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Agenda

- ICM Script Editor integration with CVP Call Studio — 40 mins.
- CVP Call Studio Enhancements — 30 mins.

- Integrated demo scenario and reporting considerations — 25 mins.
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ICM Script Editor
Integration with CVP Call
Studio
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Cisco Unified Contact Center

E-Mail Web
Customer Inbound / : .
Interaction Interaction SocialMiner
Voice Portal Outbound
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Contact Center Enterprise

Finesse (desktop and web API)

560 Degree View o Customer
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CCE Solution Components

Call Studio

Ops Console = 2|k

xternal Data
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Scripting Decisions in IVR
Based on Many Factors

- ASRand TTS - CVP Studio
- DTMF only - Micro Apps
- IVR Standalone - CVP Studio
- Only Call Control > Micro Apps
- Dynamic VXML = CVP Studio
- Legacy IVRs > Micro Apps
- Legacy ACDs - Micro Apps

Cisco {l'l/&/



Building an Integrated Script

s CVP Integrated
T Application Service

Cisco ((VCI/ CCCCCC -2027




Interface: ICM Script Editor & CVP Call Studio

Script using ICM Script Editor Script using CVP Studio
. Can call Dynamic VoiceXML self-service - Dynamic VoiceXML self-service
e applications
applications
« Connectivity using MRCP to ASR/TTS
- Also - Automatic Speech Recognition and Text to Speech

- Scripting DTMF-only applications

- Transfers to legacy IVRs/queuing
for ACDs or IP call center agents

Cisco llrl/&’

- Connectivity to backend Web services



Quick ICM Script Review

& Script Editor - [Banking_CL {All Customers}.004 [Active Version][Browse]]
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4 Script Modes — View, Edit, Monitor and Quick Edit
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ICM Scrlpt Editor Overview
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Edit Mode - Palette Options
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Set Variabl'es

227 Set Variable

Call.user.microapp.media_server

"http: ffcvp-vxml-server: 7000;'CVP"_ X

& Call.user.microapp.app_media_lib

user. microapp.UsevXMLParams

IINII

ser.microapp. ToEx

“application=Test_PM
v

user. microapp. TOExtyXML[ ]

"application=Test_PM"

CiscollV(/

"user.microapp. TOEXTWXML[]

concatenate{"isn_call_id=" Call.user.media.id)

user. microapp. TOExtYXML[]

concatenate("RCD=",Call.RouterCalDay)

user. microapp. TOExtWYXML[]

concatenate("RCK=",Cal.RouterCallkey)

Liser. micrbapp.ToExtV KML[]

concatenate("MSN=",Cal.RouterCallkeySequenceNumber)




Set Variable Nodes

Set Variable ICummerrthnmm Labels |
Object type: Object: Wariable:
_ "I |i_Nu salaction) ;I Iuaermil::mapn media_gervar ;I
-
= SetVariable (= e |
Fammula Editor..
Walse:

|'H1:J A0.86.140. 74 7000/ CVP”

Formula Editor

Fomula:

|
-EIK
“httpc /410086140, 74:7000/CV P :_I -I

Varigbles IEul-In Functions | Custom Functions |
Pacts a I

Object types: Olgects: Wariables:
Applicabonath

Call

CallType
Pesipheral
PesipheraltdAD
Pl

POStep

Redqon ll
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Micro-Applications (Micro-Apps)
There Are Six CVP Micro-Apps

etfran]re etfran]ie etfranfr. etfranfr. etfranfr.
CISCO CISCO CISCO CISCO CISCO

Play Media Play Data Get Digits Menu Get Speech

« They simplify common script tasks

« Defined in ICM Configuration Manager

* Invoked from an ICM Script

* Interpreted by the IVR service on the Call Server (CVP)
« VoiceXML gateway sent to voice browser

Cisco [l’l/&/

etfranfr.
CISCO

Capture
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Run External Script node

| Run External Script Properties

Run VRL Script |Enrrrnut|Cu'mcumLabEI:|

ICM Scnpt Mame | Extemal Script Hame [
Queue_Music P quews_music
RE_Welcome PM.CCYoulireMumber 1 InCGuwaus

= SetVariable Run Ext Script e e

VXML _Server

OK | Cancel Help

Cisco h'l/fp/



Micro-Applications (Get Speech)
{..} (GS) Collects ASR or DTMF Input After

cisco | Prompting a Caller
Get Speech

*[ccovsncom | =]
e T[GSsamseeet |
GesaeOmevce

1. GS - Get speech
SalesService - Media File name

Cisco(l"/&/ 2.  The Configuration Param field is left empty

BRKCCT-2027 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public
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Call Type Change & Precision Queue Nodes

-

Call Type Set here for
reporting

Detarmination
(]

Cisco {l'l/&/



Why Change the Call Type?

- If there is an IVR treatment before r
call is queued, a best practice is to | | | -
change the Call Type just before | |
Queue node o

= SetVariable !

- Changing the Call Type will reset the
Service Level Timer and not include
the IVR time
- Else, the IVR treatment time will be

included in the calculation of the service
level, having a negative impact on your
Service Level calculations

Cisco {l'l/&/



Dynamic Call Type

- Call Type node can change | SkdCiTee | Fndfy
the Call Type based on Call L ke & Call Type Name
Data (Call Variables, | Commel | cape

Database Lookup, ECC)

Formula Editor

%thﬁmeroﬁahm
- Used in conjunction with ‘

Dynamic Precision Queue,

multiple Call Types, and

Directory Numbers ok |

Cancel

Cisco h'l/f:/



™ Call Type Properties

Changing Call Type for Reporting

Call Type Set here for

reporting
-~
Call Type | Comment | Connection Labes |
Select Call Type —— —Find By
 Stai
cally = Call Type Name
% Dynamically
" Call Type ID
Fonmula Edior
concatenals

| PeripheralVanable2,”_" Call. PeripheralVarable 3)

—_
concatenate]Call Penpheraly anable2,”_".Call Penpheralfanabled) :J c
oK I Cancel 4'}10{
J&]
=]

Wariables | Buill-In Functions | Custom Functions |

Object types:
ApplicationP ath
Call

Objects: W ariables

CalType
Penphetal
Penphieal MR D
P

POStep

, Ragion =l
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Precision Routing

Create

Routing
Scripts
with PQs

Cisco ["/fr/

Assign
Attributes
to Agents

Attribute: Agent characteristic
and expertise represented as a
Boolean or Proficiency value
(ten dimensions)

Precision Queue: Multi-
dimensional queue where best
agent is chosen by smart mix of
attributes and real-time metrics

Step: Dimension within PQ that
defines the pool of agents

Wait Time: Duration to search
for an available agent in each
dimension



Attributes

Unified CCE Administration

| Home “Manage | Settings
Manage Attributes
MNew Attribute @

* Mame Auto_lnsurance

Description

* Data Type Froficiency

* Default »falue Select. .

B &

Selact. ..

Du|wnm.~.mm

Cisco h'l/f:/

Two Attribute Types:

* Proficiency Based
- 1-10 Rating
» Used for quantifying
agent’s expertise

* Boolean
*True or False
» Used to indicate an
“exists or not”
condition.
* (i.e., Certified,
Location, etc.)



Precision Routing: Terminology

Sample Precision Queue (PQ):

Add Step J
Criteria # Agents Config) Wait Time
[ (WCW_Support == true) afid (WCW_English >= 8) and (WCW_Internal == true) ] 0 15 x
[ (WCW_Support == true) and (WCW_| (WCW._lInternal == true) ] 1 15 x
[ (WCW_Support == true) and (WCW_Eng\sh >= 3) ] 4 3 n/a x
Terms / Attributes T
Step Criteria Number of Wait Time
Agents Between
the
Criteria

Cisco {l'l/&/




Precision Routing: Configuration Overview

Cisco {l’l/&/

Create Attributes
Assign Attributes and
Proficiency to Agents
Create Precision
Queues based on
Attributes

Invoke Precision
Queues via routing
scripts

<.



Precision Queue Node

4 B! Script Editor - [PQ10Step {All Customers}.027 [Edit]*]
i JJ Eile Edit View Soipt Options Window Help

DEe@| @ MK R ||| ? 5 || oo |

32 Translation Route to VRU
bos_Generic_VRUVRLU_SVC
% ]
" ' ©oxj
Precision Queue Properies | Commert | Connection Labels |
~ Sebect Precison Queus ~Find By
C Staticaly & Precison G N
& Dynamicslly ~ Precision Queue 1D
Porty: |5 5.
[ ]
Enable target requery I

Cisco h'l/f:/

* Invoke PQs either:

« Statically — Specify the
exact PQ

« Dynamically — Calls a
PQ based on formula
evaluated at runtime

-« Dynamic Call Type

feature (independent
of Precision Routing)



Dynamic Precision Queue Node

Iﬂ Precision Queue Properties

Precision Queus Properties |Cmrmlcmnnu>eh|

— Select Precision Queue ——

Enable target requeny
Wat F Agents Mot Logged In ™

r

—Find By

* Precision Gusus Name

" Precision Queue ID

FI.Puﬂ;alﬁahhz."_'.fd.Puthﬂhhi&hl"_
" Call. PerpheralVanzble 1)

Formula Editor

Eﬁchis_im ﬂl.r.ue]

Dynamic PQ
Dhetarmin ation

X

Cisco Il'l/fp/

=
concatenate[Cal Penpheral ariablel,”_" Call PeripheralV anable3,"_".Call Perpheraly anablal] ;I
oK Cancel
Heldp
Variables | Buildn Funcﬁmtl Cuztom Fmﬂinn:l
Objects: ‘anables:
MiciadppStatus :I
M etweork. T ranzfesE nabled

Peripheral Parpheraly anable10

PenpheralMAD Parpheraly anable2

PQ Parphealy anable

POStep Parphealy anabled

R eaion .ﬂ Parobealy anableS ;I




Requesting the Services of CVP
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- Demo -

ICM Scripts
CVP Call Studio
Dynamic Call Types
Dynamic Precision
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CVP’s Role

( ’ /
C|SCO ,Vc' BRKCCT-2027 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 31



CVP Solution Components

=2 §=0)-
ASR Media BaCkend
TTS Server B
> = interface

MRcp : iHTTP

External Data
Sources

o

Call Server
VXML Server

TDM
ACD

iscol(VE
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In Simple Terms

Incoming Call Leg HTTP / VoiceXML Documents

CVP CS/
@ VoiceXML
|||| I M “ Server
Voice Gateway / VXML
Brows?e/r 1 L":?ﬂ—:':‘f
Caller (TDM or IP) cv B e
Script [elY
Editor

Cisco Il'l/fp/



CVP Call Studio
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Cisco Unified Call Studio For Scripting

- Service Creation environment LI
‘ ECIIpse based Cisco Unified Call Studio
- VoiceXML Scripts B

ASR/TTS integration

= Backend integration

gggggg

= Web Services element

= Databases
= HTTP /XML

= Custom Java classes

(e
H

= Debugger to simulate calls

04K

[sabii | [Page Element Group | Element Name AG Name AG Language | A | Audio ftem h=]

L plaga\ Come_Again Initial . Defautt 1 sudio iterm 1 =
. » !_I
= |

P
o
- m

Cisco (l ch’

= Customization / Reusability



Call Studio Development Environment

Application Script element properties

call flow and configuration
P r OJ eCtS ¥ Builder - NW_2008 - Cisco Unified ¢. I Studio

. File Edit Calflow Navigate Search ProWgt Run Window Help
and files T T T I
(%5, Navigator 53 =8 kw 1 outbound 5

Debug / Builder
switch

explorer 5%~
& callflow () Call Start
_ ) Name [ velue a3
| E&; deploy next e * Input Mode both
I app.callfiow [3 subdislog_start_o1 I * Noinput Timsout 5
=) =5 Nw_2008 * Digits Max Nolnput ... 3
&) calflow done . * Digits Max NoMatch ... 3
[ [ * Digits Confidence Le,.. 0.40
' (= deploy [ registration_ID cane [ ] Welcome_To_Barcelona * Min Digits 6
] app.calflow ) i ¥ Doghs c
# 5 outbound max_ncinpuf *= dore. * Disable Hotlinks False
max_nomatch i : Secure Logging false
. [] Select_option Maxnbest 1
S C r I t fha_noinput_
[ i '// max_nomatch ptmnl optionZ _aption3 e | =
| @ (& call Control
| = Csco [ T B HMTE ﬂngarda [ [ Travel ] VolceXML Proj Value =[]
elemen | ESe= - 3
[ (= Context dong  dgne | done
(2 Date & Time
palette o & rom m B cone 00 |
| (= Integration
8 & Math & done
B Menu ) LY
# (= Notification I .
Hang Uj F
& Naber Capturs @ HangUp Subdislog_Return_01 r'-l
| & Record 4] | 'S
| (== Local Elements Bag
| & Element Groups 1 Prompt Manager 53 . Cal Studo Problems | i -4 =0
(=] =% Subdialog Elements
- [ subdisioq Invoke
(= Cisco B
& General Element Group | Element Name [ AG Hame [ AG Language [ A [ Audio ltem [ =
|-{F Action Come_Again Initial Default 1 audio item il =
[ wieb service

Jlive! 7 |
ciscollVC, Prompt manager




Sample Application:

T Cisco Unified CYP. Builder - Prem

“PremiumGold”

co Unified CYP YoiceXML Studio

Welcome caller

Prompt for account /SSN
Database dip

Customer type
Personalized handling
Multipage

Formatted data playback
Centralized error

Documenter

Cisco {l'l/&/

File

|| msj =

Edit Callflow  Mavigate

Search  Project

|- |+ %< -

Run  Window Help

s | 8, B o8 | opp o8 og | =
& J | frll=Eo | hd Uf5 oif | =

[0

B5L Mavigator 53
W | B S

o PremiumGold £

= 'bn PremiumGold
= callflaw
[= pages

DZC app.callflows
= 'bn PremiumGoldz
]'b': SDemo_r

H- =5 SDemovl

H == SDemaovE

B
-
Lo

et

dTe e nnmatﬁ\
[ metfccount & max_noinput —-| [ Errar_Handler

done

() Start Of Call f——

[

5 Elements 53 =
== Elements

[ audio
¢l [= Call Contral
= Cisco
[ Commerce
-2 Context
= Date & Time
~[= Form
= Integration
= Math
= Menu
[ Motification
2= Mumber Capture
= OSDM 2.0 Elements
¥l-[= Record
= Local Elements
¢l Element Groups
- a Action
- 0 Decision

[3 WoicexXML Insert
----- & Hotevent

7 Hatlink
----- O Application TransfFer
----- m Page Entry

e T T o - - - - T
[ LT [

| 0)=

done

[ Playback_3sM

done

Premium Gold

< 1

p_agel ] Premium | iaold | Error_Handler |

Yoice Element - Digits
zeneral | Settings | Audio | Data

Element Data: Session Data:

= Element

Mame: I—
Value: I—ﬂl
Create: Im

I~ stare this in log

" Session

Marne: I
Walue: I 1) |
Create: IBanre vl

Add I Updatel Deletel

Prompt Manager & Cisco Unified CWP Problems 23

vmﬁq

|
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Overview of
Studio Elements
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Studio Elements

- Pre-built and fully tested building blocks

- Voice Elements

- Voice XML Insert Elements
- Decision Elements

- Action Elements

- Programed Custom Element

Cisco {l’l/&/



Voice Element

A reusable, Voice XML producing dialog with a fixed or dynamically produced
configuration

 Audio Element

®
— 3_Option_Menu_01 - Data Element

i  Record Element

iscol(VE
C|SCO 4 BRKCCT-2027 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 41



Say It Smart

Types

« Number

« Date (& Time)
« Currency

Cisco {l'l/&/

(O audio File } TTS (%) Say It Smart

Data: {Data,Session,startDatal @:
Type: Date 4
Input Format: | YYYYMMDD v
Output Format: | The Dake v
Use Recorded Audio

Use Default audio Path

Audio Path: savitsmart E
Audio Fileset: | Standard Full Date {ﬂ}
fudio Type: Way v ﬁ[}




VoiceXML Insert
Elements
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Voice XML Insert

Cisco (l Vf:/

VoiceXML Insert

General |

Data |

Name:

Source:

MyVXMLInsert

http: //mycompany.com/vxmlfinsert,vxml

Exit States:

error
SUCCess

maxNoMatch

[maxNolnput

Exit State: | maxNolnput

BRKCCT-2027 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public
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Decision Elements
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Decision Elements

Encapsulates business logic that make decisions with at least two exit states

Cisco Il'l/fp/

8 MyDecision

3

Expression

fAckion Exit State
| thenreturn | |

Otherwise Return Exit Stake: I:l

First Argument

Operator Second Argument

Argument Type: | v | ‘

v Argument Type:




Action Element

Clsco lW' BRKCCT-2027 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 47



Action Element

Encapsulates business logic that performs tasks not affecting the call flow.

| Math 01 i =

« Web service
 Set Value

Cisco [l’l/&/



Web Service Element

A special action element used to interface with a web service

CiscoCallDetailService : LookupPrecertStatus

2 Configure Request Parameters .

X

« » Part: parameters
« » LookupPrecertStatus

callUniqueld

<

-+ Message: ICiscoCallDetailService_LookupPrecertStatus_In

‘Configure Selected Parameter
Type: string

Value: | {Data.Session.callUniqueld}

OK

Cancel

Cisco {l'l/fp/

General|

Name: CallDetailService
Load WSDL

|File LI | C:\Cisco\CallStudio\eclipse\workspace\C Brovvs]

Load|

-Configure Web Service Call
Service: |CiscoCallDetailService (NS: http://tempuri ¥ |
Port: |BasicHtthinding_ICiscoCaIIDetaiIService ZI
Operation: |LookupPrecertStatus |
Request: Configure
Response: Configure|l~ Store Full Response XML

~Runtime Settings
Connect Timeout: E




Video Connect

Clsco lW' BRKCCT-2027 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 50



Video Connect

Element plays a specific video file from the video media server and collect digits
during the video file playback.

- a
: videoConnect 01

Cisco ((Vf/



Passing of Data

Set Variable l Comment | Connection Labels |

E} Set Properties (Read Only) : .

Object type: Obiect Yaisble:
ICaII ;I I[N-:x selection) Ll Iu ser.micioapp. T oE=tV<ML][] L]
Anray index:

Formula Editor... |
Value:
|concatenate( type=" Call Peripheralvariable7)

Formula Editor...

0K Cancel Help

Cisco (l’l/t’/



Pass Data to CVP Studio

Variable Name (up to 5) Values (210 bytes each)

User.microapp.ToExtVXML[O] "application=HelloWorld"
User.microapp.ToExtVXML[1] Company=Cisco; Job=technical writer”
User.microapp.ToExtVXML[2] “FirstName=JimBob; LastName=Thornton”
User.microapp.ToExtVXML[3] “Salary=500000; Address=23 Central St;”
User.microapp.ToExtVXML[4] “City=Boston;State=MA”

Cisco {l’l/&/
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Creating a Studio
Application
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Start and Name a New Application

Cisco l‘ Vf/

W sggication Modies

2
L]

!
[

Ll

BRKCCT-2027
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Choose Language, Gateway, and Logger Settings

ENEV\' Call Studio Project

Call Studio Project 5&

General Settings
CVP VXML Server 4.1/7.0/8.0/8.5/9.0

Cisco Unified CVP 4.1/7.0/8.0/8.5/9.0 with Cisco DTMF -

[le] fle

/ Blelilg
( ' l
C|Sco lvcl affiliates. All rights reserved. Cisco Public



Define Default Audio Path

Can Be Dynamically Changed for Multilingual Prompt Delivery

E New Call Studio Project

Call Studio Project
| Audio Settings

Sorry. There has been an error. — ‘

/CVP/audio/error.wav |
Sorry, this voice application has been taken down for maintenance. =

/CVP/audio/suspend_audio.wav
/CVP/audio/onhold_initial.wav
/CVP/audio/onhold_continue.wav

Cisco (l '/5/

0 and/or its affiliates. All rights reserved. Cisco Public 57



New Application Is Started with a Workspace and a
Default “Start of Call” Element

] “ Start Of Call l

I
next

|
® cvP Subdialog Start 01

CiSCO ("Vell CCCCCC -2027



Drag Audio Element to Play Messages to the Callers

7 Start Of Call I

next

v
2 cvP Subdialog Start 01

a
| A”‘W_ done |
p and > 4

Error Element  »
Group Elements

~ Undo Move

CiSCO (l’vell cee | [ﬁliate

P~ L




Call Cisco

Demonstrations

Mgr Escalation




Studio enhancements
(Release 10.5 and above)
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Studio Enhancements
« Studio 10.5 e — -

File Edt Calflow MNavigate Sesrch Project Run Window Help
| 3 G Q= a2 e o | 2 [ [ o | % e it | 0 O 75| [ cico e ..

¢ S u b-ﬂ ows . Navigator £2 = 00| Raporting ReqlcL. | MSWrGLond |\ ReqiCHLabelTest 51 1 ) [ oo o EE]
E t. H dl J|E28 T Decision Element - ReqIChLabel
. Xce | O n an | n n;i'; lOS_Tesk_nm_D‘lMF_éosac B Genwral[setngs [Dota]
P 9 .+ —f]
#1125 ReqlCHLabelload pr
- Debug tool enhancements & redoneren e et
e oh—
. Eclipse upgrade o %

(u]

[ 125 Test_GD_DTHF

15 aMLElementsTest =l ‘ [ fuudic_o1 I i:::

B B Elements 82 : = - cabvarl
G dane FromExtyiL0

o B-& En:n; 5. FromExtshLL

. i I @R anlc) FromExtyML2

(&= Call Control dore—lL LIRS FromExtiiML3

& Cisto |¢" ans caller_input

(= Commerce [] Fude Tl

- Local Variables e N ey
1 1 g::li:.ﬁ;:!! v \‘ done
- Multi-app Debugging e B |

& Mew
| {2 Notification
[z Number Capture

- Variable Manipulation while Debugging | :&w

= Local Elements

= Element Groups = N
- Enhanced Database Element el -
B:‘:‘:’mmn [ o vanager 4 isco Unified CVP Probisms | - -0

- REST Client Integration G ' : —
‘Applcation Transfer Page Element Group | Element Name AG Mame A, | Audio ltem N... | URI ~
- Context Service

Hpegenry 3| LT | -

| \

iscol(VE
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10.5 Enhancements
Recap
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SubFlow

- Reusable call flow module to do a specific task
- Can be used to break large application into smaller modules
- Allows to Re-use the call flow business logic

- With Sub-flow the applications becomes

- Modular
- Reduces complexity
- Easy to maintain

Cisco {l’l/&/



Subflow Menu options as Subflow

Sample application

Enter Account
Type

m Same Subflow being
re-used at multiple places

New Customer
Menu

‘ Offerl ' Offer2

= == =

Savings Current
Account Menu Account Menu

Savings
Account Menu

Get Balance New Offer

‘ Main Menu ' ‘ Agent Busy ' ‘ Dues Detail ' ‘ Offers '
Cisco{"/&




Subflow

New Elements

&, Saving Accounts

Subflow Call Element

m Elermnent Configuration > Outline B -
Subflow Connector
General | Events [Data |
Argument Data:
" Argument
Mame: |
value: [ ﬂl
Type: [String =i
= Return
MName: | isaccountvalid
Type: |String |

CiscollVT,

:-[l () Saving Accounts i

Subflow Start @

¥ comere contiguraton. > NI - g

Page Entry

Events |
@w 1

Name: | isvalidated
value: | {Data.Element. AccountVerify @I
Type: IString ;I
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Argument and Return Data

Subflow
call —

Subflow
or Main
flow.

Cisco Il'l/fp/

. _Elem o“ .,E:E QOutline )
Subflow C
General

ArgumerjliData:

AccountNumber
CustomerName

Return Data:

LastTransaction

| Element Confi &4 _E‘.E Qutline

Data | Events

Argument Data

CustomerName
AccountNumber

5

Ji Element Confi  ¢- LT Outline
Subflow Return

Data |

Return Data from Subflow:
Result

LastTransaction

Subflow

Start
Element

Subflow
Return
Element



Subflow - Application Modularity

Sub-Dialog (10.0)

- Project resources are self-
contained

- Reusable across projects
- Session data can not be shared

- Resource intensive as every time
VXML browser needs to switch
context

Cisco Il'l/fp/



Event Handling Introduction

- Handling the events occurred at granular level and continue with the call.

- Types of Events that can be handled

Event Handlers
> VXML Event Start Of Call Hotlink/Custom Exception/Java
Exception/VXML Event
_ Voice Elements VXML Event/Java Exception/Local
> Java EXCGptIOI’] Hotlink(Other than Audio Element)
Action Element Java Exception
> Custom Exception Decision Elements Java Exception
Web Service Element Java Exception
. ) Sub flow Call Element VXML Event/Java Exception/Custom
> Local Hotlink/Hotlink Exception
Sub Flow Start Element VXML Event/Java Exception/Custom
Exception
VoiceXML Insert VXML Event

' Subdialog Invoke VXML Event
Cisco {l Vf/



Event Handling preference
T — T ——_] |

‘oice Element - Audio
Call Subflow

General |Setl:ings |Audio |Dm Events
Call Subflow
-

badFetchErrorHandler

Configure Selected Event

Name: badFetchErrorHandler

EventHandler: (VXML Event - Subflow
Start

Event List: error.badfetch.httpdd4 ]

o E— )

Speech: [— '] [ J

el @ =3

( ' /
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Exception Handling

Exception Rollback & points of exception handling

= VXML Event-hangup

1 )smomll

ned

J;.agncearnon-la.aExc[pt1

| VAML Event-AudioNotfound

| ’ B ¥ Subdilog S 1.

Start of Call
element

e

——done =[] Welcome Audio

_‘ e []M.M.wm_ml done =)

$

done max nomput

|
— ' £ __ . max nomatch 8 ‘
= optionl —‘ [ Customer Main Menu |- otion -
\‘ [ ] bxpenencingProblem Audio { = '
|
‘ | option2 option3
S L 1
| e R el L
done |
& Custom Exception-Exceptio
\ " net net ned o
ned ‘
[ ~ ¥ |
| (
» Audio | _ /
| L —— /

L [J CleanupOnHangup_Action

* done

= done —— ot GEm———
done 7 [ Custombaception I
+ [ CVP Subdislog Retum 01 ' |

1 {

Cisco h pr’

Subflow
connector

BRKCCT

‘ [ cC_Welcome_Audio I

\
done
L 4

|| () Credit Card Accounts I‘—J
next
v

‘ [@, Call_03_AccountVerification_Subflow ]

I
next

’ v
‘ OCreditCardAccount_Decision I

validAccount
pinput__

‘ GS_Option_Menu_Ol ]

ptionl option2 )
L done
/

& ’ [ CrediCardOffers_Audio I

Element level

optior?

invalidAccount -

-—

: " Throw_01 I

Java Exception-PlaymentExcephc

' [J CC_MakePayment




Exception Handling
Exception Throw Element

Enables exceptions to
be mapped to more
meaningful and context

specific error information
to enhance Caller
experience

Cisco Il'l/fp/

J: Element Configuration &

Throw

General
Name: Throw_ 01

Event: FeatureUnavilable

Message: {Data.Session.lastException.message}
Fieldl: Payment Service Not Avilable

Field2: 4000

Field3: ErrorCategory=Payment

=W




Exception Handling

10.0

Handles client events only
Global error handling mechanism

Hot events become unmanageable

- As more and more exception types need
to be handled

Database exception which could

terminate the application abruptly

cannot be handled with this

mechanism

Cisco Il'l/fp/



Debugger Enhancements

- Built-in simulation and debugging
- For speech or voice enabled applications

- IDE integrates with local speech resources (MS SAPI)
- Allows setting Breakpoints at any node to inspect data

Cisco {l’l/&/



Debugger Enhancements
TTS & ASR Integration

Cisco (l '/f:/

wule Preferences

type filter text

#- General

- Ant

& Project
- Help
- Install/Update

- Java

-. Plug-in Development
~ Run/Debug

-- Team

Debug Settings

Session Timeout in Seconds: 300

h Settin
[V] Enable Automatic Speech Recognition (ASR)
[V] Enable Text To speech (TTS)

Restore Defaults | |

@

€served. Cisco Public
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Debugger Enhancements

file Edit Calflow Mmigste Sesrch Froject [Fum| Window Help

Breakpoints

view

Breakpoints

b= Resurme
n

i Terminzte
T4 Seplnto
T Stmp Oheer

2. Debug as e g -isenan
Call Studio gLz vy e
project

%, Rur Last Launc hed
o, Detsug Last Launched

Rur Histary
Run As
Rur..

Debag History
Debug Az
Debnig. -

04, Bternal Tools

3. Step in,

T3 3

CideF11
F11

B variables | % Brekpoints f
T @ Saving Acfeurts AccountVisificaten Subillow

=8| Element Configuration = lﬁuﬂin::
= | Call Suidlow
Genersl| Events

Step over,
Resume or

Terminate

et
eounts | Sub-Current Account| Sub-Credit Card A
BENicle 11 . CallStusho Prclams

Dieme [Call Studio Project] Debugging Call Studio Project

1. Enable
Breakpoint

Mar 1,
INFD: Scarti

g Cayacs HITRSL.1l on hrrp-61304

IRFG; Server starcup an 13030 ms

Cisco [l'l/fp/

Sub-Mew Customers | Sub-AccountVerific.

2014 10:22:57 AM ocrg.apache.coyore. hocpll. HrrpllBaseFrotooal atarc

Haz 1, 2014 10:22:57 AM sog.apache,cataline,startup.Catalins stact =

= Subfess Hamae: | AccewmiVanfeation Subfles

Sub-CreditAccountiv...
pt B - - = O ok Application )

(zaving_curtomerwae) Please press three if you e holding & curert account. =
(zurrent_customarway] Or, plases prass four fior pour credie cand querias,
Tcredit_customer.vee)

Inputs 2

Recogniticr: ‘seving’

Prompt: You have repchad our saving scocunt sendces. (saving_welcomewe)

Cornect

M Inpu b




Debug tool enhancements

10.0

- Embedded VXML Server

- Text based Voice Browser to
simulate VXML Gateway.

- User Input Panel to simulate user
actions — DTMF inputs & prompt
outputs

Cisco Il'l/fp/



11.0 Enhancements!
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Local Variables

4 |~ Elements
- A new element, Set Value is added to Call Studio [ ] Audio
- Define local variables in Call Studio applications p (= Call Control
- Supports string, arithmetic, and logical operations and p = Cisco
special functions b (= Commerce
- Use java Scripting b (= Context
- Local variables can be used in Substitution and Decision b (= Date & Time
evaluations -
. . b = Form
- The scope of the local variable is within the flow & Integuat
- Main Flow or Sub Flow b i
4 = Math
/J Counter
/7 Math
{7 Set Value

Cisco ((Vf/



Action Element - Rest_Client

Rest Client Element Overview
General | Settings | Data | Events|

- A new action element - Rest_Client =

Name Value

. Supports HTTP method : GET, POST, DELETE and PUT | e

i * HTTP Method GET
Parameters

* Ignore Certificate Validation true

* Require HTTP authentication false
Head

* Use Pro! false
XPATH Expression

* Connect Timeout 3000

* Read Timeout 3000

. 4 |~ Elem
- Salient Features: wue A:':itiz

. . . p (= Call Control
Authentication support s i

- Proxy support b & Commerce
b = Context

- Two way SSL handshake b (= Date & Time
. p = Form

- Timeout Support 4 (= Integration
[J Database
) FTP_Client

/7 Rest_Client

Cisco ((Vf/ ppppppppppp




- Demo -

REST Client
&
Local Variables

Cisco (l"/tll CCCCCC -2027



Context Service *

Introducing four new elements

: [ 20D
o Ly
I [ POD_Add_02 I =0 |' 4 POD Read 02 '|'
I- - .l o (cQ & e@& e i a
T @ s
|. ‘ . L) i T ) @)T
|- [J Customer_Lookup_02 T /] POD_Update_02 lll

Cisco {l'l/&/



Context Service

- Two new elements — Create POD & Consumer Lookup Element

4] = Call CTontrol
=-{=- Ciicno
©fp RegqlChiLabel
H--o— b.alloac
El b Cloud Combest
L F Consumer_Lookup

7 Pad_fdd

3] = Corrmerce

Cisco {l'l/&/



Contact Center Sessions Week at a Glance

8:00-9:30 (90)
BRKCCT- 1011
Cisco Unified Contact Center

Express Update and Roadmap
(G.Variyath)

9:30-10:30 (60)
PSOCCT-1008

Omnichannel Customer Care -
Preparing for the Mobile
Customer

(K.McPartlan,K.Gouda))
10:00-11:30 (90)

BRKCCT- 1051

Cisco Unified Contact Center
Enterprise and CVP Overview

and Roadmap
(J.Lundy/S.Vashist)

12:00-1:00 Table Topics
UCCX (G.Variyath)
Finesse(T.Phipps)

Color Coding
UCCE

UCCX
Omnichannel

8:00-9:30 (90)

BRKCCT-1041

CCE Security Best Practice Guide
Overview

(C. Gonzales)

11:30-12:30 Table Topic

Reporting and Analytics
(C.Logue/G.Variyath)

1:00-2:00 (60)

CCSCOL-1400

Case Study: Providing a Total Customer
Experience (C.Botting, M.Voornhout)
1:00-2:30 (90)

BRKCCT-1006

Omnichannel Contact Center Solutions
Overview (W.E.Nijenhuis)

1:00-3:00 (2 hr)

BRKCCT-3005

Solution Troubleshooting for Unified
Contact Center Enterprise (C.Palau)
3:30-5:00 (90)

BRKCCT-1031 Cisco Finesse - The Next
Generation Agent Collaboration
Experience (T.Phipps)

4:00-5:00 (60)

CCSCCT-1405

Case Study: American Century
Investments (N.Westvold)

8:00-10:00 (2hr)
BRKCCT-2007
Cisco Unified Contact Center

Enterprise Planning and Design
(M. Berenjian,M.Eady)

8:00-10:00 (2hr)

BRKCCT-2019

Cisco Unified Contact Center
Express Planning and Design and
Support (G.Burton,M.Turnbow)
11:30-12:30 Table Topic

UCCE(PCCE,HCS) & CVP
(J.Lundy, C.Logue)

1:00-3:00 (2hr)

BRKCCT-2050

Building recording and monitoring
applications with the MediaSense
API (K.Rehor)

1:00-3:00 (2hr)

BRKCCT-2056 Contact Center
Reporting & Analytics: Unified
Intelligence Center (V.Gururaj,C.Logue)
3:00-5:00 (2hr)

BRKCCT-2027 UCCE Solution
Service Creation (including CCE
and CVP Scripting) (S.Vashist)

8:00-9:30 (90)
BRKCCT-1002
Hosted Collaboration Service

Contact Center Update
(A.Mermel,M.Varghese)

10:00-12:00 (2hr)
BRKCCT-2080

Deliver omnichannel Customer
Experience with Remote Expert
Mobile

(R-Gupta,Y.Fedotov)

10:00-11:30 (90)
BRKCCT-1005 Context Service:
the new cloud-based
omnichannel solution for Contact
Center Enterprise and Express
(V.Chhabra)

1:00-2:30 (90)

BRKCCT-1009

Cisco Customer Collaboration
Architectural Vision and Cloud

Evolution
(M.Lepore,T.Famous)
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Complete Your Online Session Evaluation

- Give us your feedback to be
entered into a Daily Survey
Drawing. A daily winner
will receive a $750 Amazon
gift card.

- Complete your session surveys
though the Cisco Live mobile
app or your computer on
Cisco Live Connect.

Don’t forget: Cisco Live sessions will be available
for viewing on-demand after the event at
CiscoLive.com/Online

Cisco Il'l/fp/



Continue Your Education

- Demos in the Cisco campus

- Walk-in Self-Paced Labs

- Table Topics

- Meet the Engineer 1:1 meetings

- Related sessions

Cisco [l’l/&/



Thank you
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