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Introduction

This document describes one reason why the Cisco Blended Agent (BA) Dialer fails to establish a session
with the Computer Telephony Integration (CTI) server and provides a solution in a Cisco Intelligent Contact
Management (ICM) environment.

Prerequisites

Requirements
Cisco recommends that you have knowledge of these topics:

» Cisco ICM
* Microsoft Windows 2000 Server

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

* Cisco ICM version 5.0 and later
* Microsoft Windows 2000 Server

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.
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Topology

The CTI Server is an optional component that allows an external CTI application to communicate with a
Peripheral Gateway (PG). It can reside on the same machine as the PG or on a separate machine. Microsof
Windows 2000 is the accepted platform for ICM version 5.0 and later.

Figure 1 shows the troubled PG and CTI Server setup. It runs on side B of a duplexed PG. It has two Netwo
Interface Cards (NIC). One for the visible network and the other is for the private network. Traffic between
the CTI Server and the BA Dialer travels the visible network.

Figure 1: CTI Server with Two NICs

Yisible Network Private Network

Problem

BA Dialer fails to connect with the CTI Server, as Figure 2 shows. Eventually, the session request times out

Figure 2: BA Dialer

[hic.Dialer.BADialer] [CM-A] [CTI-U] [Ports-X] [MR-X] )

%) ? Trac Irying to connect to server: 18.1.8.183 on port: 43827
77T . sncket _npen_non_ Server=1A_1_8.1A3 ynrt=43A27
: Error calling Connect(): 160861
: Could not connect to either CII Server A or CII Server B
- CI'l Server configurations
CTI Server A: 10.1.8.102, Port: 420827
CTI Server B: 18.1.8.1683, Port: 430827
Waiting for 5 seconds before retrying
Trying to conn to server: 19.1.8.182 on port: 42027
sncket _onen_on ruer=1A.1_8.1A2 nort=-42A27
Error calling nect()>: 18861
Could not connect to either CTI Server A or CII Server B
Cll Server configuration:
CTl Server A: 18.1.8.182, Port: 42027
CTI Server B: 10.1.8.183, Port: 430827
Waiting for 5 seconds before retrying
Trying to connect to server: 18.1.8.103 on port: 43827
npen_nn_Server=1A_1_8.1A3 ywnrt=43A27
» calling Connect(): 106861
not connect to either CTI Server A or CIl Server B
Cll Server contfiguration-:
s 2 CTI 8§ » A: 18.1.8.182, Port: 42027
- 8 Tr - CTI rver B: 10.1.8.183, Port: 43827
:94:30 Trace: Waiting for 5 seconds before retrying
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Troubleshoot

Complete these steps when this problem occurs:

1. Configure and run the ctitest command on both CTI Servers (A and B).
2. Verify the network, IP address, and port number if the test fails.

Note: Refer to the CTI Test Guide for information about the ctitest command.

3. Run netstat —n —a to verify that the correct IP address listens to the correct port on the active CTI
Server.

Solution

When you establish a session in TCP IP, an IP address and port number are required on both the source ar
destination machines. According to the dialer configuration, as Figure 3 shows, the session request is sent t
either port 42027 or port 43027 for CTI Server A (10.1.8.102) or CTI Server B (10.1.8.103) respectively.

Figure 3: Dialer Properties

Dialer Properties - X|

Blended agent server: |1 0.1.8.100

CTI server A: —Dll‘l 01.8.102
CTI server port A: —."4202? |

CTI server B: e}l 10.1.8.103

CTI server port B: iy | 413027

Heart beat; |500

Media routing port: |2EIUEI

Call Manager TFTP server: I1 0.1.16.67

< Back | Nest > l Cancel

The root of the problem is the NIC binding order. In ICM, when the CTI Server opens a session, it listens to
port 42027 or 43027 on CTI Server A or B, respectively. In a multiple NIC environment, the CTI Server
listens to ports of the first NIC's IP address in Microsoft Windows 2000 server.

Since the IP address of the first NIC is 172.1.8.103 on the CTI Server B, as Figure 4 shows, the CTI Server
listens to port 43027 (CTI Server B) of IP address 172.1.8.103. But the BA Dialer sends the session request
port 43027 of IP address 10.1.8.103 . Thus, the session fails to establish between the CTI Server and the B,
Dialer.

Figure 4: Binding Order
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Advanced Settings lll'

Adapters and Bindings | Provider Order ]

Connections are listed in the order in which they are accessed by
DNS and other network services.

Connections:

A lan] — 17218103 ar
b 1an2 M— 10.1.8.103

&3 [Remote Access connections] 3

Change the binding order to fix the problem. Refer to CRA Engine Not Starting with Second NIC Installed fo
information on how to modify the NIC binding order.

NetPro Discussion Forums — Featured Conversations

Networking Professionals Connection is a forum for networking professionals to share questions, suggestiot
and information about networking solutions, products, and technologies. The featured links are some of the
most recent conversations available in this technology.
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IP Communications and Video: Contact Center

Related Information

» CTI Test Guide
* CRA Engine Not Starting with Second NIC Installed
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