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Introduction

This document describes one reason why-an-+eeminginbound call bounces between two agents and provic
a solution in a Cisco IP Contact Center (IPCC) Express environment.

Prerequisites

Requirements
Cisco recommends that you have knowledge of these topics:

« Cisco CallManager
 Cisco Customer Response Solutions (CRS)

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

« Cisco CallManager
 Cisco CRS

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 sul
that you understand the potential impact of any command.

Conventions

Refer to Cisco Technical Tips Conventions for more information on document conventions.

Problem

When a new call arrives at an agent desktop, Agent One receives the enterprise data screen pop and one ri
Before the agent can answer the call, the call is transferred to Agent Two with the enterprise data screen po
and one ring. Before the second agent can answer, the call is transferred back to Agent One. The call switcl



back and forth between the two agents and neither agent can answer the call. It appears the call is in a

recursive loop—as-shewn irfSee Figure 1.)
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Solution

The problem is caused by the timeout setting between the Forward NoAnswer Timer in CallManager and the
Select Resource step of the CRS script. In order tTo fix this problem, the Forward NoAnswer Timer must
exceed the Timeout value of the Select Resource step.

Set the Forward NoAnswer Timer

Complete the following steps in order to set the Forward NoAnswer Timer:

1.In Cisco CallManager Administration-selectchoose Service > Service Parameter .

2. SeleetChoose the correct server from_the Server drop—down list.

3. SetChoose-the-serviee to Cisco CallManageom the Service drop—down list-as-shewn in. (See
Figure 2.)

Figure 2: Service Parameters Configuration
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Select the server and the service you want to configure:

Server* |RCDN4LABPUB |
Service* — Not Selected — s
— Not Selected —
Note: If the service you w @ Service drop-down, you must activate
it using Service Activation. gzzg g::rt:::fﬁ;yerhdonnor
Cisco Extended Functions
* indicates required item Cisco Extension Mobility Logout

Cisco IP Manager Assistant

Cisco IP Voice Media Streaming App
Cisco Messaging Interface —_
Cisco MOH Audio Translator

Cisco RIS Data Collector -

4. In the Cluster Wide Parameters (Feature — Forward) Sieeagateenter a value in tH® Forward

NoAnswer Timer_(sec)* field. —trderthe-&it:Strong&gt:ClusterWide-Parameters{Feature —
Forward)&itfStrong&gtsectiorn(See Figure 3.)

Figure 3: Forward NoAnswer Timer

Parameter Name Parameter Value €

Advanced CallForward Hop

Flag® |False |

Forward Maximum Hop Count® |1 2 Forward NoAnswer Timer should
< exceed the Timeout value of the

Select Rezource step inthe CRS

Forward NoAnswer Timer (sec)* |15 script

Max Forwards Hops To DN* j12

Retain Forward Information* IFaIse 3

Tone on Call Forward* | True =l

Note: The Forward NoAnswer Timer value must be greater than the Timeout value in the Select
Resource dialog box. (See Figure 4.)

Set Timeout for Select Resource

Complete these steps in order tTo setthe tTimeout value of the Select Reseuree;—complete-the-fellowing ste

1. Use the Cisco Customer Response Applications (CRA) Editor in order to ILoad the CRS-seript using
the Cisco-CRAEdHtor.



2. In the dialog boxFelecate-the-&it:Strong&gt:SelectResourcedit/Strongé&gt-—step, right—click and
select Propertle&n—t-he-pep-ep-m#nelewm order to Iocate the Select Resource—step#he Select

The Select Resource window appears. (See Figure 4.)

Figure 4: Timeout Setting of the Select Resource Step

:?. C:\Program Files\wfavvidicd.aef |t
- ,@ Start

= /D0 NOT MODIFY */

2 THIS IS A SAMPLE SCRIPT ... %/

; /*CHANGES WILL BE LOST ... %/

- /*DURING UPGRADES OR RE-INSTALLS ... */

- #IF YOU MAKE CHANGES */

- /* SAVE SCRIPT UNDER & =/

- [B) 7 DIFFERENT NAME =/

------ Accept [contact: --Triggering Contact--)

% Play Prompt [contact: --Triggering Contact--, prompt: ‘WelcomePrompt)
- A |Select Resource [contact: --Triggering Contact--, CS0: CS0) |4—

A Erd
General |
| Call Contact: | --Triggering Contact-- ;l
[ Resource ID: I resourcelD ~|
I Contact Service Queue:  |CSQ _I
Connect: " Yes  No
[ ]
1 Timeout should be less than Forward MNoAnswer Timer
oK | Apply | Cancel | Help |

3. SetEnter a value in the Timeouwdlaefield, and cliclOK .

Note: This Timeout value-shetldmust be-shorterless than the Forward No AnswerTimeoutr.
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Related Information

» Technical Support — Cisco Systems

Contacts & Feedback | Help | Site Map



© 2014 - 2015 Cisco Systems, Inc. All rights reserved. Terms & Conditions | Privacy Statement | Cookie Policy | Trademarks of
Cisco Systems, Inc.

Updated: Jan 08, 2007 Document ID: 60556




