Configure Selective Based Workflow for
Incoming Calls on Finesse
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Introduction

This document describes how to configure a Finesse workflow to record inbound calls to
MediaSense.

Prerequisites

Requirements
Cisco recommends you have the knowledge of these topics:

- Cisco Unified Contact Center Express (UCCX) with recording licenses
- Finesse

- MediaSense

- Cisco Unified Communications Manager (CUCM)

Components Used

- UCCX 10.6

. CUCM 10.5

- MediaSense 11.0

. Cisco Unified CCX Editor

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.

Configure

Configurations
CUCM Configuration

Step 1. Navigate to Device > Device Settings > SIP Profile

- Select Add New

- Provide a Name: MediaSensell

- Under SIP Options Ping: Enable OPTIONS Ping to monitor destination status for Trunks
with Service Type None (Default)

rSIP OPTIONS Ping

¥|Enable OPTIOMNS Ping to monitor destination status for Trunks with Service Type "None (Default)”
Fing Interval for In-s and Partially In-service Trunks (seconds)* o

Ping Interval for Qut-of-servic ks (seconds)* 120
Ping Retry Timer (milliseconds)™ 500

Fing Retry Count®

Step 2. Navigate to Select Device > Trunk in the Unified CM Administration > Add New

- Trunk Type: SIP Trunk

- Device Protocol: SIP

- Select Run On All Active Unified CM Nodes radio button

- Under SIP Information Destination Address, enter MediaSense IP address with default 5060

SIP Information

Destination

Destination Address is an SRY

Destination Address Destination Address IPv6 Destination Port
1* 10.201.227.183 5060
MTF Preferred Qriginating Codec™® Z11ulaw h
BLF Presence Group ™ Standard Presence group h
SIP Trunk Security Profile™ Mon Secure SIP Trunk Profile -
Rerouting Calling Search Space < Mone = hd
Out-0Of-Dialog Refer Calling Search Space < None > h
SUBSCRIBE Calling Search Space < Mone = -
SIP Profile® Mediasensell ¥ uiew Details
DTMF Signaling Method* Mo Preference hd

- SIP Trunk Security Profile: Non Secure SIP Trunk Profile
- SIP Profile: MediaSensell
Step 3. Navigate to Call Routing > Route/Hunt > Route Group

- Add New
- Give it a name: MediaSensellRouteGroup



- Add MediaSensell to Selected Devices under Current Route Group Members
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Step 4. Navigate to Call Routing > Route/Hunt > Route List in the Unified CM Administration

- Add Name RouteListMediaSensell

- Under Route List Memeber Information > Selected Groups add: MediaSensell1RouteGroup
- Select Run On All Active Unified CM Nodes radio button.



Registration; Registered with Cisoo Lnified Communications

1Pvd Address: 10.201.227.185

E Crawice ks trusted

Marne RouteListMediaSensel |
Dreseription

Cigoo Unified Communications Manager Group® Dwefault

| Enable this Route List (change effective on Save: no reset required)
U lRrun On All active Unified CM Nodes

—Route List Member Information

Selected Groups®™™ | MediaSensel 1R outeEroup 2

| Add Rou

>4

Removed Groups**™® | =

—Route List Details

Step 5. Navigate to Call Routing > Route/Hunt > Route Pattern

. Add Route Pattern: 5111

- Do not include any wildcard characters when you create route patterns for the recording
profile

oute Pattern Configuration

Bsm XM [ comy o Asanew

=Pattern Definition

Fioube Pattern™® EL11
Floube Partition < hone = i
Description MS11_FoutePattern
Mumbering Flan -~ Mot Selected -- X
Rloube Filker < hlee = -
MLPF Precedence® Ceefault i

Agply Call Blacking Percentiags
Resourcs Frionty Namespacs MNetwork Domain « plane = i
Route Class® Cefault '
GobewayRoute List® EoutslittMedaSandel 1 -
Roube Opbon 2 goute this pattern

Block this pattern Mo Error -

Step 6. Navigate to Device > Device Settings > Recording Profile



- Provide the name MediaSensellRecording Profile
- Recording Destination Address is 5111

L3 For Cisca Unified Communications Solutions

Syshem » ColRouting » MedsResources =  Advanced Fealures » Deavice »  Apphcalion = L2

Bs-wu XDuua [[:-’l-:;mr r{}:mm

~Recording Profile Infoarmation

Nams ™ [MediaSensellRecording Profile
Recording Calling Search Space | None > =]

Recording Destination Address * [s111

Save | Delete | Copy | Add Hew |

Step 7. Navigate Device > Phone

- Select the phone

- Find the Built In Bridge configuration for this and select On

- Access the Directory Number Configuration page for the line to be recorded
- Recording Option: Selective Call Recording Enabled

- Recording Profile: MediaSensellRecording Profile

- Recording Media Source: Phone Preferred

Note: Step 7 needs to be completed on all agent that will be recorded.

Step 8. Navigate User Management > Application User

- Add New
. Provide a name: MediaSensel1AXL

Tip:At this point if you dial 5111 a you hear it ring once, then you hear silence. This means
you can move on to MediaSense Configuration

MediaSense Configuration

Step 1. Log in to Cisco MediaSense Administration

- https://[FQDN/oraadmin/Welcome.do

- Navigate to Administrator > CM Configuration

- Add Callmanager to Selected AXL Service Providers and Selected Call Control Service
Providers

- Provide the Username and Password of the application user created in CUCM
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Step 2. Select Tab Cisco Finesse Administration

- Enter the Primary Cisco Finesse Server IP or Hostname
- Enter the Secondary Cisco Finesse Server IP or Hosthame
Step 3. Navigate to MediaSense API User Configuration

- Enter the users that access MediaSense search and manage recordings
Step 4. Navigate to Incoming Call Configuration

- Add New
- Under rule add the IP Address of CUCM and set Action to Record Audio Only

UCCX Script Configuration
Step 1. Open Cisco Unified CCX Editor application

File > New > Select the Queuing Tab > Select Simple_Queuing



&3 Templates

Generall IVR Queuing | '-.-'FlLll Yiaice Eirnwserl

% Femote_Monitoring
Simple_Queding

Step 2. Create a variable called Calltype

- Type: String
- Name: Calltype
. Value: use qulo;[?s as in the image

[l R - L ST [

[citvaroe R
: Type: String f2|
: Name: Callype

: Value: * ||

: [ Final I Array

I

I~ Parameter Dimensions: I I]i

ok | concel |

B o

Mame Type Yalue Attributes
CEQ [String - Parameter
‘resnum&ln {String ~
|Dela';.ﬂflﬁitf.laueued fin‘t 30 |Parameter
ueuePrompt ;Pﬂ:ﬁi‘ﬂ:li SPICDUCDGUeUe. .. | Parameter
WelcomePrompt __ Promyt SPICDUCDWelco... |Parameter

SRS _TempReszou... User il




Step 3. Add Set under the Accept Step

. Set can be found under General tab
- Variable: Calltype

Value: incoming

+, L Users' administrabor’, Document st UOCK Custom Scripis’ RecordincomingCa

Ar /* Simple Queuing Template */
Skark

}:‘f .du:-:r;ut I: Trrqgm‘ng cm:a:l: -]

Variable: | Calitype -

WValue: "incoming® j ass

oK Apply Cancel | Help |

Step 4. Add Set Enterprise Call Info step under the Set Calltype = incoming

- The Set Enterprise Call Info can be found under the Call Contact tab
- Right click on Set Enterprise Call Info > Properties

- Values: Calltype

- Name: Call.PeripheralVariablel

.- Tokens: Leave as ALL
‘ T Accept (= Triggering Contact=:)

= :-“'tCI:.:'r'l:t r-:umn;
5 Set Enterprise Call Info - CUsers' adrinisteat or Docuament sy UCCE Custom Sorpts RecordInoning

% General | Expardied Cal Yariabies |

-E- Contact I--Tngpering Condach-

Flelds: Values I Marmes |
|Calltype - Call Peripharafvariablel - |- Al

Tokanzs

~

Step 5. The overall demo script looks like this:



4, CUsers' administrator’,DocumentsUCCY Custom Scripts'.Record

""" ,:t]" A Simple Queuing Template */
Skart
----- ﬁ #ccept (--Triggering Conkack--)
----- == set Callkype = "incoming”
----- Set Enterprise Call Info (--Triggering Conkact--) Yariables Used: Callkype
----- ¥ Play Prompt (--Triggering Conkack--, WelcomePrampt)
[+ g| Select Resource (--Triggering Contact-- From C501)

Finesse Administration Configuration

Step 1. Navigate to Finesse Administration: https://FQDN or IP
address:8445/cfadmin/container/?locale=en_US

Step 2. Navigate to Call Variables Tab.

- Under Call Body Left-Hand Column Layout set Display name to equal Calltype. Set the
variable to equal callVariablel.
- Ensure callvariablel is only assigned once and that must be to Calltype

— Call Header Layout

Display Hame Wariable
Call Variable 5 callvariables |
Display Name Variahle Delpte?
BA AccountMurnber BAACcountMumber
BA Campaian BACampaign
Calltpe callVariablel

Call Vanable 2 callvariablez

Call Vanable 3

ajajalala
X X X X X

callVarahble3

Add Row

Step 3. Navigate to the Workflows tab

- Under the Manage Workflow Actions select New
- Add the following parameters seen in the below image.
- URL must be equal



/finesse/api/Dialog/${dialogId}
- Body must have this code:

<Dialog>
<requestedAction>START_RECORDING</requestedAction>
<targetMediaAddress>${extension}</targetMediaAddress>
</Dialog>

Edit Action

Marme | Slat Reconding Acion
Type | HTTP Reguest ||
Handled by  Finesse Deskiop [+ |

Mithod | PUT (=]
Location | Finesse E3
Content Type | applicationbm|

URL |MnessefaplTialogs dialogld®

Body | =Djalog>

srequestedaction=START _RECORDING<Tequestedaction:
<targetMediadddress> extension® |<targeiMediasddresss

</Dialog=
Praview
Sample Data
dialogld
alension

URL | hitpiocalhost 808 IfinessefapliDialog

Baody | = Diialag=
sraquesiedaction=START_RECORDIMG=frequesiedicion=
stargetadiand dress=<targeibediaiddresse

=Dialog=

Step 4. Navigate to the Workflows Tab

- Under Manage Workflows select New

- When to perform Actions needs to equal When a Call is answered
- How to apply Conditions needs to equal If all Conditions are met

- Here callvariablel + Is equal to + incoming

- Select the workflow you created under Manage workflow Actions



Edit Warkflaw

Name MSrecordings
Description Selective recording Only records agenls when logged
When to perform Actions When a Call is answered =]

How 1o apply Conditions ¥ all Condions are met [ |

callvariabled (w| [1sequaite  [=] lincarning X

Add Condilian

Ordered List of Actions Q Add
| Hame | Type
Start Recording Action HTTF_REQLIEST W

Step 5. Navigate to Team Resources tab

- Select the team that needs to only record inbound calls and not outbound calls
- Select the Workflows tab

- Add the workflow created in step 4

Regaurces for Helpdesk Team

Lizt of Waorkflows
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Verify

- Agent user: kev7

- Agent extension: 5007

- CTl rout point: 8460

- Non agent extensionl DN: 9000

Scenario 1. Incoming call does record

Phone 9000 dials CTI route Point 8460 > Agent 7 with extension 5007 answers the call. Because

the call came via the script and Calltype equals incoming the MSrecordings workflow initiates and
MediaSense records the call.

1. The image shows the Calltype is equal to incoming



sifustles Agent7 evT) - Extension 5007
CISCO & 10y -

Calltype: mooming -
Call Varlable Call Variabde I
Call Variable 3 Call Varksble 0:
Call Variable 42 Call Varksble 9:
Call Wariabli 3= Call Varksbdes $0:

i DTG

2. Active recording in MediaSense shows the call currently recorded
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Scenario 2 Outbound call does not record

Outbound call from agent kev7 is not record. This is only true if agents do not call the CTI Route
point 8460.

1. Agent kev7 with extension 5007 calls DN 9000 directly

l|' '|l [Fda Lot

Ll ramites i BO0T Thes & i FOCD wheih hos
Fal | 2 - wvwwred e moomee) call

2. "Active calls" In MediaSense is blank

S —_—

CHRED




Troubleshoot

1. Activate persistent Logging.

- Navigate to: https://FQDN:8445/desktop/locallog

- Select Sign In With Persistent Logging

- Reproduce the incoming or outgoing call.

- Enter https://FQDN:8445/desktop/locallog again.

- Use the persistent desktop logs to search for the workflow that is created.

- If early offer SIP INVITES are used, you can see this ERROR: Zero Size Tracks on
recordings in the Search and Play page. Disable Early Offer support for voice and video calls
in SIP profile on CUCM to resolve this issue.



	Configure Selective Based Workflow for Incoming Calls on Finesse
	Contents
	Introduction
	Prerequisites
	Requirements
	Components Used

	Configure
	Configurations
	CUCM Configuration
	MediaSense Configuration
	UCCX Script Configuration
	Finesse Administration Configuration


	Verify
	Scenario 1. Incoming call does record
	Scenario 2 Outbound call does not record

	Troubleshoot


