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WxM2 Ciscol| %t A|CH CEM(Customer Experience Management) Z2 & QIL|C} CHFEH X
Sl 02 od HEQ T MEZALE B4 A 850 R ME{ 43 &8 0
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UCCX

¥
App Engine Cherrypoint
Rest Client

- AR 84 HO|ESOIE Sall 4= MEZ TEHE ZLuCh.

- 24 Ho|EQol= & AMElE {8l §3E CUCM(Cisco Unified Communications
Manager)2 2 e gL|Ct.

. CUCM UCCX JTAPI(Java Telephony API) At& X}t @1ZEl CTI(Computer Telephony
Integration) B2 ZQIEZ S32 M&gLICH.

. UCCXE S3&E ctRYE oo|TMEE A3, Finessed| M 0| O|ME & o 2f5tH, CUCMS
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. O E2[AH o|Mof wxM EEM 24Z20| = B UCCXE REST 22t0|MEE 5 £35+1 Cloud
Connect 714 2 A0|A A3 SQl cherypoint ZIEIO|L{Z 3t M HEE M&EFLICH
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UCCX7} elgtRl MEXZALE 2IsH S3HE M&aHof 5t= mE LICt
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. a3 & A2 2 API 7|

- AA”EAFE R 2 API 7|

. HIZ ID

. SIP URI EH| 2!

. °JI URI K-I=A|.

. °A—| PlN g = A|-
Cloud Connect & cherrypoint ZAZ|12{|0[M2 UCCX LS| CLIE S8H =& ELICt.

1. O|H|O| Al UCCX CLIO| SSHE 245t 1 HAE =38 oF & LICt set cloudconnect

cherrypoint config -2 A|&E = Ql&LICH

admin:set cloudconnect cherrypoint config
Fetching existing configuration...

Enter the Config details to be saved:
Desktop User (with Read Only Prlvzleges)
Desktop User API Key [ sskskokaksok]:

System User (with Read and Write Prlvlleges)
System User API Key [kkkkksk]:

Voice PIN Prefix

SIP URI Domain

Web URL Prefix

Deployment ID

Proxy Enabled(true/false) [falsel: [

2. UCCX AEH{O| A WxMo| 24745t 24T QIE{Aod| HA|ABHOF B LICH M7t DMZ0]| 8= A<,
——|A| A‘| H‘|% - o°|'-l— ——|A| H H‘| A'”—I‘A"o% X| 0|'0=| set cloudconnect cherrypoint config 'S EHE':|
£ A E L

3. UCCX7F WxMO]| 4Z2E &= U=X| = 215HE{™ utils cloudconnect cherrypoint test-connectivity B & &
ML ZEZET} EAEH ZEA M 3AE U ZE HEE 225H UCCX AlLH

O M 7S EAE B LICH S1ZI0l AT 5D 047]0fl EAIE ZAE AIB HIAIXIZE EAIEILICH

[admin:utils cloudconnect cherrypoint test—connectivity

[Cloudcherry Connectivity Test URL [https://api.getcloudcherry.com/api/]:
[Proxy Host:
[Proxy Port:

Connectivity check to https://api.getcloudcherry.com/api/ was successful.
admin:|j

4. UCCX appadmin H|O|X|E 3o} Applications(0&= 2|70]|4) > Application Management(OH &
2|7 0] -F_“'EI)E MEASI D QIERl MEZEALTL 43t E|0{0F St= OHZE[AH 0| S MEHFFL
Ct. ofZ 2|7l 0|4 M LHo| A Enable Cisco Webex Experience Management post-calll
survey(Cisco Webex Experience Management & &AEZX AL §#48}) = Q18-S MEHFILICHIVR
2IC|R HES SE{ELICHIVR EECIR S0 o EH 0| IZio| S3IE A sixg = &
ARFOA| A &Y ooPE4t MEZXZA MEXIE MEHELICHHEE A E ME5tE{H™ UpdateE 22|
ot



rAdvanced Configuration

Enable Cisco Webex Experience Management post-call survey
® R
O sMsEmail

| Post Call Feedback
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1. UCCX A3 2 E0{ A POD.ID2}= ECC HH45 MMErL|Ct o &
Q3 174 IDE X{ZHEFLICEWxME 124 DO [t
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POD.ID

Expanded Call Vanable

Name | Type
\Scalar

IEE E A|l5t0S

042 7+ X|7¢

4D H™
&L|Ct.
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Description



& Edit Variable

Type: String 4

Name: custiD

Value: v |

__| Final | Array

__| Parameter Dimensions: | 0
OK Cancel

| - -~ T 1

3. Get Digit String T4 E M5t HAXIMH ZEZEE EASID T4 IDE UAGEE 2
Hotm g ARE7E =238 DTMF AHE =418 CHS O™ BEHAH|0AM M8 EXHE B0 U=
El £=XE KMEELICE o] ool B4 custiD= S EXH0| @124 =X} EXAEES MEELIC

' O] @ Get Digit String - /Users/manojsrinivas/Desktop/manosrin_basic_routing_2.aef

B
o || General | Prompt | Input | Filter

Contact: -=Triggering Contact-- -
Interruptible: ® Yes i) No
Result Digit String: |custlD -

Ay /* Simple Queuing Template */
Start

¥ Accept (--Triggering Contact--)
E@? Play Prompt (--Triggering Contact--, WelcomePrompt)
o = custiD = Get Digit String (--Triggering Contact--)

4. Set Enterprise Call Info £t 74| & At&35to] 2AtY B4 (L AXto| A} EAIEE MY st BAE
¥)Q| Zt2 POD.ID ECC #5=0fl 438t




® ,
[' R M{ Expanded Call Variables |
B

ECC Variables: Values

Names | Array Indexes Tokens
custiD -- POD.ID -- |-~ Scalar -- -- All --

1; -E Menu (--Triggering Contact--, Plcumulus_welcome.wav] )
¢ YL Sales

@ Set Enterprise Call Info (--Triggering Contact--) Variables Used:C5Q,AccountStatus,updated_email,custiD
? 3| Select Resource (--Triggering Contact-- from CSQ)

7I2Mo R BE WAKtE MEZAME Qs WxMeE S ELICHEUAMRIIF AEZAE SE
QetHL S EOIRSIESE 2T 5t E2, M4 ¥ cox_survey_opt_inE &/ &5 0F fLIC}.0]
MM 0l M true'e| 2 22 YAR7E St F AEZ AL #ost At & S LIEFHLICH
Mfalse'2t= F2 22 YARIF AEXAME 7HFstcdn & S LIEHLICH

O| dEZ A S EQUEE| SME LKA MSstE2{H ChE HHE 225t A A2

0| LS s™AstE Y2 04X 7EXITH U&LICH047(0f| B 7HX| SM0] BB E|of A&

1. ¢H MM He-E HARILICH

O Edit Variable
|
Type: Session A
Mame: |localsession |
. N
Value: null :‘E i
' |
__| Final || Array
| | Parameter Dimensions: 0}— |
0K Cancel |
2. 5 Mol B@ W4 E Maetc
lopt_in_false boolean false
lopt_in_true boolean true

H A7 Sl S AL BV & AEX A FHodg SMIE UEXRI 2= =
£ MAELICH S EXE EM 12 LU™sH MM H7t trueZ YOO/ EELICH IR Er A
A7t 2402 UstH MM #H7t false2 | O|EELICH



General | Prompt | Input | Filter |

Frompt:

Barge In:

Plparticipate_in_survey.wav] |

® Yes ) No

Continue On Prompt Errors: '® Yes () No

OK Apply Cancel Help
| General | Prompt | Input | Filter |
Options: Connections Add... |
needs survey < 3 A :
Modify...
no survey
| 5 6 B Delete
7 8 g C
0 D
470l M o=t HE I 7| EHAHIE M i. LICH o] BFAME B x| s HE
ZES0{ AT RE Hpof H{EE0{ ATRIES| T4 EHAOIM A2 HEE AIEE £
T 5 guct




General

/W

Contact: -=-Triggering Contact-- -

Attributes: Names Variables Set...
Type:
Language:

ASR Supported:
Active:
Aborting:
Session: localsession| v
Handled:
Identifier:
Implementation ID:
Sequence Number:
Creation Time:
Inbound:

Clear

OK Apply Cancel Help

4. 517+ T 521 A20i et cex_survey opt_in MM =& ‘true' == ‘false' 2t 2 AXE

Lct.

73 | [ General | Context |

Attributes: .

Mames Values Add...
“cox_survey_opt_in® |jopt_in_false

Modify... i

Delete il

OK Apply Cancel i Help




| General | Context '_

g3®

Artributes:

1
Names Values Add.. | '
“ccx_survey _opt in® |opt_in_true -

0K | Apply | Cancel Help

T T Tt T — R | 1 I -

LIHA| ASBIE HII2014S 22510 S5+8 CSQ U OO|ME R 2HEIsHLICH
AJREE UCCX 2T RE o YZ =51 WxMO| QI MEZXALE 2|5 & 4d5HEl of
Zo|Fo|Mat AT ZIEE 4745t}

Clee Ch/sa T M=l MZ Ag2|Eo| Ag2IARRLC)

= —

.03.01

,C; /% Simple Queuing Template */
Start
¥ Accept (--Triggering Contact--)
E@ Play Prompt (--Triggering Contact--, WelcomePrompt)
o =4 custlD = Get Digit String (--Triggering Contact--)
o Y4 Successful
o 'E Menu (--Triggering Contact-~, P[participate_in_survey.wav] )
¢ 1% needs survey
B localsession = Get Contact Info (--Triggering Contact--, Session)
D Set Session Info (localsession)
3 Goto Menu
¢ 7/ no survey
ﬁ} localsession = Get Contact Info (--Triggering Contact--, Session)
@ Set Session Info (localsession)
=32 Goto Menu
YA Timeout
Y} Unsuccessful

& Menu:
? 'E Menu (--Triggering Contact--, P[cumulus_welcome.wav] )

¢ 1 sales
@ Set Enterprise Call Info (--Triggering Contact--) Variables Used:C5Q,AccountStatus,updated_email,custiD

et Ent nfo (--Trigs e
Finesse 743

Finesse 74 24 % WxMZt E&ste 3 B EHA 2 Finesse AH{0 Cloud Connect AH{ FQDN
ol 2791 X4 sHS ZTS7|-3 OF EfLICt.O| &A= Finesse M|O|ME & £IHHIO|X OIA T E 0l A
Finesse WxM 7|- ol O O 2 & LiCh.

HlO|METI HlA3 &0 22lI5tH 7H2 Finesse MM &2 215 EZE ALE5t0] 2EIRE
oF S&lstod 7HA T OB & 7HMELICE. 0] 2t S +&5t24 Finesse A‘II:I-|01I 5 EES VXS



Cloud Connect Mt ZE 7} ?lo{ok & L|C}.Cloud Connect 2! Finesse 4 A7} 25 UCCX 4t
Aol leE 2 M QIS AMHE nEte 27t Q&L ct

1. Finesse0{| A{ Cloud Connect M2 & F445t2{™ cfadmin H[O|X|E AlZ5tD 2 QI8FLCt
2. Settings(4d%) ©10i A Cloud Connect Server Settings(Cloud Connect At A%)& &&L|Ct.
HAIRF & 7HURF FAE UCCX Pub 2! 519 FQRDNL Z A48 LICt A AFZ XAl O|F 2 HI

UHE E I=EL|ct

Cloud Connect Server Settings

Username admin
Password
Publisher Address” uccx.cc.com

Subscriber Address

WxM 7}

WxM2 2ME 858 & +HEOIM LHoll ZAIE = UTF F 71K 82 wxM 7t3l g & &3t
LICtH

Customer Experience Analytics 7}51:
. AE o] B2 CEA(Customer Experience Analytics) 7HX2 7HXE AF&35te A B CHEt

NPS(Net Promoter Score), CSAT(Customer Satisfaction Score), CES(Customer Effort Score)

S YAl EZ HEZES EAIFLICH
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Uil Cisco Finosse (9 & T 0

ABOUT KPS

A
w
3
5

 Detranons Pasaives Fromesers

ABOUT CES

i
i

35

CES Score

® Low Maderste @ Migh

WEY METRIC SUMBMARY 1

ABOUT KEY METRIC SUMMARY 1

3.71 3.71 3.75

. =IHH}O|X{2| AL 0| 7} i Elol B& 8t NPS, CSAT L CESS} 22 ¢H EZ& HE=R]

2|
2 E Mgt
i (L « T 0
-35 L -] = | =
L ¢
42 . - -
3.83 3.75 3.88
Customer Experience Journey 7}
CEJ(Customer Experience Journey) 732 & &H 20| S3toll SHSIEE S5 10| 2& 0[H A

EXEA SEE EAELICH
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CRSTOMER RISPONETS

Y

&P FRIFILLY

7 XA

CEJ 7131 & Finesse OIA3 &0 F7}5te{™ CHS ©HAHE 2= &LCt.

22X AEH2e 2 wxMol| 2218 L|CH

. Overall ExperienceZ O|S &tL|C}.

VMO HZE B E EE N2 SUEE ME{ELICH
. Export Cisco Contact Center 7}32 2|gtL|C}.

A ODN -

innaire = Post Call Feedback v | €

& Exporn Cisco Contact Center Gad,

RESPONSE ACTIONS
SES B 0 &

9/10

ADD INTERMAL NOTE
3/5
2/5

1/5
0 Notes Added

2/5

5/5

manesrin

1234

5. HO|X|0oflA{ URLE S A+EfLICH.



FILTER(S) APPLIED IN THIS SPACE

Questionnaire Post Caoll Feedbock

/3rdpartygadget/files/CXService/CiscoCXJourneyGadget.xmi?gadgetHeight=4508&spaceld=5eccc805b18b7b1480e1013a-wxmxchanneld
emoadmin

6. CEJ 7F5 XML &= £ Finesse ll0|o}20i F7}8LICt. Finesse cfadmin H|O|X|2 O|& &L
Ct.o| A 7HXE F7t5lede HIATE Bllo|ofR 2 Z O|SELICH O™ EtA0M S AMSH URLE
2oid&Lich.7|E & ofzHof 7A€ HHx|SH7HLE WxMO| EH°F M EHE OHE T 0470l URLE

E0{dE & QU&LICHAgent and Supervisor Al40{ URLE E0id&LICH
otz A3 EIXF2 M &0| 2 HE | & E0{F LICH.
- <idoReNe/id>

<eanvhistory</icon»
<label>Webex Experience Management</label»
<colunns>
<colurn>
<qadgetss

\'gn-::guw]rdpa:twadgetrfilesICISewice#Ciscacx.laurne?cadqﬂ.m;?gadgetﬂeightléiDsspace:n:ilﬁecccaﬂ5blﬂb?bléauelﬂlia-mchanne_lde:_uammc.";Mge:)
CEA 7IH& Finesse A3 &0i F7t5t2i™ Ot HHE 2= LICEH

1. WxM &t2| Z&of 23l&L|C}.
2. o-||o|7<-|E CHAIEE Qdedioc 2 o|s &L Ct.

Agent Cashboard

& 19May 017 un 0 711 respenses Questionnaire = Past Call Feedback v | €3

Metrics: Check Pulse

NP5

5 IEEEEEE

NPS Score
@ Dewactars Passhes Pramaters

[ 4 # e

3. Metrics(H| £ 2/)0i A Customer Experience Analytics(1Z{ 28 £A)E MEiELICE.




=2 Agent Dashboard

@ 19May'20-17Jun'20 Y 711 responses Questionnaire =P

Metrics

'r Experience Analytics
Check Pulse

Customer Experience Analytics

45

NPS Score

& s

4.3 M2 BtF == M2 EEE M=FLICH
. Export Cisco Contact Center Gadget(Cisco 718 HIE{ 7}3 LHE Y7 |)& 2 =&t
6. HO|X|ol M URLE S AHEFLICE

FILTER(S) APPLIED IN THIS SPACE

($)]

Questionnaire = Post Coll Feedback

/3rdpartygadget/files/CXService/CiscoCXAnalyticsGadget.xml?spaceld=5ecccB05b18b7b1480e1013b-wxmxchanneldemoadmin&metricl
d=104034341424217031265235014-wxmxchanneldemoadmin L

OO|ME Cl&3 & LM AHE' CEA IS 7 4stE{™ CFS B HE 2= gfLiCh

1. Finesse cfadmin | O|X|2 O|& & LILC}.

2. 0| M| 7HXg 718 AT E B|o|otRS 2 O|SEHL|Ct.CEJ 7H5! HFE2 of2Hod| HH x| & 4~ Q)
&LCt.

3. &filterTags=cc_Agentld& 01| 0| E S| URL 201 F7}&LICH.22{™ ol 0|ME HlA3IF 9| of
O|ME IDY Zt7t Ee{—ELIcH

<rabr
<ld=uplid>

icoe>
px Experience Management</label=

<gadgets(Irdpartygadget, files (CkService/ClscolhiourneyGadget. ol ight=450s2pacedebeccoBiblBblbl4b0el Dl 3a-wracaanne dexsadine  qadgets
<gzdget>irdpartyezdget/ files /Cigervice/Ciscoliinalytiesadget , xrl Fspace dnsearcd0 2olabTn1440e1 01 b Jeerieldel 495153 1011615254 14406053060 intEilterTagamen psentlde/gadset>

</gadgets>

&filterTags=cc_AgentId

Supervisor Cl A3 &M AL & CEA 7H3&8 F5t2{H CH S BHE 2t =& LCh

-WxM 2| Z-Hof| 2l ct.

. Supervisor Dashboard spaceE MEHELIC}.
3ol M2 BFE EE MHE EXEE MEELCH
. Export Cisco Contact Center 7}32 2 2|8tL|C}.
. H|0|X|0il A URLS SAFErLICE.

b WON -



6. Finesse cfadmin H|O|X|2 O|S & LIC}

7.0l M 7HX g FItE A3 E B0t RS Z O|SFLICH.

8. URL Z of &filterTags=cc_TeamIDZ Z=7}5t 1 Z'SAt MM of2fel A3 E Blojoho
URLE ¥7PEI'L—|E|' olZH 5™ =m{Hi0|X &l sHE 5t= Antrt Ze{—E Lct

4 EKPEHE ok Hanagement<:label»

(edpartygadget tLles/CiSeryion ClscoCiiourneydadget ol Pgadgenelghted3tuspoce LCasucon15018bIDL40EL 1L S0-vomnchansi deroacnine  ude l
{edpartygadget files /Ciservice/Clscotiinal yticstadget unl Fspacelénteceed 05t 10l

. riclded] 135“! .»322 1158465822502 7-vomxchazreldenoadyinifil texTagsnce_TeamId</gadges>
bk
</ealurn
</celunng>

&filterTags=cc_TeamId

Communications Manager T

UCCX7F WxMO{ A SIP URI 2E 2 £ 4I5tH UCCXE CUCMO]| ZIC|1EM M2 HL E3HE SIP
URIZ 2t EELICHOIE sl 2 HOIEHOIE 7I2|7|= CUCMOIM SIP EHIE 7 HELICH

o AddNew [T Seectan GloarAl H Dol Stiacied ?_,n_ua.m

@ 12 recceds found

Trunks  (1-120f12)

Rows per Page 50~
Fioa Truaks whars (Deviee Hame <[ begins with v i | [cisoe oter] [ ) =
Select o o sover pesreh et v
F== Dasarion e e L | [ aroee | [l [ s e o = S Tk Sy Pt
& cube. tmedemo com cube.tmedema.com Default 35.225151.21 SIP Trunk Full Service Time In Full Service: 11 days 2 hours 20 minutes Non Secure SIP Trunk Profile with UDP
& medemocem  cube.tmedemeo.co m Default 152321793

SIP Trunk  Full Service Time In Full Service: 11 days 2 hours 20 minutes

CUCM 2| QIE{H 0]A LHof| A

1. Call Routing(&2} 2t &) > SIP Route Pattern(SIP Z£ IE)2 £ o|S&LCt.
2. cloudcherry.sip.twilio.com0]| CHEF SIP A2 TEHE Tt



System « Call Routing v Media Rescurces « Advanced Fealures + Device » Application + User Management + Bulk Administration + Help «

SIP Route Pattern Configuration

Q Save x Delete Copy EII:::I Add New

- Pattern Definition
Pattern Usage Domain Routing
1Pv4 Pattern* |EIDudcherrv.sip.twilic}.cum |

IPvE Pattern

Description |ClnudCherrv Post Call surveys |
Route Partition |-=: Mone = "’l
SIP Trunk/Route List* [ Trunk_to_wxcC_cw v| (Edit)

[ Block Pattern

—Calling Party Transformations

[J use calling Party's External Phone Mask

Calling Party Transformation Mask | |

Prefix Digits (Qutgoing Calls) | |

Calling Line 1D Presentation® | Default vl

Calling Line Name Presentation ™ | Default v

-Connected Party Transformations

Connected Line ID Presentation | Default Vl

Connected Line Name Presentation™® | Default v|

| save | | Delete | | Copy | | Add New |

@ *_ indicates required item.

54 HolE o] 4

1. CUCMOIM EZ& 4l Clo|ed T|o{& 7 EhLC}.
. r | -

dial -peer @ voip

description 1 ing dial-p from -il_-'i"«-‘-

incoming uri via

volce-clas

) . _ GigabitEthernetl
volce-clas » bind lia source-interface GigabitEthernetl
dtmf-relay r

no vad

2. cloudcherry.sip.twilio.comOi| CH&F &f &1 CtO|H I|o{& T EILICHHIO|E S 0]7} Twilio HIO|E
o]0l 35t 2dH QUE{ ol HAM|ASHOF B LILCE.



1p+1nn +D Llnud Lhﬂrr'

ion protocol sipv?Z

ion target dns:cloudcherry.sip.twilio. com

ination uri 480

voice-class codec 1

volce-class sip bind control source-interface GigabitEthernet?

LA |||'I
T iAOLA
.-' [l

|||'I

':

volce-class sip bind media source-interface GigabitEthernet?2
volce-class sip requri-passing

dtmf-relay rtp-nte

no wvad

O| Mg AtE5tod x| a2io|40| M2 s 3st=X| = lgLct.
1. Agent/Supervisor Desktop0ll 21215104 CEA 7}510| NPS 2! CSAT Hl|O|E{e} &7 ZEE|E
x| =elghLct.

2. JHCIS HIAE TSI E Z4o{ EX 12 DO CiEt ol o2 MEX ALl 74 CEJ 7H30| 2
cEx|=x| golgtuct,

=X &

24X o AmaBoldof| ArSE & U= &Y Xl o2 HEJ &L
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