no configuration and has no customizer window. At this time,
you might also want to give your new script a name and save it by selecting File
> Save from the menu bar.

Our example script is called TTSsample.aef.

Nuance TTS server needs to be configured with UTF-8 to enable correct playing
of accented characters.

TTS Script Variables

Begin the TTSsample.aef script design process by using the Variable pane of the
Cisco Unified CCX Editor to define script variables.

Figure 14-2 shows the variables of the TTSsample.aef script as they appear in the
Variable pane of the Cisco Unified CCX Editor window.

Figure 14-2 Variable Pane of the TTSsample.aef Script

£|Z|¥|

Mame I Type I alue I Attribtes I
spanizhPrompt Prompt Fll
spanishPromptDoc | Document D[]
wyelcomePrompt Prormpt P[]
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W The Accept Step

Table 14-1 describes the variables used in the TTSsample.aef sample script.

Table 14-1 Descriptions of Variables in the TTSsample.aef Script
Variable Name Variable Type Value |Function
spanishPrompt Prompt — Prompt created by the second Create TTS

Prompt step, which is played by the
subsequent Menu step.

(See The Second Create TTS Prompt Step,
page 14-9.)

spanishPromptDoc Document null Variable created by the Create File Document
step to store a reference to the text file in order
to make it available for the subsequent Create
TTS Prompt.

(See The Create File Document Step,
page 14-8.)

welcomePrompt Prompt — Prompt created by the first Create TTS
Prompt step, which is played back by the
subsequent Play Prompt step.

(See The First Create TTS Prompt Step,
page 14-5.)

The Accept Step

Continue to build the TTSsample.aef script by dragging an Accept step (from the
Contact palette in the Palette pane) to the Design pane of the Cisco Unified CCX
Editor window, as shown in Figure 14-1. The script uses an Accept step to accept
a contact.

The Set Contact Info Step

Continue to build the TTSsample.aef script by adding a Set Contact Info step
(from the Contact palette), which modifies the context information associated
with a contact. In this case, the script designer sets the language context of the call
to L[en_US], which is American English.
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Figure 14-3 shows the configured Set Contact Info customizer window.

Figure 14-3 Configured Set Contact Info Customizer Window

&3 set Contact Info - D:\Program Files'wfavvid',scriptsisys x|

z Generall
Contact: I--TriggeringContact—— LI
Aftributes: Narmes Yalues Set... |
Language: L[en_LIS]
Handled: ﬂl
Session:

Ok I Apaaly Cancel | Help |

The First Create TTS Prompt Step

Continue to build the TTSsample.aef script by adding a Create TTS Prompt step
(from the Prompt palette) to create a prompt based on text that you enter into the
customizer window of the Create TTS Prompt step.
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Figure 14-4 shows the configured Create TTS Prompt Customizer window.

Figure 14-4 Configured Create TTS Prompt Customizer Window
#3 Create TTS Prompt - D:',Program Files'wiavvyid'isc 1'
% Genersl
Text I'Welcometu Company ABC" L”Z,
Woice Gender: INeutraI LI
Owerride Provider: I LI

Cwerride Language: IL[en_US] L”Z,

Cutput Frompt:

Ok I Lpply Cancel | Hela |

Configure the Create TTS Prompt step as follows:

Text Input—“Welcome to Company ABC”
The step converts this sentence into speech.
Voice Gender—Neutral

The step uses the neutral voice gender.

Voice gender can be male, female, or neutral, if supported by the TTS
provider. If optional voice genders are not supported, the system
automatically falls back to a supported voice gender.

Override provider (optional)

Variable or expression indicating a different TTS provider to be used when
the prompt is played back instead of the provider defined for the contact.

Override Language (optional)—English (United States) (en_US)
The prompt will be played back in American English.
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>

Note  Setting the Override Language option is particularly important for
TTS prompts because the text entered is already in a specified
language. For example, if the language associated with the call is
Spanish, relying on the language of the call may result in the script
trying to speak English text in Spanish.

¢ Output Prompt—welcomePrompt

The name of the prompt that this step creates. The subsequent Play Prompt
step will play this prompt. (You create the sentence using the Expression
Editor.)

The Play Prompt Step

Continue to build the TTSsample.aef script by adding a Play Prompt step (from
the Prompt palette) to play back the prompt created by the Create TTS Prompt

step.

To do this, choose welcomePrompt from the Prompt drop-down menu in the
Prompt tab of the Play Prompt customizer window.

Figure 14-5 shows the configured Prompt tab of the Play Prompt customizer

window.
Figure 14-5 Play Prompt Customizer Window—Configured Prompt Tab
&3 Play Prompt - D:\Program Fileswfayvid',scripts’system' defaulk’ ﬂ
L]
_2 General Prompt I Inputl
Prormpt: welcamePromipt LI Iz,

Barge In: & veg  No

Continue On Prompt Errors; @ ves Mo

0K I Apply Cancel | Helgp |
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The Create File Document Step

Continue to build the TTSsample.aef script by adding a Create File Document
step (from the Document palette) to create a document variable,
spanishPromptDoc, from a text file.

The subsequent Create TTS Prompt step will then use this document variable to
create a prompt in the Spanish language.

Figure 14-6 shows the configured Create File Document customizer window.

Figure 14-6 Configured Create File Document Customizer Window
&3 Create File Document - D:,Program Files x|
General |
Filename: I"spanishF'ru:umpt.bd" L“E
TN l=1a i = D anishPromptDoc LI

Ok I Apply Cancel | Help |

Configure the Create File Document customizer window as follows:

¢ Filename—“spanishPrompt.txt”

This filename represents the text file that holds the text that the subsequent
Create TTS Prompt step will convert into speech.

¢ Document—spanishPromptDoc

This document variable will be used by the subsequent Create TTS Prompt
step to create a Spanish language prompt.
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The Second Create TTS Prompt Step

Use a second Create TTS Prompt step (from the Prompt palette) to convert the text
contained in the spanishPromptDoc variable into a prompt, spanishPrompt, that
the subsequent Menu step will use to offer callers the choice of the Spanish
language.

Figure 14-4 shows the configured second Create TTS Prompt customizer window.

Figure 14-7 Configured Second Create TTS Prompt Customizer Window

&) Create TTS Prompt - D= Program Files'wiavyi ﬂ

I

General I

L2

Texd: IspanishF‘rumptDnc L”E
“Woice Gender: INeutraI ll
Owerride Provider: I LI

Owerride Language:; ppanish(CnIDmbia}[es_CCLlB

Cutput Promipt: IspanishF‘rumpt LI

QI I Apply | Cancel | Help |

Configure the second Create TTS Prompt customizer window as follows:

o Text Input—spanishPromptDoc

The document that is the source of the text that is converted to speech.
* Voice Gender—Neutral

The prompt playback uses the default voice gender.
* Override Provider (optional)

Variable or expression indicating a different TTS provider to be used where
the prompt is played back instead of the provider defined for the contact.

e Override Language (optional)—Spanish (Colombia) (es_CO)
The prompt will be played back in Colombian (American) Spanish.
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>
Note  Make sure to specify that the prompt converts the language of the
text, and not the language of the call, to speech.

¢ Output Prompt—spanishPrompt

The name of the prompt that this step creates and that the subsequent Menu
step will play.

The Annotate Step

~

Note

Add an Annotate step (from the General palette) after the second Create TTS
Prompt step to insert a note describing the functionality of the subsequent Menu

step.

Figure 14-8 shows the configured Annotate customizer window.

Figure 14-8 Annotate Customizer Window

&3 Annotate - D:Program Files' wfayvid'scriptsisystem’de 1'

Enter Comments:

he first part of the prompt played hack in the menu step uses the language
en_lJS which is setinthe "Set Contact Infa" step.

he language in the second prompt is overridden to es_CO
(as part afthe secand "Create TTS Prampt' step |

Ok I Apaly Cancel | Help |

The Menu step itself also contains two instances of the Annotate step.
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The Menu Step

Continue to build the TTSsample.aef script by adding a Menu step (from the
Media palette) to offer the caller the choice between the English and Spanish
languages.

Figure 14-9 shows the configured General tab of the Menu customizer window.

Figure 14-9 Menu Customizer Window—Configured General Tab

#3 Menu - D:Program Files wfayvyidiscriptsisystem’,default’ 5[

z General | Pru:umptl Inputl Firterl

Contact: --Triggering Contact-

Interruptible; ™ Yes Mo

Ok I Apply | Cancel | Help |

Configure the General tab of the Menu customizer window as follows:

e Contact—Triggering Contact

The Menu step acts upon the contact that triggered the execution of the Menu
step.

e Interruptible—Yes

External events can interrupt the execution of this step.
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Figure 14-10 shows the configured Prompt tab of the Menu customizer window.

Figure 14-10 Menu Customizer Window—Configured Prompt Tab

&3 Menu - D:%Program Files'wfayvid\scripts'system’default x|
—2 General Prompt | input | Fiter |
Prompt: hglish, press one'] + spanishF’rDmptL”;,

Barge In: " ves Mo

Continue On Prompt Errors: ¢ yYes € Mo

Ok I Apply | Cancel | Help |

Configure the Prompt tab of the Menu customizer window as follows:

¢ Prompt—TTS[“For English, press one"] + spanishPrompt

The Menu step plays this prompt back to the caller. The specified prompt
expression combines the TTS prompt, “For English, press one” with
spanishPrompt, which the second Create TTS Prompt step previously
created. (See The Second Create TTS Prompt Step, page 14-9.)

~

Note  The format TTSJ...] is another way to create a TTS prompt that uses the
default gender and the language of the call. The text passed in parameter
must match the language of the call.

¢ Barge In—Yes
The caller can respond without having to listen to the whole playback of the
prompt.

» Continue on Prompt Errors—Yes
In the event of a prompt error, instead of generating an exception, the step
continues with the second prompt if the error occurs on the first prompt, or,

if this is the last prompt in the sequence, the script waits for input from the
caller.
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Figure 14-11 shows the configured Input Tab of the Menu customizer window.

Figure 14-11 Menu Customizer Window—Configured Input Tab

#3 Menu - D:\Program Files'\wfavvid' scripts’ system',defaulk il

3 General | Prampt Input | Fiter |

Timeout; E jl]
Maximurn Retrigs: |3 jl;[

Flush Input Buffer: ¢ Yes (¥ Na

8].4 I Apply | Cancel | Help |

Configure the Input tab of the Menu customizer window as follows:

¢ Timeout (in sec)—3

The system waits 3 seconds for input from the caller before sending the script
to the Timeout output branch (after the script reaches the maximum number
of attempts).

e Maximum Retries—3

The Menu step will plays the prompt to the caller up to 3 times after a timeout
or invalid input response.

In this case, after 3 retries, the Menu step executes either the Timeout or
Unsuccessful output branches, depending on whether the last try timed out or
the caller entered an invalid input response.

¢ Flush Input Buffer—No

The caller can type ahead and the step will save the previous input.
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Figure 14-12 shows the configured Filter Tab of the Menu customizer window.

Figure 14-12 Menu Customizer Window—Configured Input Tab

#3 Menu - D:\Program Files wfayyid'scripts’ system’default’,T il

_2 Generall Promptl Input ~ Fiter I

Options: | connections 1] 2| 3| a| o
4 | 5 | B | E | bty |
7| 8| o | ¢ | Delete |
| o] =2 | o|

Ok I Spply | Cancel | Help |

Configure the Filter tab of the Menu customizer window as follows:
* Options—English, Spanish

The Menu step offers these two menu choices to the caller. Use the Add
button to enter these two options.

In this sample script (see Figure 14-1), the Menu step has the following four
output branches:

« English—If this were a fully-functioning script, this output branch would
contain steps providing business logic in an English language context.

» Spanish—If this were a fully-functioning script, this output branch would
contain steps providing business logic in a Spanish language context.

* Timeout—If the script times out, the script will fall through to the closing
steps of the script.

* Unsuccessful—If valid caller response is not received, the script will fall
through to the closing steps of the script.
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The Terminate Step

Close the sample script TTSsample.aef with a Terminate step (from the Contact
palette), which ends the call.

The End Step

Conclude the TTSsample.aef script with an End step (from the General palette).

The End step ends the script and releases all system resources.
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i Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



CHAPTER 15

Designing Cisco Unified CCX
VoiceXML Applications

This chapter describes how to use the capabilities of Cisco Unified CCX 4.0 and
later to develop VoiceXML applications.

This section includes the following topics:

Understanding the Terminology, page 15-2

A Prerequisite and a Recommendation, page 15-3

Updating CRS 3.x VoiceXML Applications, page 15-3

Designing Cisco Unified CCX VoiceXML Applications, page 15-6
Creating VoiceXML Documents, page 15-6

Creating Cisco Unified CCX Scripts that Run Voice XML Documents,
page 15-20

Designing International Cisco Unified CCX VoiceXML Applications,
page 15-29

Cisco Unified CCX VoiceXML Application Troubleshooting Tips,
page 15-32

For further information in this guide on Cisco Unified CCX VoiceXML
applications, see:

Appendix B, “VoiceXML Implementation for Cisco Voice Browser”
Appendix A, “A Sample VoiceXML Log File”
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Understanding the Terminology

The following terms are used in this section:

VoiceXML. Voice eXtensible Markup Language (VoiceXML) is a web-based
standardized markup language for representing human-computer dialogs.
VoiceXML:

— Is designed for creating audio dialogs that feature synthesized speech,
digitized audio, recognition of spoken input and DTMF (Dual Tone
Multi-Frequency) key input, recording of spoken input, telephony, and
mixed initiative conversations. Its major purpose is to bring the
advantages of Web-based development and content delivery to
interactive voice response applications.

— Assumes a voice browser with:
« audio output (prerecorded speech or text-to-speech
« audio input (speech and/or DTMF digits)

— Follows the conventions of HTML and XML document format with
<elements> and attributes.

— Is:

e A non-real-time means of communications, allowing users to access
data at any time.

¢ Also called an XML application.

VoiceXML Document. An executable Voice XML file (text_file.vxml) is
called a document. A VoiceXML interpreter loads a document file to execute
it.

Cisco Unified CCX Script. Cisco Unified CCX scripts can extend the
functionality of a VoiceXML document. A Cisco Unified CCX script is a
sequence of steps constructed in the Cisco Unified CCX Editor for
controlling the flow of customer calls and multimedia contacts. You can use
the steps of the Cisco Unified CCX Editor to design scripts that take
advantage of the capabilities of VoiceXML. In a Cisco Unified CCX script
you can link any number of times to one or more VoiceXML documents
depending on what you need to accomplish.

Cisco Unified CCX VoiceXML application. A Cisco Unified CCX
VoiceXML application is a Cisco Unified CCX script (Cisco Unified
CCX_ Editor file.aef) that links to a VoiceXML document (text file.vxml).

Il Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



| Chapter 15  Designing Cisco Unified CCX VoiceXML Applications

A Prerequisite and a Recommendation ||

A Prerequisite and a Recommendation

Before using a Voice XML document with a Cisco Unified CCX script, you should
first validate that document against the Media Resource Control Protocol (MCRP)
ASR and TTS vendor’s list of supported capabilities.

Developing applications that include Automatic Speech Recognition (ASR) is
generally more difficult than developing non-ASR applications or Cisco Unified
IP IVR scripts. To ensure a good user experience, Cisco provides consultancy
services in different forms, please contact your Cisco Account Team to obtain
more details on Development support plans.

Updating CRS 3.x VoiceXML Applications

All VoiceXML documents (text file document.vxml) and CRS scripts (Cisco
Unified CCX_script.aef) created with CRS Release 3.x will fail to load when you
attempt to open them in Release 4.0(x). To fix this problem you need to change
both the the Voice XML document and how it is referenced in the CRS script:

» Update the VoiceXML 1.0 document referenced in the CRS script to a
VoiceXML 2.0 document. For how to do this, see Converting Documents
from VoiceXML 1.0 to VoiceXML 2.0, page 15-3.

The CRS Voice Browser currently supports VoiceXML 2.0 (including DTMF
Browser and N-Best Recognition).

e Update the Voice Browser step in the CRS script so that it links properly to
the Voice XML document. For how to do this, see Converting Documents
from VoiceXML 1.0 to VoiceXML 2.0, page 15-3.

Converting Documents from VoiceXML 1.0 to VoiceXML 2.0

Convert your VoiceXML 1.0 documents to be compliant with VoiceXML 2.0. If
you can validate it with a Voice XML 2.0 DTD, then it will be compliant.

For all the changes made to Voice XML 1.0 in VoiceXML 2.0, see Appendix J of
the Voice Extensible Markup Language (VoiceXML) Version 2.0 specification at
http://www.w3.org/TR/voicexml20/.
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Some example changes in Cisco’s implementation of VoiceXML 2.0. The
bracketed references see the sections in the VoiceXML 2.0 specification
containing the specified information:

The <VXML> element now requires the xmlns attribute, and the version
attribute for the <VXML> element must contain “2.0.” [VXML 1.1]

There are some grammar definition and syntax changes. The Speech
Recognition Grammar Specification (SRGS), the Speech Synthesis Markup
Language Specification (SSML) MRCP grammars, and the Cisco DTMF
RegEx specification replace the Nuance Grammar Specification Language
(GSL).

Time designations have changed. These are listed in the VoiceXML 2.0
specification. [VXML 6.5.2]

Session variables have changed. These are listed in the VoiceXML 2.0
specification. [VXML 5.1.4]

The <emp>, <div>, pros>, <sayas>, and <dtmf> elements are obsolete.
[VXML Appendix J]

Variables must be declared before being assigned [VXML 5.1.1].
The wait/transition state model has been implemented [VXML 4.1.8]

See VoiceXML Implementation for Cisco Voice Browser, page B-1, for a list of
all the features in the VoiceXML 2.0 specification that Cisco supports.

Converting VoiceXML CRS 3.x Scripts to CRS 4.x Scripts

To convert a VoiceXML CRS 3.x script to a CRS 4.x script, open the script in the
CRS Editor and update the Voice Browser step and the Create URL document step
so that the script correctly invokes the Voice Browser. These steps are described
in the Cisco Unified Contact Center Express Scripting and Development Series:
Volume 2, Cisco Unified Contact Center Express Editor Reference Guide.

In CRS 4.x:

The Voice Browser” step uses the URL Document parameter, rather than the
URL

The Document variable can be initialized with the Create URL Document
parameter (as used in voicebrowser.aef), or it can be manipulated
dynamically at runtime.
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¢ VXML input parameters are specified in the Create URL Document step.

~

Note  These parameters are not usable within the VXML document directly.
Instead, they are passed to the server identified in the URL
Document. They are only used by that server if it supports dynamic
VOICEXML page generation (that is, by a JSP page).

« VXML output parameters are specified in the <exit> Attributes tab of the
Voice Browser step.

Converting VoiceXML CRS 3.x or 4.x Scripts to CRS 5.x
Scripts

To convert a VoiceXML CRS 3.x or 4.x script to a CRS 5.x script, open the script
in the CRS Editor and update the Voice Browser step and the Create URL
document step so that the script correctly invokes the Voice Browser. These steps
are described in the Cisco Unified Contact Center Express Scripting and
Development Series: Volume 2, Cisco Unified Contact Center Express Editor
Reference Guide.

In CRS 5.x:
e The Voice Browser” step uses the URL Document parameter, rather than the
URL

¢ The Document variable can be initialized with the Create URL Document
parameter (as used in voicebrowser.aef), or it can be manipulated
dynamically at runtime.

¢« VXML input parameters are specified in the Create URL Document step.

~

Note  These parameters are not usable within the VXML document directly.
Instead, they are passed to the server identified in the URL
Document. They are only used by that server if it supports dynamic
VOICEXML page generation (that is, by a JSP page).

* VXML output parameters are specified in the <exit> Attributes tab of the
Voice Browser step.
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Designing Cisco Unified CCX VoiceXML
Applications

Step 1

Step 2

To develop a Cisco Unified CCX VoiceXML application, complete the following
steps:

Create a VoiceXML document (text_file.vxml) that can be validated with a
VoiceXML 2.0 DTD.

Create a Cisco Unified CCX Editor script (Cisco Unified CCX_editor_file.aef)
that calls the Voice XML document.

>

Note  Both VoiceXML documents and Cisco Unified CCX Editor scripts can
use the CRTP protocol to fetch resources (documents, prompts and
grammars) from the Cisco Unified CCX Repository. See How and Why
To Use the CRTP Protocol, page 2-56.

Creating VoiceXML Documents

A VoiceXML document is an XML (eXtensible Markup Language) text file.
VoiceXML 2.0 is the version of Voice XML that Cisco Unified CCX 4.0 supports.

You can use numerous tools to write VoiceXML, including simple text editors,
server scripting languages, and third-party VoiceXML editors.

This section covers:
¢ Related Documentation, page 15-7
¢ A Sample VoiceXML Document, page 15-8
» Using Document Type Definitions, page 15-9
e Using SRGS Grammar Expressions, page 15-10
» Using Speech Recognition Input, page 15-10
e Using DTMF Input, page 15-11
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« Using Text to Speech Output, page 15-15
¢ Using the Voice Browser Cache, page 15-18

Related Documentation

See the following documents for further information on VoiceXML:

e The Voice Extensible Markup Language (VoiceXML) Version 2.0
specification at http://www.w3.org/TR/voicexml20/ defines VoiceXML, the
Voice Extensible Markup Language.

e The Speech Recognition Grammar Specification (SRGS) Version 1.0 at
http://www.w3.0rg/TR/2003/TR-speech-grammar/ defines a standard syntax
for representing grammars for use in speech recognition so that developers
can specify the words and patterns of words to be listened for by a speech
recognizer.

e The Cisco Regular Expression (Regex) Grammar Specification at
http://www.cisco.com/univercd/cc/td/doc/product/software/ios122/rel docs/
vxmlprg/refgdel.htm#1050172 defines the Cisco dual tone multiple
frequency (DTMF) grammar that you can use with VoiceXML.

o The Speech Synthesis Markup Language (SSML) Version 1.0 specification at
http://www.w3.org/TR/speech-synthesis, defines a standard way to control
aspects of synthesized speech such as pronunciation, volume, pitch, rate, and
so on across different synthesis-capable platforms.

e The Natural Language Semantics Markup Language (NLSML) for the Speech
Interface Framework specification at http://www.w3.org/TR/nl-spec/ defines
a standard way to enable access to the Web using spoken interaction.

e The Semantic Interpretation for Speech Recognition (SI) specification at
http://www.w3.org/TR/semantic-interpretation/ defines the process of
Semantic Interpretation for Speech Recognition and the syntax and semantics
of interpretation tags that can be added to speech recognition grammars to
compute information to return to an application on the basis of rules and
tokens that were matched by the speech recognizer.

e The VoiceXML 2.0 Implementation Report at
http://www.w3.org/Voice/2004/vxml-ir describes the requirements for a
VoceXML 2.0 Implementation Report and the process that the Voice Browser
Working Group follows in preparing the report.
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e The VoiceXML Forum at http://www.voicexml.org is an industry organization
chartered with establishing and promoting the Voice Extensible Markup
Language (VoiceXML) for accessing internet content and services through

voice and telephone.

A Sample VoiceXML Document

<?xml version="1.0" encoding="UTF-8"?>

<vxml xmlns="http://www.w3.0rg/2001/vxml" version="2.0">

<form id="get_address">
<field name="citystate">
<grammar type="application/srgs+xml"

src="citystate.grxml"/>

<prompt>Say a city and state.</prompt>

</field>
<field name="street">
<grammar type="application/srgs+xml"
<prompt> What street are you looking
</field>
<filled>
<prompt>
You chose
<value expr="street"/>
in
<value expr="citystate"/>
</prompt>
<exit/>
</filled>
</form>
</vxml>

In the preceding example:

src="citystate.grxml"/>
for? </prompt>

¢ The first two lines (the <?xml> and the <vxml> elements) are required for the

beginning of all VoiceXML 2.0 files.

¢ The <form> element, similar to an HTML form, controls the interaction or

“dialog” with the user.

* Form <field> elements specify the contents of a VoiceXML dialog unit.

Fields contain other elements, such as:

— <prompt> elements that control the output of synthesized speech and
prerecorded audio and prompt a user for input.

Il Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)


http://www.voicexml.org

| Chapter 15

Designing Cisco Unified CCX VoiceXML Applications

Creating VoiceXML Documents ||

— <grammar> elements that specify what user input is acceptable for a
field. In this case, the grammar element references the file that specifies
the grammar, the rules by which to recognize input. The user input is
stored in the variable that is named by the field.

— <filled> elements that specify actions to take when a field is filled in; that
is, when the user has provided a valid value for the field.

Using Document Type Definitions

A document type definition (DTD) defines the validity of an XML document. See
Appendix B, “VoiceXML Implementation for Cisco Voice Browser,” for the DTD
defined for VoiceXML 2.0. You can instruct the parser to validate the document
by referencing the document in the document type declaration.

The Cisco Unified CCX Voice Browser includes a custom version of
voicexml.dtd with some minor enhancements. The simplest way to use
voicexml.dtd is to reference it with the URI (Uniform Resource Identifier)
“http://IPAdress:9080/SDocuments/voicexml.dtd”in the <DOCTYPE> element
as in the following example:

<<?xml version="1.0" encoding="UTF-8"7?>

<!DOCTYPE vxml SYSTEM

"http://10.78.94.224:9080/SDocuments/voicexml.dtd">
<vxml xmlns="http://www.w3.0org/2001/vxml" version="2.0"?>

~

Note Do not use file protocol to access voicexml.dtd.

You can also deploy a DTD with your documents on the document server, by
providing the URI to access the file in the XML document type definition.

Using a DTD is optional. In the development phase, it can help you catch syntax
errors in VoiceXML documents. After you test the code and find no syntax errors,
you may choose not to use a DTD in the production phrase to maximize efficient
performance (by eliminating the need for parsing the DTD file itself and the
validation process).
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Using SRGS Grammar Expressions

When using SRGS grammar expressions, you should be aware of the following:

¢ Cisco Unified CCX 4.x VoiceXML documents use SRGS grammar
specifications and syntax rather than Nuance SGL grammar syntax.

« Ifnot supplied, a <grammar> element is filled in with appropriate default
values for the required attributes: root, version, xml:lang, xmlns.

¢ The <rule> “id” attribute is generated automatically and referenced by the
“root” attribute of the <grammar> element

o If this is an SRGS DTMF grammar, the “mode” attribute of the <grammar>
element must be supplied and it must be set to “dtmf.”

Using Speech Recognition Input

VoiceXML accepts speech or digit input, based on speech grammars and or
DTMF grammars that specify the input that is acceptable to the VoiceXML
Interpreter at a given time.

You define grammars using the <grammar> element. The example below shows
how to create an application that asks for and recognizes four words: coffee, tea,
milk, and nothing.

Example 15-1  Sample VoiceXML Script using Speech Recognition

<form>
<field name="choice">
<prompt>Would you like coffee, tea, milk, or nothing?</prompt>
<grammar xml:lang="en-US" type="application/srgs+xml
version="1.0" mode="voice">
<rule id="drinks" >
<one-of>
<item>coffee</item>
<item>tea</item>
<item>milk</item>
<item>nothing</item>
</one-of>
</rule>
</grammar>
</field>
<filled>
Just a second.
Your <value expr="choice"/> is ready.
</filled>
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</form>

In the preceding example, the <one-of> element defines a set of expressions
(voice replies) that are valid. The Voice Recognition engine fills in the field
choice when it recognizes a valid response according to the rules of the grammar.
In this example, the exchange might sound like this:

System: “Would you like some coffee, tea, milk, or nothing?”
Caller: “Hot tea.”
System: “Just a second. Your tea is ready.”

The Cisco Unified CCX Voice Browser supports SRGS and Cisco RegEx
grammars, which are powerful languages for specifying speech input.

Using DTMF Input

DTMEF is a common form of caller input in IVR applications, and in many cases
it is a good idea to design applications that give callers the choice to use either
DTMF or speech input.

DTMF input is most commonly used for such purposes as menu navigation,
getting a digit string (such as an account number) from the caller, and recognizing
a digit pattern.

You can use one of the following methods to allow the script to determine when
the DTMF input from the caller is complete:

* A caller enters a specific termination key; for example, the “#” key.
* A specified number of seconds have passed without the caller entering a tone.
e The caller enters a predefined number of tones.

You can use the following DTMF properties to specify when the sequence is
complete:

» termchar—The terminating DTMF character for DTMF input recognition.

The default value is “#”. The value of empty string means no terminating
DTMF character is defined.

e termtimeout—The terminating timeout to use when recognizing DTMF
input.

The default value is “4s”.
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This section contains the following topics:
e Using DTMF for Menu Navigation, page 15-12
« Receiving Digit String Input, page 15-13
e Using DTMF Grammar, page 15-14

Using DTMF for Menu Navigation

One of the most common uses of DTMF is to allow users to navigate a menu of
choices. You can use <menu> element to accomplish this navigation, as follows:

1. Use the <menu> element for the main prompt. The menu prompt has two
attributes: exact and approximate. Exact is the default and means the user
must match every word of the grammar fragment in order for a recognition
match to occur. Example 15-2 uses the default.

2. For each choice, insert a <choice> element.

3. Specify the DTMF key associated with the item and the next place to jump to
when the item is chosen.

You may also insert a grammar in the <choice> element. This insertion allows the
user to select the item either by pressing the DTMF key or by speaking the
grammar item.

As an example of a banking application, the script gives the caller the following
three choices, and then instructs the caller to press “*” when finished:

» For checking account balance, press 1.
» For savings account balance, press 2.
* For credit card balance, press 3.

In this example, the caller presses 3. The system informs the caller “Sorry, you
don’t have a credit card account with us,” and again offers the caller the same
three choices. The caller presses “*”, the system says “Thank you. Good-bye!”
and ends the call.

Example 15-2 shows the scripting for the preceding banking application.

Example 15-2  Using DTMF

<menu id="main">
<prompt>
For checking account balance, press 1.
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For savings account balance, press 2.
For credit card balance, press 3.
Press * when you are finished.

</prompt>
<!-- No termination character is necessary -->
<property name="termchar" value=""/>

<choice dtmf="1" next="CheckBalance.jsp">
checking account
</choice>
<choice dtmf="2" next="SavingBalance.jsp">
savings account
</choice>
<choice dtmf="3" next="#credit">
credit card
</choice>
<choice dtmf="*" next="#exit">
[finish goodbye bye]
</choice>
</menu>
<form id="credit">
<block>
Sorry, you don't have a credit card account with us.
<goto next="#main"/>
</block>
</form>
<form id="exit">
<block>
Thank you. Good-bye!
</block>
</form>

The preceding example:

Accepts both DTMF input and speech input. For example, rather than entering 2,
a caller can also say “savings account” to check the savings account balance.

In addition to the <menu> and <choice> elements, VoiceXML also provides the
<option> element, which you can use in a form for a similar purpose.

Receiving Digit String Input

You can use built-in “digits” grammar to accept digit strings such as credit card
account information. You use the type attribute in a <field> element to select the
built-in grammar.
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Example 15-3 shows how to receive DTMF input for a credit card account
number.

Example 15-3  Receiving Digit String Input

<form>
<field name="creditNumber" type="digits">

Please enter your credit card number.
Press the pound key when finished.

<filled>
Your credit card number is
<value expr="creditNumber" class="digits" mode="recorded"/>
<exit namelist="creditNumber"/>
</filled>

</field>
</form>

Using DTMF Grammar

The most flexible way to accept DTMF input is to use DTMF grammars that
define how tones are interpreted.

To include DTMF tones in your grammar, use the format “dtmf-0 for each of the
tones 0 through 9. You can also use “dtmf-star” for the star (“*”) key,
“dtmf-pound” for the pound (“#”) key, and “dtmf-?" to indicate an unknown key.

However, if you specify mode = DTMF in the grammar element and then use an
item list as in Example 15-4, you can use only numbers for the DTMF tones.

Example 15-4 shows a sample grammar that allows the caller to enter digits from
the touch-tone pad. This example requests the user to use DTMF digits to enter
PIN (Personal Identification Number) information. The grammar can be
generated from the server from a user information database. It recognizes the key
sequence 4-3-2-1.

Example 15-4  Using DTMF Grammar

<form>
<field name="getPin">
<grammar xml:lang="en-US" root = "pin" mode="dtmf">
<rule id="pin" scope="public">
<one-of lang-list="en-US">
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<item> 4321 </item>
</one-of>

</rule>
</grammar>
"Please enter your pin followed by the pound sign."
<!-- The pin is 4321 -->
<nomatch>

Your input is incorrect. Please enter again.
</nomatch>

<nomatch count="3">

Sorry access is denied.
<exit/>
</nomatch>

</field>

<block>

Thank you. Please wait while we access your account.
</block>

</form>

Using Text to Speech Output

This section covers the following topics:
e Understanding Provider Fallback for TTS, page 15-15
* Understanding Where TTS Prompts are Played, page 15-16
* Understanding Gender Fallback for MRCP TTS, page 15-17

Understanding Provider Fallback for TTS

The TTS prompt requests can originate from VXML documents. VXML

documents can use a property to specify a particular TTS provider. However,
users have the option of not using this property.
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In response to a TTS prompt request, the Provider Fallback goes through the
following possible steps:

1.

With a VXML document, the system first tries the provider explicitly chosen
(from the Cisco Unified CCX application or the VXML property). A provider
can satisfy the request if (a) it is in service AND (b) the language-gender
attributes requested by the prompt are supported by the provider.

Each provider has a fallback mechanism to match the language-gender
attributes. If the language specified is country specific such as en_US and the
provider does not support it, it then checks if the base language, for example,
'en' is supported. For a detailed description of how gender attributed is
matched please see Understanding Gender Fallback for MRCP TTS,

page 15-17.

If the explicitly specified provider fails to match the request, OR if no
provider is specified explicitly, the system uses the “Default TTS Provider”
configured on the system parameters Cisco Unified CCX Application
Administration web page.

If the System default provider fails to match the request, the system tries out
all the providers configured through the TTS Cisco Unified CCX Application
Administration web page. These providers are tried out in an indeterministic
order.

If all the configured TTS providers fail, the system falls back on the
CiscoSSMLLite provider. This provider however is only capable of playing
out wav file prompts specified through the “audio” element in SSML and
VXML. If the prompt request contains any text, an application exception is
thrown and the caller gets a system error.

Understanding Where TTS Prompts are Played

Which server plays a TTS prompt depends on (a) the configuration of TTS
providers and (b) the desired gender/locale/provider for a TTS prompt.

The following is the sequence used to determine which TTS provider plays a TTS
prompt:

1.
2.

An Overwritten provider in the TTS prompt.

A System default provider (as configured in the System Parameters through
the Cisco Unified CCX Administration web page).

All configured providers, one at a time, in an indeterministic order.

Il Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



| Chapter 15

Designing Cisco Unified CCX VoiceXML Applications

Creating VoiceXML Documents ||

For a detailed description of how the provider selection and fallback works, see
Understanding Provider Fallback for TTS, page 15-15

If any one of these providers can serve the desired locale and gender of the TTS
prompt, then that provider plays the prompt. In most cases, the provider is the
MRCP TTS server.

There is also a lightweight TTS provider called Cisco LiteSSMLProcessor. This
provider can handle only TTS prompts with SSML text that contains only audio
elements referring to audio files. In this case, the TTS prompt is played by the
Cisco Unified CCX server.

The Cisco LiteSSMLProcessor gets used only under the following two
circumstances:

e The text in the TTS prompt is SSML enabled with only audio elements
referring to audio files.

and

* None of the providers in the preceding list can serve the TTS prompt request
or the overridden/system default provider has been set to Cisco
LiteSSMLProcessor.

Understanding Gender Fallback for MRCP TTS

Whenever a locale for an MRCP TTS server is configured in Cisco Unified CCX,
the genders available for that locale on that server are also specified. In addition,
for every TTS provider, a default gender is specified for each locale. This default
should correspond to a gender that is configured for that locale by the servers for
that TTS Provider.

When using a TTS prompt, a user has the option to either use the
com.cisco.tts.gender property or not specify any property, which causes the
default gender to be used.

The fallback mechanism that Cisco Unified CCX uses is as follows:

1. Ifagender property has been specified, Cisco Unified CCX uses that gender.
If no TTS server is found for that gender, Cisco Unified CCX tries the default
gender if its value is different from the overridden gender. If no TTS server
is found for the default gender, then Cisco Unified CCX fails the request.
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2. If a gender property has not been specified, Cisco Unified CCX uses the
default gender for the locale specified in the TTS prompt. If no TTS server is
found for the default gender, then Cisco Unified CCX tries Female, Male and
Neutral gender in that sequence until a TTS server is found. If none is found,
Cisco Unified CCX fails the request.

Using The CRTP Protocol

In a VoiceXML document on a Cisco Unified CCX system, you can fetch
resources from the Cisco Unified CCX Repository. The repository can be used to
manage documents, prompts, and grammars, To allow access to the resources in
the repository, you need to use a URL protocol provided by the Cisco Unified
CCX system, The Cisco Repository Transfer Protocol (CRTP). It is similar to
HTTP. However, in place of the Hostname and port number, the CRTP protocol
contains a repository identifier and a language specifier.

Example 15-5  Using CRTP Protocol

<field name="aNumber">
<prompt>Press a number.</prompt>
<grammar type="application/srgs+xml" mode="dtmf"
src="crtp:/Grammars/number.grxml" />
</field>

This is a proprietary protocol, so no “non-Cisco” use agents are expected to
recognize it. Whenever a CRTP URL must be passed to a non-Cisco user agent, it
must first be converted to its HTTPO protocol equivalent. This is done by the
Cisco Unified CCX system. This conversion should only be done right before the
resource is needed to be fetched, as the conversion depends on the context at the
time of the fetch. See How and Why To Use the CRTP Protocol, page 2-56 for
more information on this protocol.

Using the Voice Browser Cache

Any document retrieved through a HTTP GET in a VoiceXML document may be
cached; for example, other Voice XML documents, grammars, and audio files. The
voicexml.dtd file will not be cached because the XML parser loads DTDs on
every fetch.
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When the cache is enabled, all HTTP responses with a code of 200 are stored in
the cache unless they exceed the size limit.

HTTP Cache keys are based on the URL. If the URL is a HTTP GET with values,
the values will be part of the cache key as well.

When a request is made for the same URL, the cache response is checked for
expiration. If it has not expired (based on the expires HTTP response header), a
conditional HTTP request is made using the last-modified and/or etag values from
the cached response.

Cache is controlled by the Web sender and by the set of vxml attributes containing
the maxage and maxstale strings in the VoiceXML document.

If none of these headers were present in the cached response, it is assumed that
the response is not cacheable.

The value of expires is subject to clock differences between computers.
Last-modified is unaffected as it is sent back to the server as is.

Cache replacement policy is LRU.

Dynamic web pages (JSP, ASP, PHP, cgi-bin, and so on) are cacheable provided
they are accessed via HTTP GET and they return the listed response header.

Contents cached based on HTTP headers use the following HTTP response
headers:

* etag
e last-modified
e expires

Contents cached based on HTTP headers send the following HTTP request
headers:

e if-none-match

e if-last-modified
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Creating Cisco Unified CCX Scripts that Run
VoiceXML Documents

The Cisco Unified CCX Voice Browser is fully integrated with the Cisco Unified
CCX Engine. You can use scripts designed in the Cisco Unified CCX Editor to
extend VoiceXML applications (documents) by providing Cisco Unified CCX
call control and resource management.

For example, you can use VoiceXML to build a speech dialog as a front end to
collect information from the caller. You can then pass this information to a Cisco
Unified CCX script, and when the agent receives the call, the information
collected by VoiceXML will be available.

This section covers:
» Related Documentation, page 15-20
* A Sample Voicebrower.aef Script, page 15-20
» Creating a Script that Runs a VoiceXML Document, page 15-22
e Specifying TTS Providers in a Cisco Unified CCX Script, page 15-28

Related Documentation

For complete descriptions of the Cisco Unified CCX steps used in creating Cisco
Unified CCX Editor scripts, see the Cisco Unified Contact Center Express
Scripting and Development Series: Volume 2, Cisco Unified Contact Center
Express Editor Reference Guide.

A Sample Voicebrower.aef Script

You can use the bundled voicebrowser.aef script as an example for creating scripts
that invoke a VoiceXML document. Figure 15-1 shows that script as it appears in
the Design pane of the Cisco Unified CCX Editor.
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Figure 15-1 Voicebrowser.aef Script
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The Cisco Unified CCX Voicebrowser.aef sample script does the following:
. Accepts a call.

. Creates a URL document.

Starts the Voice Browser.

. Terminates the call.

N AW N =

. Ends the script and releases system resources.

Use the Voice Browser step in the Media palette of the Cisco Unified CCX Editor
to invoke a Voice XML application. This step can be used as many times in a script
as is necessary.
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When creating a Cisco Unified CCX Voice XML script, you can also execute other
steps in addition to VoiceXML. The purpose of this sample script is only to
illustrate how to create a Cisco Unified CCX script that runs a VoiceXML
document.

Creating a Script that Runs a VoiceXML Document

This section uses the sample voicebrowser.aef script described in the preceding
section to show to create a Cisco Unified CCX script that runs a Voice XML
document.

This section covers:
e Step 1: The Start Step (Creating a Script), page 15-22
e Step 2: Create Two Voicebrowser Script Variables, page 15-23
e Step 3: Enter the Accept Step, page 15-24
e Step 4: Enter the Create URL Document Step, page 15-24
» Step 5: Enter the Voice Browser Step, page 15-25
» Step 6: Enter the Terminate Step, page 15-28
e Step 7: Enter The End Step, page 15-28

Step 1: The Start Step (Creating a Script)

Begin to build the sample script by choosing File > New from the Cisco Unified
CCX Editor menu bar. The Templates folder displays. Select the blank script and
click OK.

A blank script containing a Start and End step opens in the Design pane of the
Cisco Unified CCX Editor window.

Begin to build the sample script by choosing File > New from the Cisco Unified
CCX Editor menu bar. The Cisco Unified CCX Editor places a Start step in the
Design pane of the Cisco Unified CCX Editor window.

The Start step needs no configuration and has no customizer window. At this time,
you might also want to give your new script a name and save it by selecting File
> Save from the menu bar.

Our example script is called voicebrowser.aef.
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Step 2: Create Two Voicebrowser Script Variables

Begin the Voicebrowser.aef script design process by using the Variable pane of the
Cisco Unified CCX Editor to define two script variables.

Figure 15-1 shows the variables of the Voicebrowser.aef script as they appear in
the Variable pane of the Cisco Unified CCX Editor window. Table 15-1 describes

them.
Table 15-1 Descriptions of the Variables in the Voicebrowser.aef Script
Variable
Variable Name Type Value Function
DEFAULT _DOC_VER3 |Document DOCJ] Specifies the Voice XML Document that will
(the name is arbitrary) be used as a parameter in the Voice Browser
step. This variable is required.
uri String " Specifies the URI address of the Voice XML
(the name is arbitrary) (You need docu.ment. The example in the previous figure
to enter the B}sles..// NoiceXmlD
voiceXML ttp: wwv&i.’mycompany.com oiceXmlDoc
document ument.vxml
http This variable is optional but if you do not use
address it, then each time in a script that you need to
between reference the uri of the VoiceXML document,
the quotes) |you will need to specify it with the Create
URL Document step rather than just use the
Document variable.
This variable is used as a parameter in the
Create URL Document step where you assign
it to the document variable.

Step 2: Enter the Start Step

Begin to build your Voicebrowser.aef script by choosing File > New from the
Cisco Unified CCX Editor menu bar. The Cisco Unified CCX Editor places a Start
step in the Design pane of the Cisco Unified CCX Editor window. The Start Step
needs no configuration and has no customizer window.
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Step 3: Enter the Accept Step

Continue to build the Voicebrowser.aef script by dragging an Accept step (from
the Contact palette in the Palette pane) to the Design pane of the Cisco Unified
CCX Editor. The script uses an Accept step to accept a contact.

Step 4: Enter the Create URL Document Step

In the Create URL Document step customizer window, in the separate selection
boxes, select the string variable uri and the document variable
DEFAULT_DOC_VERS3 that you created and click OK. This assigns the URL
address in the string variable to the document variable.

This step defines the XML document variable, uri, to be used in your script for
specifying the Voice XML document that you will run in the script.

The Create URL Document step does not issue a HTTP request. The request
occurs when the document variable is used by another step, such as the Send
Response step or the Send JSP step, or, as in our example script, the VoiceBrowser
step.
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Figure 15-2 Create URL Document Customizer Window
&2 Create URL Document - D:4Program Files',wfayvid' scripts's ﬂ
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URL: uri] L”z[
Timeaut o L”H
Method: * Get  Post
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fladify.. |

Lelete |

Diocument: IDEFAULT_DOC_VERS LI

Ok I Apaly | Cancel | Help |

In this example, parameters are not used. If you use parameters, they are passed
to the web server where the VXML document is located for use by the web server.

Step 5: Enter the Voice Browser Step

In the VoiceBrowser step, in the Contact selection box, select the triggering
contact that will run the VoiceXML document. Then, in the VXML Document
selection box, select the VXML document and click OK.

The VoiceBrowser step assigns the trigger to run the Voice XML document at the
URL specified by the VXML Document variable. When a caller phones that
trigger number, the caller accesses the Voice XML programming in the Voice XML
document.
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Figure 15-3 shows the General tab of the Voice Browser customizer window
configured with the example VXML document variable. You can use the
Expression Editor button next to the VXML Document select list to include the
VXML document in an expression in the Cisco Unified CCX VoiceXML script.

Figure 15-3 Voice Browser Customizer Window—General Tab
&3 Yoice Browser - D:\Program Files'wiavvid',scripts',system'defau x|
_2 General | zexit= Attributes | Promit |
Caontact:
Interruptible; # yes " MNo
WML Document. [DEFAULT DOC_VER3 L”E,

Ok I Apply | Cancel | Help |

Figure 15-4 shows the <exit> Attributes tab of the Voice Browser customizer
window.

The sample script voicebrowser.aef does not use this tab.

Use the <exit> Attributes tab to return information from the Voice Browser step.
For example, the script in Example 15-3 on page 15-14 returns the credit card

number collected. Using the data in that example, you could pass the credit card
information to a script variable. To do that, you would first have to create a script
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variable in the Cisco Unified CCX Editor and then, in the <exit> Attributes
<namelist> tab of the Voice Browser step customizer window, you would add the
mapping of the VoiceXML “creditNumber” to the “creditNumber” variable.

Figure 15-4 Voice Browser Customizer Window—<exit > Attributes Tab

@ Yoice Browser - Script1.aef

2 General  =Exit= Attributes | Prampt |
=BXpr= I

=namelist= Variahles: Names Script Wariables I Add

oty

[elete

il

Ok I Aoply | Cancel | Help |

Figure 15-5 shows Prompt tab of the Voice Browser customizer window.

The sample script voicebrowser.aef does not use this tab.

Use this tab if you do not want the Cisco Unified CCX script to continue if there

are errors when the VoiceXML document is run. The default is for the script to
continue.
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Figure 15-5 Voice Browser Customizer Window— Prompt Tab
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Step 6: Enter the Terminate Step

Close the sample script Voicebrowser.aef with a Terminate step (from the Contact
palette), which ends the call.

Step 7: Enter The End Step

Conclude the Voicebrowser.aef script with an End step (from the General palette).

The End step ends the script and releases all system resources.

Specifying TTS Providers in a Cisco Unified CCX Script

In addition to the supported TTS providers, the Cisco Unified CCX
Administration interface also allows the creation of new providers. Anytime a
new provider is added, Cisco Unified CCX updates the editor machines with the
new TTS provider information. This is done by synchronizing a file between the
Cisco Unified CCX server and the editor machines.
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Designing International Cisco Unified CCX
VoiceXML Applications

The Cisco Unified CCX Voice Browser can generate TTS prompts and recognize
speech in selected languages. In addition, the Voice Browser localizes built-in
grammars such as date and time. The script automatically activates the grammar
for specific languages based on the language context of the call.

For a list of built-in grammar support, see Built-in Type Implementation,
page B-12 of Appendix B, “VoiceXML Implementation for Cisco Voice
Browser.”

You can select a language for an application in one of several ways:

» Configure the language of the application in the Cisco Unified CCX
Administration web interface. This method is the most convenient for
applications that use a single language. (For more information on language
configuration, see the Cisco Unified Contact Center Express Administration
Guide.)

» Use the Set Contact Info in the Cisco Unified CCX script before invoking the
Voice Browser step, in order to make language information available to the
script.

e Use the xml:lang attribute on the <vxml>, <grammar>, or <prompt> element.
With this method, scripts can use multiple languages.

— To specify the language for a VoiceXML document, use the xml:lang
attribute in the <vxmI> element.

— To specify the language for individual prompt or grammar, set the
xml:lang attribute in the <prompt> or <grammar> element.

The following examples illustrate the use of the xml:lang attribute.
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Example 15-6 is a main menu that requests users to select the language,
prompting users in both English and Spanish. The xml:lang attributes in the
<prompt> elements specify the language to use for each prompt.

Example 15-6  mainmenu.vxml

<?xml version="1.0" encoding="UTF-8"?>
<vxml xmlns="http://www.w3.0rg/2001/vxml" version="2.0">
<form>
<field name="language">
<!-- read in English -->
<prompt xml:lang="en">
For English, press 1.
</prompt>
<!-- read in Spanish -->
<prompt xml:lang="es-MX">
Para Espafiol, oprima 2.
</prompt>
<grammar xml:lang="en-US" type="application/srgs+xml
version="1.0" mode="dtmf">
<rule id="choice" >
<one-of>
<item>1l</item>
<item>2</item>
</one-of>
</rule>
</grammar>
<filled>
<if cond="language=='1"'">
<goto next="info_en.vxml"/>
<elseif cond="language=='2"'"/>
<goto next="info_es.vxml"/>
</if>
</filled>
</field>
</form>
</vxml>

In Example 15-7, if the user selects Spanish, the script executes the document
info_es.vxml. The xml:lang attribute of the <vxmI> element specifies the Spanish
language for the entire document.
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Example 15-7  info_es.vxml

<?xml version="1.0" encoding="IS0-8859-1"7?>
<vxml xmlns="http://www.w3.0org/2001/vxml"version="2.0 "xml:lang="es-M>

<form>

<field name="qg">

<prompt>

¢Desea escuchar las noticias o el tiempo?
</prompt>
<grammar xml type="application/srgs+xml
version="1.0" mode="voice">
<rule id="choice" >
<one-of>
<item>las noticias</item>
<item>el tiempo</item>
</one-of>
</rule>
</grammar>
<filled>
<submit next="getInfo.jsp”/>
</filled>
</field>

</form>
</vxml>

When you create non-English XML files, you must accurately set the character
encoding. XML uses Unicode (UTF-8) by default, but you can use other encoding
methods. For example, many Western European language text editors use
[SO-8859-1 (latin-1) encoding by default. In this case, you must set the encoding
attribute of the XML declaration correctly, as shown in the example above.

Although you may specify xml:lang in <grammar>, note that Cisco Unified CCX
does not support recognition of multiple languages at the same time. If the
<grammar> elements specify conflicting languages, the last one specified will
take precedence.

See Using VXML to Implement a Language Not Available in Cisco Unified CCX,
page 4-5 for further information.
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Cisco Unified CCX VoiceXML Application
Troubleshooting Tips

The following are helpful tips when troubleshooting your voiceXML application:

¢ Check the Cisco Unified CCX subsystems in service: CMT, JTAPI, MRCP
ASR&TTS, Voice Browser.

» Test the URI in the Web browser.

e Check the Provider selection.

» Validate files: VXML, grammar, audio.

» Check file fetching locations.

e Use a DTD to check for the correct syntax.

¢ Do performance tuning: exclude the DTD and use caching facilities
(VXML, HTTP)

¢ In the Cisco Unified CCX system, trace the contact flow:

— The SS_VB subsystem is used to control tracing for the Voicebrowser,
and the “Debugging” level provides debug output.

— Other related subsystems to check:
« SS MRCP_TTS
« SS_MRCP_ASR
« SS CMT
¢ Check the log file
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You can use the steps of the Cisco Unified CCX Editor to design scripts that take
advantage of the Cisco Unified Contact Center Enterprise (CCE) solution.

This chapter describes the steps used to create scripts that interact with the Cisco
Unified Intelligent Call Management Enterprise (ICME) subsystem of the Cisco
Unified CCX system.

This section contains the following topics:
e The Service Control Interface, page 16-1
e Call Variables, page 16-3
e ICM Script Types, page 16-7
» Sample VRU Script Templates, page 16-10

The Service Control Interface

The Service Control interface allows the Cisco Unified ICME software to provide
call-processing instructions to the Cisco Unified CCX system. It also provides the
Cisco Unified ICME software with event reports indicating changes in call state.
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I The Service Control Interface

The Service Control interface supports the following four label types:

Normal—The Normal label is a character string that encodes instructions for
routing the call. It contains either a directory number to which the Cisco
Unified CCX system routes the call or the name of a user prompt that
represents an announcement.

Busy—The Busy label indicates that the caller receives a busy treatment.

Ring No Answer—The Ring No Answer (RNA) label indicates that the caller
receives an RNA treatment.

Default Label—The Default label indicates that the Cisco Unified CCX
system runs the default script or runs the system default treatment if no
default script is configured.

In addition to these label types the Cisco Unified IP IVR product supports the
following special extensions as part of the Normal label:

1333}

Extensions starting with “#” or

These extensions trigger a network take back and transfer. For the redirect to
be successful, the script out-pulses the specified string as is and then monitors
the call for a hang-up event, for a maximum of 5 seconds.

[73R2]

You can use the “,” character to insert a 1 second pause.
Extensions ending with “.wav”

These extensions trigger a network announcement type of redirect, in which
the script simulates a ring-back tone and then plays back the specified .wav
file 4 times, and then finally simulates a fastbusy tone. The transfer is
successful if at any time the caller hangs up or if the script reaches the end of
the fastbusy tone and disconnects the call.

Extensions equal to “PROBLEMS”

These extensions trigger a network announcement type of transfer (see
above) with a system problem announcement.

Extensions equal to “BUSY”, “RNA”, “FASTBUSY”, or “DIALTONE”

These extensions cause the script to generate the specified audio treatment
before terminating the call. The transfer is successful if at any time the caller
hangs up or the script reaches the end of the audio treatment. The script then
reports the call as disconnected rather than as redirected.
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Call Variables

This section contains the following topics:
» Using Call Variables, page 16-3
e Using Expanded Call Variables, page 16-3
e Using Error Variables, page 16-4
» Using the Parameter Separator, page 16-4
» Configuring Encoding and Decoding Types, page 16-5

Using Call Variables

The Cisco Unified ICME software supports several Call Variables. The Cisco
Unified ICME System, the Enterprise Server, and the CiscoUnified CCX system
use these strings to pass values to each other. You can use the following variables
in your scripts:

¢« VRU Script Name

» ConfigParam

e Call.CallingLinelD

» Call.CallerEnteredDigits

e Call.Peripheral Variablel to Call.PeripheralVariable10

e Call.AccountNumber

Using Expanded Call Variables

The Cisco Unified ICME, the Enterprise Server, and the Cisco Unified CCX
system also pass expanded call variables to each other, but you must use the Cisco
Unified CCX Editor to define or enable these variables individually.
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W Call Variables

~

Note

If you are using Cisco Unified CCX, your variables must also be defined through
the Cisco Finesse Administration.

See the Cisco Unified Contact Center Express Scripting and Development Series:
Volume 2, Editor Step Reference Guide and the Cisco Contact Center Express
Administration Guide for more information about Call variables and
ICME-related topics.

See Get Enterprise Call Info Step for more information about Call variables and
ICME-related topics.

Using Error Variables

Note

If a VRU (Voice Response Unit) script runs without any errors, the system sets
the ResultCode field of the run_script_result message to true. You can change the
result using the Set ICM Result step (from the ICM palette).

For more information, see “Call Contact Step Descriptions” in the Cisco Unified
Contact Center Express Scripting and Development Series: Volume 2, Editor Step
Reference Guide.

Using the Parameter Separator

Note

You can send multiple values—or tokens—within one variable, so you can avoid
using many variables at the same time.

The parameter separator is a character that defines the boundary between the
different tokens in one variable. The token numbering begins with 0.

You specify this separator on the Cisco Unified CCX Administrator’s System
Parameters web page.
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Call Variables W

For example, if the parameter separator is “|”, you can send an expanded call
variable as

true | 4 | 4/3/2000

where the value of token number 0 is “true”, token number 1 is “4”, and token
number 2 is “4/3/2000”.

The following variables can have multiple tokens separated by the parameter
separator:

» Peripheral (1-10)
« Expanded Call (ECC)
* ConfigParam

¢ VRU Script Name

The VRU Script Name variable holds the name of a VRU script to run when the
Cisco Unified CCX system receives a Run Script request from the Cisco ICME
software. The Cisco Unified CCX system reads only the first token (token number
0) as VRU Script Name; the rest of the tokens are passed on (with the script name
- token #0) to be used as regular variable tokens.

The Get/Set Enterprise Call Info steps of the Call Contact palette in the Cisco
Unified CCX Editor allow you to set and read different tokens in the variables
passed between the Cisco Unified CCX system and the Cisco Unified ICME
Server.

For more information, see “Call Contact Step Descriptions” in the Cisco Unified
Contact Center Express Scripting and Development Series: Volume 2, Editor Step
Reference Guide.

Configuring Encoding and Decoding Types

When the Cisco Unified CCX system receives variables from the Cisco

Unified ICME software or Enterprise Server, the variables do not have an
associated type (such as Integer or Float). To use these variables in Cisco Unified
ICME VRU or Cisco Unified CCX scripts, the Cisco Unified CCX system first
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Note

decodes them to one of the available types. When the script sends variables back
to the Cisco Unified ICME Server, the Cisco Unified CCX system then encodes
them into a form the Cisco Unified ICME Server can use, depending on the type
of the local Cisco Unified CCX script variable.

Table 16-1 lists the encoding types that the Cisco Unified CCX system supports.

The Input format is the data decoded from the Cisco Unified ICME Server

variables to the Cisco Unified CCX script local variables. The Output format is
the data encoded from the Cisco Unified CCX script local variables to the Cisco

Unified ICME Server variables.

Table 16-1 Encoding Types That Cisco Unified CCX Supports
Encoding Type Input Format Example Input Output Format
Integer—32-bit The Cisco Unified CCX Editor Decimal: Decimal digits from
signed integer supports three formats: . 25 0 to 9 with no
» Decimal—asequence of digits | 34 leading 0
Long—64-bit without a leading 0. Digits can . 000
signed integer. range from 0 to 9.
+ Hexadecimal—in the form Hexadecimal:
0xDigits, where Digits can . Oxle
range from 0to 9,ato f, and A
to F. e 0x8A5
« Octal—in the form 0Digits, + 0x33b
where Digits can range from 0 |QOctal:
to 7. . 033
« 0177
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Encoding Types That Cisco Unified CCX Supports (continued)

ICM Script Types

Encoding Type Input Format Example Input Output Format
Float—32-bit [-1Digits. DigitsExponentTrailer 3.1415927f Same as input
floating number . 6.02¢23F
where: 95
» Digits are digits from 0t0 9.  |.4.2323E5f
Double—64-bit * Exponent is an optional 0.843 Same as input
floating number exponent with a leadinge or E. |1.871E3d
e Traileris one of f, F, d, or D to 23e-123
specify a float or a double. The -3.4e34
trailer is optional.
Boolean To designate this Yes Either true or false
non-case-sensitive type: F
« True—Use 1, t, y, true, or yes. 0
n
o False—Use 0, f, n, false, or no.
String Type requires no conversion. Hello world Same as input
Date Use the format mm/dd/yyyy where |10/22/1999 Same as input
mm is the month, dd is the day, and |3/30/2000
yyyy is the year.
Time Use the format Hh:MmTod 12:20am Same as input
09:05PM

where Hh is the hour, Mm is the
minute, and 7od is am or pm. This

type is not case-sensitive.

ICM Script Types

The Cisco Unified CCX system runs three different types of ICM scripts:

¢ Initial Scripts, page 16-8
e Default Scripts, page 16-8
* VRU Scripts, page 16-9
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Initial Scripts

Note

The Cisco Unified CCX system runs initial scripts when it receives a call on a
JTAPI (Java Telephony Application Programming Interface) trigger associated
with a post-route application. You set the initial script when you configure a Cisco
Unified ICME post-route application. (For more information, see the Cisco
Unified Contact Center Express Application Administration Guide.)

If you leave the Initial Script field empty, no initial script runs.

Because initial scripts are run on the Cisco Unified CCX system before the system
notifies the Cisco Unified ICME about the call, you can use the Get Enterprise
Call Info step or the Set Enterprise Call Info step, but not the Set ICM Result step.

Default Scripts

Note

The Cisco Unified CCX system runs the default script whenever the Cisco
Unified ICME software sends a default label, when the Cisco Unified CCX
system times out waiting for the Cisco Unified ICME to provide instructions, or
when communication with the Cisco Unified ICME software is lost.

Because default scripts can run without access to the Cisco Unified ICME
software, you should never use any ICM step in a default script.

You set the default script when you configure the Cisco Unified ICME translation
route or post-route applications. (For more information, see the Cisco Contact
Center Express Administrator Guide.)

If you leave the Default Scripts field blank, the Cisco Unified CCX system runs
the system default message, which announces that the system is experiencing
technical difficulties.

l_ Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



| Chapter 16  Designing Scripts for Cisco Unified IP IVR

ICM Script Types ||

VRU Scripts

Cisco VRU script design does not handle complete calls, but provides different
call-handling instructions to be executed sequentially by the Cisco Unified CCX
server. For example, the VRU scripts may play a prompt or acquire dual tone
multi-frequency (DTMF) values.

The VRU scripts run when the Cisco Unified ICME software sends a Run VRU
Script request to the Cisco Cisco Unified CCX system using a Run VRU Script
node in an ICM script. Before the Cisco Unified ICME software can call a VRU
script, you must configure and upload the script to the Repository. (For details,
see the Script Management information in the Cisco Unified Contact Center
Express Administration Guide.)

Note  Because the VRU scripts run only when the Cisco Cisco Unified CCX system is
in communication with the Cisco Unified ICME, you can use any ICM step in a
VRU script.

PreConnect scripts and VRU scripts that run when Cisco Unified ICME software
sends a connect request to the Cisco Unified CCX system before the Cisco
Unified CCX system routes the call. When the Cisco Unified CCX system
receives the connect request, it checks the Expanded Call Context variable. If the
variable is empty, the Cisco Unified CCX system routes the call to the label sent
by the Cisco Unified ICME. If the VRU Script Name variable is not blank, the
Cisco Unified CCX system simulates a Run VRU Script request, using the first
token of the variable as the file name of the VRU script to run. In addition, the
Cisco Unified CCX system sends the ConfigParam variable and other tokens in
the VRU Script Name variable to the PreConnect script.

If the PreConnect script returns a result of false, the Cisco Unified CCX system
handles it as a failure-to-connect error, and does not attempt to route to the
requested destination.

You must enable the VRU Script Name expanded call variable to use this feature.
If you want to send values using the ConfigParam variable, you must enable the
ConfigParam expanded call variable. For more information, see the “Using
Expanded Call Variables” section on page 16-3.
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Sample VRU Script Templates

The Cisco Unified CCX system ships with the following three VRU sample script
templates:

« Basic Queuing (BasicQ.aef), page 16-10

¢ Visible Queuing (VisibleQ.aef), page 16-11

e Collect Digits (CollectDigits.aef), page 16-12

Basic Queuing (BasicQ.aef)

The BasicQ script template (BasicQ.aef) does not use any ICM steps. It simply
plays several prompts (and puts the call on hold), looping through them until an
agent phone becomes free and the Cisco Unified ICME can route the call to the
agent.

This script has no variables defined.

The Cisco Unified CCX system accepts the call with the Accept step. Next, it
plays the ICMStayOnline.wav file using the Play Prompt step, then puts the call
on hold for 30 seconds using the Call Hold and Delay steps.

The script uses the Call UnHold step to take the call off hold, plays the
ICMWait4NextAvail.wav file, and then puts the call back on hold for another 60
seconds. This sequence repeats until a connect request is sent to connect the call
to an available agent.
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Figure 16-1 shows BasicQ.aef as it appears in the Design pane of the Cisco
Unified CCX Editor.

Figure 16-1 BasicQ.aef Script in the Cisco Unified CCX Editor Design Pane

— Ay By

% Accept (--Triggering Contact--)

4% Play Prommpt (--Triggering Cortact--) SPICMUICKMStayOnline])
— £% Play Muszic for 30 seconds */

=g Call Hold (--Triggering Contact--)

— E Delay 30 sec

—g Pigyliaitd nuounce:

— Call Unkwld (--Triggering Contact--)

B Play Prorapt ©--Triggering Contact--, SPICMUCKaitdMext s yvail])
—e=s Call Hold (--Triggering Cortact--)

— E Delay B0 sec

—{ﬂ Goto Playliaitd spounce

— A End

Visible Queuing (VisibleQ.aef)

The VisibleQ script template (VisibleQ.aef) uses the GetEnterpriseCalllnfo step
to retrieve the expected wait time from the Cisco Cisco Unified ICME and to relay
that information to the caller.

Before accepting the call, the GetEnterpriseCalllnfo step retrieves information for
Cisco Cisco Unified ICME. The script copies the value of the expanded call
variable user.expected.wait.time to the local variable WaitTime as an Integer.

Then, the Accept step accepts the call. The script plays several messages. It starts
by playing ICMVisibleQAnnl.wav. It then plays the variable WaitTime, the
ICMSecond.wav file, and ICMVisibleQAnn2.wav file.

The script then puts the call on hold for 30 seconds, takes the call off hold, plays
the ICMWait4NextAvail.wav prompt, and puts the call back on hold for another
60 seconds. This sequence loops until an agent is free to take the call, as in the
BasicQ script.
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Figure 16-2 shows VisibleQ script as it appears in the Design pane of the Cisco
Unified CCX Editor.

Figure 16-2 VisibleQ.aef Script in the Cisco Unified CCX Editor Design Pane

—@Wa'rﬂime = 3et Erterprize Call Info (--Triggering Cortact--| "user expected weait time", 0, - Al --)
—’23' Accept (--Trighering Contact--1
— F% Play Visible Queus Announcement
i

B Play Prompt (--Triggering Cortact--, SPOCKMICKYisibleGiannt |)

B Play Prompt (--Triggering Cortact--, SP] + WaitTime + SPICMICMSecond] + SPICMICHYisibleDinn2])
— /% Play music for 30 seconds. */
—e= Call Hold (--Triggering Contact--)
— E Delay 30 sec
@ FraviVaitd nponnce!
Call Unhold (--Triggering Cortact--)
—m Play Prompt (--Triggering Contact-- | SPICRMUCKI st Mexd Aeyail])
—e=2 Call Hold (--Triggering Contact--)
— E Delzy B0 sec
—@ Goto Pigylaitdnnouhce

— A&y Ercd

Collect Digits (CollectDigits.aef)

The CollectDigits script template, CollectDigits.aef, uses the Set ICM Data step
to collect the caller account numbers, and send them back to the Cisco Unified
ICME system.
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Figure 16-3 shows the CollectDigits script as it appears in the Design pane of the
Cisco Unified CCX Editor.

Figure 16-3 CollectDigits.aef Script in the Cisco Unified CCX Editor Design Pane

— A EE
—ﬁ Accept (--Triggering Cortact--)
[—]—-ﬁ acctno = Get Digit String (--Triggering Contact--1
‘2:':2 Successiul

L@ et Erterprize Call Info (--Triggering Contact--)
ﬂl Timeout

I— J% CED will be empty and let ICHM handles the error. */
‘2:':2 Lingtccessiuf

l— S* CED will be empty and let ICH handles the error. */

— Ay Endd

First the Accept step accepts the call, and then the script uses the Get Digit String
step to ask the caller to enter an account number, which is assigned to Result Digit
String acctno.

The Set Enterprise Call Info step stores the result in Field Name
Call.CallerEnteredDigits field so that it can be returned back to the Cisco
Unified ICME system for further processing.
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Designing Cisco Unified CCX
Scripts

Cisco Unified Contact Center Express (CCX) is an automatic call distributor
(ACD) for enterprise organizations.

You can use the Cisco Unified CCX Editor to design scripts that take advantage
of Cisco Unified CCX capability.

This chapter describes the design of such a script, SessionEnabled.aef, and also
serves as a good demonstration of the use of the steps from the Session palette for
session management and the use of a default script that executes if an error occurs
in the main script.

This section contains the following topics:
e A Sample Cisco Unified CCX Script Template, page 17-2
e The Start Step (Creating a Script), page 17-2
e Cisco Unified CCX Script Variables, page 17-3
* The Accept Step, page 17-6
* The Get Contact Info Step, page 17-6
e The Get Session Info Step, page 17-6
e The If Steps, page 17-7
¢ Recording a Name, page 17-24
e The Select Resource Step, page 17-26
» Using Default Scripts, page 17-32
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A Sample Cisco Unified CCX Script Template

The sample Cisco Unified CCX script template performs the following functions:
1. Accepts a call.

Asks the caller to enter an account number.

Records the caller’s name.

Eal ol

Does one of the following:
» Connects the caller to an agent

¢ Queues the call and sets a priority, based on whether or not the caller has
already entered an account number on a previous attempt to connect
during the same session, and/or if the main script has already failed and
the caller has been re-routed back to the main script.

Figure 17-1 shows the top-level view of the sample Cisco Unified CCX script in
the Design pane of the Cisco Unified CCX Editor.

Figure 17-1 Cisco Unified CCX Sample Script Design Pane—Top-level View

Aoy Start

’23' Accept (--Trighering Contact--1

t‘, session = et Contact Info (--Triggering Contact--, Session)
F¥ Attenpt to retrieve prewious session v
D Get Sesszion Info (session)

={] If (prompted == null) Then

-[: If (failureCount == null) Then

/% Update call's language */

-[: If (language 1= null) Then

-[: If (prompted==talze) Then

& Select Resource (--Triggering Contact-- from C5Q)

fdenc

The Start Step (Creating a Script)

Begin to build the sample script by choosing File > New from the Cisco Unified
CCX Editor menu bar. The Templates folder displays. Select the blank script and
click OK.
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A blank script containing a Start and End step opens in the Design pane of the
Cisco Unified CCX Editor window.

The Start step needs no configuration and has no customizer window. At this time,
you might also want to give your new script a name and save it by selecting File
> Save from the menu bar.

Our example script is called SessionEnabled.aef.

Cisco Unified CCX Script Variables

The designer begins the script design process by using the Variable pane of the
Cisco Unified CCX Editor to define script variables.

Figure 17-2 shows the variables of the sample Cisco Unified CCX script as they
appear in the Variable pane of the Cisco Unified CCX Editor.

Figure 17-2 Cisco Unified CCX Sample Script Variable Pane
£lz]x|
Matme I Type I Value I Attributes I

S String Pararmeter
DelayvhileGueued irt i Pararneter
WelcomePrompt Prompt PICDWelcome way]  |Parameter
accountMurm String "
failureCount int ]
languzge Language Llen_LUS]
rame Documerit il
protnptecd boolesn false
gueued boolean falze
resourcell String "
SEETI0N SEesIion il
session2 Session rdll

Table 17-1 describes the variables used in the Cisco Unified CCX sample script.
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Table 17-1 Variable Descriptions for the Sample Cisco Unified CCX Script
Variable
Variable Name Type Value Function
CSQ String " Stores Contact Service Queue

information from which to find a
resource. (See The Select Resource Step,
page 17-26.)

The designer marks this variable as a
parameter to allow the administrator the
option to change the value of this
variable.

For more information, see the Cisco
Unified Contact Center Express
Administration Guide.

DelayWhileQueued |Integer 30 Length of time the script will delay before
sending the call back through the queue
loop. (See The Queued Output Branch,
page 17-30.)

The designer marks this variable as a
parameter to allow the administrator the
option to change the value of this
variable.

For more information, see the Cisco
Unified Contact Center Express
Administration Guide.

WelcomePrompt Prompt P[CDWelcome.wav  |Welcomes the caller. (See The Play
Prompt Step, page 17-11.)

The designer marks this variable as a
parameter to allow the administrator the
option to change the value of this
variable.

For more information, see the Cisco
Unified Contact Center Express
Administration Guide.
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Variable Descriptions for the Sample Cisco Unified CCX Script (continued)

Variable Name

Variable
Type

Value

Function

accountNum

String

Stores the account number entered by the
caller. (See The Play Prompt Step,
page 17-11.)

failureCount

Integer

Stores the number of times a call has
failed. (See The Session Steps,
page 17-14)

language

Language

English
(United States)
(en_UYS)

Stores the language selection made by the
caller. (See The Third If Step, page 17-9.)

name

Document

null

Stores the spoken name of the caller. (See
Recording a Name, page 17-24)

prompted

Boolean

false

Stores information to determine whether
or not the caller has heard
WelcomePrompt. (See The First If Step,
page 17-9.)

queued

Boolean

false

Stores the information used to determine
whether or not the call has been queued.
This information will be useful in the
default script to determine whether or not
the main script failed while in or outside
of queue. (See The Connected Output
Branch, page 17-28 and The Queued
Output Branch, page 17-30.)

resourcelD

String

Stores the Resource ID of the chosen
agent. (See The Select Resource Step,
page 17-26.)

session

Session

null

Stores session information for the call.
(See The Get Contact Info Step,
page 17-6.)

session2

Session

null

Stores previous session information
based on the accountNum variable. (See
The Session Steps, page 17-14.)
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The Accept Step

The designer continues to build the sample script by dragging an Accept step
(from the Contact palette in the Palette pane) to the Design pane of the Cisco
Unified CCX Editor window, as shown in Figure 17-1.

The script uses an Accept step to accept a contact, in this case a telephone call.

The Get Contact Info Step

The designer continues to build the sample script by adding a Get Contact Info
step, which determines whether or not contact information already exists for this
caller (based on a previous call).

The Get Contact Info step extracts information from the Session object and stores
it in a Session variable named session.

The Get Session Info Step

The designer continues to build the sample script by adding a Get Session Info
step, which evaluates the value of session, attempting to retrieve previous
information collected from the caller, who may have been disconnected during a
previous call or transferred back into the Cisco Unified CCX queue by an agent.
A caller can be transferred back into the queue if the script fails, in which case the
Cisco Cisco Unified CCX system falls back to the default script (see Using
Default Scripts, page 17-32), or if an agent routes the call back to the route point.
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The If Steps M

Figure 17-3 shows the configured Context tab of the Get Session Info customizer
window.

Figure 17-3 Get Session Info Customizer Window—Configured Context Tab

&3 Get Session Info - D:\Program Files'wfavvid'scriptss ﬂ

"Prampted" prompted & Wity |
"Accaunthum” accaunthum
"Failure Count' failureCount Detsiz |

“Language” language
"SpokenMame' name =]

Ok I Apply Cancel | Help |

Note

This chapter describes the variables listed in the Context tab of the Get Session
Info customizer window as they are populated by subsequent steps in the script.
If this call is the first time the caller has called, the session variable is empty and
the prompted variable is null.

The If Steps

The designer continues the sample script by adding a series of If steps to test to
find out if a caller has already entered information.

If the caller has made a previous call within the configured session timeout, which
is typically 30 minutes, and has already entered information, then the script can
retrieve this information, saving the caller from the inconvenience of re-entering
it. In this case, the script collects the account number of the caller and then
attempts to retrieve the session that corresponded with that previous call.
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If an agent transferred the call back into the queue managed by this script, then
the session that stores all the collected information is still associated with the call.
The series of If steps at the beginning of the script verifies this fact, after having
retrieved this information from the session using the Get Session Info step.

Figure 17-4 shows the scripting under the first three If steps in the beginning of
the sample Cisco Unified CCX script.

Figure 17-4 If Steps

@ et Session Info (zession)
== If (prompted == null) Then

True
L= st prompted = falze

False
[—]—-[: If (failureCount == null) Then
';f} True
L= Set faiureCount = 0
“{:Z False

— /% Update call's language */
=3 If tlanguage 1= null) Then

Tee
L% set Contact Info (--Trigoering Cortact--)

“f_:l False

=2 If (promptec==Talse) Then

This section contains the following steps:
e The First If Step, page 17-9
e The Second If Step, page 17-9
e The Third If Step, page 17-9
e The Fourth If Step, page 17-10
¢ The Play Prompt Step, page 17-11
e The Get Digit String Step, page 17-11
e The Session Steps, page 17-14
* Choosing a Language, page 17-21
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The First If Step

The designer adds the first If step to evaluate the expression, prompted==null; or,
the value of the prompted variable (which was obtained from the session) is equal
to null.

The script uses the Boolean prompted variable to determine whether or not the
caller has heard the WelcomePrompt prompt (which plays later in the script).

If the expression is true, then the Set step under the True output branch has not
executed yet, because when it does execute, it sets the value of prompted to false.
(See Figure 17-4.)

Note A false value, when tested by a subsequent If step, tells the script that the caller
has already entered an account number, and the script falls through to a Select
Resource step to attempt to connect to an agent.

The Second If Step

The designer adds a second If step to evaluate the expression, failureCount==null;
or, the value of the failureCount variable (which was obtained from the session)
is equal to null.

The script uses the failureCount Integer variable to determine how many times
the call has failed. If the expression is true, this tells the script that this is the first
time for this call, and the Set step initializes the value of failureCount to 0. (See
Figure 17-4.) This information will be useful later in the script to determine
priority of queueing and in the associated default script to determine if the call has
failed more then once in the main script.

If this expression is false, then the value of failureCount is not changed.

The Third If Step

The designer adds a third If step to evaluate the expression, language!=null; or,
the value of the language variable (which was obtained from the session) is not
equal to null.
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Later in the script, the script gives the caller the choice to set the value of the
language variable to either American English or North American Spanish. If the
expression is true, the language variable has been set (and therefore, this is not the
first pass for this caller), and the Set Contact Info step under the True output
branch updates the language context of the call to the language selected by the
caller in a previous attempt.

If the expression is false, the language preference has not been determined yet,
and its value remains unchanged.

The Fourth If Step

The designer adds a fourth If step to evaluate the expression, prompted==false;
or, the value of the prompted variable is false.

As mentioned above (see The First If Step, page 17-9), if this expression is true,
this is the first pass of the caller, and the script continues to the subsequent steps
that prompt the caller to enter an account number, choose a language for the call,
and record a name.

Figure 17-5 shows the scripting under the True output branch of this If step.

Figure 17-5 Steps Under the True Output Branch of the Fourth If Step

I_J—]—l-[: va(promp’[ed==false) Then
f—]—'zf? True
b Plary Promgt C--Triggering Contact--, WiglcomePratngt)
A Prompt the caller for.... #/
accountium = Get Digt String (--Triggering Contact--)
= Set prompted =true
D Set Session Info (session)
-[: If (language == nulll Then
A% Update language of call +/
-[: If {language = nulll Then
-[: If {mame == nulll Then
—'z:l False
+— 3| Select Resource (--Triggering Contact-- from C5E)

/o B
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If this expression is false, the steps under the True output branch of this If step
have already been executed on a previous attempt, and the script can send the
caller directly to the Select Resource step to be connected to an agent or placed in
queue.

The True output branch of the fourth If step contains the following steps:

The Play Prompt Step, page 17-11
The Get Digit String Step, page 17-11
The Session Steps, page 17-14
Choosing a Language, page 17-21
Recording a Name, page 17-24

The Play Prompt Step

The Play Prompt step under the True output branch of If step plays back the
prompt WelcomePrompt, which welcomes the caller.

The Get Digit String Step

After this Play Prompt step executes, the Get Digit String step prompts the caller
to enter an account number and then receives caller input.

The designer configures the Get Digit String customizer window as follows:

General tab
— Contact—Triggering Contact
The contact that triggered the script remains the contact for this step.
— Interruptible—Yes
External events can interrupt the execution of this step.
— Result Digit String—accountNum

The accountNum variable stores the digits entered by the caller (and is
used by the subsequent Session steps).
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e Prompt tab

Prompt—P[EnterAccountNum]
This prompt asks the caller to enter an account number.
Barge In—Yes

The caller can enter an account number without first having to listen to
the playback of the entire prompt.

Continue on Prompt Errors—Yes

In the event of a prompt error, the script continues to play back the next
prompt in the sequence, or waits for caller input if the last prompt has
been played.

e Input tab

Initial Timeout (in sec)—5

The system waits 5 seconds for initial input from the caller before
executing the Timeout output branch (after the maximum number of
retries has been reached).

Interdigit Timeout (in sec)—3

The system waits 3 seconds for the caller to enter the next digit, after
receiving initial input from the caller, before executing the Timeout
output branch (after the maximum number of retries has been reached).

(Does not apply for ASR channels.)
Maximum Retries—3

The step makes 3 retries to receive valid input before executing the
Unsuccessful output branch.

Flush Input Buffer—No
The system saves previously entered input while the caller types ahead.
Clear Input Buffer on Retry—Yes

The script clears the input buffer, erasing previously-entered digits
whenever the step makes a new attempt at collecting caller input.
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¢ Filter tab
— Input Length—10

The minimum number of digits required before the step returns
automatically is 10. (This minimum number applies only to non-ASR
channels; however, with ASR channels no more digits than specified will
be returned.)

— Digits Filter
All the numeric options are checked. The alphabetical options and “*”
and “#” and not selected.

The step treats the numbers from 0 to 9 as valid entries, and treats the
keys “*” and “#” and the letters A through D as invalid characters to
collect.

— Terminating Digit—#
The key the caller can use to indicate completion of input.
— Cancel Digit—*

The key the caller can use to start over. (The cancel key works only until
the script reaches the maximum number of retries.)

As shown in Figure 17-6, The Get Digit String step has three output branches.

» Successful—If the Successful output branch executes, the script uses a series
of Session steps as described in the next section.

» Timeout—If the Timeout output branch executes, a Set step sets the
accountNum to null, meaning that the account number was not received, and
so the script treats the call as new.

¢ Unsuccessful—If the Unsuccessful output branch executes, a Set step sets the
accountNum to null, meaning that the account number was not received, and
so the script treats the call as new.
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Figure 17-6 Get Digit String Step—Qutput Branches

f—]—-[: It (prompted==
f—]—ﬁ Trie
—E@?J Plary Prompt (--Triggering Contact--, WelcomePrarmgt)
— /% Prompt the caller for.... */
[—]—-PE accounthum = Get Digit String (--Triggering Contact--)
2:2 SHecessial
S* Try to get session based */
O zession? = Get Session Info (session, "session”)
={] If (zession2 I= null) Then
'z:l Timeout
L= St accourtium = nul
‘{:.Z Unsiccessing
|—=.' Set accountMum = null

The Session Steps

This section describes the session management tasks accomplished by the
scripting under the Successful output branch of the Get Digit String step.

The script determines whether or not the caller has made a recent call and
previously entered all the necessary information, in which case a session may
already exist. The script uses the account number to map the current call to any
previous session information. The subsequent steps attempt to retrieve the
previous session and if found, associate this new call contact with the original
session.
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Figure 17-7 shows the scripting under the Successful output branch of the Get
Digit String step.

Figure 17-7 Get Digit String Step—Successful Output Branch

f—]—-ﬁ accountMum = Get Digit String (--Triggering Contact--)

f—]—ﬁ SHCCesstul

A% Try to get session based */

@ session? = Get Session Info (zession, "AccountMum'™)
={] If (zession2 I= null) Then

f—]—'}_{) True

A% Tle have already have a zession */
= =et zession = session?

{!“_5 Set Contact Info (--Triggering Contact--)

D session = Get Session Info (zession, "session™
1-[: If (failureCount == null) Then

True
L == =et failureCount =0

False

El—ﬂ False
': A% Add new mapping to current mappihg ¥/
@ Session Mapping (session, add session)

The Get Session step under the Annotate step attempts to get previous session
information based on the accountNum variable, and to store it in the session2
variable. (This information is useful to the subsequent If step, which tests to
determine whether or not session information existed for the previous call.)

Figure 17-8 shows the context tab of the configured Get Session customizer
window.
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Figure 17-8 Configured Get Session Customizer Window

#3) Get Session Info - D:\Program Files'wiavvidscrip! il

QZ General  Cortexd I
. Altributes:

Marnes | Wariahles | Acd... |

"Accountum” |session2 | Madify |
Delete |

04 I Apnply Cancel | Help |

The If step under the Get Session step evaluates the expression session2!=null; or,
the session2 variable is not null.

If this expression is true, session information does exist for the previous call, and
the script uses the following steps under the True output branch of the If step (see
Figure 17-8) in order to re-associate the current call to this older session:

» Set step— Sets the value of the session variable to equal the session2
variable.

The session variable is used by subsequent steps in the script so that from this
step on, the script uses only the previous session information.

« Set Contact Info step—Associates the new call to the old session and deletes
the temporary blank session that the script automatically associated with the
new call.

* Get Session Info step—Uses the session variable to retrieve values for the
failureCount and language variables (used by subsequent If steps).

e If step—Evaluates the expression failureCount==null; or, the value of the
failureCount variable is equal to null.

— If the True output branch executes and failureCount is empty, the call
has not failed before this step, and a Set step initializes the value to 0.

— If the False output branch executes and failureCount has already been
assigned a value, then this value is left unchanged and is subsequently
used to determine the queuing priority to assign to this call.
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If the expression session2!=null is false, then session information no longer
exists, and the Session Mapping step adds new mapping for this session.

The script then continues with the temporary session object that the script
originally associated with this call, and then re-populates the information by
collecting it from the caller. The script maps the new session using the account
number so that the script can retrieve it later for another call from the same
customer.

Figure 17-9 shows the configured Session Mapping customizer window.

Figure 17-9 Configured Session Mapping Customizer Window

&) Session Mapping - D:\Program Files'wia ﬁl

== Ceneral
Session:

Operation; @ Add " Remove

Wapping 10 Isessiun jlzl
’TI A gy | Cancel | Help |

As shown in Figure 17-10, after the steps under the Get Digit String step execute,
a Set step sets the value of the prompted variable to true.
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Figure 17-10 Set Step Scripting

-2 If (prompted==false) Then

f—j—f;l True
—Eﬂ]@ Plary Promgt C--Triggering Contact--, WielcomePratnpt)
— /% Prompt the caller for.... */

[—]—-BQ accountiurm = Get Digit String (--Trigaering Contact--)

“}52 Suecesstul

'z:.l Timeout

2:2 Unsiceessiof

—== Set prompted =true

—@ Set Session Info (session)

+ -[: If {language == nulll Then
A% Update lanmquage of call +/
-[: If (language = nulll Then
-[: If {name == null) Then

—?:1 False

[JEBJ Select Resource (--Triggering Contact-- from CSGE0
End

Under the Set step, a Set Session Info step adds context information for this
session, in order to record the account number, the current failure count and the
fact that the caller has already been prompted.

The special context attributes “ ccdrVarl” and “_ccdrVar2” store the account
number and the failure count to make these values available to historical reports
for this particular call.
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Figure 17-11 shows the configured Context tab of the Set Session Info customizer
window.

Figure 17-11 Set Session Info Customizer Window—Configured Context Tab

&3 set Session Info - D:\Program Files'wfavvid'scripk x|

QZ General  Cortext
E Aftributes:

MNames Yalues | Add... |
"Frarmpted" prarmted Wadify. |
"Accountum® accountium
" codivar” accounthurn Dizlsie |
" _codrvar?” failureCount
"FailureCount’ failure Count

Ok I Apply | Cancel | Help |

The Set Session Info step adds the context information described in Table 17-2.

Table 17-2 Set Session Info Properties
Attribute Value Description
Prompted prompted Stores the value that indicates whether or

not the caller has previously heard the
welcoming prompt.

AccountNum accountNum Caller account number

_ccdrVarl accountNum Places the specified variable values in the
Contact Call Detail Record (CCDR) for

this call. (You can write a custom report

to display these values.)
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Table 17-2 Set Session Info Properties (continued)
Attribute Value Description
_ccdrVar2 failureCount Places the specified variable values in the

Contact Call Detail Record (CCDR) for
this call. (You can write a custom report
to display these values.)

FailureCount failureCount Stores the value that indicates how many
times the call has failed, in order to set
queueing priority (or in the default script,
to decide if the script attempts to queue
the caller again by re-routing the call
back to the main script or announces that
“we are experiencing problems” and
requests the caller to call back later.
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Choosing a Language

The next steps in the Cisco Unified CCX sample script determine whether or not
a language has been previously set, and if not, to give the caller the chance to
choose a language.

Figure 17-12 shows the scripting under the If steps that allow the caller to choose
between two languages for the context of the call.

Figure 17-12 Steps for Choosing a Language Under the If Step

f—]—n{: If (language == null) Then
f—]—'}_{} Trie
A% Prompt caller for lancuage */
fenu (--Triggering Contact--, P[IPCC ExpressSelectLanguage])
“@ Armerican Engiish
|—=.' Set language = Llen_LUS)
il Morth Armerican Spanish
I—=.' et language = L{es_US]
'ﬁ Timenut
'?_:I Unsyecesstul
‘E) Set Session Info (session)
—";f:l False
— A% Update language of call */
[S-={3 If (language = null) Then
ﬁ Trie

L—# set Contact Info (--Triggering Cortact--)

ﬁ False

The first If step evaluates the expression language==null; or, the value of the
variable language is equal to null.

If this expression is true, no language has been set (and this is the first pass
through these steps). The Menu step then offers the caller a choice of two
languages.

The designer configures the Menu step as follows:
* General tab
— Contact—Triggering Contact
The contact that triggered the script remains the contact for this step.
— Interruptible—Yes

External events can interrupt the execution of this step.
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Prompt tab
— Prompt—P[SelectLanguage]

This system prompt asks the caller to choose a language.
Barge In—Yes

The caller can choose a language without first having to listen to the
playback of the entire prompt.

Continue on Prompt Errors—Yes

In the event of a prompt error, the script continues to play back the next
prompt in the sequence, or waits for caller input if the last prompt has
been played.

Input tab

— Timeout (in sec)—3

The script executes the Timeout output branch if no input is received
within 3 seconds and the script has reached the maximum number of
retries.

Maximum Retries—3

The step makes 3 attempts to receive valid input before executing the
Unsuccessful output branch.

Flush Input Buffer—No

The system does not erase previously entered input before capturing new
caller input.

Filter tab

— Add as connection options: American English and North American

Spanish.

The Menu step in this script has the following output branches (see Figure 17-12):

American English—If the caller chooses this choice, a Set step sets the
language variable to en_US, or American English.

North American Spanish—If the caller chooses this choice, a Set step sets
the language variable to es_US, or North American Spanish.
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« Timeout—If this output branch executes, the script falls through to the next
If step in the script without setting a value for the language variable. The
script then continues with the language the designer configured for this
application.

e Unsuccessful—If this output branch executes, the script falls through to the
next If step in the script without setting a value for the language variable. The
script then continues with the language the designer configured for this
application.

After the Menu step executes, a Set Session Info step adds information to the
session variable, as shown in Figure 17-11.

Figure 17-13 Set Session Info Customizer Window-Context Tab
#3 set Session Info - D:4Program Files'wiavyid'sce X|
_2 General Context I
E Aftributes:
Names | Yalues | add... |
" codrvard” languane Madify... |
"Language” languane

[elete |

Ok I Apply | Cancel | Help |

The designer configures the Attribute list in the Context tab of the Set Session
Info customizer window as follows:

e _ccdrVar3—language
¢ Language—language

The next If step (see Figure 17-12) updates the language of the call based on caller
preference. This step is useful in the event subsequent prompting or session
information from a previous call changed the language.

This If step evaluates the expression language!=null; or, the value of the variable
language is not equal to null.
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If this expression is true, the caller has chosen a language. In this case, the Set
Contact Info step then makes the information in the language variable available
to the rest of the script.

Note  The script could also modify the value of the CSQ variable to account for the
language chosen by the caller. For example, the system may contain one CSQ for
English-speaking callers and another CSQ for Spanish speakers.

Recording a Name

Another If step evaluates the expression, name==null; or, the value of the name
variable obtained from the session is equal to null.

As shown in Figure 17-14, if this expression is true, the caller has not previously
recorded a name, and so the Recording step prompts the caller to do so.

Figure 17-14 Recording Step Scripting

IJ:'I—I-[: Ifu[name == null) Then

ﬁ Tree
IJ; J% Prompt caller for spoken language *7
% name = Recording (--Triggering Contact--, name, 100

SRecesstil
|—® Set Session Info (session)
Unsuccessif

“1‘:2 False

If the Recording step is successful, the Set Session Info step adds this value of the
name variable to the session so that it may be used again later; for example, to
provide a more personal service.
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Figure 17-15 shows the configured Context tab of the Set Session Info customizer
window.

Figure 17-15 Configured Set Session Info Customizer Window—Context Tab

&) Set Session Info - D\Program Fileswiavvidis x|

% Genetal CDmEXTl
Aftributes:

Mames | Yalues | Add... |

"SpokenMarme” |name | Madify |
[DElete |

Ok I Apply | Cancel | Help |
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The Select Resource Step

The designer continues to build the sample script by adding a Select Resource
step, which queues a call to a specific set of agents, based on the configuration in
the Cisco Unified CCX Administration web interface.

Figure 17-16 shows the configured Select Resource customizer window.

Figure 17-16 Configured Select Resource Customizer Window

#3 Select Resource - D:Program Files' wiavvid'sc x|
E General
Contact: --Triggering Contact--
Routing Target Type: ICuntact Service Gueue ﬂ
CSQ Target |csa -
Connect: & ez Mo
Timeout: |1 1] ﬂl_l
Resource Selected: I j
’TI Apply | Cancel | Help |

The designer configures the Select Resource customizer window as follows:
e Call Contact—Triggering Contact
The step connects the call that triggered the script to the available resource.
* Routing Target Type—Contact Service Queue

Variable indicating the routing method. The call will be routed to an available
agent in the specified CSQ.
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~

Note If you set this field to Resource, the CSQ Target field is renamed to
Resource Target. Resource Routing Target Type is only available for
Cisco Unified CCX Enhanced Edition. If you use Resource Routing
Target Type with Cisco Unified CCX Standard edition, Cisco Unified
CCX Engine will be unable to load the script.

e CSQ Target—CSQ
The CSQ String variable stores Contact Service Queue information from
which to find a resource.

 Connect—Yes

The call automatically connects the call to the available resource the instant
the resource becomes available.

~

Note If No is selected, the step chooses the resource, if available, but does
not yet connect it. In this situation, the designer can add additional
script steps to the Selected output branch before connecting the call
to the resource. If the resource is unavailable, the step queues the call.

 Timeout—12

The step waits 12 seconds before the script retrieves the contact back into the
queue.

* Resource Selected

This is an optional user string variable identifying the chosen agent. This is
left blank in the example application.

For more information about the Select Resource step, see the “ACD Step
Descriptions,” in the Cisco Unified Contact Center Express Scripting and
Development Series: Volume 1, Script Reference Guide.

For more information on configuring agents, see the Cisco Unified Contact
Center Express Administration Guide.

The Select Resource step has two output branches, Connected and Queued, which
are described in the following sections.
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The Connected Output Branch

When the script connects the call to an agent, the steps under the Connected
output branch of the Select Resource step modify variable values and session
information in order to help set priorities should the call later need to be queued.

Figure 17-17 shows the scripting under the Connected output branch of the Select
Resource step.

Figure 17-17 Select Resource Step Scripting—Connected Output Branch

Sn-alect Rezource [--Triggering Contact-- fram C5Q)
= 'f;l Cannected

= Set quened = falze

J* Beset failure count */

= Set failureCount =0

@ Set Session Info (session)

'z:.l Queyed

Ay Endd

The following steps execute under the Connected output branch:

Set step—Sets the value of the queued variable to false.
This value indicates that the call has not been queued.
Set step—Sets the value of the variable failureCount to 0.

The failureCount variable stores the information on how many times the call
has failed.

Set Session Info step—Updates the session variable to include the new value
for the failureCount variable.
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Figure 17-18 shows the configured Set Session Info customizer window.

Figure 17-18 Set Session Info Customizer Window—Context Tab

#2) Set Session Info - D:\Program Files'wlavvidis x|

Qg General  Context |
E Aftributes:

MNames | Yalues | Add... |

"FailureCount' |fai|ureCDunt | Wity |
[elete |

QK I Apply | Cancel | Help |
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The Queued Output Branch

As shown in Figure 17-19, if the script has queued the call, a series of steps under
the Queued output branch of the Select Resource step modify priority settings,
depending on how many times the call has looped through these queue steps.

Figure 17-19 Select Resource Step Scripting—Queued Output Branch

'{:Z Connected

= 2’;1 Queied

— J% Update queued state */
== =et gqueued = true

[—]—-[: If {accountMum = null) Then

f—]—SeIeu:t Resource [--Triggering Contact-- from CSE)

“f‘;l True
— F% Increage priority if .... &7
—Q_’ﬂ Set Priarity (--Triggering Contact--, Increase: 1)
7{'} False
— J* Decreage priority if .... %/

—4}#_1 Set Priarity (--Triggering Cortact--, Decrease: 1)
[—]—-[: If (failureCournt = 01 Then

'X} Trie
— S* Increaze priorvity if ..... i
—‘u_',ﬂ et Priarity [--Triggering Contact--, Increase: 1)
“f;l False

—@ ghedeloop

—E@D Plary Prommgt (--Triggering Contact--, "GuewePramgt™)
—e=2 Call Hold {--Triggering Contact--)

—é Delay DelaywwhilzGueued sec

— = Call Unholdd (--Triggering Contact--)

—5 Set Session Info (session)

—@ Goto guedeloop

— A Encl

The Set step under the Queued output branch sets the value of the queued variable
to true.

After the Set step, a series of If steps and Set Priority steps modify call priority
based on the following variables:

¢ accountNum

— Ifthe expression accountNum!=null is true, the caller has already entered
an account number, and so a Set Priority step increases the priority of the
call by 1.
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This allows the script to give more priority to a customer who has
previously entered an account number.

— Ifthe expression accountNum!=null is false, the caller has not entered an
account number, and so a Set Priority step decreases the priority of the
call by 1.

* failureCount

— If the expression failureCount > 0 is true, this is means that the call has
already failed, and so a Set Priority step increases the priority of the call
by 1.

By increasing the priority of this caller, the script attempts to reduce the
time in queue that the caller will have to spend the second time in queue.

— Ifthe expression failureCount > 0 is false, this is means that the call has
not already failed, and the script does not modify the priority.

After these If steps, the designer establishes a loop by using a Label step named
queueLoop, followed by a Play Prompt step, a Call Hold step, a Delay step, and
finally a Goto step, which directs the script back to the queueLoop Label.

The Play Prompt step informs the caller that the call has been placed on hold, the
Call Hold step places the call on hold, and the Delay step delays the call based on
the length of time stored in the DelayWhileQueued variable (which in this script
is 30 seconds).

The designer configures the Delay step to be interruptible in the event of an agent
becoming available, at which point the script connects the call based on the
information in the Select Resource step.

Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)




Chapter 17 Designing Cisco Unified CCX Scripts |

| Using Default Scripts

Using Default Scripts

A default script provides a final feedback to the contact regarding a system
problem (and does not continue a service or restart a service).

The Cisco Cisco Unified CCX system automatically invokes a default script if the
main script:

e Cannot be loaded.
¢ Terminates abnormally because of a system or script error.

All script variables from the main script can initialize the default script variables,
if the designer defines them using the same name and type.

This section contains the following sections:
e Variables for a Default Cisco Unified CCX Script, page 17-32
e Writing a Default Script, page 17-34

Variables for a Default Cisco Unified CCX Script

Figure 17-20 shows the Variable pane of a default Cisco Unified CCX script.

Figure 17-20 Variable Pane of the Default Cisco Unified CCX Script

Mame I Type I W alue I Altribute

Cs0 String

FETFION Seszion null

failureCount | ntexger ]

accounttumn String

name Document null

active Boolean true

queued Boolean falze P,

et String =
-
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Table 17-3 describes the variables used in the example default Cisco Unified CCX
script.
Table 17-3 Variable Descriptions for the Example Default Cisco Unified CCX Script
Variable Variable
Name Type Value Function Correspondence
CSQ String — Stores Contact Service Queue This variable is populated
information from which to finda |with the corresponding
resource. value of the variable with
(See The Select Resource Step, the‘sam’e fname 'fr'om the
main Cisco Unified CCX
page 17-26.) .
script.
session Session null Stores session information for | This variable is populated
the call. with the corresponding
(See The Get Contact Info Step, value of the variable with
page 17-6.) the same name from the
main Cisco Unified CCX
script.
failureCount |Integer 0 Stores the number of times a call |This variable is populated
has failed. with the corresponding
(See The Session Steps, value of the variable with
the same name from the
page 17-14) o .
main Cisco Unified CCX
script.
accountNum |String — Stores the account number This variable is populated
entered by the caller. with the corresponding
(See The Play Prompt Step, value of the variable with
page 17-11.) the same name from the
main Cisco Unified CCX
script.
name Document null Stores the spoken name of the This variable is populated

caller.

(See Recording a Name,
page 17-24)

with the corresponding
value of the variable with
the same name from the
main Cisco Unified CCX
script.
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Table 17-3 Variable Descriptions for the Example Default Cisco Unified CCX Script (continued)

Variable Variable

Name Type Value Function Correspondence

active Boolean true Stores information to determine |—
whether or not the call is active.
(See Using Default Scripts,
page 17-32.)

queued Boolean false Stores the information used to | This variable is populated
determine whether or not the call |with the corresponding
has been queued. value of the variable with
(See The Connected Output the.sagl.e nar{rjle .ffr.oanél(ljex
Branch, page 17-28 and The matn L1sco Lnthe
Queued Output Branch, seript.
page 17-30.)

extn String Stores the extension used by the |—

Call Redirect step to attempt to
re-queue the caller.

(See Using Default Scripts,
page 17-32.)

Writing a Default Script

The following example describes a sample Cisco Unified CCX default script

using the variables described in the previous section.

The default script performs the following function:

If it is the first time the call has failed, the script prompts the caller (with their
name, if available), and asks the caller to stay on the line while the script
makes another attempt to connect to an agent by transferring the caller back
to the route point originally configured for the application.

In this case, the session remains associated with the new incoming call

received by the main Cisco Unified CCX script.

If this is the second time the call has failed, the script redirects the caller to
an announcement indicating that the call cannot be connected, and then asks

the caller to call back later.
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Figure 17-21 shows the top level of the example Cisco Unified CCX default script
as it appears in the Design pane.

Figure 17-21 Cisco Unified CCX Default Script—Top Level

..... £ w

----- ﬁ Get Contact Info [contact: -Triggering Contact--]

[-m[ If [ active == false ] Then

=[] If [ queued | Then

----- -} Increment failureCaount

w7 IF[ session = null ] Then

[-mf If [ name I=nwll | Then

[-mf If [ failureCount == 1] Then

----- /I we get here then we .. %/

----- == Set extn = "ICDSystemProblems, way''

[+-&¥ Call Redirect [contact: - Tnggering Contact--, extension: extn]

----- Ay End

3912

The Get Contact Info step determines whether or not the call is active (if the call
is no longer active, then it means that the caller has hung up).

As shown in Figure 17-22, the If step underneath the Get Contact Info step
evaluates this information, and if the call is not active, an End step underneath the
True output branch of this If step ends the call.

Figure 17-22 Cisco Unified CCX Default Script—Inactive Call

1 =L IF active == false ) Then
C YR The

732

If the call is active, then the next If step determines whether or not the call is in
queue. If the call is in queue, a Dequeue step dequeues the call, and a Call Unhold
step takes the call off hold.

It is important to remember that the script defines the queued variable with the
same type and name as in the main Cisco Unified CCX script, so that its value is
populated with the last value of the corresponding variable in the Cisco Unified
CCX script.
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If the call is active, then an Accept step accepts the call.

This is done to make sure that the call is accepted. If the Cisco Unified CCX script
had failed before the Accept step, the call would still be ringing and the script
would not be able to provide any feedback to the caller as to the error that was
encountered.

Figure 17-23 shows the scripting of these steps.

Figure 17-23 Cisco Unified CCX Default Script—Queued Status

El-[j If | queued ] Then
-7 True
¢ [B) #First dequeus the call . %/
{ ik Dequeue [contact: -Triggering Contact--, CSO wariable: C50)
; _ Call Unhold [contact: --Tnggenng Contact--)
E|‘z:;l Falze

o [B) #* Make sure to accept it .. %/

Tf Accept [contact: - Triggering Contact--]

T3N3

As shown in Figure 17-24, since one of the main functions of this script is to
determine the number of times the call has failed, the designer uses an Increment
step to increase the value of the failureCount variable by 1.

Figure 17-24 Cisco Unified CCX Default Script—Session and Name Status

bempr Increment failursCount

=2 If [ session = null ] Then
-7k Tue
M Update sezsion, =/

L ) Set Session Info [session: session)
R False
Bl If [ mame != null ] Then

Elﬁl True

;@;. Flay Prompt [contact: -Triggering Contact--, prompt: name + DP{500])]

'{;I Falze

Ly
—
o
[
-

The If step under the Increment step tests the value of the session variable. If the
value of this variable is not null, there is session information associated with the
call that needs to be updated by the Set Session Info step, which updates value of
the failureCount variable.

The next If step tests for the value of the name variable. If the caller has recorded
a name into this variable in the main Cisco Unified CCX script, then a Play
Prompt step plays this name, followed by a short silence.
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As shown in Figure 17-25, the next steps determine which of two prompts the
caller hears after the short silence, depending on whether the call has failed once
or twice.

Figure 17-25 Cisco Unified CCX Default Script—Prompts

=-a{ IF[ faiureCount == 1) Then

Eli:.l Tiue

@ Get Call Cantact Info [contact: -Triggering Contact--]

B2 I [ extn 1= null ) Then

I_——_l‘[} True

- [E] # Let's iy to redirect ... */

gy Play Prompt [contact: -Triggering Contact--, prompt: PICDProblemsCalR equeus])
EQQ Call Redirect [contact: -Triggering Contact--, extenzion; extn)

E|2:,Z Successful

@ End
7 Busy
g Irwalid
:52 Unsuccessul
“52 Falze
----- ‘231 Falze

£ 1Fwe get here then we ., #/

== Set et = "ICDSystemProblens. way"

E-&%b Call Redirect [contact: --Triggering Contact--, extension: extn]
----- 'z:l Successhul

----- W Busy
----- i:.l Irvealid

----- “;GZ Unzuccessful

A End

TIE

If the value of failureCount is 1, then the Play Prompt plays a prompt explaining
that there were problems in connecting, and asking the caller to stay on the line
while another attempt is made to connect to an agent. The Call Redirect step then
attempts to connect the caller to the extension the caller entered, using the extn
variable. If this is successful, an End step ends the script.

If the value of failureCount is not 1, it must be 2, in which case the Set step sets
the value of the extn variable to a user prompt that the script uses to announce that
the call could not be connected and asking the caller to call back later. The Call
Redirect step redirects the caller to this announcement, and an End step ends the
script.
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CHAPTER 18

Designing Cisco Unified Gateway
Scripts

You can design Cisco Unified CCX scripts to interact with Cisco Unified ICM
Enterprise (ICME) scripts in a Cisco Unified Contact Center Express (CCX)
system integrated with a Cisco Unified ICME system through the Cisco Unified
Gateway.

In such an integrated system, the Cisco Unified CCX software is linked as an
ACD to the Cisco Unified ICME software.

This chapter contains the following topics:

» Scripting on a Cisco Unified Gateway System, page 18-2

« Using Variables, page 18-3
— Using Cisco Pre-Defined Enterprise Call Variables, page 18-4
— Using Enterprise Expanded Call Context (ECC) Variables, page 18-5
— Using Variables Multiple Times, page 18-8

» Example Cisco Unified Gateway Post-Routing Scripts, page 18-9
— A Sample Cisco Unified CCX Script that Selects a CSQ, page 18-11
— A Sample Cisco Unified CCX Script that Selects an Agent, page 18-17

— A Sample Cisco Unified CCX Script that Selects a Route Point,
page 18-24

e A Summary Process for Defining Enterprise Variables, page 18-31

For further information on designing Cisco Unified Gateway scripts, see the
following:
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Cisco IPCC Gateway Deployment Guide

ICM Scripting and Media Routing Guide Cisco ICM/IPCC Enterprise &
Hosted Editions

SS7 Gateway Configuration Tool User Guide for Cisco ICM Enterprise &
Hosted Editions

Scripting on a Cisco Unified Gateway System

The Cisco Unified CCX Editor contains three steps that specifically interface with
the Cisco Unified Gateway:

Get Enterprise Call Info / Set Enterprise Call Info (Call Contact palette).

Use these steps to retrieve or send data from one part of your system to
another. In an Cisco Unified Gateway deployment this enables getting/setting
data from Cisco Unified CCX to the Cisco Finesse Desktop.

~

Note  This step should be placed in a CRS 4.0 script before the call gets
connected to an agent. This means the step in the script should be
placed before the Request Route or Select Resource Step.

Request Route (ACD palette).

Use the Request Route step to request a call routing location from Cisco
Unified ICME software. A Cisco Unified CCX script can then use that
location to redirect a call. The Request Route step has two output branches:

— Selected. The Request Route step successfully returned a routing
destination from Cisco Unified ICME software.

— Failed. The Request Route step failed to return a routing destination from
Cisco Unified ICME software.

See the Cisco Unified Contact Center Express Scripting and Development Series:
Volume 2, Editor Step Reference Guide for descriptions of the preceding steps.
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Using Variables

In Cisco Unified CCX scripts that interact with Cisco Unified ICME scripts
through the Cisco Unified Gateway, you can use three types of variables:

* Local variables that you define in the Cisco Unified CCX script in the
Variable pane of the Cisco Unified CCX Editor.

e Cisco predefined enterprise call variables that you can select in the General
tab of the customization window of the Set and Get Enterprise Call Info steps

e Enterprise ECC variables that you can define in the Expanded Call Variable
tab of the Set and Get Enterprise Call Info steps when you need more
variables than are available in the predefined call variable list.

Cisco Unified CCX uses Enterprise Call Variables and Enterprise Expanded Call
Context Variables when passing data between the integrated systems that make up
a Cisco Unified Gateway system: the Cisco Unified CCX system.

This means that you must use the Set Enterprise Call Info and Get Enterprise Call
Info steps to take data stored in a local Cisco Unified CCX script variable or for
use in a Cisco Unified ICME script.

Defining Local Cisco Unified CCX Script Variables

Begin the Cisco Unified Gateway script design process first by using the Variable
pane of the Cisco Unified CCX Editor to define your local variables for your
Cisco Unified CCX script.

For information about defining variables in Cisco Unified CCX scripts, see
Defining, Using, and Updating Script Variables, page 2-31. For example Cisco
Unified CCX script variables used in a Cisco Unified CCX Cisco Unified
Gateway script, see Script Variables Used in the PostRouteSimple.aef Script,
page 18-25.
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Using Cisco Pre-Defined Enterprise Call Variables

Note

Note

In addition to the script variables that you can define in the Variable pane of the
Cisco Unified CCX Editor window, you can use the following Cisco predefined
strings as enterprise call variables in Cisco Unified CCX in the Set Enterprise Call
Info and Get Enterprise Call Info steps to pass information between the Cisco
Unified ICME system and the Cisco Unified CCX system:

¢« VRU Script Name

» ConfigParam

e Call.CallingLinelD

» Call.CallerEnteredDigits

e Call.Peripheral Variablel to Call.PeripheralVariable10
This populates the fields "customCallVarl" through "customCallVar10" in
the ContactCallDetail records of the db_cra database.

e Call.AccountNumber
The Add button opens the Add Field window and permits you to apply the
value (Values) of a local variable to the pre-defined Cisco call variable
(Names). Tokens permit multiple values to be assigned and are only used in
a Cisco Unified ICME environment.

These enterprise call variables are all written to the db_cra database.

These enterprise call variables are available from a list in the General tab of the
Customization window only in the Set Enterprise Call Info and Get Enterprise
Call Info steps. In the Set Enterprise Call Info and Get Enterprise Call Info steps,
you assign the values of local script variables to the enterprise script variables.

The Cisco Unified ICME Server, the Cisco Unified CCX system, and the Cisco
Finesse Desktop support these call variables for passing data among themselves.

If you need more call variables than those predefined in the General tab, use ECC
variables.

While the Cisco pre-defined enterprise call variables are all written to the db_cra
database and thus can be used in reporting, the ECC call variables are not written
to the db_cra dabase and cannot be used in Cisco Unified CCX reporting.
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Using Enterprise Expanded Call Context (ECC) Variables

Note

The Cisco Cisco Unified ICME Server, the Cisco Cisco Unified CCX system, and
the Cisco Finesse Desktop can also pass ECC variables to each other.

Enterprise ECC data fields are used by all applications in the Cisco Unified CCX
Cluster. There can be as many as 200 user-defined fields defined in the Field List
(index numbers 0-199) of expanded call variables. These field values do not

appear in the ContactCallDetail records as there are no fields reserved for them.

Cisco Unified CCX has some pre-defined ECC variables. For a list of the Cisco
Unified CCX system default ECC variables, see Cisco Unified Contact Center
Express Scripting and Development Series: Volume 2, Editor Step Reference
Guide.

Every enterprise ECC variable must be separately defined on all parts of the
system that sends and receives the variable data: the Cisco Unified CCX Editor in
Cisco Unified CCX and the Cisco Finesse Desktop.

Defining ECC Variables in the Cisco Finesse Administration

To define an ECC variable in the Cisco Finesse Administration, select Enterprise
Data > Field List.

When creating a new Field, a unique Index number (Index) between 0-199 is
assigned. The Field Name (Field Name) is the name of the field called by the
layout list and is case sensitive. The Display Name (Display Name) is the name
(Field) that will show on the agent desktop with the value of the field.

See the Cisco Finesse Administration Guide for more information on defining
ECC variables in the Cisco Finesse Administration.

Defining ECC Variables in the Cisco Unified CCX Editor

To define an ECC variable in the Cisco Unified CCX Editor, do the following.
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Step 1

Step 2

Step 3

Step 4

Step 5

Procedure

From the Cisco Unified CCX Editor menu bar, choose Settings > Expanded Call
Variables.

The Expanded Call Variables window appears.

Figure 18-1 Expanded Call Variables Window

Expanded Call ¥ariable =l

| £l2]x]

Marme I Type I Description |

In the tool bar, click the Add New Variable E icon.
The Edit Expanded Call Variable dialog box appears.

Figure 18-2 Edit Expanded Call Variable Dialog Box
x
Mlatne: ||
Type: ISc:aIar LI
Descripﬂon:l
Ck | Cancel |

In the Name text field, enter the ECC variable name as defined in the Cisco
Unified ICME configuration (or the Cisco Finesse Administration using Cisco
Unified CCX).

In the Type drop-down menu, choose the type of expanded call variable (scalar or
array).

In the Description text field, enter a description of the variable.
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Click OK.

The Edit Expanded Call Variable dialog box closes, and the variable name, type,
and description appear under their respective columns in the Cisco Unified ICME
Expanded Call Variables window (or the Cisco Finesse Administration using
Cisco Unified CCX).

Click the dialog box’s Clese (X) button.

The Expanded Call Variables window closes, and the ECC variable is now
available to your script. It will be listed in the Enterprise Call Info step’s
drop-down list as ---name--, where name is the value you entered in the Variable
Name field.

Configuring ECC Variables in a Cisco Unified CCX Script

Note

Use the Expanded Call Variables tab of the Set and Get Enterprise Call Info step
property windows to configure ECC variables in Cisco Unified CCX scripts. The
Add button in the customization window opens the Add ECC Variable window so
you can apply the value (Values) of a local variable to a user-defined Expanded
Call Variable (Names).

See the “Cisco Contact Center Express Administration Guide” and the Cisco
Unified ICME Software IPCC Installation and Configuration Guide for
information on configuring Cisco Unified ICME software for Cisco Unified CCX
and for defining and configuring ECC variables in Cisco Unified ICME software.

Defining ECC Variables for a Post Call Treatment Script

Step 1
Step 2
Step 3

Customize a Cisco Unified CCX Script for the post call treatment to be played for
the customer after the agent ends the call. Follow the procedure to define an ECC
Variable to achieve the post call treatment.

From the Cisco Unified CCX Editor application, open an existing icd.aef script.
From the Call Contact palette, select Set Enterprise Call Info.
Drag and drop the selected step in the script before the Select Resource step.
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Step 4

Note

Step 5

Step 6
Step 7

Step 8

Define a variable for the post call treatment by name PostCallTreatment and of
type Scalar as per the steps provided in the section, Defining ECC Variables in
the Cisco Unified CCX Editor, page 18-5.

The name of the variable must be PostCallTreatment. It is case-sensitive.

For the new variable PostCallTreatment set the type as int from the drop down
list available and enter a number value in the Value field.

Select the Final checkbox.

Add the new ECC Variable created to the Set Enterprise Call Info step.

a. Right click on the Set Enterprise Call Info step and then click Properties.
b. In the Expanded Call Variables tab, Click Add.

¢. Select the field values of the ECC Variable PostCallTreatment as defined
earlier.

d. Click OK >Apply > OK.

Ensure the ECC variable name defined for the post call treatment is listed against
the selected step.

Using Variables Multiple Times

~

Note

When an enterprise call variable or an enterprise ECC variable is used multiple
times in the step, the result will be indeterminate in the following cases:

« Ifan enterprise call variable is set multiple times with the same token.

« Ifan enterprise ECC variable of type scalar is set multiple times with the
same token.

e Ifan array element of an enterprise ECC variable of type array is set multiple
times with the same token.
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Example Cisco Unified Gateway Post-Routing

Scripts

Note

In Cisco Unified Gateway deployments where the Cisco Unified CCX system is
connected to a Cisco Unified ICME system as the child system, the Cisco Unified
CCX system can use the Cisco Unified ICME system for post routing. Post
routing is typically used to enable the Cisco Unified ICME system to determine
the best routing solution based on the current situation at the contact center.

The following are three sample post-routing scripts that illustrate three different
ways of post routing through the Cisco Unified Gateway. In each of these
examples, the script accepts the call from the Cisco Unified CallManager in the
Cisco Unified CCX system and then queries the Cisco Unified ICME system
through the Request Route step. The Cisco Unified CCX system then routes the
call based on the return value of the Request Route step supplied by the Cisco
Unified ICME system.

In the first sample script, the call is routed to a CSQ. In the second sample script,
the call is routed to an agent. And in the third sample script, the call is routed to
a route point.

These are the sample scripts:

¢ PostRouteSelectCSQ.aef:
The Request Route step returns a label corresponding to a CSQ which is used
in the Select Resource step.

* PostRouteSelectAgent.aef:
The Request Route step returns a label corresponding to an agent extension
which is used in the Select Resource step.

¢ PostRouteSelectSimple.aef:
The Request Route step returns a label corresponding to a route point which
is used in the Call Redirect step.

Each of three sample Cisco Unified CCX scripts presume a Cisco Unified ICME
script designed to interact with the Cisco Unified CCX script, depending on what
Cisco Unified CCX resource is wanted: a CSQ, an agent, or a route point.

An important point from these examples is that the Cisco Unified ICME and Cisco
Unified CCX script writers need to work together during both design and
implementation to ensure that the correct type of information is returned by the
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Cisco Unified ICME script through the Cisco Unified CCX Request Route step
and is used properly by the Cisco Unified CCX script to route the call
appropriately.
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A Sample Cisco Unified CCX Script that Selects a CSQ

Figure 18-3 displays the sample PostRouteSelectCSQ script as it appears in the
Cisco Unified CCX Editor window.

Figure 18-3 PostRouteSelectCSQ.aef Script—Select CSQ

#3 Cisco Customer Response Solutions Editor

File Edit Tools Debug ‘Window Settings Help

IDEFHE| @ %% N30 X|

£ cession 4, Ch\PostRouteScripts' PostRouteSelectCS0.aef ™ =]
C) Cortact —Ay

L] call Contact —ﬁ Accept (--Triggering Contact--)

| etdail Contact —F@i' Flay Prompt (--Triggering Contact-- WelcomePrompt)

| Hitp Cortact = 2 routeSelect = Reguest Route (--Trigoering Contact--1

| Wecia UE Selected

_ | user l—@ Set Enterprize Call Info (contact: --Triggering Contact--)
I Prompt UR Failed

] Grarmimar |—= et routeselect = "CEO1"

—| Document = g Select Resource (--Triggering Contact-- from routeSelect)

—| Database ﬁ Connected

__|IPCC Express Y7 Queasd

@ ghedeloop
i} Plary Promngt (--Triggering Contact--, QueuePramgt)

E Delay DelayWwhileGCueued sec
Goto gredeloog

— A% Endl

Fl7|x

| Mame Type Value Attributes
ICelayihileCueued int 30 Parameter
GenePrompt Prompt SPICONCDOUEDE veay] Pararmeter
WielcornePrormpt Prompt SPICOUCDWelcome wav]  |Parameter
JrouteSelect String i
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Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



Chapter 18  Designing Cisco Unified Gateway Scripts

| Example Cisco Unified Gateway Post-Routing Scripts

Script Variables Used in the PostRouteSelectCSQ.aef Script

Table 18-1 PostRouteSelectCSQ.aef Variable Descriptions

Table 18-1 describes the variables used in the PostRouteSelectCSQ.aef sample
script.

Variable Name

Variabl
e Type

Initialized Value

Function

DelayWhileQueued

int

30

Stores the number of seconds to delay
in the queue before prompting the call
again.

Used in the Queued section of the
script.

QueuePrompt

Prompt

SP[ICD\ICDQueue.wav]

Gives the caller a message while the
caller is in the queue waiting for the
call to be answered.

Used in the Queued branch of the
Select Resource step.

WelcomePrompt

Prompt

SP[ICD\ICDWelcome.wav]

Stores the message the caller hears
when the system answers the call.

Used in the opening prompt of the
script.

routeSelect

String

nn

Stores the CSQ name to be used in the
script.

Returned by the Request Route step
and passed into the Select Resource
step.
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Script Flow for the PostRouteSelectCSQ.aef Script

1. The script receives the call from the Cisco Unified CallManager.

Figure 18-4 Configured General tab of the Accept Step

&) Accept - C:\PostRouteScripts'PostRo... Ed

i General
2
Contact

(61,1 I Apply | Cancel | Helg |

2. The script plays a welcome message to the caller.

Figure 18-5 Configured Prompt tab of the Play Prompt Step

#3 play Prompt - C:\PostRouteScripts' PostRouteSelectCS(.aef

ol
_2 General  Profpt I Inputl
Prompt:

comePromp ﬂ E

Barge In: & ez O Mo

Continue Cn Prompt Errors: & ez C MNo

L84 I Apply | Cancel | Help |
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3. In the Request Route step, the script requests a route label from the Cisco
Unified ICME system for a CSQ in the Cisco Unified CCX system.

Figure 18-6 Configured General tab of the Request Route Step

#3 Request Route - C:,PostRouteScripts' PostRouteSelectCsQ.... [

?
S General I
e
Contact:
Timeout 600 =l[=1
Route Selected: IrnuteSeIect ﬂ

Ok I & pphy | Cancel | Help |

4. The Set Enterprise Call Info step puts the label contained in the routeSelect
variable into the enterprise call variable, call.PeripheralVariable2. In this
case, the label is a CSQ identifier. This variable can be displayed on the Cisco
Finesse Desktop.

Figure 18-7 Configured General tab of the Set Enterprise Call Info Step

&3 set Enterprise Call Info - C:%PostRouteScripts' PostR outeSelect C50.aef

Genersl | Expanded Call Variablesl

A
Call Contact:

W alue I Encoding Type I Figld Matrie Taket Ihdes |
CS Siring Call PeripheralariableS  Mone

Add...

tdodifi...

Delete

i

Ok I Apply | Cancel | Help |

No enterprise Extended Call Variables are used in this script.
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5. If the route request fails, the script selects a default CSQ.

Figure 18-8 Configured General tab of the Set Step

&3 set - (', PostRouteScripts',PostRouteSelectCsQ.aef

%3

General I

Variable: m ~]
Value:  [csat” =

Ok I Apply | Cancel | Help |

Figure 18-9 Configured General tab of the Select Resource Step

#3 select Resource - C:yPostRouteScripts' PostRouteSelectCSQ.aef |

sl

_Q_ General

Contact:
Routing Target Type: ICDntactSer\rice CGlueue ﬂ
C5Q Target: IrouteSeIect LIIZ,
Conhnect:  Yas Mo
Timeout: |12 L”E,
Resource Selected: | ]|

’TI Apply | Cancel | Hel |
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6. If the call is not answered before the time limit, a prompt is played, and the
call is put in the queue to repeat the process until the call is answered or
droped by the caller.

Figure 18-10 Configured Prompt tab of the Play Prompt Step

&3 play Prompt - C:4 PostRouteScripts', PostRouteSelectCSQ.aef

£

Z. General  Prompt I Inputl

Prompt: M ﬂE’

Barge In: @ yes Mo

Continue On Frompt Errors; & Yes € Mo

Ok I Apply | Cancel | Help |

In the General tab of the Play Prompt Step:

— Triggering Contact is selected as the contact

— Interruptible option is Yes. This means that as soon as the call is
answered, this queue prompt will be interrupted.

In the Input tab of the Play Prompt Step:
— Flush Input Buffer option is No

Figure 18-11 Configured General tab of the Delay Step

&3 pelay - CPostRouteScripts',PostRouteSelectCsQ.aef E3

l General
2
Timeout  EENANIEENEER ]

Interruptible; * ¥es Mo

Ok I Apply | Cancel | Help |
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A Sample Cisco Unified CCX Script that Selects an Agent

Figure 18-12  PostRouteSelectAgent.aef Script—Select Agent

#3 Cisco Customer Response Solutions Editor

File Edit Tools Debug ‘Window Settings Help

IDEeE E| tEmRlw %% %930 X|

"download',PostRouteSelectAgent.aef

—’23’ Accept (--Triggering Contact--)
—5@3 Plary Prompt (--Triggering Cortact--, PromgtOrne)

1 Hitp Cortact [—]—%?ﬁrnmeSelectAgerrt = Request Route (--Triggering Contact--)

] Media - Selected
_luser B SelectedAgent = Get User (User ID: routeSelectAgent)

U Prompt ﬁ Successif
" Grammar IJ:'I— Select Resource (--Triggering Contact--| SelectedAgent)

__| Document YE Connected
__| Detabase YR Faited
__lIPCC Express @ quensioop:
_licm i Plary Prompgt (--Triggering Cortact--, GueuePrompt)
awa, E Delay DelayWhileQueued sec
Goto gueyeloon
ﬁ Linsdccessiys
Goto gueneTols0Q

—ﬁ Faifed

—& quene TaCo0:
= &| Select Rezource (--Triggering Cortact-- from CSQ)
'2':}5 Cannected
ﬁ Qe

& grenelogpl;

i Plary Prompt (--Triggering Cortact--, QueusPromgt)
E Delay DelayWhileQueued sec
Goto gueneloopd

— Ay End

Fl£|z
Mame I Type I Yalue Attributes

CS0 Siring Parameter
DelayWhileGueued int 30 Parameter
||Prl:umptOne Prompt Plgen'numberone wav]  |Parameter
||G‘!ueuePrnmpt Prompt SPICDUCDGEueUE waw] Parameter
||r|:uuteSeIectAgerrt String
||Selected.£\.gent =zer il Parameter
I
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Script Variables Used in the PostRouteSelectAgent.aef Script

Table 18-2 describes the variables used in the PostRouteSeclectAgent.aef sample
script displayed in Figure 18-12.

Table 18-2 PostRouteSelectAgent.aef Variable Descriptions
Variable
Variable Name Type Initialized Value Function
CSQ String "Should be initialized to |Used to route to a catch-all CSQ in case
a default CSQ name" of failure within the script.

Used in the Set Enterprise Call Info step
and in the Select Resource step.

DelayWhileQueued |int 30 Stores the number of seconds to delay in
the queue before prompting the call
again.

Used in the Queued section of the script.

PromptOne Prompt |P[gen\number\One.wav] |Stores the message the caller hears when
the call is answered.

Used in the opening Play Prompt step.

QueuePrompt Prompt |SP[ICD\ICDQueue.wav] |Stores a message for the caller to be
played when the call is in queue waiting
to be answered.

Used in the Queued branch of the Select
Resource step.
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Table 18-2 PostRouteSelectAgent.aef Variable Descriptions (continued)
Variable

Variable Name Type Initialized Value Function

RouteSelectAgent String " Stores the agent identifier that is received
from the Cisco Unified ICME system.
Returned by the Request Route step and
passed to the Get User step.

SelectedAgent User null Stores the Agent User information

corresponding to the routeSelectAgent
string selected by the Cisco Unified
ICME system.

A user object returned from the Get User
step and passed into the Select Resource
step.

Script Flow for the PostRouteSelectAgent.aef Script

1. The script accepts the call from the Cisco Unified CallManager.

Figure 18-13

Configured General tab of the Accept Step

&) Accept - C:4PostRouteScriptsiPostRo... EJ

General

2
Cantact

--Triggering Co

0034 I Apply | Cancel | Help |

2. The caller is welcomed.
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Figure 18-14 Configured Prompt tab of the Play Prompt Step

#3 play Prompt - C:',PostRouteScripts',PostRouteSelectAgent.aef

@

izl General  Prompt | Inputl

Prompt: m ﬂE’

Barge In: ® Yes € Mo

Cantinue On Prompt Errars: # ves Mo

Ok I Ay | Cancel | Heli |

In the General tab of the Play Prompt Step:

— Triggering Contact is selected as the contact
— Interruptible option is Yes

In the Input tab of the Play Prompt Step:
— Flush Input Buffer option is Yes

3. In the Request Route step, the script requests a route label for an agent from
the Cisco Unified ICME system.

Figure 18-15 Configured General tab of the Request Route Step

&) Request Route - C:\PostRouteScripts’PostRouteSelectage... EY

&

General |

<
Contact: --Triggering Contact--
Timeout: 3500 =[]

Route Selected: IruuteSelectAgent ﬂ

Ok I Apply | Cancel | Help |

The agent identifier returned by the Cisco Unified ICME software is put in
the local routeSelectAgent Cisco Unified CCX script variable.
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>

Note In this script, if the Cisco Unified ICME script returns a CSQ or a
route point, rather than a string identifying the agent, the script will
fail.

4. In the Get User step, the Cisco Unified CCX script returns a user object
corresponding to the input agent identifer named in the RouteSelectAgent
variable, which is stored in the SelectedAgent variable.

Figure 18-16 Configured General tab of the Get User Step

#3 Get User - D:ydefault,PostRouteSelectAgent x|

==  General |

<
J_ Query Type: « U

dzer 1D IruuteSelecb’-\gent ﬂlz,

Qutput User: ISeIectedAgent ﬂ

Ok I Apply | Cancel | Help |

5. In the Select Resource step, the script rings the phone number identified by
the agent ID in the SelectedAgent variable.
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Note

Figure 18-17 Configured General tab of the Select Resource Step

&3 select Resource - D default' PostRouteselectn x|
% General
Contact:

Routing Target Type: IResnurce Ll
Resource Target: ISeIectedAgent jlz,
Connect; % ves Mo
Timeaut E [l =
Resource Selected: I Ll

0.4 I Apply | Cancel | Help |

For agent based routing to succeed, the state of the selected agent must be ready.
The Select Resource step will fail if the selected agent is in any state other than
ready. The Cisco Unified ICME system can determine the current state of an
agent, although there is no guarantee that the agent state will not change between
when the Cisco Unified ICME system returns information and the Cisco Unified
CCX script routes the call based on that information. Despite that, depending on
the design of the script, the time between the two should be extremely small,
making it unlikely that this will occur.
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6. If the call is not answered, then the script plays a prompt.

Figure 18-18 Configured Prompt tab of the Second Play Prompt Step

#3 play Prompt - C:\PostRouteScripts' PostRouteSelectAgent.aef

b
z General Pfﬂmmllnputl

Prompt: M ﬂl;,

Barge In: & Yes Mo

Continue On Prompt Errars: & Yes Mo

Ok I Apply | Cancel | Help |

In the General tab of the Play Prompt Step:

— Triggering Contact is selected as the contact
— Interruptible option is Yes

In the Input tab of the Play Prompt Step:
— Flush Input Buffer option is No

7. The script will ring for the time set in the DelayWhileQueued variable, play
a prompt to tell the caller to please wait, and then ring again.

Figure 18-19 Configured General tab of the Delay Step

&3 Delay - C:\PostRouteScripts' PostRouteSelectAgent.aef B3

2 General
Timeout: DelayhileQueued ﬂ Iz,

Interruptible; ©® Yes T No

OK I Apply | Cancel | Help |
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A Sample Cisco Unified CCX Script that Selects a Route Point

Figure 18-20 PostRouteSimple.aef Script — Select Route Redirect

isco Customer Response Solutions Editor

File Edit Tools Debug window Settings Help

IDSE & iBl(v (%% (I6H X|

' PostRouteScripts’,PostRoutesimple.aef

{71 Contact ¥ @

) Call Contact —U Accept (--Triggering Cortact--)

] eMail Contact —@ Set Enterprize Call Info (contact: --Triggering Contact--)

1 Http Cortact [ﬂ—%;’_rmﬂeSeled = Request Route (--Triggering Cortact--)

L Media = '2':}5 Sefected

~ lu=er \;L" Set Enterprize Call Info (cortact: --Triggering Contact--)
P Call Redirect (--Triggering Contact-- to routeSelect)

ﬁ Soccesstys

__| Datahase
__IPCC Express =] '2:}1 irealtict
I—@ Goto Routelocainy
=] '2':}5 Linsccessiil

Goto Rontelocaliy

T Faited
@ Routel ocaly:
Select Resource (--Triggering Contact-- fram CSG)
ﬁ Conhected
'?:fl Quened
@ greneloop:
i Plary Prompgt (--Triggering Cortact--, GueuePrompt)
E Delay DelayWhileQueued sec
Goto gueyeloon

— A End
Fl#|=
Mame I Type I Yalue Attributes
CS0 Siring Parameter
DelayWhileGueued int 30 Parameter
CueuePrompt Prompt SPICDUCDGEueUE waw] Parameter
‘WelcomePrompt Prompt SPIICDUCOVelcome way]  |Parameter
routeSelect Siring
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Script Variables Used in the PostRouteSimple.aef Script

Table 18-3 describes the variables used in the PostRouteSimple.aef sample script
as displayed in Figure 18-20.

Table 18-3 PostRouteSimple.aef Variable Descriptions

Variable
Variable Name Type Initialized Value Function

CSQ String "Should be initialized to a |Used to route a catch-all CSQ in
default CSQ name" case of failure within the script.

Used in the Set Enterprise Call Info
step and in the Select Resource
step.

DelayWhileQueued int 30 Stores the number of seconds to
delay in the queue before playing
the prompt message again.

Used in the Queued section of the
script.

QueuePrompt Prompt |SP[ICD\ICDQueue.wav] Stores a message to be played while
the call is in the queue waiting to be
answered.

Used in the Queued branch of the
Select Resource step.

WelcomePrompt Prompt |SP[ICD\ICDWelcome.wav] |Stores the message the caller hears
when the system first answers the
call.

Used in the opening prompt of the
script.

Stores the route identifier received
from the Cisco Unified ICME
system.

RouteSelect String

Returned by the Request Route step
and passed into the Call Redirect
step.
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Script Flow for the PostRouteSimple.aef Script

1. The Cisco Unified CCX script accepts the call from the Cisco Unified
CallManager.

2. The Set Enterprise Call Info step put the value contained in the local CSQ
variable into the Enterprise call.PeripheralVariable5. This means that value
can then be used in the Cisco Finesse Desktop software or in a Cisco Unified
ICME script. This might be used, for example, to display the current CSQ on
the Agent Desktop.

Figure 18-21 Configured General tab of the Set Enterprise Call Info Step

#3 Set Enterprise Call Info - C:'PostRouteScripts',PostRouteSimple.aef

_2 General | Expanded Call Variablesl
Call Contact: --Triggering Contact-- n
“alue | Encoding Type | Field Mame Token Ihdex I
CS0 String Call Peripheral'Variahles  Mone

Add...

Moify... |
Delete |

Ok I Apply | Cancel | Help |

Expanded Call Variables are not used in this sample script.
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3. The Request Route step requests a label from the Cisco Unified ICME system

which the Cisco Unified ICME system sends back and which is stored in the
RouteSelect variable. In this example, the returned value is a route point
rather than an agent or CSQ identifier. For example: extension 13526.

Figure 18-22 Configured General tab of the Request Route Step

#3 Request Route - C:PostRouteScripts,PostRouteSimple.aef

?
& General |
e
Caontact:
Timeout [3600 -]
Route Selected: IruuteSeIect j

Ok, I Apply | Cancel | Heli |

The Set Enterprise Call Info step puts the route point contained in the
routeSelect variable into the enterprise call variable,

call.PeripheralVariable2. This variable can be used to display the phone
number on the Cisco Finesse Desktop.

Figure 18-23

Configured General tab of the Second Set Enterprise Call Info Step

&3 Set Enterprise Call Info - C:4PostRouteScripts' PostRouteSimple.aef

General | Expanced Call Variablesl

7
Call Contact:
Walue Encoding Type | Field Matme Taoken Incex |
routeSelect String Call Peripheralyariable? Mone Add.
Modify... |
Delete |

Ok I Apply | Cancel | Help |

Expanded Call Variables are not used in this script.
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5. The Cisco Unified CCX script, in the Call Redirect step, redirects the call to
the selected route point and is stored in the string variable routeSelect.

Figure 18-24 Configured General tab of the Call Redirect Step

&3 Call Redirect - C:\PostRouteScripts',PostRouteSimple.aef

-
2 General
Call Contact:

Destination; IrnuteSeIect LIE

Called Address: & ResetTor |- Destination - =]

" Preserve

Ok I Applky | Cancel | Help |

~

Note The Redirect step essentially places a new call—terminating the
original call. This results in a double-counting for statistics regarding
the Connected state.
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6. In the case of failure from the Request Route step or the Call Redirect step,
the script is designed to route the call through the Select Resource step to the
default CSQ specified in the CSQ variable.

Figure 18-25 Configured General tab of the Select Resource Step

#3 select Resource - C:%PostRouteScripts'PostRouteSimple.aef [ x| |

&l

E General

Contact: iggering Contact--
Routing Target Type: ICumactSer\rice Queue LI
CSQ Target fcaa L”Z,
Connect: & Yes Mo
Tirmeout fiz =[]
Resource Selected: I LI

m Apply | Canecel | Help |

If no resource is available in the default CSQ, then the call stays queued until
a resource becomes available or the call is dropped by the caller.

Figure 18-26 Configured Prompt tab of the Play Prompt Step

#3 Play Prompt - C:'PostRouteScripts' PostRouteSimple.aef

L

%z General Protipt | Inputl

Prammpt: M ﬂlz,

Barge In: & ¥es O Mo

Continue On Prompt Errors: & Yes O Mo

Ok I Apply | Cancel | Help |

In the General tab of the Play Prompt Step:
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— Triggering Contact is selected as the contact

— Interruptible option is Yes. This means that as soon as the call is
answered, this queue prompt will be interrupted.

In the Input tab of the Play Prompt Step:
— Flush Input Buffer option is No

Figure 18-27 Configured General tab of the Delay Step

#3 pelay - C:\PostRouteScripts' PostRouteSimple.aef E

_Q_ Gereral |
Timenout: DelaywhileQueued ﬂ El

Interruptinle: ™ Yes Mo

Ok, I Anply | Cancel | Help |
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A Summary Process for Defining Enterprise
Variables

The following steps summarize the process for defining enterprise variables in the
Cisco Unified CCX system. See the Cisco Unified ICME documentation for how
to define ECC variables in Cisco Unified ICME software.

Step1  Create an ECC variable in the Cisco Finesse Administration (Enterprise Data
Configuration > Enterprise Data > Field List).

Figld |ndes: IEI 'l

Field Mame: |1

Dizplay Mame: |Disp|ay [

% Scalar  Aray |1 3:
QK I Cancel | Help |

" Expanded Call Context - ECC
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Step2  Create a new layout using the Cisco Finesse Administration and add fields to the
layout (Enterprise Data Configuration > Enterprise Data).

Layout Editor x|

Layout Mame |

Fields in Layout Lyvailable Fields

A u] LEel. ect -
DMIS 1 user.varl —
uzer.layout + | 4 uzer. 20

LIZE[eCs 221 Cusgtomer Account M
Call " ariable 1 222 Caller Enterad Digits
Call Wariable 2 + | 23 Call % ariable 1

232 Call % ariable 2
233 Call % ariable 3
234 Call “ ariable 4
235 Call* ariable 5
235 Call*ariable & —
237 Call“ ariable ¥
238 Call* ariable 2

239 Call W ariable 9
74 Call W arishle 10 _|L|
4 i | 3

LALY

OF. I Cancel I Help |

Step3  Configure the Set Enterprise Call Info (Expanded Call Variables tab) step in your
Cisco Unified CCX script to set values for the ECC Variables.

#3 add ECC Yariable %]

Valug:  [f'ecc variable value® =]

N I

Array Index: |- Scalar— a3

Token:  [-Al- a (B
Cancel |
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Step4  Configure the Set Enterprise Call Info (Expanded Call Variables tab) step in your
Cisco Unified CCX script to use a custom layout that was created in Step 2.

#3 Add ECC Yariable |

Yalue: |'newlavouf' ﬂl:l
Mame: |'user.lav0uf' ﬂl:l
ArrayIndex |- Scalar-] ﬂD
Token: |- All-- =L

Step5  Configure the Set Enterprise Call Info (General tab) step using in your Cisco

Unified CCX script to set values for the Cisco predefined Call Peripheral
Variables.

&3 add Field |
Walue: I'callvariablm walue” L”:,
RETUERM -- Call Peripheralvariablel --

Taken: |- Al (|
Cancel |

&3 add Field

Mame:
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Step 6  Check your list of Call Peripheral Variables in the Set Enterprise Call Info step.

2 Set Enterprise Call Info - C:hscri Jicd_setcallcontac_newlo.aef : 5'

7 General | Expanded Call Yariables

Contact:

Fields: walues T Mames Taokens | A,
"call variahle1 value" -- Call.PeripheralMariablel - -- All -
"call peripheral variable 2 valug" -- Call.Peripheralariable2 - |- All -

oty

Drelete

il

Ok I Apply | Cancel | Help |

Step 7  Check your list of ECC Variables in the Set Enterprise Call Info step.

#3 Set Enterprise Call Info - C:i scripts'icd_setcallcontac_newlo.aef il

2 General Expanded Call VYarishles

ECC Variables: Values | MNames Array Indexes Tokens | Add... |

"ecc variahle value" "user.ecc" Scala - All -
Peloclify... |

Ok I Apply Cancel | Help |
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Step 8

Check the values set in the Set Enterprise Call Info step displayed on the Cisco
Finesse Desktop.

¢ Talking - Cisco Agent Desktop e
NP s | IBilea GEOW HRE0H 2~
[State [caled# [ lkrtn... [ onignal ... | origna Caled# | Caling#

| Duration |
|GCO... %2141 2141 2006 2141 X2006 00:00:10
Field | Data Dev...| Type | Description | Duration |
AMI 2006 &0... Rou... Route Point ... 00:00:00
DiIS 6013 31.. CT1.. CTIPort3153 00:00:02
Layout newlayout 1 CSQ  CSQ_skill 00:00:00
Display ecc ecc variable walue 21... Agent 00:00:10
Call Variable 1 call variable 1 value Total 00:00:12
Call Variable 2 call peripheral variable 2 value
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Designing a Generic Recognition
Script

This chapter contains the following:
» About the Generic Recognition Steps, page 19-1
* N-Best Recognition and Multiple Interpretations, page 19-2
e The Script Flow for a Generic Recognition Script, page 19-3
* An Example Script, GenericRecoExample.aef, page 19-7

About the Generic Recognition Steps

The Generic Recognition step is used when something more complex than a
selection menu is needed in a speech dialog. The Generic Recognition step allows
the application designer to use an arbitrarily complex Speech Recognition
Grammar. These grammars can be used to build mixed initiative dialogs. They can
be ambiguous. They can assign meaning to the results returned using semantic
interpretation. They can allow multiple results to be returned.

The result returned by a recognition using this step is stored in an opaque data
object that is associated with a name that is assigned in this step. The information
in this result object can be extracted using two other steps: Get Recognition Result
Info Step and Get Recognition Interpretation Step. These two steps along with the
Generic Recognition Step are designed to work together.

The Generic Recognition steps are available from the Cisco Unified CCX Step
Editor Media palette.

Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)




Chapter 19 Designing a Generic Recognition Script |

M N-Best Recognition and Multiple Interpretations

Figure 19-1 Cisco Unified CCX Step Editor Media palette

=4 Media
g Explicit Confirmation
4 Extended Get Digit String
ﬂi) Extended Play Prompt
=3 Get Digit String
S22 Implicit Confirmation

Menu
Mame To User
I-‘Efg Play Praompk
% Recarding
S=p Send Digit String
---J Simple Recognition
- Voice Browser
-:ﬂ Generic Recognition
?ﬂ et Recognition Result Info
?-J zet Recognition Inkerpretation

For how the Generic Recognition set of steps work together in a script and for the
descriptions of these steps, see the Cisco Unified Contact Center Express
Scripting and Development Series: Volume 2, Editor Step Reference Guide.

N-Best Recognition and Multiple Interpretations

The Generic Recognition set of steps improve speech recognition by providing
multiple recognition results enabled by N-Best Recognition and multiple

interpretations. It also can assign meaning to the utterance through the use of
semantic interpretation:

* N-Best Recognition, page 19-2
e Multiple Interpretations, page 19-3

N-Best Recognition

N-Best Recognition allows the Speech Recognizer to return more than one result
if there are several branches in the grammar that sound like the utterance. This
allows the application to choose the best result based on additional criteria.

Jl_ Cisco Unified Contact Center Express Getting Started with Scripts, Release 11.0(1)



| Chapter 19

Designing a Generic Recognition Script

The Script Flow for a Generic Recognition Script ||

In some advanced voice applications, a single result may not be sufficient. For
example, an airline reservation application might ask the user for destination and
departure cities. The speech-recognition engine might not be able to distinguish
between the two possible utterances that can sound the same or similar like
"Austin" and "Boston." Ideally, the application would obtain both these possible
results so that it could prompt for clarification, "Did you mean Austin, Texas; or
Boston, Massachusetts?"

Using N-best recognition, the speech-recognition engine returns a list of different
possible utterances whose confidence levels are high enough for consideration.

Multiple Interpretations

In some applications, a single recognized utterance may have multiple
interpretations. The same utterance can appear in more than one place in the
grammar. For example, Austin could be interpreted as Austin, Texas or Austin,
California.

The Generic Recognition set of steps uses these two recognition features (N-Best
Recognition and Multiple Interpretations) together to provide better speech
recognition flexibility when needed.

When these preceding two features are combined, if the user says something that
sounds like either "Austin" or "Boston," the speech-recognition engine would find
two possible results, "Austin" and "Boston." The first of these results would have
two possible interpretations: "Austin, Texas" and "Austin, California." A
sophisticated application could then prompt the user, "Did you mean Austin,
Texas; Austin, California; or Boston, Massachusetts?"

The Script Flow for a Generic Recognition Script

The following is an example of how n-best recognition and multiple
interpretations can be done using a grammar and a script:

* An Example Grammar Used With Generic Recognition, page 19-4
* An Example Script Algorithm Used With Generic Recognition, page 19-5
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An Example Grammar Used With Generic Recognition

The example grammar is an SRGS grammar. Note that there are three items that
sound very similar - "cisco", "tisco" and "misco". Also note that there are two
items with the same word, "cisco", but different values for the security tag,
"ciscol" and "cisco2".

<?xml version="1.0" encoding="IS0-8859-1"7?>
<grammar xml:lang="en-US" version="1.0"
xmlns="http://www.w3.0rg/2001/06/grammar"
root="Securities">
<rule id="Securities" scope="public">
<ruleref uri="#Names"/>
</rule>
<rule id="Names">
<one-of>
<item>
<item> cisco </item>
<tag>security=" ciscol"</tag>
</item>
<item>
<item> cisco </item>
<tag>security=" cisco2"</tag>
</item>
<item>
<item> tisco </item>
<tag>security=" tisco"</tag>
</item>
<item>
<item> misco </item>
<tag>security="misco"</tag>
</item>
<item>
<item> microsoft </item>
<tag>security="microsoft"</tag>
</item>
</one-of>
</rule>
</grammar>
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An Example Script Algorithm Used With Generic
Recognition

~

Note  This algorithm does not describe all the input and output parameters, only the
ones relevant to demonstrate n-best recognition.

Step1  Use the Generic Recognition step.

Input:
UserGrammar (for example, An Example Grammar Used With Generic
Recognition, page 19-4)

Output:
resultData (a private variable that contains the recognition result)
resultCount (the number of results in the resultData)

Step2  Setinteger i = 0. This variable is used to index into the resultData and varies from
0 to one less than the number of results obtained in step 1.

Step3  While (i < resultCount)
a. Use Get Recognition Result Info step

b. Input:
ResultData (data from step 1)
i (used to index into the ResultData.

c. Output:
Utterance (text representing what was spoken),
ConfLevel (indicates how closely this recognition matches the spoken word)
interpCount (indicates number of interpretations in the result)

d. Setinteger j = 0. This variable is used to index into the result to retrieve the
interpretations

e. while (j<interpCount)
(1) Use Get Recognition Interpretation Step
(2) Input:
resultData (data from step 1)
i (used to index into resultData)
j (interpretation index)
(3) Output:
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If slots are defined in the grammar, their values get stored
in the specified variables
(4) Set j =j+1

f. Seti=i+l
Step4  End

With the example grammar and example script logic as described in this section
and the preceding one, if a customer says "cisco", the customer may get back a
recognition result containing three results: "cisco", "tisco" and "misco"
respectively. Each of these results represents a different utterance and can have a
different confidence level.

Note  The output can vary depending on how the utterance (the word) was spoken and
the value of the confidence level configured in the Generic Recognition step.
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An Example Script, GenericRecoExample.aef

Figure 19-2 displays an example script, GenericRecoExample.aef, as it appears in
the Cisco Unified CCX Editor window. This script uses the generic recognition
steps and the preceding algorithm. The example is displayed with unexpanded
code branches so you can see the layout of the whole on one page. The code is
expanded in later examples so you can see all the steps.

Figure 19-2 Example Generic Recognition Script

&
’23' Accept (--Triggering Contack--)

@ stavk!

:EJ Generic Recognition {contack: --Triggering Contact--, TTS["Please say a security name or enter some O T M F digits."], G[Rule_,..}
Qﬁ resultCountPrompk = Create Generated Prompk number (resultCount)

L83 pramptl = Creste Container Prompt Concatenation {TTS["The rule name or context used was, " + Rule_Name_or_Context + "7+ .3
Qﬂ? Play Prompt {--Triggering Contact--, prompk1)

-22 SetresultIndex =0

@ Rleckasule:

3 -[: If (resultIndex »= resultCount) Then

I']----?EJ ek Recognition Result Info ; (resultMame: result, resultIndesx;:resultInde:x)

@ resulbordPrompt = Create Generated Prompt ordinal (resultIndex+17

Qﬁ numInterpPrompt = Create Generated Prompt number {numInkerp)

f;ﬁ conflevelPrompt = Create Generaked Prompt number (conflevel)

@ resultInfoPrompt = Create Container Prompt Concatenation (TTS['The"] + resultOrdPrompt + ...)

E{DI! Play Prompt {--Triggering Contack--, resultInfoPrompt)

-== Setinterplndex =0

Nexklnbayprabation:

H -J Gek Recognition Interpretation @ {resultMame: result, resultIndes: resultIndes, interpretationIndex:interpIndes:)

@ interpOrdPrompt = Create Generated Prompt ordinal (nterpIndex+1)

{Eﬁ resultInfoPrompt = Create Container Prompt Concatenation (TTS["The"] + interpOrdPrompt + ...)

Qi)? Play Prompt {--Triggering Conkact--, resultInfoPrompt)

-[: If (securitySlotvalue == null) Then

-[: IF {slot2value == null) Then

3 -[: IF {digitstring == nully Then

fo== SetinterpIndex = interpIndesx + 1

---[: If {interpIndex == numlnterp) Then

@ Erid:

82 Goko skark

?3' Terminate (--Triggering Contack--)

'@ End
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Script Variables Used in the Example Generic Recognition
Script

Table 19-1 lists the variables, with the exception of the prompt variables, that are
specific to the generic recognition steps.

Table 19-1 GenericRecoExample.aef Generic Recognition Variable Descriptions
Variabl
Variable Name e Type |Initialized Value Function/Description
rule Name or Context |String "Securities\securities" |The name of the grammar file to be used

in the recognition.

confLevel int The confidence threshold. This
determines how closely a result must
match the utterance before it is returned
by the recognizer.

interpIndex int 0 The index used to select the
interpretation in the currently selected
result.

maxResult int 5 Contains the maximum number of
results that can be returned by the
recognition.

numinterp int 0 Contains the number of interpretations
in the currently selected result.

resultCount int number of results The number of results in the result
collection returned by the recognition.

resultIndex int 0 Used to select the specific result from
the result collection.

securitySlotValue String " A string variable to receive the value
from the slot named "security". This is
the name of a stock.

utterance String " A string variable to receive the utterance

for each result.
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Getting a Collection of Results

Figure 19-3 shows the opening set of steps in the example script. These steps get
the utterance "results." This is where the user’s input is first returned.

This part of the script illustrates Step 1 and Step 2 of the preceding algorithm (An
Example Script Algorithm Used With Generic Recognition, page 19-5).

Note  For descriptions of each step used in the example script, see the Cisco Unified
Contact Center Express Scripting and Development Series: Volume 2, Editor Step
Reference Guide. The purpose of this chapter is just to highlight some of these
steps and to illustrate how they are used rather than to explain each step in detail.

Figure 19-3 The Opening Set of Steps in the Example Generic Recognition Script

...... ,(:7

Accept (--Triggering Contact--)

Tirmeout
; @QD Flay Prompt {--Triggering Contact--, TTS["Sorry, I could not hear anything after 3 trials, please try again")
& Goto skart
= @ Unsuccessful
4) Flay Prompt {--Triggering Contact--, TTS["Sorry, I could not understand what you said after 3 trials, please try again"])

----- £33 prompt1 = Create Container Prompt Cancatenation (TTS["The rule name or context used was, " + Rule_Mame_or_Context + "]+ TTS["The number of results returned is "1+ ...
----- 4) Flay Prompt {--Triggering Contact--, prompt1)

------ == Set resultindex =0

...... @ NexrRasult:

=" If {resultIndex »= resultCount Then
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Figure 19-4 Generic Recognition Step, Example General Tab Customization Window

#3 Generic Recognition - 2\ scripts’,genericReco40.aef

_2 Genetal | F‘rl:lmp‘tl Inputl Firterl

Caontact: --Triggering Contact-
Interruptible:; & vYes Mo
Result Marme: |resu|t
Result Count (Optional): IreaultCnunt LI
(034 Apply | Cancel | Help |
Figure 19-5 Generic Recognition Step, Example Prompt Tab Customization Window

@l Generic Recognition - Chscripts',genericReco40.aef

3 Generd Prompt | input | Fitter |

Frompt: a security name ar ente e 0T M F digi

Barge In: * yaz Mo

Continue On Prompt Errors; &+ Yes Mo

(624 Apply Cancel | Help |
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#3 Generic Recognition - 3\ scripts',genericReco40.aef

General! Prampt Input l Firteri

An Example Script, GenericRecoExample.aef ||

Generic Recognition Step, Example Input Tab Customization Window

Initial Timeout {in sec): E

Maximum Retries: !3

Flush Input Buffer: " Yag ¥ Mo

Ok Cancel |

Spply

Help |

Figure 19-7

#3 Generic Recognition - C3 scripts’ genericReco40.aef

Generali F‘ru:umpt! Input  Fitter i

Generic Recognition Step, Example Filter Tab Customization Window

Gramimar:

G[Rule_Mame_or_Contexd]

Max Results: imaxResuIt

Canfidence Threshold: I

Ik Anply | Cancel |

Help |
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Getting All the Information for All the Results

The next series of steps in the example script is Step 3 of the algorithm (An
Example Script Algorithm Used With Generic Recognition, page 19-5).

Use the Get Recognition Result Info step to:

» Extract the Results from the recognition performed in the Generic
Recognition step. There may be more than one result. The Result Index is
used to select the desired result. The range is 0 (zero) to one less than the
number of results. Each result will contain one or more interpretations.

» Extract the number of interpretations for a result.
» Extract the confidence level for each result.

« Extract the string which represents the actual utterance that was recognized
for each result.

Figure 19-8 Getting All the Recognition Information

o NewtResult:

F_|n-[: If {resultIndex == resultCount) Then

E| Trus

- g Goto End

: ﬂ Falze

[—:l----'?ﬂ zet Recognition Result Info : {resulthame: resulk, resultIndes:resultIndesx)
------ ﬂ Successful
“ Y Unsuccesstul

----- 1;:% resultordPrompk = Create Generated Prompt ordinal (resultIndex+1)

----- 1;:% numInterpPrompt = Create Generated Prompt number (numInkerp)

----- 1;:% confLevelPrompt = Create Generated Prompt number {confLevel)

----- £33 resultInfoPrompt = Create Container Prompt Concatenation {TTS["The"] + resultOrdPrampt + ...)

----- c@l Flay Prompt (--Triggering Contact--, resultInfoPrompt)

------ == SefinterpIndex =0

------ (7 NextInterpretation:
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Figure 19-9 Generic Recognition Result Info Step, Example General Tab Customization Window

&% Get Recognition Result Info - C:\scriptsigeneric X|
i

—a General I

o

Fesult Mame: GEEI

Result Index: |resu|tlndex LIIE,

Attributes: Marnes Yariables |1 == |
Mo, of Interpretations: [numinterp Clear |
Confidence Level: conflevel
Utterance: utterance

Ik I Apply | Cancel | Help |

Getting Interpretations for Each Result and Prompting with
Each

The final set of steps in this example uses the Get Recognition Interpretation step
to get each interpretation for each result and to play the prompt for each
interpretation. This represents the inner loop in Step 3 of the algorithm (An
Example Script Algorithm Used With Generic Recognition, page 19-5).
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Figure 19-10 Playing Prompts for Each Interpretation

- NextInberpretation:
= -jGet Recognition Interpretation @ (resultMame: result, resultIndesx:resultIndex, interpretationInde:interpInde:)
- Y} Successful
Elﬂ Unsuccessful
- EQ@I Flay Prompt (--Triggering Contact--, TT3[Oops! Took the unsuccessful branch, ])

----- 1;:% inkerpOrdPrompt = Create Generated Prompt ordinal (interpIndex+1)
----- £53 resultInfoPrompt = Create Container Prompt Concatenation (TTS["The"] + interpOrdPrompt + ...
----- EQ@I Flay Prompt (--Triggering Contact--, resultInfoPrompt)
[—:l----n-[: If {securitySlotyalue == null) Then
Eﬂ Trus
- EQ@I Flay Prompt (--Triggering Contact--, TT3["The security slot value was not specified,"])
Elﬂ Falze

- EQ@I Flay Prompt (--Triggering Contact--, TT3["The security slot value is, " + securitySlotalue])
[—:l----n-[: If {slot2value == null) Then
Eﬂ Trus
- EQ@I Flay Prompt (--Triggering Contact--, TT3["The symbaol slat value was not specified."T)
Elﬂ Falze

- EQ@I Flay Prompt (--Triggering Contact--, TTS["The symbaol slat value is, " + slot2value])
[—:l----n-[: If {digitstring == null) Then
Eﬂ Trus
- EQ@I Flay Prompt (--Triggering Contact--, TTS["Mo D T M F was entered."])
Elﬂ Falze

- EQ@I Play Prompt {--Triggering Contact--, TTS["The Following 0 T M F was entered,"T)

----- dtrfPrompt = Create Generated Prompt spelling (digitstring)
b % Flay Prompt (--Triggering Contact--, dkmfPrompt)
------ == Set interpIndex = interpIndex + 1
[—:l----n-[: If {interpIndex == numInterp) Then
Eﬂ Trus
------ == Sef resultIndex = resultIndex + 1
- @ Goko MexkResulr
Elﬂ Falze

-3 Goto NextInterpretation

...... & End:

----- @ Goko skark
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Figure 19-11 Get Recognition Interpretation Step Customization Window

#3 Get Recognition Interpretation - C:scripts’genericReco40.aef

+

‘_2 General

Result Mame: result
Result Index: Iresultlndex :jlzi
Interpretation Index: |interp|ndex LIE
Slats: Slats | Wariables | Add...
"securit securitySlotvalue
flaolita..
"syrmbol slot2value
"digitstring” digitstring [relete
(034 Apply Cancel | Help |

The script needs to be aware of the grammar being used. The sample script
described here reads only values for slots named security, symbol and digitstring.

If the grammar does not contain these slot names, empty values are returned.

If the grammar contains additional slot names that the script wants to retrieve, the
script will need to be modified.
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Uninstallation of Unified CCX
Editor

Note  The Unified CCX Editor uninstallation should not be done through the Add
Remove programs window.

To uninstall the Cisco Unified CCX Editor program, run the
UninstallCiscoUnifiedCCXEditor.exe and do the following:

Step1  In the maintenance window, select the "remove" radio button and click next

Step2  In the "remove program" dialog-box, click the "remove" button. This will begin
the uninstallation procedure of the Cisco Unified CCX Editor application.
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A Sample VoiceXML Log File

This appendix includes the following topics:
* A Brief Description of a VoiceXML Log File, page A-1
» Excerpts from the Sample VoiceXML Log File, page A-2
« Sample VoiceXML Log File Selection, page A-3

Note  This is a sample voice XML log file with SS_VB debug turned on. Your log file
contents may vary depending on your system configuration, scripts, and caller
interactions.

A Brief Description of a Voice XML Log File

Each line in a Voice XML log file contains a system message. Each log line is
numbered sequentially and consists of:

* Line number
e Date and Time of event
» Task Message abbreviation and ID number

¢ Brief description of the event
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| Excerpts from the Sample VoiceXML Log File

>
Note  For easier reference, the lines in the sample log file that are listed in Table A-1 are
displayed in BLUE in the log file.

Clicking on the number in the table brings you to that line in the log file.

Clicking on the number beginning that line in the log file brings you to its
explanation in this table.

Excerpts from the Sample VoiceXML Log File

Table A-1 Some Items to Notice in the Sample Log File

Line

Number Message Event

615109 Instantiating new The start of the MRCP(ASR)
WFMRCPDialogServicesAdapterImpl Voice Browser

615120 Invoke: The URL for the Voice Browser
http://mediaserver/vxmldocs/AA.vxml

615126 WFCallControlImpl.getOriginator () = 2011 The caller ID

615127 WFCallControlImpl.getLocalUri() = 1002 The dialed number

615186 handlMenuElement () : adding dtmf choice Managing a VXML menu
grammar string = one

615233 | <speak version="1.0" The first prompt to the caller

xmlns="http://www.w3.0rg/2001/10/synthes
is "> Welcome to the automated
attendant. To enter the phone number of
the person you are trying to reach, say
or press 1. To enter the name of the
person you are trying to reach, say or
press 2. To transfer to the operator,
say or press 0. </speak>
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Table A-1 Some Items to Notice in the Sample Log File
Line
Number Message Event
615243 | Heard: 'one' The first heard caller resonse =
“One”

Sample VoiceXML Log File Selection

615109: Jun 01 08:25:21.912 EDT %MIVR-SS_VB-7-UNK:Task:43000009351 VoiceBrowserDialogImpl:
Instantiating new WFMRCPDialogServicesAdapterImpl

615110: Jun 01 08:25:22.131 EDT $MIVR-SS_VB-7-UNK:Task:43000009351 Here is the
DefaultCompilationConfig set in the JVM en_US

615111: Jun 01 08:25:22.131 EDT SMIVR-SS_VB-7-UNK:Task:43000009351
DefaultCompilationConfig will be set to en_US

615112: Jun 01 08:25:22.131 EDT $MIVR-SS_VB-7-UNK:Task:43000009351
DefaultCompilationConfig is now set to JVM en_US

615113: Jun 01 08:25:22.178 EDT $MIVR-SS_VB-7-UNK:Task:43000009351 VBContext: Constructing
615114: Jun 01 08:25:22.350 EDT 3MIVR-SS_VB-7-UNK:HttpCache trace disabled (from
voicebrowser.properties)

615115: Jun 01 08:25:22.381 EDT %MIVR-SS_VB-7-UNK:HttpCache enabled size: 25000000
615116: Jun 01 08:25:22.381 EDT $MIVR-SS_VB-7-UNK:Task:43000009351

VBProperties: :Constructing

615117: Jun 01 08:25:22.381 EDT SMIVR-SS_VB-7-UNK:Task:43000009351
VBProperties.initDefaultProperties|()

615118: Jun 01 08:25:22.397 EDT $MIVR-SS_VB-7-UNK:Task:43000009351
VBProperties::Initializing

615119: Jun 01 08:25:22.397 EDT $MIVR-SS_VB-7-UNK:Task:43000009351 Here creating

currentPathURI=file:C:/Program Files/wfavvid_1001/

615120: Jun 01 08:25:22.397 EDT %MIVR-SS_VB-7-UNK:Task:43000009351 Invoke:
http://mediaserver/vxmldocs/AA.vxml

615121: Jun 01 08:25:22.412 EDT $MIVR-SS_VB-7-UNK:Task:43000009351 JsScript - optimization
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level: -1
615122: Jun 01 08:25:22.506 EDT %$MIVR-SS_VB-7-UNK:Task:43000009351 enterLevel:
SESSTION_LEVEL

615123: Jun 01 08:25:22.506 EDT $MIVR-SS_VB-7-UNK:WFCallControlImpl.getAai() = null
615124: Jun 01 08:25:22.506 EDT $MIVR-SS_VB-7-UNK:WFCallControlImpl.getLocalUri() = 1002
615125: Jun 01 08:25:22.506 EDT $MIVR-SS_VB-7-UNK:WFCallControlImpl.getRemoteUri() = 2011

615126: Jun 01 08:25:22.506 EDT %MIVR-SS_VB-7-UNK:WFCallControlImpl.getOriginator() = 2011
615127: Jun 01 08:25:22.506 EDT %MIVR-SS_VB-7-UNK:WFCallControlImpl.getLocalUri() = 1002

615128: Jun 01 08:25:22.506 EDT $MIVR-SS_VB-7-UNK:WFCallControlImpl.getProtocolName() =
OBE

615129: Jun 01 08:25:22.506 EDT $MIVR-SS_VB-7-UNK:WFCallControlImpl.getProtocolVersion() =
Cisco Jtapi version 2.1(3.3) Release

615130: Jun 01 08:25:22.584 EDT %$MIVR-SS_VB-7-UNK:Task:43000009351 goToLevel:: 0->0

615131: Jun 01 08:25:22.600 EDT $MIVR-SS_VB-7-UNK:Task:43000009351 VBContext::pushLang
language = en_US

615132: Jun 01 08:25:22.600 EDT $MIVR-SS_VB-7-UNK:Task:43000009351 VBContext::pushLang
Adding new language : en_US

615133: Jun 01 08:25:22.600 EDT $MIVR-SS_VB-7-UNK:Task:43000009351 goToLevel:: 0->0
615134: Jun 01 08:25:22.600 EDT $MIVR-SS_VB-7-UNK:Task:43000009351 Set property:
name='bargein' value='true'

615135: Jun 01 08:25:22.600 EDT $MIVR-SS_VB-7-UNK:Task:43000009351 goToLevel:: 0->0

615136: Jun 01 08:25:22.600 EDT $MIVR-SS_VB-7-UNK:Task:43000009351 Set property: resulting
value is 'true'

615137: Jun 01 08:25:22.600 EDT $MIVR-SS_VB-7-UNK:Task:43000009351 goToLevel:: 0->0
615138: Jun 01 08:25:22.600 EDT SMIVR-SS_VB-7-UNK:Task:43000009351 Set property:

name="'timeout' value='5000"
615139: Jun 01 08:25:22.600 EDT $MIVR-SS_VB-7-UNK:Task:43000009351 goToLevel:: 0->0
615140: Jun 01 08:25:22.600 EDT $MIVR-SS_VB-7-UNK:Task:43000009351 Set property: resulting

value is '5000'
615141: Jun 01 08:25:22.600 EDT $MIVR-SS_VB-7-UNK:Task:43000009351 goToLevel:: 0->0
615142: Jun 01 08:25:22.600 EDT $MIVR-SS_VB-7-UNK:Task:43000009351 Set property:
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name='com.cisco.tts.gender' value='female'
615143: Jun 01 08:25:22.600 EDT $MIVR-SS_VB-7-UNK:Task:43000009351 goToLevel:: 0->0
615144: Jun 01 08:25:22.600 EDT $MIVR-SS_VB-7-UNK:Task:43000009351 Set prope