Configurar o Gerenciamento de Calendario do
Unified Contact Center Express
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|ntroducao

Este documento descreve a configuracéo do Calendario no Unified Contact Center Express (Unified CCX) e
seu caso de uso. Isso permite alterar a programacdo do Contact Center na pagina Administracdo/Finesse
Desktop em vez de no script. Atualmente, a funcionalidade de calendéario esta integrada aos canaisde Voz e
Bate-papo do UCCX verséo 12.0 e posterior.

Pré-requisitos

Requisitos

A Cisco recomenda que vocé tenha conhecimento destes topicos:
Script

Bate-papo em Balédo

UCCX 12.0 e posterior
CCP 12.0 e posterior

Componentes Utilizados

As informacdes neste documento sdo baseadas no UCCX versao 12.0 e superior.

As informagdes neste documento foram criadas a partir de dispositivos em um ambiente de laboratério
especifico. Todos os dispositivos utilizados neste documento foram iniciados com uma configuracdo
(padrdo) inicial. Se arede estiver ativa, certifique-se de que vocé entenda o impacto potencial de qualquer
comando.

Configurar



Criar um calendario

Exemplo de configurac&o de calendéario:

Facalogin no UCCX Administrator > Applications > Calendar Management > Add New como
mostrado naimagem.

alialis  Cisco Unified CCX Administration
CISCO  For Cisco Unified Communications Solutions

System | Applications  Subsystems Wizards Tools  Help
Application Management
Script Management

Prompt Management inistration
Grammar Management

Docurment Managament

.Em AMR Management
Ah Wa | Calendar Management |ﬁgured. This is required to recover your system in case of failure, Please refer to Backup Device Configuration page,

inforcement mode. Refer to the Unified CCX, Features Guide to know how to exit Enforcement mode and be In Compliar

Estes sdo os requisitos para 0 exemplo de Calendario:

* O horario comercial é de segunda a sexta-feira, das 5h30 as 9h30 e das 10h30 as 13h30 (o horério fixo
€ usado paraisso)

* O primeiro diado més encurtou o horério comercia (dias comerciais personalizados)

* Feriados publicos padréo adicionados a lista de feriados
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Calendar Management
' . MNext @ Cancel
.—Sba‘h.ls

@ Ready

MName* Office Hours Maximum 30 characters
Description shift hours | Maximum 70 characters
Time Zone Agiaolkata v

Associated with IVR: Calender_App

Business Days
) 24 Hours x 7 Days ® Fixed Hours ) Frexibie Hours

Days of Week Time Range 1 Time Range 2 Time Ra

& Monday Fom (05 ~|HH (30 w|Mm [Am | From (10 v HH (30 v MM [AM | ®

To (08 w|HH (30 w|Mm [AM ) To (01 v HH (30 v/wm [PM ~| ®

B Tuesday

Wednesday

B Thursday

8 Friday

[ saturday
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‘Bar.k ’Man ac—ancal

|JUNE Day 1 | [01-sun-2022 | Frem (05 w HH 30 ~ MM AM - ®
Maximum 50 characters il ' o - '
To 09 ~ HH |30 'V'_IMH AM v
(JULY Day 1 | [01-sui-2022 | From (05 v HH 30 v MM [AM ®
Maximum 50 characters il ' ' '
To 08 w HH |30 = kKM AM
[ T Day 1 01
(AUGUST Day | ot-aug202z | From (05 ~ HH 30 ~ MM [AM ~ ®
To 09 v|HH [30 v MM [AM ~
[SEPTEMBER Day 1 | rswoz2 || o [ v)im [ vjum [ v) | @
To 09 v|HH [30 ~|MM [AM
(OCTOBER Day 1 | [o1-0ct2022 | From |05 w HH (30 ~ MM |AM ~ ®
To 09 v|HH [30 v MM [AM v
Add fore
Hours that are nod in the time range are considered fo be Off Business Hours.
Maximum of 40 Custom Business Days can be configured.

| Back || Next | | Cancal

@ ** - indicates mandatory lems when Custom Business Days are configurad.
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. Back ’ Finish @ Cancal

~ Statug

@D Ready
Senaweroisys

Nama™ Date**
| Good Friday | 15202 | g
Maximurmn 50 characters
Indian Independence Day | 15aug2022 ] 0§
* Mawimum 50 charactors
Diwall | [2eoct202 | @
Maximum 50 characters
[Christmas Day | [250ec2022 i@ a
" Maximum 50 charactors '
Add More

@ Maximum of 40 Holidays can be configured.

("Back | [ Finish | [ Gancel

@ * - indicales mandatory ilems when Holidays are configured.
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@ 1 records found

Hame ¥ Description Tima Zone Business Hours Custom Business Days Holidays
Office Howrs shift hours Asia®olkata Custom [,,Ecuda - VR: Cal

@ Maxirnurn of 50 Calendars can be configuned.

O calendério agora esta configurado. Vamos falar sobre como usé-10 na proxima segéo.

Usar o Calendério

O calendario pode ser usado com Script (caminho de voz) e Bate-papo em Baldo (caminho multicanal).



1. Com Aplicacéo de Script

» Abrir o CCX Editor versao 12.0 e posterior

» Abraum script ou um script de calendario pré-configurado via (Arquivo > Novo > Enfileiramento >
Sample_Queueing_WithCalendar)

» Sevocé usar o script de calendario pré-configurado, a configuracdo ja sera aplicada no script

 Paraadicionar funcionalidade de calendario ao script existente, crie umanovavariavel no painel de
variaveis do tipo CCCalendar, como mostrado naimagem.

Edit Variable x
Type: CCCalendar v
Mame: cal !
Value: niull vzl |
Final Array
Parameter Dimensions: 0
OK Cancel

» Adicionar a Etapa do Calendério ao script

 Cligue com o bot&o direito do mouse na etapa Calendario e atribua a variavel de calendario criada
anteriormente aela

 Atribuir alégica correta a cada ramificacéo da etapa do calendario

» Asetapas Horéario comercia e Feriados sdo derivadas da configuracdo do Calendério, na pagina
Administracdo do CCX

Start
Accept (—Triggering Contact-)
i PlayPrompt (~-Triggering Contact--, WalcomePrompt)

Ay
Start
Flcalendar (cal)

=LA Business Hours
&l Select Resource (~-Triggering Contact-- from BusinessHourCSQ)
LA Conneclted
T, Queved
£ queuel oop:
Bﬁ} PlayPrompt (-Triggering Contact-, QueuePrompt)
X DelayDelaywhileQueued sec
) Goto gueveloop
L) Holidays
=1 |§| SelectResource (-Triggering Contact-- from HolidayC5Q)
TF Connecled
Lk Queved
¢ queveloop2:
L@} PlayPrampt (—Triggenng Contact--, QueuePrompt)
X DelayDelaywhileQueued sec
ﬂ Goto gueveloops
#-1 The Rest
#- LR Failure

Sy End

» Salve o script e carregue-o no Gerenciamento de scripts na Administragdo do CCX
» Crieum aplicativo e atribua a ele o script carregado junto com o disparador
» Navariavel de calendario, vemos um menu suspenso junto com um simbolo de calendario



» Selecione o Calendario configurado (Horario comercial) em nosso caso e salve o aplicativo

CISCO  For Cisco Unified Communications: Solutions
System  Applications  Subsyslems  Wizards Tools  Help
Cisco Script Application

Cisco Unified CCX Administration

[ Update T Delete @cnnml ‘Backmﬁpmminnust

~ Status
®$1E|I:u5 Ready
r Trigger - Basic Configuration r~Advanced Configuration
Linified CM Talephony Trgoar MName Calender_App Enable Cisco Webex Experience |
4440 o [1
Add new ri VR
il FICpE Maximum Mumber of 10
Sassions® | SMSEmail
Seript” [ SCRIPT[Script_Calender.aef] ~ | Edit @ Enable Cisco Webex Experi
B Houre: “Busingss hr CSO° 1. Enable Cisco Webex Ex
UE | E— experiance with the Cisc
O DelayWhileQueued 30 16 build analylics that im
5 & DNBCIpAlE CUSICMEr fe
WelcomePrompt | prompts/1101. wav | Select Prompt 2. Follow the procedure as
[ auevePrompt ICDNCDOUeUe way e
cal [Ofice Hows  ~ | [
O &
NenBusinessHourPrompt
FailurePrompt | promptsg604 wav | Select Prompt &
HalidayCsa | “Holigay_nr_CSQ"
DES{MPUM | Calender_App
Enabled @ ves O No
Detault Script [ - System Default - ~|| Edit
Update | Delete | Cancel || Back to Application List

@ "= Indicates required item

Faca uma chamada para 0 acionador, a chamada € roteada com base nas horas configuradas no calendario.

e Como pré-requisito, 0 CCX precisa ser integrado ao CCP

» Criar umafilado Contact Service de bate-papo para que ela escolha os agentes

 Criar um widget de chat eir para a Ultima se¢do para Selecionar calendério
» Selecionar o calendério criado anteriormente (Horério comercial)

« A direita esta a visualizagio mostrada para os horarios de feriado e ndo comerciais

» Save o widget de chat e implante o codigo.

Com bate-papo em bolhas:
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‘ Back ‘ Finish 9 Cancel

~Status
@ Ready
Service Hours Preview
(® Default (24 hours x 7 days) O setect Calendar (i) A calendar must already be configured to be selected |~/ P ILERIE
Massages *
- Sorry, We are closed today for a business holiday. Madmum 120
Hol .
olley characters
ol Su.-nl.-_ We ane |::|,|rr¢|'||.':,' affline, Ir',' again (I;:::ng the business hours or drop a email to support;  Maodmsm 120
Hours  characters
Label Business Hours Maxdimum 30
characiers
Label for Days of Waeak *
Monday Tuesday Wednesday Friday

Editar o calendéario

Vocé pode editar a configuragéo do calendério das seguintes maneiras:

Administracdo do CCX

» Facalogin no CCX Administration > Applications > Calendar Management

* Editar o calendério deste painel

Gadget de recur sos avancados do super visor

* Os supervisores também podem editar o calendério na pégina do finesse
» Facalogin no CCX Administration > Ferramentas > Gerenciamento de usuario > Exibigcdo

de capacidade do super visor
» Selecione qualquer supervisor nalista

* Marque acaixa e associe 0 Calendario (Horério comercia) e o Aplicativo (CalendarApp) ao

supervisor. Salve as configuragoes.
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Supervisor: testing1

Assigned Teams

Team Mame & Fobe Contact Service Quauss (CS0) Change Agent State 1o Not Rea
FirstTeam Primary Supervisor Subject Disabled
Assign a Team

(:D Tor assign an axisting team fo this suparvisor, click “Assign a Team”.
Wew Team can be created from Subsystems > RmCm > Teams.,

Advanced Supervisor Capabilities

CQueue Management
Enables a Supervisor to manage resources across the assigned CS5Q4s) and Teams.

) Enable Queue Management

(D To enable this capability, at least one Team and a C50 must be assigned 1o this Supervisor.

Calendar Management
Enables a Supervisor to change business hours, custom business days and holidays.

Calendar Name & Supervison(s)
Office Hours testing1

OQutbound Campaign Management
Enables a Supervisor to achedule, enable or disable the outbound campaigns and manualiautomatic import of contacts.

Campalgn Name & Supenvisor(s) Campaign Type

Application Management

» Depois de atribuir os dados ao supervisor, vocé precisa editar o layout refinado para mostrar as
configuragdes de gerenciamento do Calendario.

» Facalogin no Finesse Administration. O layout da area de trabalho pode ser editado por Equipe
(Recur sos da Equipe > Selecionar Equipe > Configuracéo do L ayout da Area de Trabalho >
Substituir Padr&o do Sistema) ou Globa mente através das configuraces de Layout da Area de
Trabalho.

» Navegue até L ayout XML > secdo Supervisor > secdo Gadget ASC e comente o trecho de cédigo e
Salvar.



[ 0 [ [ ] ] ] [

<tab:
<ide-managedonVolceMedia</id»
<iconrsettings</icon>
(label>finesse.container.tabs.supervisor.manageNonVoiceMedialabels/label>
<columns>
<columni
{gadgatss
¢gadget>https://my-ccp-server/multisession/ui/gadgets/multisession-reply-gadget.xml?gadge
{/gadgets:
</ column>
CScolumns >

<ftab*

3

£1am
The following gadget provides Supervisor with advanced capabilities.
Using this gadget, supervisors can manage Queues, Prompts, Calendars, and so on.
Before including this gadget in Desktop Layout,
ensure that the advanced capability 1is enabled in Unified CCX Administration.

-

<tab:

<id>ASCGadget</id>
<iconradmin<g/icon>
¢labelrfinesse.container.tabs.supervisor. advancedcapabilities</label:
< columns
Lcalumn’
{gadgets>
<gadget>htips:/flocalhost:B445/ascgadget/gadgets/ascgadget . xml</gadget:
</gadgets>
£/ column
fcolumns >

4
b

</Ta

</tabs>
<flayout >
</finesselLayout>

 Facalogin no Finesse Desktop com credenciais de supervisor. Navegue até o painel Novo para
Recursos avancados que € mostrado a esquerda

» Navegue até Gerenciamento de aplicativos > Gerenciar aplicativo > Calendarios. Aqui, vocé pode
alterar o calendario no menu suspenso ou visualiza-lo a partir do icone de calendario.

* Navegue até Gerenciamento de Calendario > Gerenciar Calendario. A mesma funcionalidade de
edicdo é fornecida conforme presente na pagina Administracdo do CCX.



il Ciseq Finesse @ Ready

CISCO

CalendarApp

Manage Apphcation

Description :  Calendaripn

Script NEma @ SCRIPT|cal sl

Team ata

Adhanced

gabilities

M : . @ Roady
clsco Cisco Finesse @

CalendarApp

< Praview: GeneralShift

Description ; Schadule ior genaral shifg

Business Hours Custom Business Days Holiday
Cushoem Business Hours: Fied

Diary o Wisic Tirruy Range M Duate Tima Ratga Marma
Team [ats Monday Firit diry Sapteabar 01 =Sae- 2021 BO00 AM = 1200 PRI e
Tost:S oy First dary October 01-0ct-2021 Gl AM - D20 P Cihriag
z O BN - 05000 P =
Wedineaclay First Day Movember 07 =P 20217 D) AM - V00 P Chirist
Thursday First Doy December 01-Dwc-2021 0500 AM - 12900 PM

Frictay

Adhanced

bilities




M
CIsSCo

Manage Team

L]

i
My HEs10my

iy

Team [Data

Adhanced

Capabilities

APl REST

Cisco Finesse

GeneralShift

Manage Calendar

Asgocisbed with - (VR Calendarign), (Chat SampleChat

@ Rady

Deacription : Schedule for genenal shift

Business Hours

MNamig of thi Dary
Firsi day Sepiembe
First dary C)ciober
Firsa Dy Nossember

First Dy Do imbses

Dt

W07 Sep 30020
W07 Oc 2020
W01 Now 2021

W01 Dec 2021

Holday's

Tirvy PG 1

Erom

Froem

From

Frasm

OO0 A

000 AA

r 00 Al

r DO A

©  Maximum of 40 Custom Business Days can be configured

T

T

T

T

Tirrss Rangs 2 Tierss Range 3
12:00 BM +)
12:00 PM
aauy P
12:00 PM (%)
12:00 PM ¥

1. Hatambém afuncionalidade para editar as configuragdes do calendario via APl REST fornecida com

o CCX.

2. A estrutura e o formato das APIs podem ser verificados aqui:
https://devel oper.cisco.com/docs/contact-center-express/#! calendar.

3. Um exemplo de consultavia POSTMAN paracriar um calendério é semelhante a este.


https://developer.cisco.com/docs/contact-center-express/#!calendar

htps:ifuees-glol.., @ + ===

httpsifjuccx-global-125sul.ciscolocal/adminapi/calendar

POST ~  https:/fuccx-global-125sul.cisco.localfadminapifcalendar

Params Authorization @ Headers (10) Body @ Pre-request Script Tests

Type Basic Auth b Username

The authorization header will be automatically Pass
generated when you send the request.
Learn more about authorization 2

Rodv  Cnokies (10 Headess (111 Test Resolts

Settings

admin

clsckg@3

Show Password

B Staties 200



https:fucce-glob... @ + ==

https:/juccx-global-125sul.cisco local/adminapifcalendar

POST ~  https:ffuccx-global-125sul.cisco localfadminapi/calendar

Params  Authorization @  Headers (10) Body @  Pre-request Script  Tests  Settings

® none @ form-data @ c-www-form-urlencoded @ raw @ binary @ GraphQL XML~

1  <?ml version="1.8° encoding="UTF-8" standalone="yes"7>
2  <calendar>
3 - enames>TestCalendard< name>
4 etimeZonesAsiafKolkatac/timeZone>
§ - -=description>Calendar via API</description>
& - <calendarType>FIXEDHOURS</calendarType>
7 - <businessDays>
8 ‘cbusinessDay>
g <dayQfeek>HON< dayOfneek>
18 ecce el czintexvalsy
11 feecfeseafesal oo s adnbarvals
12 e enamesMoEning < fnames
13 el eeel el egtartTimes e 08 fotatTime
14 e et Time> 17 1002 endTime>
18 eccfeca) e el oSl pbarvals
16 eecfecsl e fiptarvalss
17 ook fbusinessDay>
18 co-ocbusinessDay>
Body Cookies (1) Headers (12) Test Results @ status: 201 Cr

Pretty Reaw Preview Visualize XML =

1 https: fucex-global -1282ul . cisco. local fadndnapl fcalendar /6

Calendar Management
a Add hew

~ Status

@) 2 recons touna

Hame ¥ Description Tiesk Toc Brarsitads: Midurs Custom Bursitess Dy
Gerwrarbhet Schadubs for genanal shift Asia®olat Custom o o
JiesiCalendary Calendar wia AFI Asiawphata Custom - «

@wummmum

Corpo XML de exemplo para criar um calendario para HORAS FIXAS.



TestCalendar3

Asia/Kolkata

Calendar via API

FIXEDHOURS

MON



Morning

09:00

17:00

TUE

Morning



09:00

17:00

NewYear

2022-01-01



Christmas

2021-12-25

Verificar

Use esta se¢do para confirmar se a sua configuracao funciona corretamente.

Faca uma chamada de teste e, com base no intervalo de tempo configurado, os agentes recebem a chamada.
Troubleshooting

Esta secdo disponibiliza informagdes para a solucdo de problemas de configuracéo.

1. Coletar logs do Mecanismo CCX para Troubleshooting adicional
2. MarqueSS_RM, SS CM, SS TEL, SS RMCM no nivel de depuracéo para o mecanismo CCX.
3. O servico CCX Engine na pagina Manutencéo deve ser INSERVICE



Sobre esta tradugao

A Cisco traduziu este documento com a ajuda de tecnologias de tradugéo automatica e
humana para oferecer conteudo de suporte aos seus usuarios no seu proprio idioma,
independentemente da localizagao.

Observe que mesmo a melhor tradugao automatica nao sera tao precisa quanto as realizadas
por um tradutor profissional.

A Cisco Systems, Inc. ndo se responsabiliza pela precisdo destas tradugdes e recomenda
que o documento original em inglés (link fornecido) seja sempre consultado.



