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 Preface 
Cisco  Validated Designs (CVDs) provide the  foundation fo r systems design based on common use cases 
o r current eng ineering system prio rities. They incorporate a broad set o f techno logies, features, and 
app lications to  address customer needs. Cisco  engineers have  comprehensive ly tested and documented 
each CVD in o rder to  ensure  faster, more  re liable, and fully pred ictable deployment. 

CVDs include  two guide  types that provide tested and validated design and deployment details: 

• Technology design guides p rovide  deployment de tails , info rmation about validated products and 

so ftware , and best practices fo r specific types o f techno logy. 
• Solution design guides integrate  o r re fe rence  existing CVDs, but also include product features and 

functionality across Cisco  products and may include  info rmation about third-party integration. 

B o th CVD types provide a tested starting  point fo r Cisco  partne rs o r customers to  begin designing and 
dep loying systems using the ir own se tup and configuration. 

Scope 
This guide  covers the  fo llowing technology areas and products: 

• Unified communications applications, such as IP te lephony and contact cente r 

• Te lephony call agent 

• Cisco  Contact cente r se rve r 

• Cisco  SocialMiner 

• Cisco  Finesse Desktop 

• Cisco  Unified Inte lligence Center 

• Virtualized se rve rs 

• Cisco  IP te lephones 

• Integration o f the  above with LAN and data cente r switching infrastructure  

For more  info rmation, see the  “Design Overview” section in this guide. 

Proficiency 
This guide  is fo r people  with technical p ro ficiencies—or equivalent experience  in CCNA Collaboration—1 to  

3 years in designing, installing, and troub leshooting vo ice  and unified communications app lications, 
devices, and networks. 

Comments and Questions 
If you would  like  to  comment on a guide o r ask questions, p lease email: 
co llab-mm-cvd@exte rnal.cisco .com. 

mailto:collab-mm-cvd@external.cisco.com
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 Disclaimer 
The IP address scheme used in this document is fo r representational purposes only. 
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 Introduction 
Histo rically, the  ab ility to  easily add functionality into  the  te lephony environment fo r corporate help desks 
has been challenging. Trad itional contact cente r so lutions have been d ifficult to  imp lement because o f the  
add itional hardware components required, and the  complexity o f the  so ftware needed to  imp lement the  
business requirements o f the  contact cente r. In add ition, it has been ve ry d ifficult to  integrate  the  contact 
cente r with the  corporate  data systems, due to  the  lack o f availab ility o f common inte rfaces. 

This complexity has typ ically made the  imp lementation o f IP te lephony functionality a long and invo lved 
process, and the  expertise required to  install and maintain the  system is expensive . 

This guide  shows you how to  reduce the  complexity o f deploying a contact cente r by using Cisco  Unified 
Contact Cente r Express (CCX). 

Technology Use Case—IP-based Help Desk 
Organizations need a s imp le multichannel communication system fo r the ir employees to  contact inte rnal 
support departments, like  Human Resources and Info rmation Technology to  provide enhanced user 
experience, faster problem resolution and real-time communication. Users expect time ly responses to  
the ir questions and problems. However, it is  easy fo r an issue  to  go unresolved, fo rgotten, o r s imply fall 
through the  cracks if no t hand led promptly. The  info rmation about the  user and the ir particular issue  should  
be  co llected in real time , so  a sub ject matte r expert can he lp  the  calle r as quickly as possible. 
Organizations need an easy way to  manage their he lp  desk from a central location without rep licating 
costly components at the ir remote  s ites. 

This design guide provides guidance on the  fo llowing aspects o f deploying Cisco  Unified CCX: 

• Simplifying dep loyment and management through a centralized design, while  saving on infrastructure  
components 

• Enab ling o f the  Sing le Sign-On feature and re lated configuration on Cisco  Unified CCX  

• Routing o f calls over the  inte rnal IP ne twork, avo id ing the use o f expensive dedicated PSTN trunks 

• Estab lishing multip le queues fo r each department so that agents can be  assigned to  one or more  
availab le  queues based on their skills  as we ll as skill leve ls 

• Allowing agents to  handle requests via multip le  channe ls o f communication like  vo ice , email and web 
chat, regard less o f the ir physical location 

• Demonstrating how Context Service  Finesse he lps improve agent productivity and customer 
experience 

• Provid ing live  and histo rical data in easy-to-read reports to  assist the  he lp  desk in respond ing to  
users 

• Strateg ically de fining the  agent and supervisor desktop layouts to  match the  needs o f the  teams and 
the ir contact cente r activities 

• Creating customized, detailed reports on key contact cente r metrics 
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 Design Overview 
Cisco  Unified Contact Cente r Express (Unified CCX) is an IP-based he lp desk solution with support fo r 
multip le  channe ls o f communication. It addresses the  small to  mid-size  contact cente r marke t. It is  tightly 
integrated with o ther Cisco  Unified Communications p latforms. Design and testing is pe rformed on the  
suite  o f Cisco  Unified Communications products as part o f a comple te solution. 

Cisco  Unified CCX has the  features o f a large  contact cente r packaged into  a s ing le o r dual-serve r 
dep loyment. The  system scales up to  400 concurrent agents, 42 supervisors, 150 agent groups, and 150 
skill g roups. A UCCX imp lementation can be  designed to  support  email, web chat, outbound calling , 
inbound calling , workfo rce  optimization and reporting. 

 

i Tech Tip 

The Cisco  B usiness Ed ition 6000 (B E6000) supports a maximum o f 100 concurrent agents. The design 
and deployment d iscussed here  o therwise apply to  a full-fledged Cisco  Unified Call Manager 
dep loyment. 

Solution Details 
The CCX he lp  desk so lution includes the fo llowing components (see Figure 1): 

• Cisco  Unified CCX fo r contact cente r so ftware  

• Cisco  Unified CM fo r agent and supervisor phones 

• Network Time Pro toco l (NTP) se rver fo r logg ing consistency 

• Domain Name System (DNS) fo r name-to-IP resolution 

• Syslog serve r fo r logg ing events (optional) 

Configuration o f Cisco  Unified CCX is easier than trad itional systems because the components 
communicate  over the  inte rnal IP ne twork, which he lps streamline the procedures. For example, when a 
phone number is created on Unified CCX to  reach a he lp  desk application, no additional configuration is 
needed in the  Cisco  Unified Communications Manager (Unified CM). The  configuration is sent over the  
ne twork to  Unified CM and the  d irecto ry number is created. Unified CM is automatically configured to  pass 
calls fo r the  d irecto ry number to  Unified CCX fo r furthe r processing. 

When a call is  p laced to  the  he lp  desk, it is  first p rocessed by Cisco  Unified CM, which recognizes that the  
number is destined fo r the  Cisco  Unified CCX app lication serve r. Unified CCX rece ives the  incoming call 
and identifies which app lication scrip t is  needed to  handle the  request based on the extension number that 
was d ialed . The scrip t p lays prompts and co llects d igits as d ictated by the  steps in the  scrip t and, if 
necessary, uses the  info rmation from the  calle r to  se lect an appropriate agent. If an assigned agent is no t 
availab le , the  call is  put into  an appropriate queue and a recorded message o r music is streamed to  the  
calle r. As soon as an agent is available , Unified CCX instructs Unified CM to  ring the  agent’s phone. When 
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the  agent p icks up, re lative  call context can be  d isplayed in the  agent’s desktop application using the  
Context Services as the  call is  de live red to  the  answering agent. This ensures that the  agent has the  
info rmation they need to  support the  customer. 

Cisco  SocialMiner checks fo r new emails o r web chats periodically and no tifies the Cisco  Unified CCX 
about the  new contact. Cisco  Unified CCX queues the  contact in the  appropriate  queue.  When an agent is 
availab le  it ass igns the  email/webchat request. The  agent can click the  accept button and start responding. 

Figure 1.   He lp  Desk using Cisco  Unified CCX 
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 Deployment Details 
Cisco  Unified CCX runs on the  same Linux operating systems as o ther Unified Communications p latforms 
from Cisco . You install the  operating system with the  app lication by using the  standard installation DVD or 
ISO file . 

This guide  has the  fo llowing sections 

1. Preparing the  Platfo rm fo r Cisco  Unified CCX 

2. Installing  the  Cisco  Unified CCX 

3. Configuring the  He lpdesk 

4. Configuring the  Finesse Desktop 

5. Configuring the  Cisco  Unified Inte lligence  Reporting 

Pre-deployment Checklist  
 

 Item 

  Fill in the Easy Access Configuration Sheet for your reference during the deployment process.  

  Establish network connectivity for BE6000 server to application and DMZ networks. 

  Obtain license files from the Cisco licensing system.  

  

Download the Open Virtualization Archive (OVA) file from the Cisco website, here:  

https://software.cisco.com/download/re lease.html?mdfid=286279660&softwareid=280840578&o
s=&rele ase=10.6%281%29&relind=AVAILABLE&rellifecycle=&reltype=latest&i=!pp 

  
Define the required DNS records on the DNS servers as specified under the Easy access 
configuration sheet DNS records requirements. 

  
To enable single sign-on feature on Cisco Unified CCX you must already have a configured ADFS 
server. 

 

 

  

https://software.cisco.com/download/release.html?mdfid=286279660&softwareid=280840578&os=&rele%20ase=10.6%281%29&relind=AVAILABLE&rellifecycle=&reltype=latest&i=!pp
https://software.cisco.com/download/release.html?mdfid=286279660&softwareid=280840578&os=&rele%20ase=10.6%281%29&relind=AVAILABLE&rellifecycle=&reltype=latest&i=!pp
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 Easy Access Configuration Sheet 
The fo llowing tab le provides you with a p lace  to  capture  all the  info rmation you may need during the  
configuration o f Cisco  UCCX-re lated se rvices. It includes example values used in this CVD, and a co lumn 
where  you can ente r your s ite-specific configuration values.  

Table 1.  CVD network configuration 

Item CVD Configuration Site-specific Configuration 
 Cisco Unified CCX Cisco Unified CCX 
IPv4 LAN address 10.106.170.160  
IPv4 LAN subnet 255.255.255.0  
IPv4 gateway 10.106.170.129  
System hostname uccx  
Default DNS servers (Local) 10.106.170.130 (Local 

DNS) 
 

  
  

Domain name mmcvd.ciscolabs.com  
NTP servers  10.106.170.130  

  
  
  
  

Time zone Asia/Calcutta  
Administrator Admin   
Password User123  
Application User CCXAdmin  
Password User123  
Security Password User123  
Organization unit Cisco System inc  
Location, country   
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Preparing the Platform for Cisco Unified CCX 

PR
O

C
ES

S
  1. Configure  p latfo rm connectivity to  the  LAN 

2. Prepare  the  serve r fo r Cisco  Unified CCX 

 

 

  

Procedure 1   Configure  p latfo rm connectivity to  the  LAN 

 

The  Cisco  Unified Contact Cente r Express serve r can be  connected to  a Cisco  Nexus switch in the  data 
cente r o r a Cisco  Catalyst switch in the  se rve r room. In bo th cases, quality-o f-service  (QoS) po licies are  
added to  the  ports to  maintain vo ice  quality during the  se tup and completion o f calls . Please choose the 
option that is appropriate  fo r your environment. 

Option 1: Connect Cisco Unified CCX to a Nexus 2248 Switch 
Step 1.   Log in to  the  Cisco  Nexus switch with a user account that has permission to  make  

configuration changes. 

Step 2.   If the re  is a previous configuration on the  switch port where  Cisco  Unified CCX is 
connected, remove the  ind ividual commands by issuing a no  in front o f each one  to  bring 
the  port back to  its de fault state . 

 
Step 3.   Configure  the  port as an access port, and then apply the  QoS po licy. 

Interface Ethernet107/1/18 

description Unified Contact Center Express  

switchport access vlan 148 

spanning-tree port type edge 

service-policy type qos input DC-FCOE+1P4Q_INTERFACE-DSCP-QOS 

  

i Tech Tip 

When dep loying a dual-homed Cisco  Nexus 2248 Switch, you must app ly this configuration to  both 
Nexus 2248 devices. 
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 Option 2: Connect Cisco Unified CCX to a Catalyst 3X50 Switch 

To ensure  that s ignaling traffic is prio ritized appropriately, you must configure the  Cisco  Catalyst access 
switch port where  Cisco  Unified CCX is connected to  trust the  D iffe rentiated Services Code Point (DSCP) 
markings. The  easiest way to  do  this is to  clear the  inte rface  trigger o f any previous configuration, and then 
app ly the  egress QoS macro  that was de fined in the  access-switch p latform configuration. For more  
info rmation, see the  Campus Wired LAN Techno logy Design Guide. 

Step 1.   Log in to  the  Cisco  Catalyst switch with a user account that has permission to  make  
configuration changes. 

Step 2.   Clear the  inte rface ’s configuration on the  switch port where  Cisco  Unified CCX is 
connected. 

default interface GigabitEthernet1/0/18 

Step 3.   Configure  the  port as an access port, and then apply the  Egress QoS policy. 

interface GigabitEthernet1/0/18   

description Unified Contact Center Express  

switchport access vlan 148 

switchport host 

macro apply EgressQoS 

  

  

http://www.cisco.com/c/en/us/solutions/enterprise/design-zone-campus/
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 Procedure 2   Prepare  the  serve r fo r Cisco  Unified CCX 

 

The  fo llowing tab le describes the  scaling options fo r Cisco  Unified CCX. 

Table 2.  Cisco Unified CCX virtual machine scaling options 

 100 agents 300 agents 400 agents 

Virtual CPUs 2 2 4 

CPU speed 900 MHz 900 MHz 900 MHz 

RAM 10 GB 10 GB 16 GB 

Hard disk 146 GB (1) 146 GB (2) 146 GB (2) 

VMware ESXi 5.0 U1, 5.1, 5.5, 6.0 5.0 U1, 5.1, 5.5, 6.0 5.0 U1, 5.1, 5.5, 6.0 

OS support RHE Linux 6 (64-bit) RHE Linux 6 (64-bit) RHE Linux 6 (64-bit) 

Total agents Up to 100 Up to 300 Up to 400 

 

Comple te  the  fo llowing steps to  deploy an OVA file  to  de fine  the  virtual machine  requirements. You use the  
Open Virtualization Format (OVF) support o f VMware  to  import and deploy the  OVA file . 

Step 1.   In the  VMware  vSphere  client, choose File > Deploy OVF Template. 

Step 2.   Click the  Browse button next to  the  file  o r URL box, find  the  location o f the  OVA file  that 
you downloaded from Cisco , and then click Next. 

Step 3.   Verify the  info rmation on the  OVF Template De tails  page, and then click Next.  

Step 4.   Read the  End User License  Agreement, click Accept, and then click Next. 

Step 5.   Ente r the  fo llowing info rmation in the  Deploy OVF Template wizard , and then click Finish. 

• On the  Name and Location page, in the  Name box, enter the  virtual machine  name CCX1,  
and then click Next. 

• On the  Dep loyment Configuration page, from the  menu, choose the  Configuration type,  
and then click Next. 

• On the  Sto rage  page, choose the  location to  sto re the  VM files, and then click Next. 

• On the  D isk Format page, choose Thick Provis ion Eager Zeroed, and then click Next. 

• On the  Ready to  Complete page, ve rify the  se ttings, and then click Finish.  

• In the  message window, click Close . 
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  Reader Tip 

In the  Cisco  B E6000 deployment, select the  100 agent profile  in the  OVA template  to  be dep loyed. 

  

 

  The  virtual machine  is created. 

Step 6.   Click the  se rve r name (In this example , CCX1), navigate  to  the  Getting Started tab , and 
then choose Edit virtual machine settings. 

Step 7.   On the  Hardware  tab , click CD/DVD Drive 1, and then se lect the  Connect at power on  
check box. 

 
Step 8.   Se lect Datastore ISO File, click Browse, and then navigate  to  the  location o f the  Cisco  

Unified CCX bootable installation file . Afte r se lecting the  correct ISO image , click OK. 
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Step 9.   On the  Getting Started tab, choose Power on the virtual machine.  

Step 10.   Click the  Console tab , and then watch the  se rve r boot. 

The  virtual machine  is prepared fo r installation. 
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Installing Cisco Unified CCX 
 

PR
O

C
ES

S
  1. Install the  Cisco  Unified CCX p latfo rm 

2. Set up app lication administration 

 

Procedure 1  . Install the  Cisco  Unified CCX p latfo rm 

 

Afte r the  ISO/DVD loads, continue the  installation on the  serve r console. 

Step 1.   On the  DVD Found page, perfo rm a med ia check by se lecting Yes.  

Step 2.   If the  med ia check is successful, choose OK. 

If the  med ia check does not pass, contact the  Cisco  Technical Assistance  Center o r your 
local representative  to  replace  the  media, and then repeat this step. 

Step 3.   On the  Product Deployment Se lection page, ve rify the  product is Cisco  Unified Contact 
Cente r Express, and then choose OK. 

  
 

Step 4.   On the  Proceed with Install page, ve rify that the  ve rs ion is correct, and then choose Yes.  

Step 5.   On the  Platfo rm Installation Wizard  page, choose Proceed.  
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Step 6.   If no  upgrade patch exists fo r the  ve rs ion you are  installing, on the  Apply Patch page, 

choose No.  

If an upgrade patch does exist, on the  Apply Patch page, choose Yes, and then fo llow the  
instructions to  comple te the  process. 

Step 7.   On the  B asic Install page, choose Continue. 

Step 8.   On the  Timezone Configuration page, se lect the  correct time zone  fo r the  se rve r location, 
and then choose OK. 

  

 

Step 9.   On the  Auto  Negotiation Configuration page, choose Continue.  

Step 10.   On the  MTU Configuration page, choose No. 

 
Step 11.   On the  Static Ne twork Configuration page, enter the  fo llowing info rmation, and then choose 

OK. 

• Host Name—CCX1 

• IP Address—192.168.1.28 

• IP Mask—255.255.255.0 

• GW Address—192.168.1.1 
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Step 12.   On the  DNS Client Configuration page, enter the  fo llowing info rmation, and then choose 
OK. 

• Primary DNS—192.168.1.10 

• Domain—cisco .local 

 

 
Step 13.   On the  Administrato r Log in Configuration page, enter the  fo llowing info rmation, and then 

choose OK. 

• Administrato r ID—Admin 

• Password—[password ] 

• Confirm Password—[password ] 
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Step 14.   On the  Certificate  Info rmation page, enter the  info rmation that will be  used to  generate 
security ce rtificates, and then choose OK. 

• Organization—Cisco  Systems, Inc. 

• Unit—Unified Communications Group 

• Location—San Jose 

• State—Califo rnia 

• Country—United States 
 

 

i Tech Tip 

These  fie lds must match the  info rmation submitted to  Cisco  o r the  licenses will no t be  valid . 
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Step 15.   On the  First Node Configuration page, choose Yes. 

Step 16.   On the  Network Time Pro toco l Client Configuration page, enter the  fo llowing info rmation, 
and then choose OK. 

• NTP serve r 1—192.168.1.10 

Step 17.   On the  Security Configuration page, enter the  password fo r se rver-to-server 
communication, and then choose OK. 

   

i Tech Tip 

These  passwords must match the  info rmation submitted to  Cisco , o r the  licenses will no t be  valid . 

 

Step 18.   On the  SMTP Host Configuration page, choose No. 

Step 19.   On the  App lication User Configuration page, enter the  fo llowing info rmation, and then 
choose OK. 

• Application User Username—CCXAdmin 

• Password—[password ] 

• Confirm Password—[password ] 
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Step 20.   On the  Platfo rm Configuration Confirmation page, choose OK. 

The  system continues with the  rest o f the  installation process without user input. The  
system will reboot a few times during installation. The  process can take  60 minutes o r 
more , depending on your hardware. 

Afte r the  so ftware  has finished installing, the  login prompt appears on the  console. 

Step 21.   From the  vSphere  client, navigate  to  the  virtual machine ’s Getting Started tab , and then 
choose Edit virtual machine settings. 

Step 22.   On the  Hardware  tab , choose CD/DVD Drive 1.  

Step 23.   Clear Connect at power on, and then click OK. 

  

Procedure 2   Set up app lication administration 

 

Afte r the  so ftware  is installed, you use the  web inte rface  in o rder to  comple te the  rest o f the  procedures. 

Step 1.   With your web browser, access the  IP address o r hostname o f the  Cisco  Unified CCX 
serve r and, in the  cente r o f the  page , click Cisco Unified Contact Center Express 
Administration. 

Step 2.   If you rece ive  a warning about the  website’s security ce rtificate , ignore  it and continue  to  
the  page. 

Step 3.   Ente r the  name and password you entered on the  Application User Configuration page in 
Step 19 o f the  “Install the  Cisco  Unified CCX p latfo rm” procedure, and then click Login. 

Step 4.   On the  Cisco  Unified CCX Administrato r Se tup page, choose Fresh Install, and then click 
Next. 

Step 5.   On the  Cisco  Unified CM Configuration—Service  Provider Configuration page, enter the  
fo llowing info rmation, and then click Next. 

• Unified CM server IP address—192.168.1.16 (pub lisher) 

• AXL Admin UserName—CUCMAdmin 

• Password—[password ] (must match the  password on Cisco  Unified CM). 

Step 6.   On the  License  Info rmation page, click B rowse, locate the  Unified CCX license  file  rece ived 
from Cisco , click Open, and then click Next. 
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Step 7.   Afte r the  license  validation is completed, click Next. 

Step 8.   Afte r all o f the  components are  successfully activated, click Next. 

  

Step 9.   On the  Pub lisher Activation page, click Next. 

 

 
Step 10.   On the  Cisco  Unified CM Configuration page, in the  AXL Service  Provide r Configuration 

section, in the  Selected AXL Service Providers lis t, choose  the  Unified CM server 
192.168.1.16(pub lisher), and then remove it from the  lis t by clicking the  right-facing arrow. 

Step 11.   Under Availab le AXL Service  Provide rs, select the  Unified CM servers 
192.168.1.17(subscribe r), and then move them to  the  Selected AXL Service Providers lis t 
by clicking the  le ft-facing arrow. 

Step 12.   In the  Cluste r Wide  Paramete rs section, it will be  pre-populated with the  credentials as 
shown be low: 
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Step 13.   In the  Unified CM Te lephony Subsystem—Unified CM Te lephony Provider Configuration 
section, in the  Available CTI Managers lis t, choose the Unified CM servers 
192.168.1.17(subscribe r), and then move them to  the  Selected CTI Managers lis t by 
clicking the  le ft-facing arrow. 

Step 14.   In the  Cluste r Wide  Paramete rs section, enter the  fo llowing info rmation: 

• User Pre fix—CCX_jtap i 

• Password—[password ] 

• Confirm Password—[password ] 

Step 15.   In the  RmCm Subsystem—RmCm Provider Configuration section, in the  Available CTI 
Managers lis t, choose the  Unified CM servers 192.168.1.17(subscribe r), and then move 
them to  the  Selected CTI Managers lis t by clicking the  le ft-facing arrow. 

 
Step 16.   In the  Cluste r Wide  Paramete rs section, enter the  fo llowing info rmation, and then click 

Next. 

• User Id—CCX_rmjtap i 

• Password—[password ] 

• Confirm Password—[password ] 
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Cisco  Unified CCX sends the  user info rmation to  the  Cisco  Unified CM server, and the  
app lication 

users are  created automatically. 

Fo r histo rical reporting o f the  number o f HR sessions, use the  maximum number o f 
supervisors o r administrators who will be  running Cisco  Unified CCX reports at the  same 
time . For the  Record ing Count, enter the  maximum number o f concurrent ad-hoc record ing 
sessions. 

The  G.711 codec cho ice  requires one o f the  fo llowing cho ices fo r calls that do  no t o rig inate 
from the  same reg ion and location as the  Cisco  Unified CCX serve r: 

• Transcoders must be configured in Cisco  Unified CM and added to  the  media resource  
group lis t at the  Cisco  Unified CCX site  in o rder to  allow contact cente r calls to  and from 
the  remote  s ites. 

• The reg ions must allow 64 kbps as the  maximum aud io b it rate  be tween the ir s ite  and the 
Cisco  Unified CCX site  fo r the  contact cente r calls . 

i Tech Tip 

If either these two options are not completed, contact center calls from remote sites will 
experience a fast-busy tone when calling the main pilot number for Cisco Unified CCX. 

 
Step 17.   On the  System Parameters Configuration page, enter the  fo llowing info rmation, and then 

click Next: 

• Number o f HR sessions—4 

• Record ing Count—25 

• Number o f Outbound seats—100 

• Codec—G.711 

  

Step 18.   On the  Language Configuration page, enter the  language that will be  used fo r default 
Inte ractive  Vo ice  Response (IVR) prompts, , and then click Next. 
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Step 19.   On the  User Configuration page, select the  Cisco  Unified CM users who need 
administrative  rights, move them to  the  Cisco  Unified CCX Administrato r lis t by clicking the  
le ft-facing arrow, and then click Finish. 

  

  The  initial app lication administration setup is now complete. 
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Configuring Single Sign-On on Cisco UCCX 

PR
O

C
ES

S
  1. Perfo rm the  metadata exchange on the  IdS  and establish trust be tween the  IdP and IdS 

se rve rs 

2. Enab le  Sing le Sign-On on Cisco  UCCX  

 

 

1.  
Pe rfo rm the  metadata exchange on the  IdS se rver and establish trust be tween the  
IdP and IdS se rve rs 

1. Access  IdS se rve r management page using the  fo llowing URL: 
 https://FQDN o f UCCX:8553/idsadmin/ 

2. Log in us ing the  Cisco  UCCX app lication user credentials: 
User- CCXAdmin 
Password -- xxxxxxx 

3. Choose Settings and click Download Metadata File. (This downloaded file  should be up loaded on 

the  IdP se rve r.) 

 

4. Se lect Next and click Up load IdP Metadata to  up load the  metadata file  downloaded from the  IdP 

se rve r. 
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5. The fo llowing link provides the  steps to  up load the  IdS serve r metadata file  onto  the  IdP serve r and 
add the  appropriate claim rules: 

https://www.cisco.com/c/en/us/support/docs/customer-collaboration/unified-contact-center-
express/200612-Configure-the-Iden tity-Provider-for-UCCX.html - anc10 

 

2.  Enab le  Sing le Sign-on Cisco  UCCX 

1. Access the  Cisco  UCCX administration page using https://uccx.mmcvd.cisco labs.com. Ente r 
the  administrato r credentials: 
User Name – Sudheer 
Password -- XXXXXX 

2. Click the  System menu and select Single Sign-On (SSO). 

 

3. Click the  Register button to  reg ister the  components to  be enabled fo r Sing le Sign-On. A green 

checkmark will appear next to  components that are  successfully reg istered. 

https://www.cisco.com/c/en/us/support/docs/customer-collaboration/unified-contact-center-express/200612-Configure-the-Identity-Provider-for-UCCX.html#anc10
https://www.cisco.com/c/en/us/support/docs/customer-collaboration/unified-contact-center-express/200612-Configure-the-Identity-Provider-for-UCCX.html#anc10
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4. B efore testing the  SSO operation, ensure the  fo llowing items are  configured: 

 

5. In the  SSO test panel, click the  Test button. In the  message appears, accept the  certificates.   
 
A green checkmark will appear next to  components that are  successfully tested. 

 

6. In the  SSO Status panel, click the  Enable button to  activate  Sing le  Sign-On.  
 
A green checkmark will appear next to  components that are  successfully enabled. 
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 Configuring Context Service on Cisco UCCX 

PR
O

C
ES

S
  1. Configure  Cisco  UCCX to  reg iste r fo r Context Service   

 

 

1.  Configure  Cisco  UCCX to  reg iste r fo r Context Service  

1. Open Cisco  UCCX using https://uccx.mmcvd.cisco labs.com and select the  Cisco Unified 
Contact Center Express Administration 

 

You are  red irected to  authenticate with the  IdP se rve r and will be  presented with the  UCCX 
SSO sign-in screen fo r first time s ign-in only. 

2. To s ign into  Cisco  UCCX administration, ente r the  below credentials and click Sign in: 

Username- sudheer@mmcvd.cisco lab.com 
Password-   password 

https://uccx.mmcvd.ciscolabs.com/
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3. Click the  System menu and then choose the  System Parameters menu option. 

 

4. Under the  Context Service  Parameters section, se t the  fo llowing configuration: 

• Lab Mode— Enab le (For production mode this should be D isabled) 

• Request Timeout—5000 

• Proxy Type—Http  

 

5. Under the  Proxy Parameters specify: 

• Http—myproxy.mmcvd.ciscolabs.com:8080 
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6. Click Update to  save  the  changes. 

Configuring the Help Desk 

PR
O

C
ES

S
 

 1. Create  the  call contro l g roup 

2. Create  skills  

3. Assign skills  to  contact se rvice  queues 

4. Associate  a phone to  an agent user ID 

5. Associate  user ID to  a phone o r pro file  

6. Assign skills  to  resources 

7. Create  the  supervisors and teams 

8. Create  scrip ts and app lications 

9. Add a trigger 

10. Associate  Cisco  Unified CCX app lication user 

11. Verify Cisco  Unified CCX Eng ine  status 
 

 

Afte r you configure  the  application administration fo r the  first time , the  next task is to  configure  the  he lp  
desk to  allow the  system to  begin taking calls from end users. 

 

1.  Create  the  call contro l g roup 

 

A call contro l g roup creates a group o f computer te lephony integration (CTI) ports on Cisco  Unified CM 
that are  used to  send calls to  Cisco  Unified CCX fo r IVR treatment and queuing. The  call stays on the  CTI 
port until it is  sent to  an agent. 

Step 1.   Access the  IP address o r hostname o f the  Cisco  Unified CCX serve r by using your web 
browser and then, in the  cente r o f the  page, click Cisco Unified Contact Center Express 
Administration. 

   

Step 2.   Ente r the  username and password o f one o f the  users you assigned administrative  rights in 
Step 20 o f the  previous procedure , and then click Login. 
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Step 3.   Navigate  to  Subsystems > Cisco Unified CM Telephony > Call Control Group, and then 

click Add New.  

Step 4.   Ente r the  fo llowing info rmation, and then click Add. 

• Descrip tion—Unified CM Te lephony Group 

• Number o f CTI ports—4 

• Media Termination Support—No 

• Group Type—Inbound 

• Device  Name Pre fix—CTIP 

• Starting  D irecto ry Number—8009950 

• Device  Poo l—DP_HQ1_1 (de fault fo r headquarte rs location) 

• DN Calling  Search Space—CSS_B ase 

• Location—Hub_None 

• Partition—PAR_B ase 

Leave  the  o ther fie lds at the ir de fault se ttings. 

  

2.  Create  skills  

 

Create  skills  fo r each d iffe rent type  o f call you expect to  rece ive  in the  call cente r. 

Step 1.   Navigate  to  Subsystems > RmCm > Skills, and then click Add New. 

Step 2.   On the  Skill Name page, enter IT, and then click Save. 

 

Step 3.   On the  Skills  search page, click Add New. 

Step 4.   On the  Skill Configuration page, enter HR (For Human Resources), and then click Save.  

Step 5.   Create  add itional skills , by repeating steps 3 and 4. 

  

3.  Assign skills  to  contact se rvice  queues 

 

Create  Contact Service  Queues (CSQ) fo r each skill ente red in the  previous procedure . 
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 i Tech Tip 

The CSQ names created here must exactly match the  queue names re fe renced in the  app lication 
scrip ts that are  described late r in this guide . The  example scrip t uses the  CSQ names o f IT and HR. B e  

sure  to  add these queues to  the  serve r. 

 

Step 1.   Navigate  to  Subsystems > RmCm > Contact Service Queues, and then click Add New. 

Step 2.   On the  first Contact Service  Queue Configuration page, enter the  fo llowing info rmation, and 
then click Next: 

• Contact Service  Queue Name—IT 

• Contact Service  Queue Type—Vo ice  

• Automatic Work—Disab led 

• Wrapup Time—Disabled 

• Resource  Pool Se lection Model—Resource  Skills  

• Service  Leve l—5 (seconds) 

• Service  Leve l Percentage—70 

• Prompt—No Se lection  
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Step 3.   On the  second Contact Service  Queue Configuration page, enter the  fo llowing info rmation, 

and then click Add: 

• Resource  Se lection Crite ria—Longest Available 

• Se lect Required Skills—IT 

• Minimum Competence—5 

 

Step 4.   For each add itional skill (such as HR), click Add New, and then repeat steps 2 and 3 using 
the  appropriate info rmation. 

  

4.  Associate  a phone to  an agent user ID 

 

There  are  two ways to  associate agents and supervisors with a phone. You can use  extension mobility to  
allow agents to  log in to  a Cisco  IP phone o r you can associate an agent’s Cisco  Unified CM user ID 
d irectly with a phone. B oth options can be  used fo r the  same Cisco  Unified CCX installation. Choose 
extension mobility if your agents move around from day to  day o r if you have  more  than one  shift and the  
same phone will be  used by multip le agents. Choose the phone association method if the  agents work 
from the  same phone every day. 

Step 1.   Use your web browser to  access the  IP address o r hostname o f the  Cisco  Unified CM 
pub lisher and then, in the  cente r o f the  page, click Cisco Unified CM Administration. 

Step 2.   Ente r the  app lication administrato r username and password fo r Cisco  Unified CM, and then 
click Login. 

Perform the next several steps only if you are planning to associate agents directly to a 
phone. If you will use extension mobility exclusively with your agents, you can skip to the 
next procedure. 

Step 3.   Navigate  to  Device > Phone, click Find, and then click the  name o f the  agent’s phone. 

Step 4.   On the  Phone Configuration page, click line [1]. This adds the  Cisco  Unified CCX 
info rmation fo r the  specific line  on the  phone. 
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Step 5.   Scro ll down to  the  bo ttom o f the  page, and then click Associate End Users. 

Step 6.   On the  Find and List Users page, click Find, and then choose the  agent fo r this line  by 
se lecting the  check box next to  the ir name. 

Step 7.   Click Add Selected. You re turn to  the  previous page. 

 
Step 8.   Repeat steps 3 - 7 fo r each add itional agent and supervisor phone, using each agent’s and 

supervisor’s specific info rmation. 

  

5.  Associate  user ID to  a phone o r pro file  

 

In this procedure , you associate the  agent and supervisor user ID to  a phone o r extension mobility pro file . 
Please choose one o r both o f the  fo llowing options: 

• If you are  associating agents with phones, fo llow the  steps in Option 1, “Phone Association.” 

• If your agents will use  extension mobility to  log in to  the ir phones, fo llow the  steps in Option 2, 
“Extension mobility association.” 

Option 1: Phone Association 
Step 1.   Navigate  to  User Management > End User, and then click Find. 

Step 2.   Se lect the  agent o r supervisor from the  previous procedure, and then click the  user ID. 

Step 3.   On the  End User Configuration page, scro ll down to  the  Device  Info rmation section, and 
then click Device Association. 

Step 4.   On the  User Device  Association page, click Find. 

Step 5.   Se lect the  check box next to  the  agent’s phone, and then click Save Selected/Changes.  
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Step 6.   In the  upper-right corner o f the  page, in the  Related Links lis t, choose Back to User, and 

then click Go. 

   
Step 7.   On the  End User Configuration page, scro ll down to  the  Extension Mobility section, and 

then confirm that the  Allow Control of Device from CTI check box is se lected. 

 

Step 8.   Scro ll down to  the  D irecto ry Number Associations section, set the  IP Contact Cente r (IPCC) 
Extension to  the  phone’s d irectory number from the  previous procedure, and then click 
Save. 

 

Step 9.   For each add itional agent o r supervisor us ing phone association, repeat steps 1 - 8 using 
the ir specific info rmation. 
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 Option 2: Extension Mobility Association 

Step 1.   Navigate  to User Management > End User, and then click Find.  

Step 2.   Se lect the  agent o r supervisor, and then click the  user ID. 

Step 3.   On the  End User Configuration page, scro ll down to  the  Device  Info rmation section, select 
the  agents profile  from the  Availab le Pro files: sudhekum_profile, and then click the  Down-
Arrow icon to  move  it into  the  CTI Contro lled Device  Pro files. 

  

Step 4.   Scro ll down to  the  Extension Mobility section, and then confirm the  Allow Control of Device 
from CTI check box is se lected. 

 

Step 5.   Scro ll down to  the  D irecto ry Number Associations section, set the  IPCC Extension to  the  
agent’s extension mobility number, and then click Save. 

 

Step 6.   For each add itional agent o r supervisor us ing extension mobility association, repeat steps 1 
- 5, us ing the ir specific info rmation. 
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 6.  Assign skills  to  resources 

 

Cisco  Unified CM users associated with IPCC extensions appear automatically as resources in Cisco  
Unified CCX. Using the  resource  lis t on the  Cisco  Unified CCX Administration page, you assign skills  to  
resources, making them available to  answer calls in particular Contact Service  Queues (CSQs). 

Step 1.   Use your web browser to  access the  IP address o r hostname o f the  Cisco  Unified CCX 
serve r and click Cisco Unified Contact Center Express Administration. 

Step 2.   Ente r the  name and password o f a user with administrative  rights to  Cisco  Unified CCX, and 
then click Sign In. 

Step 3.   Navigate  to  Subsystems > RmCm > Resources. On the  Resources search page, under the  
Resource Name, click a user. 

Step 4.   On the  Resource  Configuration page, in the  Unassigned Skills lis t, choose the  skill(s) that 
you want to  assign, and then move the  skill(s) to  the  Assigned Skills lis t by clicking the  le ft-
facing arrow. 

Step 5.   Se lect the  Competence Leve l fo r the  resource , and then click Update. 

  

Step 6.   For each add itional resource , repeat steps 3 - 5, us ing the  appropriate info rmation fo r each 
agent. 
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7.  Create  the  supervisors and teams 

 

The  first step in build ing a team is to  create  a s upervisor. A supervisor has a full view o f a team’s 
perfo rmance and can monito r the  agents by using the  Cisco  Supervisor Desktop. 

Step 1.   Navigate  to  Tools > User Management > Supervisor Capability View. 

Step 2.   On the  User Configuration page, in the  Available Users lis t, choose  the  users you want to  
designate as superviso rs, move them to  the  Cisco Unified CCX Supervisor lis t by clicking 
the  le ft-facing arrow, and then click Update. 

 

Step 3.   Navigate  to  Subsystems > RmCm > Teams, and click Add New. 

Step 4.   On the  Team Configuration page, enter the  fo llowing info rmation, and then click Save. 

• Team Name—IT 

• Primary Superviso r—[Supervisor] 

• Assigned Resources—[Agent o r superviso r] 

• Assigned CSQs—IT 

  
 

Step 5.   For each add itional team, repeat steps 3 and 4, us ing the  appropriate  info rmation. 
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8.  Create  scrip ts and app lications 

 

In this procedure , an exte rnally created scrip t is  up loaded to  the  serve r to  demonstrate  how to  up load your 
scrip t and create  your s ite-specific app lication. 

  

 Reader Tip 

This guide  uses the  example scrip t and prompts from a zip  file  that is included with the  document. The  
scrip t can be  used as a template fo r your he lp  desk application. The  zip  file  can be  downloaded from 
the  fo llowing URL: http ://www.cisco .com/go/cvd/collaboration/ 

Please use the  example scrip t as a template fo r your scrip ts. 

 

Step 1.   Navigate  to  Applications > Script Management, se lect the  scrip t to  up load, and then click 
Upload Scripts. 

Step 2.   Click Browse, find  the  location o f the  scrip t (scrip ts have  the  file  extension .aef), and then 
click Upload.  

Step 3.   Afte r the  scrip t is  successfully up loaded, click Return to Script Management. 

Step 4.   Navigate  to  Applications > Application Management, and then click Add New. 

Step 5.   On the  Add A New App lication page, select Cisco Script Application, and then click Next. 

Step 6.   On the  Cisco  Scrip t App lication page, enter the  fo llowing info rmation, and then click Add. 

• Name—He lp Desk 

• ID—[automatic se tting ] (do no t change this value ) 

• Maximum Number o f Sessions—4 

• Scrip t—SCRIPT[He lpdesk.aef] 

• Descrip tion—Help desk fo r IT and HR 

• Enab led—Yes 

• Default Scrip t—System Default 

http://www.cisco.com/go/cvd/collaboration/
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9.  Add a trigger 

 

The  trigger fo r an app lication is the  phone number the  users will d ial when they want to  speak with 
someone at the  he lp desk. 

Step 1.   In the  upper-le ft o f the  Cisco  Scrip t App lication page, click Add New Trigger. 

Step 2.   In the  Trigger Type lis t, choose Unified CM Telephony Trigger, and then click Next. 

Step 3.   On the  Cisco  Unified CM Te lephony Trigger Configuration page, enter the  fo llowing 
info rmation: 

• Directo ry Number—8009940 (CTI Route  Point that will be  automatically created in Cisco  
Unified CM to  d irect calls to  this app lication) 

• Language—English (United States) [en_US] 

• Device  Name—InternalHelp  

• Descrip tion—Trigger fo r Inte rnal He lp  Desk 

• Call Contro l Group—Unified CM Te lephony Group(1) 
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Step 4.   Click Show More, ente r the  fo llowing info rmation, and then click Add: 

• Enab led—Yes 

• Maximum Number o f Sessions—Default 

• Id le  Timeout (in ms)—5000 

• Override  Med ia Termination—No 

• Ale rting  Name ASCII—He lp  Desk Pilo t 

• Device  Poo l—DP_HQ1_1 (headquarte rs default) 

• Location—Hub_None (headquarters default) 

• Partition—PAR_B ase (phone default) 

• Vo ice  Mail Pro file—None 

• Calling  Search Space—CSS_B ase 

Leave the rest of the fields at their default settings. 
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 10.  Associate  Cisco  Unified CCX app lication user 

 

The  next se t o f steps associate the Cisco  Unified CCX app lication user with the  phones, extension mobility 
pro files, CTI Route  Po int, and CTI Ports in Cisco  Unified CM. Please  choose one o r bo th o f the  fo llowing 
options: 

• If you are  associating agents and supervisors d irectly with phones, fo llow the  steps in Option 1, 
“Phone Association.” 

• If your agents and supervisors are  using extension mobility on the ir phones, fo llow the  steps in Option 
2, “Extension Mob ility Association.” 

Step 1.   From a new browser window, access the  IP address o r hostname o f the  Cisco  Unified CM 
pub lisher and then, in the  cente r o f the  page, click Cisco Unified CM Administration. 

Step 2.   Ente r the  administrato r username and password fo r Cisco  Unified CM, and then click Login.  

Step 3.   Navigate  to  User Management > Application User. 

Step 4.   On the  App lication User search page, click Find, and then click CCX_rmjtapi. 

Step 5.   On the  App lication User Configuration page, in the  Device  Info rmation section, the  
Available Devices lis t, choose  the  Unified CCX CTI ports and the  Unified CCX CTI route  
po int, and then click the  down-facing arrow. 

Option 1: Phone Association 
Step 1.   On the  App lication User Configuration page, under Device Info rmation, in the  Available 

Devices lis t, choose  the  agent and supervisor phones, and then move them to  the  
Controlled Devices lis t by clicking the  down-facing arrow. 

  

Step 2.   Click Save.  
 

 

 



Deployment Details  

 
 PAGE 43  

Contents 

 

Deployment Details 

 Option 2: Extension Mobility Association 

Step 1.   On the  App lication User Configuration page, under Device Info rmation, in the  Available 
Profiles lis t, choose the  agent and supervisor pro files, and then move them to  the  CTI 
Controlled Device Profiles lis t by clicking the  down-facing arrow. 

  

Step 2.   Click Save. 

  

11.  Create  and up load the  prompts 

 

In this procedure , externally created prompts are  up loaded to  the  serve r to  demonstrate how to  up load 
your prompts. 

 

 Reader Tip 

This guide  uses the  example scrip t and prompts from a zip  file  that is included with the  document. The  
prompts can be  used as examples fo r your he lp  desk application. The zip  file  can be  downloaded from 
the  fo llowing URL: http ://www.cisco .com/go/cvd/collaboration/ 

Please use the  example prompts as templates fo r your record ings. 

 

Prompts are  p layed to  the  calle rs when they are  in the  app lication. You must record the  prompts as .wav 
files and save  them in a location reachab le by the  PC accessing Cisco  Unified CCX Administration. 

Step 1.   Navigate  to  the  Cisco  Unified CCX Administration main page. 

Step 2.   Navigate  to  Applications > Prompt Management, and then click the  en_US fo lde r. 

Step 3.   Afte r the  fo lde r opens, click Upload Prompts. 

 
 

 

http://www.cisco.com/go/cvd/collaboration/
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Step 4.   From the  Up load Prompt page, click Browse, locate  the  prompt WAV file , se lect it, and then 

click Up load. 

Step 5.   For each o f the  prompts, repeat Step 4, and then click Return to Prompt Management. 

  

Step 6.   Navigate  to  Applications > Application Management, and then click the  app lication that 
you created in Procedure  8, “Create  scrip ts and applications.” 

Step 7.   Change the  de fault p rompts by se lecting the check box next to  each one, clicking Show 
Prompts, and then choosing the  appropriate  file  from the  lis t o f your own up loaded 
prompts. Afte r they are  all chosen, click Update. 

 

i Tech Tip 

Custom prompts must have  the  fo llowing WAV fo rmat specifications: 

B it rate : 64 kbps 

Aud io  sample  s ize: 8 b it Channe ls: 1 (mono) Aud io sample rate : 8 kHz 

Aud io  fo rmat: CCITT u-Law 

Note  that the  new prompt names must match the  variab le  values lis ted in the  scrip t app lication o r they 
will no t p lay. 

   

12.  Ve rify Cisco  Unified CCX Eng ine  status 

  

Check the  status o f the  Cisco  Unified CCX eng ine in o rder to  ensure the  integration with Cisco  Unified CM 
is working properly and is ready to  rece ive calls . 

Step 1.   From the  Navigation menu in the  top right, choose Cisco Unified CCX Serviceability, and 
then click Go. 
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Step 2.   Navigate  to  Tools > Control Center-Network Services, and then check the  status o f the  

Cisco  Unified CCX Eng ine . 

On the  Cisco  Unified CCX Eng ine  line , the  Status should read In Service ; if this is the  case , 
the  configuration o f the  se rve r is complete and you can skip  ahead to  Configuring the  Cisco  
Finesse Desktop. If the  Status is Partial Service , continue  to  the  next step to  attempt to  fix 
the  prob lem. 

Step 3.   From the  Navigation menu in the  top right, choose Cisco Unified CCX Administration, and 
then click Go. 

Step 4.   Navigate  to  Subsystems > Cisco Unified CM Telephony > Data Synchronization. 

Step 5.   Se lect Call Control Group(s), Trigger(s), and CM Telephony User(s), and then click Data 
Resync.  

Step 6.   Repeat steps 1 and 2 to  recheck if Unified CCX Eng ine  has come into  service . 

  

13.  Configuring Web Chat on Unified CCX 

 

 Reader Tip 

Cisco  SocialMiner instance  should be deployed before configuration o f Web Chat. Please re fer fo r the  
Cisco  SocialMiner documentation. Please use the  example prompts as templates fo r your record ings. 

 

Step 1.   Navigate  to  the  Subsystems > Chat and Email > SocialMiner Configuration. Ente r the  
fo llowing details  and click the  Save  button 

• IP Address/Host Name—CCX-SM.cisco.local 

• User name—ccxsm 

• Password—[xxxxx] 
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Step 2.   Log into  the  Cisco  Unified OS Administration inte rface  and navigate to  Security > 

Certificate Management. Click Upload Certificate/Certificate Chain and ente r fo llowing 
de tails  

• Certificate  Name: tomcat-trust 

• Descrip tion: SocialMiner 

• Upload File : Click the  B rowse button and select the  SocialMiner ce rtificate  file  to  be  
up loaded. 

 

Step 3.   Check underUnder the  SocialMiner Sstatus, make sure the  Feeds and, Campaigns should  
have  the  a green tick check mark 

  

   

 Reader Tip 

The Notifications status will only change to  green afte r having at least 1 Web Chat requests and 1 Email 
request 

   

Step 4.   Navigate  to  the  Subsystems > Chat and Email > Contact Service Queues  

Step 5.   Click the  Add New button to  add a new CSQ and specify the  fo llowing: 

• CSQ Name—IT he lpdesk 

• Resource  Se lection Crite ria—Longest available 

• CSQ type—Chat 

Step 6.   Click Next to  do  the  skill association fo r the  newly created CSQ in step 4 
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Step 7.   Under Skills , se lect the  IT from the  Available skills, click Add and then click Save. 

   
 

Step 8.   Next navigate  to  Subsystems>Chat and Email>Teams menu. In the  Available CSQ’s se lect 
the  IT-helpdesk and click the  le ft arrow to  move  it to  Assigned CSQs and click the  Save 
button. 

 

14.  Configuring Email on Unified CCX 

 

 Reader Tip 

B efore configuring the  Email, Cisco  SocialMiner should  be deployed. 

The  Microso ft Exchange serve r should  also be set up prio r to  configuration o f Email on Unified CCX. 
Re fe r the  Microso ft knowledge article  fo r installation de tails  

The  customer also  has option to  choose Gmail o r O365. 

Only secure  emails i.e . SMTPS and IMAPS are  supported. 

 

Step 1.   Navigate  to  Subsystems > Chat and Email > Mail Server Configuration, ente r the  fo llowing 
info rmation and click the  S a ve  button: 

• Incoming (Secure  IMAP) 

o Host Name—exchange.cisco.local 

o Port number—993 

• Outgo ing (Secure  SMTP) 

o Host Name—exchange.cisco.local 

o Port number—587 

http://www.cisco.com/c/en/us/support/customer-collaboration/socialminer/products-user-guide-list.html
http://www.cisco.com/c/en/us/support/customer-collaboration/socialminer/products-user-guide-list.html
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Step 2.   Navigate  to  Subsystems > Chat and Email > SocialMiner page . Under SocialMiner Status, 
now the  Email Server should  have  the  green check mark 

  

Step 3.   Navigate  to  the  Subsystems > Chat and Email > Contact Service Queues and click Add 
New button to  add a new email CSQ and ente r fo llowing info rmation 

• CSQ Name—IT-email 

• Resource  se lection crite ria—Longest availab le 

• CSQ Type—Email 

Step 4.   Click Next and ente r the  user credentials fo r the  inbox as below 

• Email Username—IT@cisco .local 

• Email password— [xxxxxx] 

• Fo lder name—inbox 

• ïPo ll Inte rval (seconds)—30 

• Snapshot age ( Minutes ) —120 

Step 5.   Click Next to  associate  the  skill fo r the  IT-email CSQ. Se lect IT in the  Available Skills and 
then click Save. 
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Configuring Cisco Finesse Desktop  

PR
O

C
ES

S
 

 1. Access Finesse administration 

2. Reg ister fo r the  Context Service   

3. Configure  Reasons 

4. Configure  desktop layout 

5. Create  phonebooks 

6. Configure  team resources 

7. Access the  Finesse agent desktop 

8. Change agent state from Not Ready to  Ready afte r log in 

9. Access the  Cisco  Finesse Superviso r desktop 

10. Silently monito r and barge-in to  existing  agent call by supervisor 
 

 

Finesse Desktop is a feature-rich Web 2.0 browser-based product that o ffe rs easy deployment and lower 
to tal cost o f ownership . Open social technology o ffers flexib ility o f customized gadget insertion fo r o ther 
browser-based applications. Finesse o ffers REST APIs which make  it easy to  develop customized 
app lications and CRM integrations to  meet business requirements.  

 

Procedure 1   Access Cisco  Finesse administration 

 

Step 1.   Open a supported browser  

Step 2.   Access the  Cisco  Finesse administration log in page by entering the  fo llowing URL. 
https://uccx.mmcvd.ciscolabs.com:8445/cfadmin 

Step 3.   The log in screen appears. Ente r the  fo llowing details . 

• User name: Sudheer 

• Password: [Password] 

 

Procedure 2   Reg ister fo r Context Service  

 

Step 1.   Under Register with Context Service , click R eg ister. 
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Upon successful reg istration you should see the  fo llowing screen: 

           

    

Procedure 3   Configure  Reasons 

 

Step 1.   On the  Cisco  Finesse Administration home page, click the  Reasons tab . 

Step 2.   In Manage Reason codes (No t Ready gadget), click New. A new reason code is created. 

 

Step 3.   Create  reason codes fo r o ther states by repeating steps 1 and 2. 

  

Procedure 4   Configure  desktop layout 

 

Step 1.   On the  Cisco  Finesse home page, click the  Manage Desktops tab . 

Step 2.   In the  Finesse Layout XML gadget, you can design the  required layout us ing the  XML 
constructs. 

Step 3.   To enab le the Chat and Email gadget on the  Finesse screen, search on the  Finesse XML 
layout text box fo r “my-socialminer-server” and rep lace  it with the  actual FQDN o f your 
SocialMiner instance . Also  remove the  comments. 
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Procedure 5   Create  phonebooks 

 

Step 1.   Click the  Phonebooks tab . 

Step 2.   In the  Manage phonebooks gadget, create  new phonebooks by clicking New. The  
phonebook can be  assigned to  all use rs or at team leve l via the  Assign To lis t box. 

 

Procedure 6   Configure  team resources 

 

Step 1.   Click the  Team Resources tab . 

Step 2.   In Manage Team Resources gadget, select the  IT team fo r which you want to  associate  the  
resources from the  lis t o f teams available. 

 

Step 3.   In Resources for IT, click the  Desktop Layout tab , and then associate  the  desktop layout to  
this team created above. Likewise , click o ther availab le tabs, to  associate  the  Phonebooks, 
Reason Codes created in above steps. 

 

Procedure 7   Access the  Finesse agent desktop 

 

Step 1.   Open a supported browser and enter the  fo llowing URL. 
http://uccx.mmcvd.ciscolabs.com:8445/desktop 

Step 2.   Ente r the  fo llowing de tails  at the  log in screen ( If SSO is enab led you are  automatically 
red irected to  the  IdP serve r to  log in fo r the  first time .) 

• User name: Sudheer  

• Extension: 8140007 

Afte r log in, the  agent home screen appears showing the  default Agent CSQ Statistics 
Report and Agent team summary report gadgets     
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Procedure 8   Change agent state from Not Ready to  Ready afte r log in 

 

Step 1.   Under the  agent name, click the  down arrow, and then choose Ready fo r the  state . 

 

Step 2.   To enab le the agents to  accept Email and Chat request on the  Finesse screen change the  
state  to  Ready for Chat and Email us ing the  pull-down arrow as shown below. 

 

Step 3.   Click the  Manage Chat and Email tab  to  view/respond to  the  existing Email and Chat 
requests. For every new request, an agent sees a pop-up message on the  Finesse screen. 
To  respond to  a query, the  agent clicks Accept. 
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Step 4.   On a call with the  agent, if the  customer is reg istered with the  context se rvice , the  agent 
will see  the  customer’s details. The  agent can ente r and save info rmation.  

                

 

Procedure 9   Access the  Cisco  Finesse Superviso r desktop 

 

Step 1.   Ente r the  fo llowing URL in a supported browser: 
http://uccx.mmcvd.ciscolabs.com:8445/desktop 

Step 2.   Log in as a supervisor by ente ring the supervisor extension number. 
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  Reader Tip 

B y de fault, the  supervisor desktop includes the  Manage Team, Team Data, Queue Data, and Manage 
Customer tabs. Each o f these contains default gadgets that provide re levant statistical info rmation using 
the  Unified Inte lligence  Center. 

 
Step 3.   Next, se lect an agent belonging to  the  IT team from the  Team Perfo rmance gadget to  

perfo rm e ithe r a s ign-out, fo rced ready o r s ilent record ing on behalf o f the  agents. 

                        

  Likewise  Click o ther tabs to  view them, if needed. 

  

Procedure 10   Silently monito r and barge-in to  existing  agent call by supervisor 

 

Step 1.   In the  Team Perfo rmance gadget on the  supervisor desktop, click Start Monitoring. Now 
the  supervisor can lis ten to  the  agent’s conversation. 

  

i Tech Tip 

The agent should be in Talking state  fo r the  Monito ring Agent button to  be enabled. The  supervisor 
should  be in Not Ready state to  start the  Monito ring Agent. For Silent monitoring to  work, B IB  on the  
phone should be enabled. 

 

                  

 

 
Step 2.   Next, barge-in to  an existing  agent call, by clicking Barge-In in the  call contro l area o f the  

supervisor desktop. 
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Using Cisco Unified Intelligence Center 

PR
O

C
ES

S
  1. Start us ing Cisco  Unified Inte lligence Cente r  

 

  

Cisco  Unified CCX users can access reports by using Cisco  Unified Inte lligence Cente r and Cisco  Finesse. 
Unified Inte lligence  Center is a comprehensive , end-to-end reporting solution fo r Unified CCX which 
provides access to  Histo rical and Live  Data reports. 

With Unified Inte lligence  Center, you can comple te the  fo llowing tasks: 

• Generate and view reports. 

• Filte r data in the  reports by se tting parameters. 

• View he lp  fo r a report. 

• View the  report in a new browser. 

• Create  and view dashboards. 

• View permalinks fo r reports and dashboards, as we ll as copy this permalink URI and post it onto  a 
webpage fo r public viewing o f reports o r dashboards without need ing to  log into  Unified Inte lligence  
Cente r o r have  a Finesse desktop. 

• Configure  thresholds fo r grid  data ce lls . 

  

Procedure 1   Start us ing Cisco  Unified Inte lligence Cente r 

 

Step 1.   Access the  Cisco  Unified Inte lligence  Center by go ing to : 
https://uccx.mmcvd.cisco labs.com. Then click Cisco Unified Contact Center Express 
Reporting to  access the  CUIC home page shown below. (The  first time you log in, you will 
be  red irected to  the  IdP serve r to  ente r credentials if SSO is enab led.) 

https://uccx.mmcvd.ciscolabs.com/
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Creating and Editing Reports 

PR
O

C
ES

S
 

 1. Create  sub-fo lder to  sto re  the  customized reports 

2. Create  new Reports us ing the  Report creation wizard  

3. Create  and view permalinks 

4. Generate and view reports 

 

 

Procedure 1   Creating sub-fo lder to  sto re  customized reports 

 

i Tech Tip 

To be  ab le  to  create  a fo lder, the  user must be  g iven administrator privileges in the  CU IC application. 

To  be  ab le  to  create  report, the  user should  also have the  report designer and report definition designer 
access privileges. 

 

Step 1.   In the  le ft pane , click the  Report menu option. The available fo lders are  d isplayed. 
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Step 2.   Navigate  to  Report > Stock > Unified CCX Live Data. On the  top-right corner o f the  

screen, click the  New d rop-down menu and select Folder. Then create  a new fo lde r 
named IT HelpDesk D ata.  

                      

 

Procedure 2   Create  Reports us ing the  Report creation wizard  

 

Step 1.   In the  newly created fo lder click the  New d ropdown menu and select the  Report menu  

 

 

 

 

 

 

 

 

Step 2.   Modify Report views and define thresholds if required. This is an optional step 

 
 
 
 
 
 
 
 
 

Step 3.   Click Next, to  create  filte rs based on which the  Report can be  generated 
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Step 4.   Create  o ther report definitions by repeating above steps 1 - 4. 

  

Procedure 3   Create  and view permalinks 

 

Step 1.   Navigate  to  the  newly created Report, right-click under the  Actions and then click 
Permalinks. 

 

 

 

 

 

 

 

Step 2.   In the  Permalinks window, click HTML to  obtain the  permalink as show below. 
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Procedure 4   Generate and view reports 

 

Step 1.   Navigate  to  Reports > Stock > Unified CCX Live Data > IT HelpDesk Data and click IT 
Helpdesk Data Team State Report to  view the  report. 

 

 

   

 

In the  top-le ft co rner, you can choose d iffe rent views o f the  report if de fined. You can 
generate reports based on filte r crite ria. The  too ls icon provides option to  ed it views and 
manage thresholds. 

 

 Reader Tip 

For more  info rmation about us ing Unified Inte lligence  Center, see the  Reporting user guide 
and the  online  he lp available in the  Unified Inte lligence Cente r. 
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Configuring the Dashboard 

PR
O

C
ES

S
  1. Create  a dashboard 

2. Add an item to  the  dashboard 

 

 

A das hboard is  mix o f multip le  items that you would  like  shown on a s ing le web page. You can create  
multip le  dashboards, and you can decide if each one  is private  to  ce rtain viewers, o r if you want to  allow 
the  dashboards to  be viewed by o thers via permission se ttings. 

The  fo llowing items can be  added to  any dashboard , and then moved and resized within the  dashboard to  
create  the  look you want to  see  within each dashboard : 

• Existing reports 

• Scheduled reports 

• Web page URLs 

• Sticky no tes 

• Custom Widgets 
 

Procedure 1   Create  a dashboard 

  

To  be  ab le  to  create  a dashboard, you must have  the  fo llowing option enabled fo r the  Users under the  
Security > UserList tab : 

• Dashboard Designer 

  

 

 



Deployment Details  

 
 PAGE 6 1  

Contents 

 

Deployment Details 

 
Step 1.   Move the  dashboard drawer to  the  ed iting and viewing palle t on the right s ide o f the  Unified 

Inte lligence  Center d isplay by clicking Dashboard drawer, right-click the  dashboard fo lder, 
and then click Create Sub-category. 

 

 
Step 2.   Create  Dashboard window, enter the  fo llowing detail and click OK. 

• Name: Helpdesk_dashboard 

  

Step 3.   Assign permissions to  the  users, and then click OK. This example  g ives all pe rmissions to  
All Users. 

Step 4.   For each add itional dashboard you want to  create , repeat steps 1 - 3. 

  

Procedure 2   Add an item to  the  dashboard 

 

Step 1.   Click Dashboards, and then se lect the  dashboard you just created so you can add new 
items to  it. 
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Step 2.   Add a new item onto  the  dashboard by clicking Add. 

Step 3.   In the  Dashboard Item settings window, enter the  title  and the  type  o f item to  add. 

 

Step 4.   Se lect the  content o f the  item to  be  added into  the  dashboard (Example : Team State  
Report), and then click OK. 
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Step 5.   Se lect the  resource(s) (IT in this example ) fo r which the  report needs to  be generated, and 

then click Run. 

  

The Report widget is placed into the dashboard, as shown in the following. 

Step 6.   For each add itional item, repeat steps 1 - 5. 
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 Appendix A: Product List 
Data Center or Server Room 
Component Product Description Part Numbers Software 

Call Control Cisco Business Edition 6000 with up 
to 1000 users 

BE6K-ST-BDL-K9 11.5 

Contact Center 
Solution 

Cisco Unified Contact Center Express CCX-11-SYSTEM-K9  11.5 

Cisco SocialMiner Cisco SocialMiner SocialMiner is included 
with CCX Premium 
licenses 

11.5 
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Endpoints 
Functional Area Product Description Part Numbers Software 

Phones Unified IP Phone 8900 Series CP-8961-C-K9 11.6 

Unified IP Phone 7800 Series Unified 
IP Phone 8800 Series 

CP-7821-K9  
CP-7841-K9 
CP-7841-K9 

11.6 

   

    

    

 

 

 

 

 

 

 

 

P rin ted in  US A CXX-XXXXXX-XX 0 6 /15 


	Preface
	Introduction
	Deployment Details
	Appendix A: Product List
	Word Bookmarks
	contents
	deployment_details
	pre_deployment
	easy_access_config
	table_C_config
	Preparing_Plaform
	Prod1_pg38
	Prod1_pg10
	Prod2_pg12
	installing_ccx
	Prod1_pg15
	Prod2_pg20
	Configuring_Single_Sign_On
	perform_metadata_exchange
	configure_cisco_uccx_register_context
	Prod1_pg25
	Prod2_pg26
	Prod3_pg26
	Prod4_pg28
	Prod5_pg29
	Prod6_pg32
	Prod7_pg33
	Prod8_pg34
	Prod9_pg35
	Prod10_pg37
	Prod11_pg38
	Prod12_pg39
	Prod13_pg40
	Prod14_pg42
	ConfiguringtheCiscoFinesse
	Prod2_pg45
	Prod3_pg45
	Prod4_pg46
	Prod5_pg46
	Prod7_pg47
	Prod8_pg48
	Prod9_pg48
	Prod10_pg50
	Prod11_pg51
	Start_using_Cisco_Unified_Intelligence
	Prod1_pg57
	create_sub_folder_to_store
	create_reports_using
	Prod2_pg61
	create_and_view_permalinks
	Prod3_pg62
	generate_and_view_reports



<<

  /ASCII85EncodePages false

  /AllowTransparency false

  /AutoPositionEPSFiles true

  /AutoRotatePages /None

  /Binding /Left

  /CalGrayProfile (Dot Gain 20%)

  /CalRGBProfile (sRGB IEC61966-2.1)

  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)

  /sRGBProfile (sRGB IEC61966-2.1)

  /CannotEmbedFontPolicy /Error

  /CompatibilityLevel 1.4

  /CompressObjects /Tags

  /CompressPages true

  /ConvertImagesToIndexed true

  /PassThroughJPEGImages true

  /CreateJobTicket false

  /DefaultRenderingIntent /Default

  /DetectBlends true

  /DetectCurves 0.0000

  /ColorConversionStrategy /CMYK

  /DoThumbnails false

  /EmbedAllFonts true

  /EmbedOpenType false

  /ParseICCProfilesInComments true

  /EmbedJobOptions true

  /DSCReportingLevel 0

  /EmitDSCWarnings false

  /EndPage -1

  /ImageMemory 1048576

  /LockDistillerParams false

  /MaxSubsetPct 100

  /Optimize true

  /OPM 1

  /ParseDSCComments true

  /ParseDSCCommentsForDocInfo true

  /PreserveCopyPage true

  /PreserveDICMYKValues true

  /PreserveEPSInfo true

  /PreserveFlatness true

  /PreserveHalftoneInfo false

  /PreserveOPIComments true

  /PreserveOverprintSettings true

  /StartPage 1

  /SubsetFonts true

  /TransferFunctionInfo /Apply

  /UCRandBGInfo /Preserve

  /UsePrologue false

  /ColorSettingsFile ()

  /AlwaysEmbed [ true

    /CiscoSans

    /CiscoSans-Bold

    /CiscoSans-BoldOblique

    /CiscoSans-ExtraLight

    /CiscoSans-ExtraLightOblique

    /CiscoSans-Heavy

    /CiscoSans-HeavyOblique

    /CiscoSansLight

    /CiscoSans-LightOblique

    /CiscoSans-Oblique

    /CiscoSans-Thin

    /CiscoSans-ThinOblique

    /CiscoSansTT

    /CiscoSansTT-Bold

    /CiscoSansTT-BoldOblique

    /CiscoSansTT-Condensed

    /CiscoSansTT-CondensedBold

    /CiscoSansTT-CondensedBoldOblique

    /CiscoSansTT-CondensedExtraLight

    /CiscoSansTT-CondensedExtraLightOb

    /CiscoSansTT-CondensedHeavy

    /CiscoSansTT-CondensedHeavyOblique

    /CiscoSansTTCondensedLight

    /CiscoSansTTCondensed-LightOblique

    /CiscoSansTT-CondensedOblique

    /CiscoSansTT-CondensedThin

    /CiscoSansTT-CondensedThinOblique

    /CiscoSansTT-ExtraLight

    /CiscoSansTT-ExtraLightOblique

    /CiscoSansTT-Heavy

    /CiscoSansTT-HeavyOblique

    /CiscoSansTTLight

    /CiscoSansTTLight-Oblique

    /CiscoSansTT-Oblique

    /CiscoSansTT-Thin

    /CiscoSansTT-ThinOblique

  ]

  /NeverEmbed [ true

  ]

  /AntiAliasColorImages false

  /CropColorImages true

  /ColorImageMinResolution 300

  /ColorImageMinResolutionPolicy /OK

  /DownsampleColorImages true

  /ColorImageDownsampleType /Bicubic

  /ColorImageResolution 300

  /ColorImageDepth -1

  /ColorImageMinDownsampleDepth 1

  /ColorImageDownsampleThreshold 1.50000

  /EncodeColorImages true

  /ColorImageFilter /DCTEncode

  /AutoFilterColorImages true

  /ColorImageAutoFilterStrategy /JPEG

  /ColorACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /ColorImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000ColorACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000ColorImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasGrayImages false

  /CropGrayImages true

  /GrayImageMinResolution 300

  /GrayImageMinResolutionPolicy /OK

  /DownsampleGrayImages true

  /GrayImageDownsampleType /Bicubic

  /GrayImageResolution 300

  /GrayImageDepth -1

  /GrayImageMinDownsampleDepth 2

  /GrayImageDownsampleThreshold 1.50000

  /EncodeGrayImages true

  /GrayImageFilter /DCTEncode

  /AutoFilterGrayImages true

  /GrayImageAutoFilterStrategy /JPEG

  /GrayACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /GrayImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000GrayACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000GrayImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasMonoImages false

  /CropMonoImages true

  /MonoImageMinResolution 1200

  /MonoImageMinResolutionPolicy /OK

  /DownsampleMonoImages true

  /MonoImageDownsampleType /Bicubic

  /MonoImageResolution 1200

  /MonoImageDepth -1

  /MonoImageDownsampleThreshold 1.50000

  /EncodeMonoImages true

  /MonoImageFilter /CCITTFaxEncode

  /MonoImageDict <<

    /K -1

  >>

  /AllowPSXObjects false

  /CheckCompliance [

    /None

  ]

  /PDFX1aCheck false

  /PDFX3Check false

  /PDFXCompliantPDFOnly false

  /PDFXNoTrimBoxError true

  /PDFXTrimBoxToMediaBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXSetBleedBoxToMediaBox true

  /PDFXBleedBoxToTrimBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXOutputIntentProfile ()

  /PDFXOutputConditionIdentifier ()

  /PDFXOutputCondition ()

  /PDFXRegistryName ()

  /PDFXTrapped /False



  /CreateJDFFile false

  /Description <<



    /BGR <>

    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>

    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>

    /CZE <>

    /DAN <>

    /DEU <>

    /ESP <>

    /ETI <>

    /FRA <>

    /GRE <>



    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)

    /HUN <>

    /ITA <>

    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>

    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>

    /LTH <>

    /LVI <>

    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)

    /NOR <>

    /POL <>

    /PTB <>

    /RUM <>

    /RUS <>

    /SKY <>

    /SLV <>

    /SUO <>

    /SVE <>

    /TUR <>

    /UKR <>

    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)

  >>

  /Namespace [

    (Adobe)

    (Common)

    (1.0)

  ]

  /OtherNamespaces [

    <<

      /AsReaderSpreads false

      /CropImagesToFrames true

      /ErrorControl /WarnAndContinue

      /FlattenerIgnoreSpreadOverrides false

      /IncludeGuidesGrids false

      /IncludeNonPrinting false

      /IncludeSlug false

      /Namespace [

        (Adobe)

        (InDesign)

        (4.0)

      ]

      /OmitPlacedBitmaps false

      /OmitPlacedEPS false

      /OmitPlacedPDF false

      /SimulateOverprint /Legacy

    >>

    <<

      /AddBleedMarks false

      /AddColorBars false

      /AddCropMarks false

      /AddPageInfo false

      /AddRegMarks false

      /ConvertColors /ConvertToCMYK

      /DestinationProfileName ()

      /DestinationProfileSelector /DocumentCMYK

      /Downsample16BitImages true

      /FlattenerPreset <<

        /PresetSelector /MediumResolution

      >>

      /FormElements false

      /GenerateStructure false

      /IncludeBookmarks false

      /IncludeHyperlinks false

      /IncludeInteractive false

      /IncludeLayers false

      /IncludeProfiles false

      /MultimediaHandling /UseObjectSettings

      /Namespace [

        (Adobe)

        (CreativeSuite)

        (2.0)

      ]

      /PDFXOutputIntentProfileSelector /DocumentCMYK

      /PreserveEditing true

      /UntaggedCMYKHandling /LeaveUntagged

      /UntaggedRGBHandling /UseDocumentProfile

      /UseDocumentBleed false

    >>

  ]

>> setdistillerparams

<<

  /HWResolution [2400 2400]

  /PageSize [612.000 792.000]

>> setpagedevice



