Configure UCCX Custom Call Variable
Layouts for Finesse Desktop and FIPPA
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Step 1. Define an Expanded Call Variable for the Layout.

Create a CCX script with call queuing capability and the Get Call Contact Info and Set
Enterprise Call Info steps. As part of the script creation process, define the script variables.

AF Start
& Delay 2 sec
%8 Accept (~-Triggering Contact--)
b Play Prompt (--Triggering Contact--, WelcomePrompt)
o€ Get call Contact Info (~-Triggering Contact--)
@ Set Enterprise Call Info (--Triggering Contact--) Variables Used:"Hello, World",CSQ,callingNumber,calledNumber, T[now],D[now],"TestLayout”,"Example ECC variable text.”
=i~ gl Select Resource (--Triggering Contact-- from CSQ)
YR Connecteo
=Y Queved
(A queuveloop:
¥ Play Prompt (~-Triggering Contact--, QueuePrompt)
& Delay DelaywhileQueued sec
Goto queveloop

P JEnd|
Example CCX script.



£ 7 2

MName Type Value Attributes
LS String - Parameter
DelayWhieQueued (int 30 Parameter
QueuePrompt Prompt SPICDACDQueue. ...

SRS _TempResou... (User null
WelcomePrompt Prompt SPICMCDWelco... |Parameter
calledMumber =tring -

calingumber String -
dateCallCamein Date D[now]
timeCallCamein Time Trvow] |Example CCX script

variables.

Navigate to Settings > Expanded Call Variables to create Expanded Call Context (ECC)
variables. To distinguish between the multiple layouts created in Finesse, there must be an ECC
variable called user.layout. The value for this variable is set with the Set Enterprise Call Info
step and that defines which Finesse call variable layout will display the call variables. If no
user.layout variable exists, the default layout will be used.

Additionally, any other ECC variables are specified here.
& Cisco Unified CCX Editor

File Edit Tools Debug Winduw Help
DEE & & M| v o Options...

¥ . General Expanded Call Variables...
+- 1. Trigger




# | Expanded Call Variable ﬁ

|7 X
Name Type Description
user.exampleECC Scalar
user. layvout Scalar

Exampl

e CCX script ECC variables.

Caution: If the ECC user.layout variable is configured instead as user.Layout (capital letter
L), the custom layout in the Finesse desktop will display on the agent desktop, but the FIPPA
phone layout will revert to the default call variable layout.

Caution:If the ECC user.layoutvariable is not configured, only the default Finesse call
variable layout will be used.

Step 2. Collect Call Information.

It is common to collect information about the call via the Get Call Contact Info step. In this
example, the calling and original called number are collected.

After placing the Get Call Contact Info step, right click on Get Call Contact Info and
select Properties.

Define the attributes to collect by mapping the attribute to a variable.



N

i - General '_

|

Call Contact :i—Tﬁg_geﬁng Contact--

MNames

Aftributes: Variables
Calling Number. |callinghumber
Called Number:
'Anival Type:
Last Redirected Nu... |

Original Called Nu... |calledNumber
Dialed Number:

OK

L_Apply | [ cancel || Help |

Step 3. Define Call Variables.

Set the variables in the Set Enterprise Call Info step. Right click on Set Enterprise Call Info and
select Properties.

The following call variables can be set:

- Call.CallerEnteredDigits

- Call.PeripheralVariablel to Call.PeripheralVariable10

- Call.AccountNumber
- Expanded Call Context (ECC) Variables
A peripheral variable can only contain 40 bytes, while an ECC variable can contain 210 bytes.
An American Standard Code for Information Interchange (ASCII) character is 1 byte in length.
Additionally, if more call variables than those predefined in the General tab are needed, use ECC
variables.

@
a

General | Expanded Call Variables

Contact: i?—Triggering Contact—

Fields: | wvalues Names Tokens Add...
"Hello, World™ — Call.PeripheralVariable1 — — All — —
csa _ Call PeripheralVariable? — Al — Modify
callingMumber — Call.PeripheralVariable3d — — All — Delete

calledMumber

— Call.PeripheralVariabled —

- All -

Tlnow] as Short Time

— Call.PeripheralVariables —

— All -

Dlnow] as Short Date

— Call.PeripheralVariablet —

— All -

l 0K H Apply ” Cancel ][ Help ]




Note: Call.PeripheralVariableX corresponds to the variable "callVariableX" in the Cisco
Finesse Administration page, where X is an integer ranging from 1-10.

In the Expanded Call Variables tab, map values to the ECC variables.

@ General| Expanded Call Variables

ECC Variables: | values MNames Array Indexes Tokens Add...
TestLayout” - ugerlayout - - Scalar - — All -
"Example ECC variable text.” |- userexampleECC — — Scalar— — All —
| 0K | | Apply | | Cancel | | Help |

Step 4. Create an Application That Uses the Script.

Navigate to the Cisco Unified CCX Administration page > Applications > Script Management
and upload the script.

Navigate to the Cisco Unified CCX Administration page > Applications > Application
Management and create an application that uses the script. Do not forget to define any necessary
script parameters. In this example, the CSQ is a parameter that must be manually input on the
application page.

Cisco Script Application
Q Update '] Delete @ Cancel ‘ Back to Application List

Status-

@ Status : Ready

Unified CM Telephony Trigger: Name Science
7898 i
ID 0

Add new trigger

Maximum Number of 4

Sessions®
Script* SCRIPT[SetEnterpriseCallinfoWithCustomLayoutv2.aef] E Edit
csQ *ScienceCSQ"
. 30
DelayWhileQueued
ViskomePramet ICD\ICDWelcome.wav Show Prompts ife
Description Science
Enabled O Yes No
Default Script - System Default - ﬂ Edit
Update Delete Cancel Back to Application List

Example CCX application with script.



Note: Full configuration of the application, trigger, call control groups, agents, skills, other
Finesse configuration, FIPPA, etc is outside the scope of this document. For details on this,
refer to the UCCX Administration guides.

Step 5. Configure Finesse Layout.

Create a custom layout in the Finesse page by clicking New.
Specify the number of variables and name the variables on the left and right columns.

Specify which variables are passed from the script to be displayed on Finesse. The variable
dropdowns contain all variable options that can be passed to Finesse.

To specify ECC variables, select Custom... from the dropdown option:
Call Body Right-Hand Column Layout

Example ECC Variable callVariable3 x
' callVariabled
callVariables
callVariableg
callVariable7
callVariable8
callVariable®@
callVariable10
BAAccountMumber
BABuddyMName
BACampaign
BACustomerMumber
BADialedListID
BAResponse
BAStatus
BATimeZone
wrapUpReason
queueNumber
queueName

All user-defined ECC variable names created in any UCCX script must start with user. (read:
user<dot>),so the Finesse ECC variable configuration will always have user as the first part of the
variable name.


https://www.cisco.com/c/en/us/support/customer-collaboration/unified-contact-center-express/products-maintenance-guides-list.html

Custom/ECC Variable Entry

user

Cancel Set

The final configured example layout.

' :: Il|s- é |c"- Cisco Finesse Administration SN

Seftings | Call Vanables Layouts = Deskiop Layout  Phone Books  Reasons  Team Resources  Workflows

Name A | Description
1 Layout used when no other layout matches the user layout Custom/ECC Variable

Edit TestLayout

Mame TestLayout Description
Call Header Layout

|Agentcsa | queueName |
Call Body Left-Hand Column Layout Call Body Right-Hand Column Layout
|Example Text callVariable1 - x (Example ECC Variable | | user.exampleECC o x
|Agent csa | callVariable2 d b4
|Customer Number | callVariable3 | x Add Row
|called Number | callVariabled - x
[Time of Call | callvariable5 - X
|Date of Cal | callVariable6 - x

(oo o

Verify

Use this section in order to confirm that your configuration works properly.

Make a test call and validate the Finesse desktop looks as desired.



+1]1:1]1. Agent Albert Einstein (Albert) - Extension 1005
cisco © Reserved

"Home My History My Statistics ~ Manage Customer |

Agent CSQ: ScienceCSQ 0101

1022

Example Text: Hello, World Example ECC Variable:

Agent CSQ: ScienceCSQ Example ECC variable text.

Customer Number: 1022 Wrap-Up Reason v
Called Number: 7898

Time of Call: 4:49 PM

Date of Call: 10/10/18

+1]1:1]1. Agent Albert Einstein (Albert) - Extension 1005 Sign Out ~
cisco @ Talking ~

. o Al - . Manawaémﬁ%

4 W Hold § 2*Consult §| *2 Direct Transfer

Example Text: Hello, World Example ECC Variable:
Agent CSQ: ScienceCSQ Example ECC variable text.
Customer Number: 1022

Called Number: 7898

Time of Call: 4:53 PM

Date of Call: 10/10/18

If FIPPA is used, make a test call and validate the FIPPA phone application looks as desired.

Talking

P Agent CSQ: ScienceCSQ

Example Text: Héllu. World
[ WrapUp INntReadvl QStats ]

TN

Troubleshoot

There is currently no special troubleshooting information available for this configuration.

Related Information

- CSCvb21357 - ENH: Finesse Should Have Call.CallerEnteredDigits and Call.AccountNumber
- CSCus04310 - Browser pop workflow fails for Custom ECC variables.

- CSCvm84933 - DOC: The Maximum Length of Peripheral and ECC Variables is Not
Documented

- Outbound BA Variables
. Technical Support & Documentation - Cisco Systems



https://bst.cloudapps.cisco.com/bugsearch/bug/CSCvb21357/?reffering_site=dumpcr
https://bst.cloudapps.cisco.com/bugsearch/bug/CSCus04310/?reffering_site=dumpcr
https://bst.cloudapps.cisco.com/bugsearch/bug/CSCvm84933/?reffering_site=dumpcr
https://supportforums.cisco.com/sites/default/files/attachments/discussion/obivr_campaign_contact_variables.pdf
http://www.cisco.com/cisco/web/support/index.html?referring_site=bodynav

lass="lia-message-template-summary-zone">

Introduction

This document describes how to configure custom call variable layouts for Finesse and the
Finesse IP Phone Agent (FIPPA) for UCCX.

Prerequisites

Requirements
Cisco recommends that you have knowledge of these topics:

- Unified Contact Center Express (UCCX)
- Finesse

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

- UCCX version 11.0(1) and above. The images come from UCCX 11.6(1).

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, make sure that you understand the potential impact of any command.

Background Information

Most of the configuration is done in the script used to route the call to the Finesse agent. Multiple
call variable layouts can be created in Finesse starting with UCCX 11.0. Prior to 11.0 (10.0, 10.5,
and 10.6), only one call variable layout could be created in Finesse. FIPPA was introduced in
UCCX 11.0.

Configure

Step 1. Define an Expanded Call Variable for the Layout.

Create a CCX script with call queuing capability and the Get Call Contact Info and Set
Enterprise Call Info steps. As part of the script creation process, define the script variables.



A7 Start

& Delay 2 sec

@8 Accept (~-Triggering Contact--)

ﬁﬂli Play Prompt (--Triggering Contact--, WelcomePrompt)

@& Get Call Contact Info (~-Triggering Contact--)

@ Set Enterprise Call Info (--Triggering Contact--) Variables Used:"Hello, World",CSQ, callinghumber, calledNumber, T[now],D[now], "TestLayout”,"Example ECC variable text.”

(= @l Select Resource (--Triggering Contact-- from CSQ)
Y} Connectea

E{R Quevea
(¥ queveloop:
'%ﬂl} Play Prompt (--Triggering Contact--, QueuePrompt)
R Delay DelayWhileQueued sec
%3 Goto queveloop

A EH

Example CCX script.

£ 7 x

MName Type Value Attributes
Csi String - Parameter
DelayiWhileQueued |int 30 Parameter
QueuePrompt Prompt SPICMCDQueue. ...
SRS _TempResou... (User null
VelcomePrompt Prompt SPICDACDWelco... [Parameter
calledMumber String -
calingMumber String -
dateCallCameln Date Dnow]
timeCallCameln Time TInow] |Example CCX script

variables.

Navigate to Settings > Expanded Call Variables to create Expanded Call Context (ECC)
variables. To distinguish between the multiple layouts created in Finesse, there must be an ECC
variable called user.layout. The value for this variable is set with the Set Enterprise Call Info
step and that defines which Finesse call variable layout will display the call variables. If no
user.layout variable exists, the default layout will be used.

Additionally, any other ECC variables are specified here.
'@ Cisco Unified CCX Editor

File Edit Tools Debug Windﬂw Help
D@ & Bl v o Options...

¥ .. General Expanded Call Variables...
+- 1. Trigger




# | Expanded Call Variable ﬁ

|7 X
Name Type Description
user.exampleECC Scalar
user. layvout Scalar

Exampl

e CCX script ECC variables.

Caution: If the ECC user.layout variable is configured instead as user.Layout (capital letter
L), the custom layout in the Finesse desktop will display on the agent desktop, but the FIPPA
phone layout will revert to the default call variable layout.

Caution:If the ECC user.layoutvariable is not configured, only the default Finesse call
variable layout will be used.

Step 2. Collect Call Information.

It is common to collect information about the call via the Get Call Contact Info step. In this
example, the calling and original called number are collected.

After placing the Get Call Contact Info step, right click on Get Call Contact Info and
select Properties.

Define the attributes to collect by mapping the attribute to a variable.



N

i - General '_

|

Call Contact :i—Tﬁg_geﬁng Contact--

MNames

Aftributes: Variables
Calling Number. |callinghumber
Called Number:
'Anival Type:
Last Redirected Nu... |

Original Called Nu... |calledNumber
Dialed Number:

OK

L_Apply | [ cancel || Help |

Step 3. Define Call Variables.

Set the variables in the Set Enterprise Call Info step. Right click on Set Enterprise Call Info and
select Properties.

The following call variables can be set:

- Call.CallerEnteredDigits

- Call.PeripheralVariablel to Call.PeripheralVariable10

- Call.AccountNumber
- Expanded Call Context (ECC) Variables
A peripheral variable can only contain 40 bytes, while an ECC variable can contain 210 bytes.
An American Standard Code for Information Interchange (ASCII) character is 1 byte in length.
Additionally, if more call variables than those predefined in the General tab are needed, use ECC
variables.

@
a

General | Expanded Call Variables

Contact: i?—Triggering Contact—

Fields: | wvalues Names Tokens Add...
"Hello, World™ — Call.PeripheralVariable1 — — All — —
csa _ Call PeripheralVariable? — Al — Modify
callingMumber — Call.PeripheralVariable3d — — All — Delete

calledMumber

— Call.PeripheralVariabled —

- All -

Tlnow] as Short Time

— Call.PeripheralVariables —

— All -

Dlnow] as Short Date

— Call.PeripheralVariablet —

— All -

l 0K H Apply ” Cancel ][ Help ]




Note: Call.PeripheralVariableX corresponds to the variable "callVariableX" in the Cisco
Finesse Administration page, where X is an integer ranging from 1-10.

In the Expanded Call Variables tab, map values to the ECC variables.

@ General| Expanded Call Variables

ECC Variables: | values MNames Array Indexes Tokens Add...
TestLayout” - ugerlayout - - Scalar - — All -
"Example ECC variable text.” |- userexampleECC — — Scalar— — All —
| 0K | | Apply | | Cancel | | Help |

Step 4. Create an Application That Uses the Script.

Navigate to the Cisco Unified CCX Administration page > Applications > Script Management
and upload the script.

Navigate to the Cisco Unified CCX Administration page > Applications > Application
Management and create an application that uses the script. Do not forget to define any necessary
script parameters. In this example, the CSQ is a parameter that must be manually input on the
application page.

Cisco Script Application
Q Update '] Delete @ Cancel ‘ Back to Application List

Status-

@ Status : Ready

Unified CM Telephony Trigger: Name Science
7898 i
ID 0

Add new trigger

Maximum Number of 4

Sessions®
Script* SCRIPT[SetEnterpriseCallinfoWithCustomLayoutv2.aef] E Edit
csQ *ScienceCSQ"
. 30
DelayWhileQueued
ViskomePramet ICD\ICDWelcome.wav Show Prompts ife
Description Science
Enabled O Yes No
Default Script - System Default - ﬂ Edit
Update Delete Cancel Back to Application List

Example CCX application with script.



Note: Full configuration of the application, trigger, call control groups, agents, skills, other
Finesse configuration, FIPPA, etc is outside the scope of this document. For details on this,
refer to the UCCX Administration guides.

Custom/ECC Variable Entry

user

Cancel m

The final configured example layout.

-::llgélc:- Cisco Finesse Administration Sign Out

Setings |'CallVanables Layouts| DeskiopLayout ~ Pnone Books  Reasons  Team Resources  Workflows —

List of Call Variables Layouts

Name A | Description
_Default Layout (Default) Layout used when no other layout matches the user layout Custom/ECC Variable
[T TP |
Edit TestLayout
Mame TesiLayout Description

Call Header Layout

|agentcsa | queueName |

Call Body Left-Hand Column Layout Call Body Right-Hand Column Layout

|Example Text | callVariable 1 | X 'Example ECC Variable || user.exampleECC - x
|agent csa | callvariable2 | X

|customer Number | callVariable3 - x Add Row

|called Number | callVariabled - x

[Time of Call callVariable§ - x

|Date of Call | callVariable6 -] x

[’

Verifty

Use this section in order to confirm that your configuration works properly.

Make a test call and validate the Finesse desktop looks as desired.


https://www.cisco.com/c/en/us/support/customer-collaboration/unified-contact-center-express/products-maintenance-guides-list.html

+1]1:1]1. Agent Albert Einstein (Albert) - Extension 1005
cisco © Reserved

"Home My History My Statistics ~ Manage Customer |

Agent CSQ: ScienceCSQ 0101

1022

Example Text: Hello, World Example ECC Variable:

Agent CSQ: ScienceCSQ Example ECC variable text.

Customer Number: 1022 Wrap-Up Reason v
Called Number: 7898

Time of Call: 4:49 PM

Date of Call: 10/10/18

+1]1:1]1. Agent Albert Einstein (Albert) - Extension 1005 Sign Out ~
cisco @ Talking ~

. o Al - . Manawaémﬁ%

4 W Hold § 2*Consult §| *2 Direct Transfer

Example Text: Hello, World Example ECC Variable:
Agent CSQ: ScienceCSQ Example ECC variable text.
Customer Number: 1022

Called Number: 7898

Time of Call: 4:53 PM

Date of Call: 10/10/18

If FIPPA is used, make a test call and validate the FIPPA phone application looks as desired.

Talking

P Agent CSQ: ScienceCSQ

Example Text: Héllu. World
[ WrapUp INntReadvl QStats ]

TN

Troubleshoot

There is currently no special troubleshooting information available for this configuration.

Related Information

- CSCvb21357 - ENH: Finesse Should Have Call.CallerEnteredDigits and Call.AccountNumber
- CSCus04310 - Browser pop workflow fails for Custom ECC variables.

- CSCvm84933 - DOC: The Maximum Length of Peripheral and ECC Variables is Not
Documented

- Outbound BA Variables
. Technical Support & Documentation - Cisco Systems



https://bst.cloudapps.cisco.com/bugsearch/bug/CSCvb21357/?reffering_site=dumpcr
https://bst.cloudapps.cisco.com/bugsearch/bug/CSCus04310/?reffering_site=dumpcr
https://bst.cloudapps.cisco.com/bugsearch/bug/CSCvm84933/?reffering_site=dumpcr
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