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Cisco Unified CCX Administration
For Cisco Unified Communications Solutions
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€isco

admin  About

System | Applications  Subsystems  Wizards Tools  Help
Application Managament
‘Script Management
Prompt Management inistration
Grammar Management

Document Management

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

figured. This is reguired to recaver your system in case of failure.Please refer to Backup Device Configuration page.
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cisco admin  About Logout

System  Applications
Calendar Management

‘ Ment @ Cancal
@ Ready

Subsystems  Wizards  Tools  Help

[ saturday

| Calendar Details . 1
Mame® :OHIOE Hours Maximum 30 characters
Drescription | shilt hours Maximum 70 characters
Time Zone [ Asiaolkata v]
Associated with IVR: Calénder_App
| Hours
Business Days
O 24 Hours x 7 Days ® Fixed Hours O Flexitle Hours
Days of Week Time Range 1 Time Range 2 Time Range 3
& wonday From (05 v|HH (30 v|uM [AM v Fom (10 v HH (30 v MM [Am ] ®
T 08 ~|HH (30 v|uM [AM ~ To [o1 ~lhr [30 ~Jum [PM ~] ®)
Tuesday
Wednesday
Thursday
Friday




aluli,  Cisco Unified CCX Administration
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System  Applications  Subsystems  Wizards  Tools  Help
Calendar Management

.Bau:k ’Mu:u @Cancal

(JUNE Day 1 | [or-sunzozz | From 05 w HH (30 v MM [AM
Maximum 50 characiers =] ) - - '
To 09 ~|HH [30 ~ MM [AM ~
{JuLy Day 1 | [01-yu-2022 | Frem (05 v HH (30w MM [AM v
Maximum 50 characiers @ ) ) )
To 08 v|HH [30 v|Mm [AM
|AUGUST Day 1 | [01-mug2022 | From (05 w|HH [30 ~ /MM [AM ~
To 08 v|HH [30 v|Mm [AM ~
[SEPTEMBER Day 1 | orewe  Jf oo @Eoim [ ~jum (<
To 08 v |HH [30 ~|MM [AM ~
|OCTOBER Day 1 Jorovaozz ]| o Ga o un (30 vum AN~
Maximuem 50 characters a . i . i
To 09 v/HH [30 ~|MM [AM ~
Add More
Heours that are not in the time range are considered to be Off Business Hours.
i of 40 Custom Busi Days can be confi d.

@ ** - indicates mandatory items when Custor Business Days are configurad.
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. Back . Finish @ Cancel
Sii

QENEINY Cisto Unified CCX Adminstration

admin

About

-

@ Reaay

@ [ of 40 Holidaya can be condi

Mame™* | Date**

| Good Friday | [saerzz il g
Maximum £0 characters

| Ingian Independence Day | [15-mug2022 | o

* Masirmurn 50 chisactons il

[Diwali | [oa2022 il g
Maximum 50 characters

[christmas Day | [specz @ g
Maximum 50 characters

Add More

Back | [ Finisn | [ Cancel

@ " - indicates mandatory ilems when Helldays are configured.
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i_%} Add New

~ Status

® 1 records found

List of Calendars

MName v Description Time Zone Business Hours ‘Custom Business Days Holidays Associated with Delete
Office Hours shift hours AsiaKolkata Custom | Code: IVR: Calender_App 8
Add Mew

@ Masimum of 50 Calendars can be configured
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Edit Variable

Type: CCCalendar
Mame: cal
Value: null
Final
Farameter
OK

« EMARRINBEALSR
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Array

Dimensions:
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Start
Accept (--Triggering Contact--)
PlayPrompt (~Triggering Contact--, WelcomePrompt)
A¥ /% Simple Queuing With Calendar Template °
start
] ::alr-;n:j.;t- (1)
E-Lk Business Hours
= gl SelectResource (--Triggering Contact-- from BusinessHourCSQ)
Connecled
= Quaved
gueueloop:
PlayPrompt (-Triggering Contact--, QueuePrompt)
DelayDelaywhileQueued sec
Goto gueveloop

= ﬁ,( Holidays
=- gl SelectResource (-Triggering Contact-- from HolidayC5Q)

4} Connected
Bk Queved
gqueueloopl:
PlayPrompt (-Triggering Contact--, QueuePrompt)
DelayDelaywhileQueued sec
Goto gueveloopd
-k The Rest
[ ﬁ Failure

/4% End

s REMAFFH EAFCCXER PR MRS

- BIENARFANESMESRE —EOES AR

- EFARZET , AUFBE - NTHIKRMN—BAFS

- EFEEER B A (Office Hours) ( EAGIH ) HRENAREF



Cisco Unified CCX Administration
For Cigeo Unified Communications Solutions

System  Applicalions  Subsystems  Wizards  Tools  Help
Cisco Script Application

[ vpoate T Detete @canw ‘Backm&ppﬁmlioﬂusl

cisco

RERIENL] Cisco Unified CCX Administration v § Go

admin  About

Logout

~Status
@ Status | Ready
= Trigger - Basic Configuration Configuration
Unifiet CM Telephony Trigger: Narmie Calender_fpp Enable Cisco Webex Experience Management posi-call sunvey
4440 o [ —
J WR {0 Select v
Al new TrgGE Maximum Number of = ,
Segsions” Ll J SMSEmaill Mo Selectiorn e
Script® | SCRIPT[Seript_Calender.aef] ~ I_' Edit © Enable Clsco Webex Experience Managament post-call sunvey
i lourcsa | g he CSO" 1. Enable Cisco Webex Experience Management to capiure the customer
= experience with the Cisco Confact Center. You can use the customer experience
O DelayWhileQueued 30 16 build analylics that improves agents performance, business goals, and
1§ anticipale cuslomer needs.
WelcomePrompt [Dfﬂmﬂif'l‘lm way [ Select Prompt 2. Follow the procedure as mentioned in the Unified CCX Fealures guide.
O QuevePrompt ICONCDOueue wav elect Prompt | #€
cal [Ofice Hows | [
=) e
MNenBusinessHourPrompt k
FailurePrompt [ promptsiae04 wav | select Prompt J'ii
HolidayCSa [Holigay_nr_csar
Description [calender_.mpp
. ®ves Ono
Default Seript [ - System Detault - v Edit

[ update || Detete || Cancel || Back to Application List |

@ *- indicates required item
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webadmin

Bubble Chat Configuration
Q@eax @ Finen () concel
- Status

Do

@ Defaull (24 hours x 7 days) © select Galendar () A calendar must already be configured 1o be selected

View

Messages *

Haliday Sormy, We are closed today for a business holiday. Maximum 120
characters

of Sorry, We are currently affline, try again during the business hours or drop a emaill to supporti.  Maximom 120

Hours  characters
Business Hours. Maximum 30

Label
characiers

' Labal for Days of Week
Monday Tuesday Wednesday Thursday Frictary

Not Applicable

|
v | Go

About | Logout
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Supervisor: testing1

LB Save @ Cancel

Status

@ Ready

Assigned Tearms
Team Name & Fole Contact Service Queues (CSQ) Change Agent State to Mot Ready when Agent Busy on Nen ACD Line

FirstTeam Primary Suparvisor Subject Disablad
Assigna Team

(D T assign an existing team o this supervisor, click "Assign a Team”.
Mew Team can be created from Subsystems > RmCm > Teams.

Advanced Supervisor Capabilities

Queue Management

Enables a Supervisor to manage resources across the assigned CSQys) and Teams.

[ Enable Gueve Management

(D To enable this capability. at least one Team and a CSQ must be assigned to 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 schedule, enable or disable the outbound campaigns and manualiautomatic import of contacts.

Campalign Name & Supervisor(s) Campaign Type

Application Management

- FHBEIMAETER , EEHEfinesse T RAUE RARERRE.,
B FE|Finesse B, AJIRARBREM B (‘AR IR (Team Resources)>“1%£$F 40" (Select
Team)>“ = E i HELE"(Desktop Layout Configuration)>“Z& % X 4 ERIAE"(Override System
Default)) , t2 aJ LUEN “SE 1 /& (Desktop Layout)ik EH T2 RRE-
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<tab>
<id»manageNonVoiceMedia</id>»
<icon>settings</icon>
<label>finesse.container.tabs.supervisor.manageNonVoiceMedialabels</label>
<columns>
<column>
<gadgets>
<gadget>https:/fmy-ccp-server/multisession/ui/gadgets/multisession-reply-gadget.xml?gadgetHeight=598</gadget>
</gadgets>
¢/ columns
£ feolumns >
<ftab>

==}
K-
The following gadget provides Supervisor with advanced capabilities.
Using this gadge s supervisors can manage Queues, Prompts, Cslendars, and so on.
Before including this gadget in Desktop Layout,
ensure that the advanced capability is enabled in Unified CCX Adn

nistration.

<tab>
<la>ASCGaﬂget<xJa>
<iconradmin</icon>
<label>finesse.container.tabs.supervisor.advancedcapabilities</label>
<columns >
<column>
<gadgets>
<gadget>hitps:/flocalhost:8445/ascgadget/gadgets/ascgadget. xml</gadget>
</gadgets>
</column>
< /columns >
<ftab>

</tabs>
</ layouty
</finesselayout>

- FAFEZIEZREIFinesseREH. SMEEME RN ERIEENTHTER
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nimim ! " S Ready
Ciseo Cisco Finesse ®

CalendarApp

< Preview: GeneralShift

Description : Schadule for general shift

Business Hours Custom Business Days
Gustom Business Hours: Fied

Dy of Wk Tima Range Hame Date.
Manaay First dlay Sepsienbar 01-Sap-2021
Tuesday First day October 01-Oet-2021

0900 AM - 0500 FM
Wedngasday - First Day November OB 2021

Thurscisy First Dy Decembar 01-Dec-2021

Friday

stfiat]ia ; : S Ready
ciseo Cisco Finesse ®

GeneralShift

Manage Calendar
Associated with 1 IVt Calendarisg = SampleChat)
Bescripiion : Schecule for general shift

Business Hours istom Business Days  Holkays

Name o the Day Date Tirme Flangs | Tirme Fangs 2
Firstday Septembe: | 91 Sep 2021 From | 09:00 AM 12:00 PM 3

First day Oclober W01 Ot 2021 From | 09:00 AM 12:00 PM

Fiest Dy Nowvember (/01 Now 2021 From | 09:00 AM 12:00 PM

First Dy December [ 01 Dec 2021 From  09:00 AM 12:00 PM

@  Maximum of 40 Custom Business Days can be configured

REST API

1. BB CCXREMHIREST API4EE AR BRI ThEE,

Holidays

Hame

ndepandecce Day

Time Flange &

w T 0

Tirne Zone: Asia/Kolats

Date

15-Aug- 2021

24-Dec- 2021

26-Dec- 2021

2. APINE MBI AT ELLALEF ; https://developer.cisco.com/docs/contact-center-

express/#!calendar,
3. BYPOSTMANGIZE H I RAIEB I T AR



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

hitpsiifusen-glot., ® + e Mo Envirsnment w

https:/fucex-global-125sul.cisco.local fadminapi/calendar B save ~ rd -

POST ~  https:ffuccx-global-125sul.cisco.localiadminapifcalendar
Params  Authorization ®  Headers (10) Body ®  Pre-request Seript  Tests  Settings Cookies
T

L Basic Auth ¥ Username admin
The authorization header will be automatically Pass e 1

generated when you send the request.

Learn more about authorization A
Show Password

Rodv  Cnokies (110 Headers (111 Test Resulis % Status P Created  Time- A2 ms Sire RG4 R Save Resnonse

hetps:/juccx-ghob... @ + e Mo Environment -
https:fjucex-global-125sul. cisco.localjadminapi/calendar B save & B
POST ~  https:fiuccx-global-125sul cisco.local/adminapifcalendar m
Params  Authorization ®  Headers (10} Body ®  Pre-request Script  Tests  Settings Cookies
® none @ form-date @ x-www-form-uriencoded @ raw @ binary @ GraphQL XML ~ Beautify
1 <?xml versions"1.8" encoding="UTF-8" standalones"yas™2>
2 <calendar>
3 - <name>TestCalendard< names
4 - -<timeZonesAsia/Kolkatac/timeZone>
5 - <description>Calendar via API</descxiption>
& - <calendarType>FIXEDHOURS</calendazType>
7 - <businessDays>
8 <businessDay>
£ <day0ieck>HON</dayOfneek>
18 safre s el o cintexvals>
11 sofecaf e ol s cxdntezvals
12 selesile e enamesMoznings fname>
13 celiekces s catartTine 28900/ staxtTinex
14 Celeiscis s candTime> 17 100 fendTimes
15 solesafe s ol s e finbervals
16 cofeesil e fintervalss
17 << fbusinessDay>
18 co <businessDay> —
Body Cockies (1) Headers (12) Test Results & Status: 201 Creaved Time: 273 ms  Size: 745E  Save Response
Pretty Raw Preview Visualize XML = wma

1 https://ueex-global-125sul. ciscs. local /adminapd/calandax/s

Calendar Management
I}' Add New

‘@ 2 records found ‘

Hama v Tiess Zeew Cusiom Busimss Days bty Associtud wit Deiete

GentraGhat Sehadulé fof ganeral $hift Asiakinlcta Custom o = (IR Calendarige], (Chat Sampl.. 1§

Jresicatendary Calenciar via AF1 Asiawpicat Custem - - = o}
A Hew

() staximum o 50 Catmndare can be confures

RPIXMLIEX , AEEM IR BT



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
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