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Introduction

This document describes how to configure Contact Center Enterprise (CCE) Agent Answers
and Transcripts integrated with Google Contact Center Artificial Intelligence (CCAI) for CCE 12.5
with Finesse 12.6 and CVP 12.6.

Contributed by Ramiro Amaya Cisco TAC Engineer and Adithya Udupa, and Raghu Guvvala,
Cisco Engineers.

Prerequisites

Requirements
Cisco recommends that you have knowledge of these topics:

- Cisco Unified Contact Center Enterprise (UCCE) Release 12.5

- Cisco Package Contact Center Enterprise (PCCE) Release 12.6
. Customer Voice Portal (CVP)

- Cisco Finesse 12.6

- Cisco Unified Border Element (CUBE) or Voice Gateway (GW)

- Google Dialogflow

- Control Hub

Components Used
The information in this document is based on these software versions:

. UCCE Release 12.5



. CVP 12.6 ES6

. Cisco Finesse 12.6 ES 1

- Google Dialogflow

. Control Hub

- VCUBE - Cisco I0S XE Bengaluru 17.4

The information in this document was created from the devices in a specific lab environment. All of
the devices used in this document started with a cleared (default) configuration. If your network is
live, ensure that you understand the potential impact of any command.

Background

CCE 12.6 introduces the Agent Answers feature, in which an agent is provided with relevant
suggestions and recommendations in real time for the agent to consider. The suggestions and
recommendations are based on the conversation between the caller and the agent. Agent
Answers enhances the customer experience because the timely suggestions improve the ability of
the agent to respond. Businesses can cut down on training costs and time.

Note: This feature is now backward compatible with CCE core 12.5. Other components, like
CVP and Finesse require to be in 12.6.

Note: This feature is only supported in VCUBE, and CVP 12.6 ES6 is required in order to
support Agent Answers conference and Transfer.

Configure

In this document you find the specific steps required for CCE 12.5.

Note: Refer to Configure CCE Agent Answers and Call Transcript for the general
configuration steps.

CCE Configuration

Step 1. On UCCE Admin workstation (AW), open Config Manager and navigate to Expanded Call
Variable (ECC) List under List Tools, and create the ECC variables configid and callguid and
associate them with their ECC payload.


https://www.cisco.com/c/en/us/support/docs/contact-center/unified-contact-center-enterprise-1261/217420-configure-cce-agent-answers-and-call-tra.html
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Step 2. Restart the Voice Response Unit (VRU) Peripheral Gateway (PG).

Step 3. Associate the configid and callguid ECC variables in the CCE script before the Send to
VRU node.

Set Variable

Set Variable

Call usercallguid Call.user.configid

Call.CallGUID XkmY 10HgNwICKbmKRY

o . -

user microapp.isPostCalls

IF'..r'IF
w




Finesse Configuration

Step 1. In Finesse Command Line Interface (CLI), execute this command.

utils finesse set_property webservices customAgentService <values>
(1—Agent Answers , 2—Call Transcript )

For example:

utils finesse set_property webservices customAgentService 1,2

Verify

There is currently no verification procedure available for this configuration

Troubleshoot

There is currently no troubleshoot procedure available for this configuration

Related Information

. Configure CCE Agent Answers and Transcripts

. Troubleshoot CCE Agent Answers and Transcripts

. Cisco Contact Center Solutions and Design Guide 12.6

. Cisco Contact Center Features Guide 12.6

. Technical Support & Documentation - Cisco Systems



https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cust_contact/contact_center/icm_enterprise/icm_enterprise_12_6_1/design/guide/ucce_b_ucce_soldg-for-unified-cce-1261.html
https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cust_contact/contact_center/icm_enterprise/icm_enterprise_12_6_1/design/guide/ucce_b_ucce_soldg-for-unified-cce-1261.html
https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cust_contact/contact_center/icm_enterprise/icm_enterprise_12_6_1/design/guide/ucce_b_ucce_soldg-for-unified-cce-1261.html
https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cust_contact/contact_center/icm_enterprise/icm_enterprise_12_6_1/configuration/ucce_b_features-guide-1261/ucce_b_features-guide-1261_chapter_010001.html
http://www.cisco.com/cisco/web/support/index.html?referring_site=bodynav
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