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UCCX 7.0 Update

Philippe Perin – C S E  E m erg ing  f o r C C
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Agenda

1.I n t r o d u c t i o n  o f  w h a t  U C C X  i s
2 .V e r s i o n  O v e r v i e w  

version compatibility, upgrade path, packaging changes, 
deployment models, max imum capacities

1.N e w  f e a t u r e s :
A gent E-mail
P resence
C isco A gent D esktop ( C A D ) / C isco S upervisor D esktop 
( C S D ) / C isco D esktop A dministrator ( C D A )  Enhancements
Q M  Enhancements
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A C D / C T I  
Intelligent Data Driven
R o u ting and  
S c reen P o p

R epo rt ing
R eal-T im e &  
H is to ric al

S elf  S erv ic e
A ny -T im e A c c es s
T o  Inf o rm atio n

V irt u a liz a t io n
A ny  tim e,  any w h ere

H T M L  T rig g ers
Integratio n to  W eb  C T  
and  o th er W eb  B as ed  
U s er Interf ac es

C a ll 
R ec o rd ing
O n Dem and / w o rf lo w
Q u ality

IP Phone A g ent

S u p er v i s or  T ool s

What is UCCX 
y o u r  CC ap p l ic atio n ,  A l l  I n  O n e  B O X

IV R  

S c r een Pop

R em ot e A g ent s

W eb  B a s edInt er a c t i ons A g ent  T ool s

D es k t op s

S t a f f i ng  T ool s
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U ni f i ed C o nt ac t  C ent er  E x p r es s
w i t h  I P C C  E nt er p r i s e /  I C M
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Version Overview
version compatibility, 
u pg rad e path , pack ag ing  
ch ang es, d eployment 
mod els, max imu m capacities
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O v er v i ew
1. C C X  7 .0  i s  t h e  s u c c e s s o r  t o  C C X  5 .0 .
2 . N a m e  c h a n g e  - C R S  i s  r e p l a c e d  w i t h  C C X .
3 . R u n s  o n  W i n d o w s  2 0 0 3 .
4 . F C S  i n  A u g  2 0 0 8 .
5 . S u p p o r t s  u p g r a d e  f r o m  C C X  4 .5 ,  5 .0 ( 1) ,  5 .0 ( 2 ) .
6 . P r e m i u m  i n c l u d e s  p r e v i e w  o u t b o u n d  a n d  a g e n t  e -

m a i l .



7
© 2 0 0 8  C i s c o  S y s t e m s ,  I n c .  A l l  r i g h t s  r e s e r v e d . C i s c o  C o n f i d e n t i a lP r e s e n t a t i o n _ I D

V er s i o n C o m p at i b i l i t y
1. U n i f i e d  C M  6 .1,  C M  7 .0
2 . C M E  7 .0
3 . U n i f i e d  C C E  /  U n i f i e d  I C M E  V e r s i o n  7 .2 ,  7 .5
4 . C S A  ->  V e r s i o n  5 .x  o r  l a t e r
5 . C i s c o W o r k s  C a m p u s  M g r  4 .X
6 . C U O M  2 .X



8
© 2 0 0 8  C i s c o  S y s t e m s ,  I n c .  A l l  r i g h t s  r e s e r v e d . C i s c o  C o n f i d e n t i a lP r e s e n t a t i o n _ I D

U ni f i ed C o nt ac t  C ent er  E x p r es s
w i t h  U ni f i ed C o m m u ni c at i o ns  M anager

Router/GW

Active Cisco Active Cisco 
U n if ied  CCX  U n if ied  CCX  
ser ver  ser ver  (Inbound, (Inbound, 
O ut bound A C D , IV R , C T I, O ut bound A C D , IV R , C T I, 
D e s k t op  S e r v i c e s )D e s k t op  S e r v i c e s )
(op t i ona l )(op t i ona l ) S ta n d b y  S ta n d b y  
CCX  ser verCCX  ser ver

C U C M
C l us ter

S up erv i s or
S ta ti on s

A g en t
S ta ti on s

S w i tc h

PSTNPSTN

A V V I DA V V I D
W A NW A N

C i s c o U n i f i ed  E I M /WI M   s erv er c l us terC i s c o U n i f i ed  E I M /WI M   s erv er c l us ter
D ed i c a t ed  EIM  or  W IM  or  c om b i ned  EIM + W IM  D ed i c a t ed  EIM  or  W IM  or  c om b i ned  EIM + W IM  
c l u s t erc l u s t er

C i s c o Q M  a n d /or WF M  s erv ersC i s c o Q M  a n d /or WF M  s erv ers

N ua n c e or I B M  A S R a n d /or T T S  s erv ersN ua n c e or I B M  A S R a n d /or T T S  s erv ers
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U ni f i ed C o nt ac t  C ent er  E x p r es s
w i t h  C o m m u ni c at i o ns  M anager  E x p r es s

C M E

S up erv i s or
S ta ti on s

A g en t S ta ti on s  
( S C C P )

P S T NP S T N

S i p  t r u nk

IP c om m u ni c a t or

N ua n c e or I B M  A S R a n d /or T T S  s erv ersN ua n c e or I B M  A S R a n d /or T T S  s erv ers
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Un if ie d  Co n tac t Ce n te r  E x p r e ss
M ax  Cap ac itie s S u p p o r t ( I n b o u n d  O n l y  w ith H A )

21 01 01 01 6H R  s e s s i o n s  ( o p e r a t i n g  
h r s )  

3 23 23 23 26 4R e c o r d / m o n i t o r  s e s s i o n s
1 081 01 53 2Su p e r v i s o r s
1 5 01 5 01 5 01 5 01 5 0Sk i l l s
5 02525251 5 0C o n t a c t  Se r v i c e  Q u e u e s
254 04 04 080V X M L  Po r t s
254 04 04 01 6 0TTS Po r t s
255 05 05 01 0 0A SR  Po r t s
5 07 51 0 01 5 03 0 0I V R  Po r t s
1 0 0 020 0 020 0 020 0 04 0 0 0B H C A
5 07 51 0 01 5 03 0 0A g e n t s
7 8 x x7 8 1 67 8 2 57 8 3 57 8 4 5Se r v e r  Ty p e
C M EU n i f i e d  C C X  ( w i t h  C C M  7 . 0 / 6 . 1 )
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New Features – A g en t 
E-m ai l
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Agent  E -M ai l
1 . I ncluded in P remium
2 . Entry-level email solution
3 . A ddresses market that need contact-center email management 

but does not req uire an ex tensive set of  f eatures
4 . S upport M S  Ex change 2 0 0 3 / 2 0 0 7
5 . P rovides email distribution, q ueuing, management, reporting
6 . I ntegrated w ith C A D , C S D  and C D A
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Agent  E -M ai l
1 . P rovides a core 
f eature set f or 
managing contact 
center e-mails

2 . D istributes e-mails 
to agents

3 . S ends responses 
f rom the contact 
center to the 
customers

4 . R eports on e-mail 
activity.

V oice a n d  E-M a il  Con ta ct L ist

S en d er ’s T ex t
T em p l a tes,  S p el l in g ,  
a n d  Atta ch m en ts

Ag en ts R esp on se
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Agent  E -M ai l
Voice ACD and E-M ail  S t at es

Ag en t E-M a il  S ta tesACD  S ta tes

1 . A gents mix  and match voice and e-mail states as desired
2 . I f  voice state is “R eady,” then e-mail processing can be 
interrupted by an A C D  voice call 
D esktop f ocus automatically changes to voice display
C A D  auto saves e-M ail to “draf t” and places agent in A gent E-
M ail “N ot R eady” state

3 . A gent can resume E-M ail processing at any time 
4 . C A D  accurately tracks agents’ state
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Agent  E -M ai l
P r oces s ing  E-M ail

R eceive

R esp on d

R eview

1.A g e n t s  c a n :
R ec eiv e one or multiple e-mail contacts

R ev iew each e-mail’s content and attachments

R es po nd w ith a combination of  templates and composed material.



1 6
© 2 0 0 8  C i s c o  S y s t e m s ,  I n c .  A l l  r i g h t s  r e s e r v e d . C i s c o  C o n f i d e n t i a lP r e s e n t a t i o n _ I D

Agent  E -M ai l
R ev iew ing  E-M ail

S en d ,  S a ve,  or  P l a ce in  Q u eu e

S en d er ’s T ex t

1 . T he E-M ail content appears in H T M L
2 . T he agent can transf er to a more appropriate q ueue or transf er back to the ex isting q ueue.
3 .E-mail’s attachments are easily accessible

S en d er ’s Atta ch m en ts
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Agent  E -M ai l
Com p os ing  E-M ail  R es p ons e

Ch eck  S p el l in g

Atta ch  F il es

U se T em p l a tes

1 . C ustomer def ined templates can be inserted throughout the response
2 . A gents see and correct misspellings w hile typing tex t*
3 . A gents can attach multiple f iles as necessary 

*Single Byte Languages only
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Agent  E -M ai l
Ag ent  E-M ail  R ep or t s

1 . R eal T ime D isplays updated to include E-M ail metrics
C urrent Q ueue totals
E-M ail S tate L og
D etailed log of  E-M ail activity
S ummary of  E-M ail activity
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� N ew  I ntegrated E-M ail R eal T ime R eports
E-M ail C S Q  – T eam S ummary /  S ummary 
( displays e-mails volume by q ueue)

E-M ail C S Q  – D etail 
( displays agent-by-agent breakdow n of  e-mails volume by q ueue)

C oor d i na t ed  d el i v er y  of  S u m m a r y  a nd  
D et a i l  R ea l  T i m e R ep or t s

N a v i g a t e E-M a i l  C S Q s

Agent  E -M ai l
Cis co S u p er v is or  Des k t op
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� Enhanced and N ew  R eports provide 
S upervisor visibility to agent’s E-M ail activity
A g e n t  - T e a m  S u m m a r y  

(total e-m ai ls  p r es en ted  an d  r es p on d ed  to b y  th e 
team )

A g e n t  - T e a m  S t a t e
(ag en t b y  ag en t e-m ai l s tate f or  th e team )

A g e n t  – A g e n t  v s .  T e a m  S u m m a r y  (i n c lu d es  e-
m ai l s tati s ti c s  f or  ag en t an d  team )

A g e n t  C o n t a c t  – E-M a i l  
(N ew  R ep or t th at d i s p lay s  h ead er  i n f or m ati on  of  
d r af t an d  p r oc es s ed  ag en t e-m ai ls . )

A g e n t  L o g s  – S t a t e  
(i n c lu d es  ag en t' s  e-m ai l s tates  c om m i n g led  w i th  
v oi c e s tates . )

A g e n t  L o g s  – E-M a i l  
(N ew  R ep or t th at d i s p lay s  a r ec or d  of  th e e-m ai ls  
th at th e ag en t r etr i ev ed )

Agent  E -M ai l
View  Ag ent  Act iv it y  on CS D

A g ent  E-M a i l  a c t i v i t y  p er  
c ont a c t
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C C X  S t andar d H i s t o r i c al  R ep o r t s
N ew  Ag ent  E-M ail  R ep or t s
� N e w  d a t a b a s e  t a b l e s  w i t h i n  C C X  f a c i l i t a t e  t h e  d e l i v e r y  o f  
s t a n d a r d  a n d  c u s t o m  h i s t o r i c a l  r e p o r t i n g .  

� T h e  n e w  S t a n d a r d  H i s t o r i c a l  R e p o r t s  a r e :
– I nbox  T raf f ic A nalysis - show s the number of  e-mails received f or 
the selected e-mail addresses in daily time intervals.

– C ontact S ervice Q ueue A ctivity - show s summary statistics f or e-
mail activity f or the selected e-mail contact service q ueues in daily 
time intervals.

– A gent A ctivity - show s summary statistics f or e-mail activity f or the 
selected e-mail enabled agents in daily time intervals.

– C ontact S ervice Q ueue A gent A ctivity - show s summary statistics 
f or e-mail activity by agents and dates f or the selected e-mail 
contact service q ueues in daily time intervals.
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P S T N

A g e nt S up e r v i s or

C us t om e r

L A N

M S  E x c h a ng e  
2 0 0 3  /  2 0 0 7 ) C i s c o C C X

A g e nt  E -M a i l
E nt e r p r i s e
W e b S e r v e r

Agent  E -M ai l  
Ar ch it ect u r e

C u s t om er  s end s  E-M a i l  t o  
A g ent

E-M a i l  ent er s  M a i l  
s t or e

A g ent  E-M a i l  S er v i c e 
m oni t or s  M a i l  S t or e

A g ent  E-M a i l  i ns er t s  
r ec or d  f or  a p p r op r i a t e E-

M a i l  C S Q

A g ent  E-M a i l  s ees  A g ent  
s t a t e a nd  d el i v er s  t o C A D .
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Agent  E -M ai l  
CS Q  Conf ig u r at ion

Id ent i f y  C S Q  T y p e

1.C r e a t e  o n e  o r  m o r e  E -M a i l  s p e c i f i c  C S Q s
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Agent  E -M ai l  
CS Q  S et t ing s

E-M a il  to CS Q  
M a p p in g

Au tom a ted  R esp on ses

1.S e t  a u t o m a t e d  r e s p o n s e s  f o r  t h a t  C S Q
2 .M a p  E -M a i l  a d d r e s s e s  t o  t h e  C S Q  
3 .S y n c h r o n i z e s  E -M a i l  C S Q  I n f o r m a t i o n  f r o m  C C X
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Agent  E -M ai l  
R es p ons e T em p l at es

M u l tip l e T em p l a tes

L oca te on  W eb  or  
N etw or k  S er ver

1.A d m i n i s t r a t o r  c a n  c o n f i g u r e  m u l t i p l e  t e m p l a t e s
2 .T e m p l a t e s  c a n  b e  l o c a t e d  o n  a  W e b  o r  N e t w o r k  S e r v e r  a n d  
r e f e r e n c e d  v i a  U n i f o r m  R e s o u r c e  I d e n t i f i e r  ( U R I )
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Agent  E -M ai l  
R es ou r ce Conf ig u r at ion

1.A g e n t s  c a n  h a v e  d e d i c a t e d  o r  m i x e d  s k i l l s

A s s i g n  V oi c e a nd  E-M a i l  
S k i l l s  a s  d es i r ed
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New Features –
P resen c e I n teg rati o n
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P r es enc e I nt egr at i o n
1. C A D  i s  i n t e g r a t e d  w i t h  C i s c o  U n i f i e d  P r e s e n c e  ( C U P )
2 . I n c l u d e d  i n  a l l  p a c k a g e s
3 . A l l o w s  a g e n t s  t o  c h a t  w i t h  s u b j e c t  m a t t e r  e x p e r t s  

( S M E s )
4 . F a c i l i t a t e s  t r a n s f e r  a n d  c o n f e r e n c e  t o  S M E s
5 . F a c i l i t a t e s  t r a n s f e r  o f  e n t e r p r i s e  d a t a
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CUP  I n te g r atio n
T y p ical  U s e-Cas e S cenar io

A

C us t om e r

A g e nt

P S T N

C ha t
E x p e r t

C U PS

C u s t om er  p l a c es  c a l l  t o 1 -
8 0 0 -H el p  a nd  g et s  A g ent

C C X  r ou t es  C u s t om er ’s  
c a l l  t o A g ent

C U PS  i nd i c a t es  a n Ex p er t  i s  a v a i l a b l e t o 
hel p  A g ent  w i t h C u s t om er ’s  q u es t i on

A g ent  need s  a n ex p er t ’s  a s s i s t a nc e.   
U s es  C i s c o A g ent  D es k t op ’s  C ha t  t o 

f i nd  Ex p er t

A g ent  a nd  Ex p er t  C ha t .   T he A g ent  
c a n a l s o t r a ns f er ,  c onf er enc e a nd  
d el i v er  c a l l  i nf or m a t i on t o t he S M E.
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C U P  I nt egr at i o n
Com m u nicat ing  w it h  S u b j ect  M at t er  Ex p er t s

1 . A gents and S upervisors see 
“S ubj ect M atter Ex perts” ( S M Es)  
w ho use C isco U nif ied P resence 
C ommunicator ( C U P C ) . 

2 . A gents can initiate chat sessions 
w ith S M Es 

3 . A dministrators control visibility of  
contacts

4 . P resence selection w indow  is 
independent and updated w ith 
the latest A gent C T I  state and 
S M E P resence S tate.

Ind ep end ent  Pr es enc e 
W i nd ow

D el i v er  C a l l  a nd  
Ent er p r i s e D a t a

T r a ns f er  /  C onf er enc e
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C U P  I nt egr at i o n
CU P S  Cl u s t er  S et t ing s

S p ecif y  Cl u ster  
S ettin g s

1 . S upports U nif ied P resence R eleases 6 .1  /  7 .0
2 . S upports C U P S  F ault T olerance
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1 . C o n t a c t  ( “b u d d y ”)  l i s t s  a r e  c r e a t e d  v i a  C i s c o  A g e n t  D e s k t o p  A d m i n i s t r a t o r
2. C o n t a c t  L i s t ’s  d i s p l a y  n a m e  w i l l  s h o w  u p  a s  a  d r a w e r  i n  t h e  A g e n t  /  S u p e r v i s o r   
C h a t  S e l e c t o r  w i n d o w .

3 . S M E n a m e s  a n d  U R I ’s  a r e  p u l l e d  f r o m  d i r e c t o r y .  

C U P  I nt egr at i o n
P r es ence Cont act  L is t

Con ta ct n a m es 
sy n ch r on iz ed  f r om  

d ir ector y
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1 . A ssign contact lists to W orkf low  groups, so agents only have visibility to 
appropriate C ontact L ists 

C U P  I nt egr at i o n
As s ig n Cont act  L is t s  t o W or k  F l ow  G r ou p s

Assig n  Con ta ct 
L ist to W or k f l ow  

G r ou p s
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1 . C isco U nif ied P resence can integrate w ith a f oreign domain, allow ing C U P  
users in an enterprise domain to interact w ith users in a f oreign domain. 

2 . C isco D esktop A dministrator includes the option to enter ex ternal users in 
a f oreign domain ( e.g. inter-cluster peers or f ederated domains.)

3 . I n this w ay, C isco A gent D esktop can integrate w ith those f ederated 
domains also supported by C isco U nif ied P resence.

C U P  I nt egr at i o n
Ex t er nal  Cont act  Conf ig u r at ion

Access to 
Ex ter n a l  U ser s
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C A D ,  C S D ,  C D A  
En h an c em en ts
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1 . C isco D esktop A dministrator is migrating f unctions to a w eb module. T he 
f ollow ing components are now  conf igured on the w eb-based C D A :
A gent E-M ail 
S ervices - Enterprise D ata, M onitoring and R ecording S etting
P ersonnel - A ssignment of  A gents to W ork F low  G roups
C isco U nif ied P resence - I ntegration of  C isco A gent D esktop w ith C U P  
users

2 . W orkf low  A dministration is still conf igured on the ex isting thick client

C D A E nh anc em ent s
W eb -B as ed Adm inis t r at ion
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W eb -b a s ed  C D A  c a n b e l a u nc hed  f r om  
C D A  c l i ent

C D A E nh anc em ent s
W eb -B as ed Adm inis t r at ion
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C D A E nh anc em ent s
Voice Cont act  &  Ag ent  S t at e w or k f l ow s

1 .V oice contact w orkf low s allow  you to trigger actions based on call 
related events:  R inging, A nsw ered, D ropped and W ork
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1 .A gent management w orkf low s allow  you to trigger actions based on
agent events:  S tartup, S hutdow n, L ogged in, L ogged out, R eady, N ot 
ready and T ime of  day

C D A E nh anc em ent s
Voice Cont act  &  Ag ent  S t at e w or k f l ow s
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C D A E nh anc em ent s
G l ob al  W r ap -u p

1 .W rap-up data that is common to all w orkf low  groups can be conf igured 
at the global level
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1 .R eason codes can now  be conf igured to be w orkf low  group specif ic.

C D A E nh anc em ent s
W or k f l ow -g r ou p -b as ed R eas on Code
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1 .P hone books can be conf igured to be w orkf low  group specif ic.

C D A E nh anc em ent s
W or k f l ow -g r ou p -b as ed P h one B ook
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CD A  E n han c e m e n t
I m p or t / Ex p or t  W or k f l ow  Act ions  

1 .W orkf low  actions can be ex ported and then imported into other contact 
centers. S upports H T T P , L aunch ex ternal application and K eystroke 
macros.
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C D A E nh anc em ent s
B l ind Conf er ence Act ion

1 .A dministrators can conf igure a blind conf erence action.
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1 .S upports I E and F iref ox .
http://<CRS server>:6293/cadbe/CAD-

B E . j sp

2 .S upports reason codes and 
w rap-up data

3 .D oes not currently support the 
new  agent e-mail and presence 
f eatures.

CA D  E n han c e m e n ts
B r o w se r  E d itio n
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C AD  E nh anc em ent
M u l t i-B r ow s er  T ab s  in CAD

1 .U p to 1 0  tabs are supported.
2 .A  dif f erent home page can be conf igured f or each.

A g en t D es k top  h as  a tab  
d ed i c ated  to s u p er v i s or  U R L  

p u s h es .
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C AD  E nh anc em ent
I P C R eceiv e Ev ent
1 .C ustom 3 rd party applications can control the agent desktop
2 .M ake C all, S tart/ stop R ecording and A gent N otif ication actions are 
supported

W hen ena b l ed  C A D  
w i l l  l i s t en on t he 

s p ec i f i ed  U D P s oc k et  
f or  m es s a g es

3rd p a r t y  a p p s  
s end  m es s a g es  i n 

X M L  f or m a t .

<?xml version="1.0"?>
<! - - I P C  R ec eive E vent  M essa g e - - >
<I P C A c t ions>
<I P C M a k eC a llA c t ion>
<A c t ionN a me>I P C  M a k e C a ll A c t ion</ A c t ionN a me>
<P h oneN u mb er>2961</ P h oneN u mb er>
<D isp la y E rror>t ru e</ D isp la y E rror>
</ I P C M a k eC a llA c t ion>
</ I P C A c t ions>
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C S D  E nh anc em ent s

S u p er visor  ca n  
p u sh  w eb  
p a g es to 
a g en ts

S u p er visor  
m a y  h a ve u p  to 
1 0  b r ow ser  

ta b s

B r ow ser  ta b s 
a r e n ow  a t th e 
top  of  th e 
scr een

B r ow ser  
h istor y  n ow  

con ta in s u p  to 
2 5  a d d r esses
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E v er y t h i ng y o u  need i s  o n C C O

h t t p : / / w w w .c i s c o .c o m / e n / U S / p a r t n e r / p r o d u c t s / s w / c u s t c o s
w / p s 18 4 6 / t s d _ p r o d u c t s _ s u p p o r t _ s e r i e s _ h o m e .h t m l

h t t p : / / w w w .c i s c o .c o m / e n / U S / p a r t n e r / p r o d / v o i c e s w / n e t w o r
k i n g _ s o l u t i o n s _ p r o d u c t s _ g e n e r i c c o n t e n t 0 9 0 0 a e c d 8 0 7
10 4 2 7 .h t m l

Config tool 7.0
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Cisc o  N e tw o r k e r s B ar c e l o n a
2 6  – 2 9 .  J an u ar 2 0 0 9 .

r e g istr u j te se !

h t t p : / / w w w . c i s c o . c o m / w e b / e u r o p e / c i s c o -n e t w o r k e r s / 20 0 9 / i n d e x . h t m l
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