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1 Overview

The purpose of this document is to specify the hardware and system software compatible with and required for the

Cisco Unified Intelligent Contact Management (Unified ICM) and Cisco Unified Cotaater (Unified CC)

products for Release8.5(1)and subsequent®x) Maintenance Releases (MR).
— ~)

*Note:See thenote on Contact Center Product Names i Rb&arencdsectionon pagé

This document is applicable to both the Enterprise and Hosted options of the Unified ICM and Unified Contact
Center solutions.

The information contained herein is intended for use by Certified Partners and Cisco sales and system engineers, for
pre-sales hardware planning and thpdrty software selection, as well as for incremental system updates. In all
cases, the reader is asgd to be familiar with the Unified ICM/Contact Center product at an overview level, and to
understand high level deployment models and essential application server types such as Logger and PG.

Document content will be updated periodically for technicatifitation and to align with subsequently qualified
hardware and thirgparty software. Document updates are typically synchronized with minor and maintenance
releases and include updated support policy details for Microsoft Service Pack (SP) suppied duathe release.

New serverhardware ray be added to this document following initial publicatiemisting servehardwarewill not

be rendered obsolete byese additions

1.1 Hardware, System Software *, and Capacity Sizing

To simplify mapping of the drdware server configurations across various deployments, server hardware is
LGHQWLILHG DV D 3VHUYHU FODARKXURHUGERJWHQBH&E FD Q 8 HYHVHWR'U $ VHUYHU
more hardware types, based on category of processor family, imeaind hard drive configuration appropriate for

the specified application. Server classes are detaj@dpendix A +Server Classgs

*Note:System software consists of the operatingesystdatabase server, asttherthird-partyapplications

This document does not list Cisco Unified Computing System (UCS) hardware on which only virtualized Unified
Contact Center components may be installed. Please refer to the Unified Communications Virtualization DocWiki
page athttp://docwiki.cisco.com/wiki/Unified Communications Virtualizat|tor detailed guidance on deploying
Cisco Unified Communications products on UCS hardware.

Hardware and assocét system software are specified by Unified ICM/Contact Center system server configuration
with consideration for both the overall deployment model and the specific server software component configuration.
Capacity sizing is an integral factor in propeguirement specification. Where requirements are tiered by system
sizing, defined operating conditions and representative sizing thresholds (such as the maximum number of supported
agents) are indicated. Special consideration is provided for installatpmrading to Releas®.5x) on existing
hardware.A summary of system configuration boundaries is also provided, followed by specific Unified
ICM/Contact Center solution deployments and the applicable corresponding hardware and software requirements,
by server node type and capacity range. Each configuration is prefaced with a representative set of primary
operating conditions on which sizing is based, with exceptions and special considerations called out under the
applicable server node.

Cisco strivesd enhance the usefulness of this document by ensuring accurate detailed technical information backed
by an extensive imouse testing and qualification effoM/e have increased the amount of sizing and system
boundary information to more accurately poytexpected capacity and sizing limitations of specific deployments.

The reader must recognize, however, that the Unified ICMand Unified Contact Center systems are by design highly
scalable and complex distributed systems, and it is often difficult t@adieaize representative configuration and
workload / call flow scenarios particularly for the higkend Unified ICMEnterprise and Unified ICM Hosted
customer. Cisco often defaults to a conservative stance in sizing limitations to arrive at capacitiagethibe h
broadest level of applicability. For this reason, the system sizing and configuration limitation information contained
herein should be considered as guidelines which are applicable to the vast majority of customers, but which might
also have exqaions.Where specific circumstances complex system designs dictate, Cisco strongly encourages
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partners and customers to consult with our Advanced Services / World Wide Voice Practice teams for further

analysis and approval of specific deployments.

1.2

Table 1-1: Publication Updates

Updat ed Information in this Document

The following table provides information on

publication updates for this document .

Rev. Section Notes
1.15 Table 641 updated | Note added about setting HTTP keep alive timer.
1.14 Table 51 updated. | New values were populated in the PIMs per system (tdalplex PGs
per ICM instance, and MR PIMs per MR Pfasvs.
1.13 Table 51 updated. | New valuesvere populated in the B per Generic PG and PIMs p
system(total) rows.
1.12 Table 51 updated. | New values were populated in tRECand user ariablessize (bytes)
row.
1.11 Section7.5 updated. | Note added to indicate that adding a custom DB bogger or HDS is
not supported.
1.10 Sections 5.3, 6.8.6, | Updated sections to include information about Cisco Finesse.
and 7.6updated.
1.09 Sections 6.1.1.1 and | Note added to indicat®at the Outbound Option can be installed on
6.1.1.50utbound Proggetbut that agent capacity will be reduced
Option Scalability
updated.
1.08 Section 6.3 Unified | Agent Self Reskilling and Provisioning Batch Processing setsio
Contact Center added. Sections updated and added with information on the capal
Management for having up to 12,000 agents.
PortalSection 5.1
updated and 6.1.1.4
added.
1.07 Section Minor updates
6.6.1./Common |
Ground Upgrade
1.06 Section6.6.1.fNew_ || Updated the tables for 8.5(x)
Deploynents and
Technology Refregh
and Section
6.6.1.fCommon |
Ground Upgrade
1.05 SectionCitrix Included Windows 2008 (64bit) Rsupport for a platform of Citrix
XenApp Server 5 XenApp Server 5
with Microsoft
Windows ServeiB2-
bit and 64bit R2)
Support for CTI O
1.04 Section7.8Microsoft || Clarified that SQL Server 2005 3#tt is required for Windows Server
SQL Server 20 2003 and 2008
7.%Dperating Systen]
and Database
Requirements
1.03 5.1Unified | Addedscalability constraintfor call type skill grous and configured
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Rev. Section Notes
ICM/Contact Center || call types.
Configuration Limits
& Scalability
Constraint$

1.02 Added8.5(2) support foMicrosoft Windows Server 2008 R2, Agent
Greeting, and additional 8.5(2) chasge

Removeddated Microsoft licensing detailFor icensing implications
and CAL allocationrefer directly to Microsoft.

1.00 - Initial revision for 8.5(1) release. All references to WebView report
are removed in this document since WebView is no longer suppor
as of release 8.5(1)5ee section 2 for references to @isco Unified
Intelligence Cente3ystem Software Specifica (Bill of Materials)
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2 References

Cisco Unified htelligent Contact Managemebtiified Contact Center Enterprise and Hos{edified ICME and
Unified ICMH) product information can be found [@mww.cisco.conh

Produ¢ documentation, including planning, upgrade, install, configuration, reporting, reference, and developer
documentation, is available jsisco Product Suppgrt

Other useful documenisclude:

Cisco Unified ICM Software ACD Supplements
|http://www.cisco.com/en/US/products/sw/custcosw/ps1844/prod technical reference list.html

CiscoUnified ICM ACD PG Supportability Matrices
http://www.cisco.com/en/US/docs/voice ip cofomst_contact/contact _center/ipcc_enterprise/ipccenterpr
ise8 0 1/compatibility matrices/quide/icmacdmx|pdf

(08

(08

(08

Cisco Unified Contact Center Enterprise Software Compatibility Guide
|http://www.cisco.com/en/US/products/sw/custcosw/ps1844/products device support tables |[list.html

(08

Cisco Endof-Life and Endof-Sale Notices
|http://www.cisco.com/en/US/products/sw/custcosw/ps1001/prod eol notices ligt.html

(08

Cisco Unified Contact Center Enterpri8es(1)Solution Reference Network Design

(SRNDONttp://www.cisco.com/en/US/products/sw/custcosw/ps1844/products _implementation _design_guid
[ es_lig.html

U

Virtualization Guide for Cisco Unified Intelligent Contact Management and Contact Center Enterprise
https://www.cisco.com/en/US/docs/voice ip_comm/cust_contact/contact center/icm_enterprise/icin_enter
prise_7_5/user/guide/VirtualizationGde 753 Jpdf

S Bill Of Material Guide for Cisco Unified Intelligence Center (CUIC)

http://www.cisco.com/en/US/docs/voice ip _comm/cust contact/contact center/intelligence suite/iptellige
nce_suite 80/user/quide/is80b.

S Cisco Unified Customer Voice Portgblution Reference Network Design (SRND)
http://www.cisco.com/en/US/products/sw/custcosw/psifi@glucts implementation design guides lit.h
tmli

S Cisco Unified Customer Voice Portdlardware and System Software Specification
http://www.cisco.com/en/US/products/sw/custcosw/ps1006/products _implementation _design _guides_list.h

tml|

Note: The documents listed above are not necessarily updated on the same schedawvie and System
Software Specification (Bill of Materials}-or tha reason, specification data might differ between this
document and the references cited. For Unified ICM/C& 8ee the most recent revision of these
documents or those revisions listed within the specific Unified ICM/CC release heading on Cisco.com

The XVH RI WKH JHQHULF DEEUHYLDWLRQ 3,&80" LV LQWHQGHG WR LQFOXGH

7KH XVH RI WKH JH QUniied- & B i EHis Hacurbewt isRn@néled to include Unified C@htlUnified
CCE, butot Unified Contact Center Expressrified CCX).
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3 Servers for Cisco Contact Center Products

The Unified Contact Center Enterprise &)g¢roduct is fully supported on Cisco Unified Computing System (UCS)
servers in a virtualized environment. Please see sdéimpendix A + Server Classdgppendix A + Server|
[Classetor more detailsboutthis deployment option.

The Unified ICM/Contact Center kdions are fully supported on the Cisco 7800 Series Media Convergence Server
(MCS) family of Intetbased, high performance hardware servers. The MCS 7800 family is an integral part of a
complete and scalable Cisco Voice architecture solution for thepesterthoroughly tested for compatibility and
optimal performance with the Unified ICM/Contact Center product. MCS servers have a proven track record of high
reliability, offer a common consistent architecture across Cisco Voice applications, and acetenvadaeadded
Ciscosupport services such 8ARTnet (technical support services).

The range of MCS server sizes aligns with specific Unified ICM/Contact Center server node types and the
corresponding anticipated capacity of a given solution. As exglain thdOverview section, and as listed in
[Appendix A +Server Class¢s 0&6 VHUYHUV DUH FDWHJRUL]JHG NMVQ GHKLLYVIGBWXRKPQ WS &M
classesare, in turn, listed aspalicable to a given Unified ICM/Contact Center server node type and capacity in the
section|Unified ICM/Unified Contact Center Operating ConditipMhere specific Unified ICM/Contact Center
componentserver requirements dictate certain hardware capabilities (for example, SCSI disk drives for high
transaction SQL Server or Oracle deployment, or dual processor configurations to achieve specific system
performance metrics), the applicable MCS server(dgscted.

Full detail on the range of MCS servers and their features can be found at the following reference:
[http://www.cisco.com/go/mgs

Unlike the Cisco Unified Communications Manager (Unified CM) and agsociaroducts, MCS servers ordered

for Unified ICM/Contact Center deployments do not include a customized distribution of the operating system.
Users ordering MCS for Unified ICM/Contact Center must also order the appropriate edtidiErosoft
Windows Srver 2003 (or R2), oMicrosoft Windows Server 2008 Rand, for database, SQL Server 2(Bbit.

Unified ICM/Contact Center MCS customers assume primary maintenance responsibility for their Windows
environmentCisco does, however, provide as a sergngoing Microsoft security patch certification for Unified
ICM/Contact Center; see tigecurity Best Practices for Cisco Unified ICM/Contact Center Enterprise & Hosted,
Release 7.x(yguide, available at:

|http://www.cisco.com/en/US/customer/products/sw/custcosw/pleOl/prod technical referencellist.html

For thereleaseB.5, a virtualized UCS server solution orMCS server solution isequired fo all Unified Contact
Center Enterprise deploymen@nly exactmatch OEM servers from Ciscoselected manufacturers (See
[http://www.cisco.com/go/swonlfor details), or generic hardware for those componerdsifigally indicated,can
be substituted for CiscdCS orMCS servers for Unified Contact Center deploymemtss requirement applies

to new deployments and expansionson physical servers as well as on ESX server

If you have noFMCS hardware, you canpgrade to an B.release and remain on that hardware as long as your

hardware specifications comply wjtkppendix A +Server Classgsand yourcontact center capacity requirements

are within the capacity limits listed the section titlegSoftware Constraints and Operating Condit|Bos Unified

ICME and Unified ICMH customers, nef &6 3JHQHULF" VHUYHUV WKDW HVVHQWLDOO\ PLC

given server class carelileployed; these are separately specifigfigpendix A +Server ClassgNote that high
end carrierclass generic servers are specified for specific applications that have no current MCS equivalent.

©2008-2012 Cisco Systems, Inc. 5



Cisco Unified ICM/Contact Center Enterprise & Hosted Editions , Release 8.5(x)
Hardware and System Software Specification

3.1  Server Hardware Conf iguration Guidelines

This section provides system integrators and customers with guidelines, supported and unsupported server
hardware, and storage configurations. Cisco MCS serverpgui@ge a number of the specified options;
however, Cisco Unified ICMand Unified CC applications require special consideration to meet the high
performance demands of the system. Whether acquiring Cisco MCS servers-pathjirdardware, special care

should be given to choose the appropriate level of hardware redundahey siorage solution specific to the
application nodes for which the servers are intended. Of particular importance are the storage controller, number
(and capacity) of disks, and RAID configuration available.Furthermore, for customers with large atiafigur

and/or long historical data retention period requirements, additional guidelines are provided.

Note that Cisco does not currently fully support deployment of the Unified ICM/Contact Center solution on a
third-party VHUYHU 3EODGH” FKDVVLV IRUP IDFWRU

Note: A echmology refresh” X S J Udla@Ed fora PeripheralGatewayshould ensure atleast 40 GB lafrd
disk space free to ensure thhe OPC capture serviceability featunghen enabled, will have sufficient
disk space availabl@ hiscapability isvital for troubleshooting PG related issues.

Recommended Redundant Hardware
Thefollowing table contains recommendations for redundant hardware

Table 3-1: Recommended Redundant Hardware

Supported components Unsupported components
S Power supplies Redundant network interface caf®Cs).
§ Fans Caution:Using NIC teaming or other forms of redundant Ethernet adap
S Memory has been proven to introduce packet delivery/reception proh
S Storage controllers capable of generating latency sufficient to cause applicd
§ Disks (RAID) problems.
CPU

Each individual corén a multcore processor does not count as a processor towards server requirements given
infAppendix A +Server Classg¢sA processor is considered a single physical CPU, regardless of the number of
cores.

Note: If you runMicrosoft Windows Server 2008 RB4-bit hardware is required

NIC Speed/Duplex Configuration

The following table contains information on network interface clll@€) Speed/Duplex Configuration.
Table 3-2: NIC Speed/Duplex Configuration

NIC Capability @ Switch Port Capability
10/1M MB/s 1000MB/s
10/100MB/s 10/100MB/s Full Duplex 10/100MB/s Full Duplex
1000MB/s 10/100MB/s Full Duplex Auto
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Note: Severe network communication problems are likely when 10lB& NICs and switch ports are not
both explicitly set to the capable speedFknll Duplex operationWe highly recommendhe use of
gigabit (L000MBY/s) server network interface cards and gigabitwork switches.

Storage Hardware

Cisco Unified ICM and Unified CC are I/O intensive applications that handle call routing, process logging, and
historical archiving. I/O write operation capacity is of particular criticality. The use of SCSI hardridis& is

required unless otherwise specified. Components where Serial or Parallel ATA (Advanced Technology
$WWDFKPHQW GULYH XVH LV DFFHSWDEOH DUH H[SOLFLWO\ LGHQWLILE

The following table provides inforntian on storage hardware requirements.

Table 3-3: Storage Hardware Requirements

Required controllers SCSI/SAS

XUltra160/3 (minimum)

XUItra320 (recommended)

XSAS 3.0Gb/s (minimurr)

XSAS 6.0Gb/s (highly recommended)
ATA

x Serial (recommended)
x Parallel

Disk Drives SCSI/SAS

x 3.5 in.Form Factor
f 15,000 RPM for Cisco Unified ICM and Unified CC Loggers,
Historical Data Servers and other database servers
f 10,000 RPMminimum) for all other nodes

x 2.5 in.Form Factor
f 15,000 RPM preferred for database servers
f 10,000 RPM (standard) for all other nodes

ATA 7,200 RPM
Additional Media DVD drive (for software installation)

*Note:Serial Attached SCSI

Configuration Guidelines
See the following list foguidelineson storage configuratian

x A dedicated otboard or addn RAID controller must be used with a minimum of 128 MB of battery
backed cache.

x Increasing the number of physical driveayincrease the overall faubblerance of the disk array.
x Use controllers with multiple channels connected to discrete drive bays or backplanes.
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Note:  Multiple controller channels can be significgrddvantageuswhen there are multiple drive bays

and backplane connections. Eachrofe of the controller can connect to a separate backplane
connection, and arrays split between the channels and backplanes can take advantage of the
increased throughput as well as increased resiliency.

x Two channels per external storage enclosure.

X Multiple external storage enclosures are desirable (when needed) for increased performance and fault
tolerance.

x External storage enclosures with dedicated RAID controllers are supported with MCS server systems.

3.1.11

Supported Configurations

The followinglist provides informatiormn supported configurations:

X
X
X

3.1.1.2

Fibre Channel is supported only in a peioipoint topology deployment.
Dedicated ofboard or addn RAID controllers are required to use any of the RAID levels supported.

RAID 1 (Mirroring andDuplexing)# his is the minimum RAID level for all critical Unified ICM and
Unified Contact Center components. RBgmendix B-RAID Configuration Reguiremenfsr details.
Mirroring is typically used for boot drives @il servers to prevent loss of data and down time in the
event of a disk failure.

RAID 5 (Block-level stiping with distributed parityd his is the minimum RAID level required for
medium to large Unified ICM/Contact Center Rogger, Logger and-HWE(-DDS) database
components (virtual machine guests) on Cisco Unified Computing System (UCS) hardware; RAID 5 is
only supported on UCS.

Caution: Some disk I/O performance degradation is likely when one disk in a RAID 5 array fails.
Failed disks must be replaced the earliest appropriate opportunity to avoid system
impairment or loss of data. It is recommended that sstastdby be allocated for a potential
disk failure so that a rebuild can be initiated as soon as practical. A disk rebllild
degrade disk 1/0O péormance during the actual rebuild (degradation level is dependent on
the configured priority of a disk rebuild); choose your rebuild time window accordifagly (
examplenotduring the busy hour)

RAID 10 (A Stripe of Mirrors) £This is an additional RAY level option for medium to large Unified
ICM/Contact Center Rogger, Logger and AMDS(-DDS) database components (virtual machine
guests) on UCS hardware and the required RAID level for the same database components, as well as
CCMP, on directttached stage (i.e. local disk) on Media Convergence Server (MCS) hardware.
RAID 10 offers the highest level of disk I/0 performance and redundancy

Unsupported Configurations

The followingstorageconfigurations are not supported:

X
X
X
X
X

Fibre Channel Arbitrated Loof-C-AL) fabric topology

Softwarebased RAID provided by the operating system or other software
Proprietary RAID solutions

RAID 0 (Striped Disk Array without Fault Tolerance)

RAID 0+1 (A Mirror of Stripes)

Caution: RAID 0 is not supported due to the lackfafilt tolerance. If one drive fails, then all data in the

array is lost. RAID 0+1 is not supported due to increased risks of data loss or down time in the
event of a failure.

X

Network Attached Storage
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Netwrok Attached StorageNAS) solutions pose unacceptable risk due to the variability of the
interface between the server and the NAS device; specifically, latency and bandwidth of the network
link can introduce performance delays that put the solution at risk. Because of thidityaribco

cannot support NAS for Unified ICM or Unified Contact Certteployments

Alternative Storage Option

Unified ICM and Unified CC server components are qualified and tuned for optimal operation on a dedicated
storage solution = direct attached (internal/lexternal) SCSI or SAS. However, recognizing that some
deployments have data retention needs that exbeestdrage capabilities of direct attached disk arrays, Cisco
doesendorse the use of a Storage Area Network (SAN) under the following conditions:

1. A SAN RAID group must be dedicated to Unified ICM/CC database components; these SAN RAID
groups must not béehared by other applications.

2. The SAN host interface (for example, Fibre Channel) must meet or exceed the performance
specifications of supported (direct attached) SCSI/SAS interfaces. See the sectiofStitfadd

Hardware, Required Controllefrs

3. Each individual drive in the SAN array must meet or exceed the performance specifications of
supported (direct attachedjsk drives. See the section ti{lgtbrage Hardware, Disk Spged

Note: SATA drives are not supported with SAN.

4. The SAN disk array must be configured RAID 5 or RAID 1Q for added performance and fault
tolerance.

SAN solutions are typically deployed in a shared environment where multiple applications are contending for
storag accessBecause of the rediime nature of the Unified ICM/Contact Center applicatiarshared disk
environmentcannot be supporte(e.g. Unified CCE application component sharing a LUN with another
application) the conditions listed above are necegsa ensure that the deployment perfonmighin published
capacity limits. If the SAN storage deployment is identified as affecting the functions of the contact center
solution, the customer will be required to deploy a direct attached storage saistiesdi Moreover, if in the
process of troubleshooting, tBAN itself is identified as the problem, the customer must contact the system
integrator or the SAN vendor for resolution.

Unqualified Backup Options

Backup device/software option decisions (andcedures) are left to the end customer; no backup products are
explicitly qualified by Cisco.

Caution: For performance reasons, backups must be performed outside of business hours or during periods of
lowest activity. Cisco does not providecommendations for specific backup devices or products,
but internal and other direetitached devices might have restrictions on which platforms they are
compatible with. Consult your backup product vendor to determine options for internal or external
backup storage.
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4 Software Upgrade and Installation Considerations

Upgrading to Unified ICM/Contact CentaRelease &(1) is explained in th&pgrade Guide folCM and CTI
OS forCisco Unified Contact Center EnterprisRelease 8.5(1)or additional information on Release 8.5(1)
upgrade and installation, see also Raease Notes for Cisco Unified Contact Center Enterprise, Release 8.5(1).

Upgrading to Unified ICM/Contact CentdRelease &(2) is explained in thé&Jpgrade Guide folCM and CTI
OS for Cisco Unified Contact Center Enterprisd&kelease 8.5(2)or additional information on Release 8.5(2)
upgrade and installation, see also edease Notes for Cisco Unified Contact Center Enterprise, Relea&g 8.5(
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5 Software Scalability, Constraints and Operat  ing Conditions

5.1 Unified ICM/Contact Center Configuration Limits & Scalability Constraints

The following table speciy the configuration limits and scalability constraints for the Unified ICM/Contact
Center products. These configuration limits are part of the Unified ICM/Contact Center product design constraints
and were used for system sizing characteristics as teste@isop. Most of these system parameters (or
combinations of these system parameters) form contribution factoch whpact system capacityhen you

design your contact center, take special care to ensure your design is deployed within these lirajipli¢abte

specific comments in the table below for additional detail.) Consult Cisco if you have special configuration
requirements that might exceed specific parameter(s).

The check markin the table indicatethat a given parameter is applicable to the indicated Unified ICM/Contact
Center product editiorRPlease observe the notashe end of thitable.

Table 5-1: Configuration Limits & Scalability Constraints 2 Unified ICM , Unified CC

Maximum Limit Limit Unified | Unified | Unified | Unified | Comments
Value CCE ICME CCH ICMH

<=450 | >450,

agents | <12,000

(UCCE | agents

only)
ECC (Extended 2,000 | 2,000 9 9 9 9 CVP and Outboun®ption
Context Call)and rely on a subset of this
User \ariablessize maximum limit for
(bytes)* integration with Unified

ICM

Number of 10 10 9 9 9 9
Peripheral
Variables (Call
Variables)
Peripheral Variablg 40 40 9 9 9 9 40 characters, excluding
length (characters) terminating NULL
VRU PIMs per N/A 10 9 9 9 9 7845 class only
VRU PG
VRU PIMs per 2 8 9 9 9 7845 class only
Generic PG
VRU PIMs per N/A 5 9 IP-IVR PIMsonly
System PG

©2008-2012 Cisco Systems, Inc. 11



Cisco Unified ICM/Contact Center Enterprise & Hosted Editions

Hardware and System Software Specification

, Release 8.5(x)

Maximum Limit Limit Unified | Unified | Unified | Unified | Comments
value CCE | ICME CCH | ICMH
<=450 >450,
agents | <12,000
(UCCE | agents
only)

TDM PIMs per PG| N/A 5 9 9 Multiple PIMs on a PG can
impact performance, thus
lowering the total number
of agents and IVR ports
and call volume supported
when compared to a single
PIM per PG.There is a
maximum of oe PIM per
TDM PG with CTI OS
coresident

MR PIMs perMR 1 2 9 9 9 9

PG

PGs per server 1 2 9 9 9 9 This is not applicable to
multi-instance CTI OS in a
Unified CCH environment.

PGs per CICM N/A 80 9 This is only applicable to

instance Unified CCH with nulti-
instance CTI OS
deployment

Duplex PGs per 1 250 9 9 9 9 For <= 450 agentwith

ICM instance outbound there will be an
additional MR PG

PIMs per system 4 250 9 9 9 9 One agent PIMtwo VRU

(total) PIMs, and one MR PIM
(applies to <= 450 agents
only)

Configured agents| N/A 65,000 9 9 9

per system (tota)

Configured agents| 3000 | 76,000 9

per system (tota)

Configured agents| 3000 2Xx 9 9 9 9 Example: For a 2,000 age

per peripheral agent capacity peripheral

capacity gateway, the maximum
configured agents for that
peripheral is 4,000

Skill groups per 1500 3000 9 9 9 9

peripheral gateway

Skill groups per 1500 27000 9

system

HDS servers per 2 4 9 9 9 9 Detailed HDS deployment

Logger side constraints are described i
Chapter 4Cisco Unified |
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Unified
CCE

Unified
ICMH

Unified
CCH

Unified
ICME

Limit
Value

<=450 >450,
agents | <12,000
(UCCE | agents

Maximum Limit Comments

only)

Contact CenteEnterprise

8.5 Solution Reference

Network Design (SRNL})

Se@egloymemsgeciﬁc

limits forAW andHDS

Servers petogger Sidéfor

deployment specific limits.

Instances per
CICM complex

N/A

25

This assumes that the tota|
offered load for all
instances and their
configurations are within
the limit of a maximum
capacity of a single
instance

CICMs per NAM
platform

N/A

75

The maximum CICM
physical servers per NAM
are six(6). Consult your
Cisco represeative if you
need more than six

CTI OS per PIM

Instances per
PG/CG/CTI
OS/SIP Dialer
server

N/A

10

This assumes that the tota
loadis for all instances and
thattheir configuratios are
within the limit of
maximum capacity of a
singleinstance.

HDS instances per
HostedADS

N/A

10

This assumes that the tota|
load is for all instances ang
that their configurations ar¢
within the limit of
maximum capacity of a
single instance.

Provisioning
operations per houl

30

120

For Configuration
Manager, Web reskilling,
CCMP, or AAS +
maximum numbeof save
operations across alll?Ss
in the solution in a <hour
period.200 changes per
provisioning operation.

SCCkPdialer ports
per dialer

N/A

120
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Maximum Limit Limit Unified | Unified | Unified | Unified | Comments
value CCE | ICME CCH | ICMH
<=450 >450,
agents | <12,000
(UCCE | agents
only)
SCCPdialers per N/A 2 9 9 Only one kind of dialer
PG pair (Side A + (SCCP or SIP) can be
Side B) installed per PG
SIPdialer ports per| N/A 1,500 9 9 This assumes the model ig
dialer distributed, numbergary
based on deployment
SIPdialers per PG N/A 1 9 9 Only one kind of dialer
pair (Side A + Side (SCCP or SIP) can be
B) installed per PG
SlIPdialer Ports perf  N/A 1,500 9 In multi-instance
server (total) deployment
Dialer ports per N/A 4,000 9 9
system(total)
Dialers per system| N/A 32 9 9 Note When the number of
(total) dialer ports per system
exceeds 600, the Logger
and HDS must be gpaded
to GEN50-005-Class
Campaigns per N/A 100 9 9
system (SCCP)
Campaigns skill N/A 100 9 9
groups per system
(SCCP)
Campaigns per N/A 300 9 9 This is applicable only
system (SIP) when router and logger arg
deployed on separate
machines.
Campaigns skill N/A 300 9 9 This is applicable only
groups per system whenrouter and logger are
(SIP) deployed on separate
machines.
Campaign skill N/A 20 9 9 Limitation on ill groups
groups per for any given campaign (ag
campaign long as the max 100
campaign skill groupper
system not exceeded)
All-event clients 1 5 9 9 9 9
(CTI Server)

! For the SIP dialerhis option is available from UCC&5(4) onwardsand thevalue ofEMSUserDatdor both
Dialerand CampaignManagshould be set to FF.
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Maximum Limit Limit Unified | Unified | Unified | Unified | Comments
value CCE | ICME CCH | ICMH

<=450 >450,

agents | <12,000

(UCCE | agents

only)
Dialed numbers peif 1,500 | 240,000 9
system
Labels configured 500 160,000 9
per system
Call typeskill 1,000 | 30,000 9 9 9 9 Total call type skill group
groups per interval records
Configured call 500 10,000 9 9 9 9 Total call types configured
types
Active call types 250 8,000 9 9 9 9
Routing scripts 500 2,000 9 9 9 9
configured per
system
Active Routing 250 300 9
Scripts at any point
in time

!Note: The maximum indicated is independent from the number of BB uservariables used, with each representing
approximately 50 bytes additional storage per record. Note also that with the introduction of selective ECC variabiegersiste
in Unified ICM/Contact Center.1, the maximum includes both persistent andpensistat variables.

>Note:  Deployments approaching these limits are at risk of performance degradation and failed callespéicigllyif one

or more contending capacity limitations are themselves approaching maximum thresbolttés reason, Ciscstrongly
recommends partner and/or professional services engagement for expert assistance withrelapeatisystem planning. The set

of most impacting related parameters with large numbers of configured agents include total number of system pevigtiesrals
number of active (vs. configured) agents, and overall call [Bael.point at highest risk for degradation are busy hours and the
half-hour update period, during which Rfénerated reporting data is sent to the Central ContrSistem adminisators can
lessen their exposure to these issues by purging unused configured agents, retiring inactive peripherals, and matetaming sys
at current maintenance release levels.

Note: For Unified CCH running with SCCP dialer, there is only one instafic@utbound Option per CICM
platform/complex with a maximum of tvabalers per PG pair.

Deployment -specific limits for AW and HDS Servers per Logger Side
Additional AWs can only be deployed by reducing an equal humber cHREs

Capacity/Component 450 4,000 8,000 12,000
HDS-DDS per logger side 1 1 1 1
AW-HDS per logger side 1 1 3 4
AW only per logger side 0 1 1 2
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5.2  Unified ICM/Unified Contact Center Operating Conditions

Except when explicitly specified, thénified ICM/Contact Centehardware selectiodescribed in this section is

based on the following operating conditions. In determining how to size a Unified ICM or Unified CC software
implementation, it is important to consider the factors listed here. While there are additional variables that would
impact system capacity, Cisco has chosen a representative subset and provided a set of values on which the sizing
limitations herein are basetihese valuesangrovided in the following table.

Table 5-2: Operating Conditions, Unified ICM, Unified CC

Operating Value Unified | Unified | Unified | Unified | Comments
Condition CCE ICME CCH ICMH
<=450 >450,
agents <12,000
agents

Maximum number 1 1 9 9 9 9 Simplex CTI OS

of CTI OS Servers system (ot for

per PG production systems)

2 2 9 9 9 9 Duplex CTI OS

system

Maximum number 2 2 9 9 9 9

of Cisco Finesse

servers per PG

Average skill 5 5 9 9 9 9 Does not include

groups per agent default skill group

per team assumes 17 stafser
skill group enabled

Number of 10% 10% 9 9 10% of total agent

supervisors population

Number ofteams | Agents/10| 10% 9 9 10% of total agnt
population (9 agents
and 1supervisor per
team)

Monitor mode 2 2 9 9 9

applications (CTI N/A 10 1

per

0S) instance

All-event clients 2 4 9 9 9 9

(CTI Server) with

single processor

server

ECCvariables 5 scalars| 5 scalars 9 9 9 9 40 bytes each

Call flow traffic on 85% 85%

straightcalls
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Operating Value Unified | Unified | Unified | Unified | Comments
Condition CCE ICME CCH ICMH
<=450 >450,
agents <12,000
agents
Call flow traffic on 10% 10%
transfercalls
Call flow traffic on 5% 5%
conferencesalls
Outbounddialer N/A 30% 9 9 Percentage of the
call transfer rate callstransferedto
agent or IVR

5.3 Unified ICM/Unified Contact Center  Scalability

This section describes the impacts on Unified ICM/Unified Contact Center scalability and capacity calculations
based on the contact center configuration.

CTI OS Security Scalability
Note: Agentcapacity is decreased by 25% when CTI OS Security is enabled

Mobile Agents Scalability

Mobile agents are defined as agents using phones not directly controlled by Unified CC, irrespective of their
physical location. (The term local agent refers to an agent who uses a phone that is under control of Unified CC,
irrespective of physical location.)

Mobile agents can be configured using either of two delivery modes.

xCallby Call +,Q WKLV PRGH WKH PRELOH DJHQWYTV SKRQH LV GLDOHG |
HQGV WKH PRELOH DJH QW fdfe Beirig @atlelraad@ foiMifeRexTllF WHG EH |

x Nailed ConnectiontIn this mode, the agent is called once at login, and the line stays connected through
multiple customer calls.

Note: Agent capacity is further decreased for mobile agents. The weighting afetlieased capacity is
based on the call delivery mode for the mobile agent.

For more details about sizingofnile agents, see ti&sco Unified Contact Center Enterprise Solution
Reference Network Design (SRND)
athttp://www.cisco.com/en/US/progts/sw/custcosw/ps1844/products _implementation design _guides list.ht

o]

Outbound Option Scalability

To estimate Outbound Option agent capacity for Agent PGs, use the following formula:
Max agents = (Maximum PG agent capacityx(4 x (number of SCCP diaér ports))

or
Max agents = (Maximum PG agent capacity(1.33x (number of SIP dialer ports))
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Theseformulas indicate platform capacity; they aret an indicator obutbound resources in terms of how
many agents can be kept busy by the number of dialks | the deployment. A quick but inexact rule of
thumb is 2 portsequired for each outbouratyent, but your outbound resoureeay vary depending on hit rate,
abandon limit, and talk time for the campaigns in the deployrik=at.the sizing todlb deermine outbound
resourcesequired for your campaigns.

Seethe Outbound Option chapter of the SRND at:
|http://www.cisco.com/en/US/products/sw/custcosw/ps1844/products implementation design guides| list.html
for more details

Note: Outbound Option SIP dialer is compatible only with IRSlease 15.1(X)T.

Agent Greeting Scalability

For deployments implementing the Agent Greeting feature, component scalability is impacted by this feature.
For more details about siziggent Greeting deploymentsee theCisco Unified Contact Center
EnterprisdRelease8.5(1%olution Reference Network Design (SRND)
athttp://www.cisco.com/en/US/products/sw/custcosw/ps1844/products implementation _design _guides

list.ht

Cisco Finesse Scalability

Cisco Finesse only supports deployments where there is a single PIM per agent PG.
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6 Server Hardware Requirements

6.1  Unified Contact Center Enterprise

This section assists you in selecting the hardware servers for your Unified Contact Center solution, including both
the Unified CCE and its associated deployment models.

VRU ports for Agent PGrad System PG should not exceed half of the maximum supported agents listed in the
capacity column. Additional VRU PGs can be deployed to accommodate a greater number of VRBoports.
VRU PG capacitigssee th¥RU Peripheral Gateway (P{Sgction.

Important Notes on Agent Capacity Calculation

For the following sections, the agent count in the capacity specification refers to the number of concurrently
loggedin agents. Consider the following factors when sizialj center resources:

CTI OS #or information about CTI OS capacity impaceteshlsCTI OS Security Scalabililsection.

Outbound Option 4#or information about determining Agent PQutbound Opbn agent capacity, eg the
[Outbound Option Scalabilipection

Note: All outbound call scenarios are supported when a mobile agent is deployed using nailed connection call
delivery mode. Outbound call scenarios are not supported when a mobiteisageployed using cally-call
call delivery mode.

Mobile AgentsiSeethtJMobile Agents Scalabiliibectionfor factors that affect its scalability.

Agent Greeting#or information about the impact of the Agent Greeting feature on deployment scalabdity, s
th¢Agent Greeting Scalabiliection

Agent PG Configuration Options

The following tabls illustratevarious configuration options for the Agent PG (which components are necessary
for each PG configuration). Agent PG capacity varies based on specific component configuration.

Table 6-1: Agent PG Configuration Options with CTI OS, Unified CCE

Unified CM + VRU | With Generic PG or | With Unified With Outbo und Option

Unified CCE System | Communications

PG Manager PG
CM PG (CM PIM) Generic PG CM PG (CM PIM) Generic PG
VRUPG (VRUPIM) | (CMPIM+VRUPIM)  "cyioc oy cmpivy | (CM PIM + VRU PIM)
CTI Server CTI Server CTI Server CTI Server
CTI OS CTI OS CTI OS CTIOS

CTI 0S (2) MR PG
Dialer
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Table 6-2: Agent PG Configuration Options with Cisco Agent Desktop, Unified CCE

Unified CM + VRU | With Generic PG or | With Unified With Outbound Option
Unified CCE System | Communications
PG Manager PG
CM PG (CM PIM) Generic PG CM PG (CM PIM) Generic PG
VRU PG (VRU PIM) (CM PIM + VRU PIM) (CM PIM + VRU PIM)
CTI Server CTI Server CTI Server CTI Server
CTI OS CTI OS CTI OS CTI OS
MR PG
Dialer
CAD Services CAD Services CAD Services CAD Services

Table 6-3: Agent PG Configuration Options with Cisco Finesse , Unified CCE

Unified CM + VRU With Unified Communications
Manager PG

CM PG (CM PIM) CM PG (CM PIM)

VRU PG (VRU PIM)

CTI Server CTI Server

New Deployments and Technology Refresh

Note: These capacities assume that each agent is handling 30 calls per hour.

6.1.1.1 Option 1: Supports up to 450 Agents

Progger Configuration: The Progger configuration consists of Unified CCE Router, Unified CCE Logger,
Agent PG (Unified CM PIM, VRU PIM, CG, CTI OS, and CAD Services when CAD is required) on the same
server.

Note: The Outbound option can also be instatiedhe Progger, however the number of agents supported will
be reduced. For more details, segeGhgbound Option Scalabilifgection.

Table 6-4: Progger Servers, Unified CCE, New Deployments / Tech. Refresh

Server Class Capacity (agents)
Progger with CTI Progger with CAD
(015 Services
MCS-30-005 100 2
Class
MCS-40-011- 450 297
Class

Note: Cisco Finesse must be installed in a VMware Virtual Machine, on a separate physical server that meets
the requirements of the Finesse OVA templ&. more information, see the DocWiki p@detualization for|
[ Cisco Finesse
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6.1.1.2 Option 2: Supports up to 4,000 Agents

Rogger Configuration: This server has the Unified CCE Router and Unified CCE Logger collocated. Consider
this option if the expected growth of your contact center will not exceed 4,000 agents.

Table 6-5: Rogger Servers , Unified CCE, New Deployments / Tech. Refresh

Server Class

Capacity (agents)

Rogger
MCS-30-005-Class 500
MCS-40-013-Class 4,000

6.1.1.3 Option 3: Supports up to

8,000 Agents

Standalone Router and Standalone LoggerConsider this option if the expected growth of your contact
center will exceed 4,000 agents.

Table 6-6: Router/Logger Servers , Unified CCE, New Deployments / Tech. Refresh

Server Class

Capacity (agents)

Router Logger
MCS-40-011-Class 8,000 N/A
MCS-40-016-Class N/A 6,000
GEN-50-005-Class N/A 8,000

Table 6-7: Agent PG Servers, Unified CCE, New Deployments / Tech. Refresh

Server Class Capacity (agents) Operating Requirements
Agent PG | Agent PG with | Agent PG # of UCM PIMs # of CTI OS
with CTI CAD Services with Servers

(O] Standalone
Cisco
Finesse
MCS-30-005-Class 450 297 450 1 1
MCS-40-011-Class 2,000 1,000 2,000 1 1
MCS-40-011-Class 4,000 2 2 240" 2407
Notes:

X A PIM has a maximum agent capacity of 2,000 agents

X 2The combined agents for all PIMs on a single PG cannot exbeg®dlG maximum of 800, nor can any single PIM
exceed the maximum of@00 agents.

x The CAD Server component (if CAD services are required) should be collocated on the Agent PG server.
For prior installations where CAD server was installed on a separats,seapacity numbers will remain
the same (as shown below) regardless of whether it is collocated or separate.

For hardware and system software requiremeaEsthéCisco Agent and Supervisor Deskthﬂtion.

Cisco knesse must be installed on a separate physicathisineets the requirements of the Finesse OVA
template The capacity for the Agent PG corresponds to the class of MCS hardware in the preceding table.
For more information, see the DocWiki p@dietualization for Cisco Finessge
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6.1.1.4 Option 4: Supports up to 12,000 Agents
New servers released with 8.5(3) enable customers to have up to 12,000 agents on the Router or Logger.
Refer tothe virtualization docwiki for virtualized deployments.

Standalone Router and Standalone LoggerConsider this option if the expected growth a@uy contact
center will exceed,800 agents.

Table 6-8: Router/Logger Servers , Unified CCE New Deployments

Server Class | | Capacity (Agents)
Router Logger
MCS-40-014-Class 12,000 N/A
GEN-50-006-Class N/A 12,000

Note: Maximum BHCA supported for the 12000 agent deployment is 360,000

Table 6-9: Server Class Hardware Requirements and Capacity Limitations for Deployments of up to 12,000
Agents

Server Class Hardware Capacity
AW Processory RAM | Reporting Users Other requirements
per AW-HDS
GEN-50-006Class | 4 8 200 Disk Configuratiort 10 (or more) Disks t2:

0OS, ICM, SQL Server and other tipiadty
software; RAID 1 Disks®3 Database files,
ICM Database Transaction Log(s); RAID ]
Dedicated 2 channel RAID Controllain
512 MB cache with battery backup.
(Alternately, the ICM Database Transactig
Log(s) can be moved to a dedicated drive
limit disk contention

Common Ground Upgrade

6.1.1.5 Option 1 - Supports up to 450 Agents

Progger Configuration: The Progger configuration consists of Unified CCE Router, Unified CCE Logger,
Agent PG (Unified CM PIM, VRU PIM, CG, CTI OS, and CAD Services if CAD is required) on the same
server.

Note: The Outbound option can also be installed on the Progger, halevarmber of agents supported will
be reduced. For more details, seeGhgbound Option Scalabilifgection.

Table 6-10: Progger Servers, Unified CCE, Common Ground Upgrade

Server Class Capacity (agents)
Progger with Progger with
CTI OS CAD Services
MCS-30-003-Class 85 2
MCS-30-004-Class 100 2
MCS-40-003-Class 270 85
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| MCS40005Class | 450 297

Note: Cisco Finessenust be installed in a VmWare virtual machine on a separate physical server that meets the
requirements of the Finesse OVA templdter more information, see the DocWiki pgidietualization for |

Cisco Finesse

6.1.1.6 Option 2 - Supports up to 1,275 Agents

Rogger Configuration: This server has the Unified CCE Router collocated with the Unified CCE Logger, and
separate agent PGs.

Table 6-11: Rogger Servers, Unified CCE, Common Ground Upgrade

Server Class Capacity (agents)
Rogger
MCS-30-003Class 300
MCS-30-004-Class 425
MCS-40-003Class 900
MCS-40-005Class 1,275

Note: For agent countexceeding R75, separate Router and Logger servers are requidpton 3.

6.1.1.7 Option 3 - Supports up to 5,100 Agents

Standalone Router and Standalone LoggerThis option has the Unified CCE Router and Unified CCE
Logger on separate servers and aksparate agent PGs.

Table 6-12: Standalone Router/Logger Servers , Unified CCE, Common Ground Upgrade

Server Class Capacity (agents)
Router Logger
MCS-40-003Class 3,600 3,000
GEN-50-004-Class 5,100 5,100
MCS-40-005Class 5,100 4,250

6.1.1.8 Agent PGs
The following capacitieapply to both Option 2 an@®ption 3.

Table 6-13: Agent PG Servers, Unified CCE, Common Ground Upgrade

Server Class Capacity (agents)
Agent PG Agent PG with
with CTI OS CAD Services
MCS-30-003-Class 270 178
MCS-30-004-Class 382 252
MCS-40-003-Class 1,200 600
MCS-40-005Class 2,000 1,000
Notes:
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The CAD Server component (if CAD services are required) should be collocated on the Progger server. For
prior installations where CAD server was installed on a separate server, capacity numbers will remain the
same (a shown below) regardless of whether it is collocated or separate.

Cisco Finesse must be installed in a VMware virtual machine on a separate physical server that meets the
requirements of the Finesse OVA templdter more information, see the DocWiki pgdetualization for|

Cisco Finesse

Remote Silent Monitoring

Remote Silent Monitoring (RSM) is available with Cisco Unified Contact Center Enterprise and Unified
Contact CenteHosted. The following tables define the system requirements for both the bdséntznced
environments for RSMtlje hosting servir

6.1.1.9 Basic Environment for RSM: Supports less than 750 agents
Table 6-14: Remote Silent Monitoring, Basic Environment, Unified CCE, Unified CCH

Server Class Capacity Other requirements and Remarks
MCS-30-004-Class | Less thamt0 Windows Server 2003 or R3P2
MCS-30-005-Class | simultaneous 4 GB RAM?
monitoring sessions | 2x72GB SAS Hard Disk Drive in RAID 1 configuration

!Note: An additional 2 GB RAM must be ordered separately. The Remote Silent Monitoring serstérave
4 GB RAM installed.

6.1.1.10 Enhanced Environment for RSM: Supports 750 agents or more
Table 6-15: Remote Silent Monitoring , Enhanced Environment , Unified CCE, Unified CCH

Server Class Capacity Other requirements andRemarks
MCS-40-005-Class | Less thar80 Windows Server 2003 or R3P2
MCS-40-011-Class | simultaneous 4 GB RAM

monitoring sessions | 2x72GB SAS Hard Disk Drive in RAID 1
configuration

Note: When RSM is used with CVP, the gateway 'IVR prompt streamingdiorP' needs to be enabled.
Note that this setting is not recommended for other CVP applications. Therefore RSM requires a
dedicated VXML gateway. This gateway must not be used for other CVP applications. Also, 1GB of
gateway memory is recommended for usdg\RSM. This will support up to 40 concurrent monitoring
sessions per gateway.

6.2 Unified Contact Center Hosted

This section assists you in selecting hardware servers for Unified CC Hosted, including new deployments /
technology refresh and common growmrade. (The followingables showninimum requirements.)

Table 6-16: NAM Rogger Servers , Unified CCH

Server Class Capacity
(calls / secong
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GEN-50-003-Class 120
GEN-50-004-Class 170
GEN-50-005-Class 200

Table 6-17: CICM Router/Logger Servers , Unified CCH, New Deployments / Tech. Refresh

Server Class Capacity
CICM Router CICM Logger Total AgentsAcross all Instances
Instances

MCS-40-014Class | GEN-50-006-Class 12,000

MCS-40-015Class 8,000
MCS-40-011-Class

MCS-40-016-Class 6,400 10
GEN-50-005Class | GEN-50-005Class 6,400 25

Table 6-18: CICM Router/Logger Servers , Unified CCH, Common Ground Upgrade

Server Class Capacity
CICM Router CICM Logger Agents Instances
MCS-40-003-Class | MCS-40-003-Class 3,190 3
MCS-40-005-Class | MCS-40-004-Class 3,190 3
MCS-40-005Class | MCS-40-005Class 3,750 3
MCS-40-005Class | GEN-50-003-Class 3,750 10
GEN-50-004Class | GEN-50-004-Class 3,825 25
Table 6-19: Multi -Instance Agent PG with CTI OS Servers , Unified CCH
Server Class Capacity Operating Conditions
(agents)
MCS-40-005-Class 1,600 CTI OS Security Disabled
MCS-40-005-Class 1,200 CTI OS Securitfenabled
Notes:

x See th?obile Agents Scalabilit}gection for factors that affect its scalability.

x See thgOutbound Option Scalabilifgection for information about determining Agent PG Outbound
Option agent capacity.

x For Unified CCH running with SCCP dialer, there is only one instance of OutbOptidn per CICM
plaform/complex with a maximum of twDialers per PG pair.

x All outbound call scenarios are supported when a mobile agent is deployed using nailed connection call
delivery mode. Outbound call scenarios are not supported when a mgéiieis deployed using cddy-
call call delivery mode.

x Unified Contact Center Hosted supports a NAM deployed either as a Rogger, or as separate Router and
Logger servers. Fanore informatioron separate servers, please thFUnified ICM Hostedllsection.
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6.3  Unified Contact Center Management Portal

This section assists you in selecting hardware server€ifmo Unified Contact @nter Management Portal
(Unified CCMP) for both Contact Center Hosted and Enterprise environments.

Each of the deployment models described in this section assumes the possibilitysidech server configuration
that replicates data between sites.

With regard to resource management, the best practice is to map folder structure to organizational structure.

Hardware Requirements
Table 6-20: Hardware Requirements , Unified CCMP

Server Clas$ Capacity Server Role Intended
Agents| CCMP | Provisioning| Folders| Folder Use
Userst | Ops/ Howt Depth
200° 5 120 100 5 Co-Located | Lab or PoC
MCS-40-012-Class
1,500 | 150 120 200 | 5 | Single Server| _Standard
Deployment
MCS-40-011-Class 2 2 s\f:tl)sseefr\\//ee:
8,000" | 800 120 Large
MCS-40-015Class 600 6 DuatServer | systems
DB Server

! This number is configured users, not concurrent.

2 Provisioning Operations are any configuration changes, sudtuesEdit or Delete that can be performed

with any of the following configuration tools on arddinistration & Data Servesr a AdministrationClient:

the Configuration Manager, Web Reskilling, CCMP, or AAS. This limit reflects the results of laboratsrgfte

throughput. Exceeding this limit will have a detrimental impact on Administration and Data Servelf you

are using the CCMP Agent SelfReskilling featuxeH H AMgéhHSElf Rekilli QJ DQG WKH 3URYLVLRQLQJ
section of the Administratn Manual for Unified Contact Center Management Portal for further details on the
provisioning operations limit.

3Collocated systems support 200 Named agents, not concurrent.

* For Single and DualServer systems, this is the number of concurrent agents.

®You can upgrad&nified CCMP, Release 7.5 (on existing hardware) to Unified CCMP, Release 8.5.

Additional Limitations

In addition to the limitatiordescribed in the preceding sectiptise following standard limits apply to all
deployment models:

Table 6-21: Additional Resource Limitations , Unified CCMP

Resource Limit (items)
IP Phone for Agent Use 2,000
Labels 30,000
Additional Resources (e.gkill Groups, 15,000
Agent TeamgsDialed Numbers, etc.)

Systems exceeding these published limits should be referred to Cisco via the A2Q process or before by the
Cisco Project TeamLarger (even much larger) deployments are possible but require cemefiguration to
avoidanunsatisfactory user experience.
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Agent Self Re -skilling

For information relating to enabling Agent Self-RBkilling, pleaserefer to the "Agent Self R8killing and the
Provisioning Service" section of the Administration Manual for Unified Contact Center Management Portal.

Provisioning Batch Processing

Configuration changes made through Unified CCMP are committed to the G@Brenent through the CCE
ConAPI interface. This interface includes a batch mechanism that allows multiple changes to be committed to
CCE in a single transaction, thereby reducing the load on the AW when multiple changes are committed. Unified
CCMP takes dvantage of the ConAPI batch technique when provisioning changes to Agent/ Skill Group and
Agent/ Agent Team relationships.

By default, Unified CCMP will generate batches of 100 memberships. However, for larger deployments, the
Provisioning Server thrdd may be configured to increase capacity to enable up to 250 bulk relationships to be
provisioned ever0 seconds.

Re-Skill requests through CCMP interfaaeegrouped in batches of 250 requests to ensure the overall
performance of the UCCE system unddully loaded system is not compromised and can be appropriately
throttled by CCMP for requests submitted by multiple users of tis&illeng tool. The CCMP server will manage
thethrottling of requests before submitting the requests

This configuration information is held in the Provisioning Server configuration file which is typically located at
the following location:
C:\Program File8Management Portétrovisioning Serv&Exony.Provisioning.Service.exe.config

The configuration filecontains the following properties:

<setting name="ProvisioningCycleDelay" serializeAs="String">
<value>00:00:05</value>

</setting>

<setting name="IcmConapiMaxBatchSize" serializeAs="String">
<value>100</value>

</setting>

To allow for greater throughpuf &e-Skilling changes, these settings should be updated as follows:
<setting nhame="ProvisioningCycleDelay" serializeAs="String">

<value>00:000</value>

</setting>

<setting name="IcmConapiMaxBatchSize" serializeAs="String">

<value>2%</value>

</setting>

This allows 250 reskilling operations to be sent to ConAPI eva@y seconds. It also means that any other
changes made through the Unified CCMP will be sent through at a rate of one chan@® eesgnds.

Once the configuration has been updated sakd, the Windows Provisioning Service must be restarted using
the following process:

x ClickStart > Run

x TypeServices.msc

X Locate theUCCMP: Provisioning Servagrvice in the list
x Rightclick and seledrestart
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Server Configuration
Table 6-22: Server Configuration , Unified CCMP

CCMP Server Type Server Configuration

Single Server System Disk Configuration +6 Disks
Disks 12: OS, progranexecutables, Windows page file: RAID 1
Disks 3#6: Database files and transaction |8giID 10

Dual Server System Disk Configuration +4 Disks
Web Application Server | pisks1 £: OS, program executables, Windows page file: RAID 1
Dual Server Systent Disk Configuration +6 Disks
Database Server Disks 12: OS, program executables, Windows page file: RAID 1

Disks 3#6: Database files and transaction log: RAID 10

Note: Resilient systems will require duplicate hardware, with identical systems dy@odied on both sides
of the deployment.

Drive Partition Layout
Table 6-23: Physical Drive Layout , Unified CCMP

CCMP Server Type Drive Disk Array Function
Minimum Size
Single Server System C: 146 GB Windows operating system, program
executables and Windows page file
D: 292 GB Database data files and transaction log
Z: 2 CD/DVD-ROM
Dual Server Systernt C: 146 GB Windowsoperating system, program
Web Application Server executables and Windows page file
Z: 2 CD/DVD-ROM
Dual Server Systernt C: 300 GB Windows operating system, program
Database Server executables and Windows page file
D: 600 GB Database data files and transaction log
Z. 2 CD/DVD-ROM

Network Recommendations

LAN *CCMP systems should be connectedltofied ICM/Contact Centeand other servers via gigabit (1000
BaseT) connections.

WAN +CCMP systems connecting tinified ICM/ContactCenteor a distributed CCMP deployment across a
WAN should be allocated a dedicated link of at leastMB3s capacity.

Load Balancing Distributed CCMP Systems may use a Load Balancer to distribute load across thé/sites.
recommend that this is done usingetlitated Load Balancer, rather than using Windows-bufiinctionality.

It is also required that any load balancing solution supports sticky connections to maintain web session
information between requests.
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6.4  Unified ICM Enterprise

This section assists ydn selecting hardware servers for Unified ICM Enterprise, including new deployments and
technology refresh as well as common ground upgrade.

Note on Agent Capacity

Agent capacity numbers are based on the assumption that 'Enable agent repanticigielsedon the Agent
Distribution tab for the PG configuration (which is the default). When 'Enable agent reporibhgcleed

agent capacity numbers for central controller servers are virtually identical téedJr@fontact Center
Enterprise the Progger ah Standalone Router/Logger capacity tables listed in the sections [Gfy]

Deployments and Technology RefiasidCommon Ground Upgradidhose sectionare applicable instead of

those that follow.

New Deployments and Technology Refresh
Table 6-24: Rogger Servers , Unified ICME, New Deployments / Tech. Refresh

Server Class Capacity (agents)
MCS-40-011-Class 2,000

Note: The Rogger server has the Unified ICM Router and Unified ICM Logger collocated.

Table 6-25: Standalone Router/Logger Servers , Unified ICME, New Deployments / Tech. Refresh

Server Class Capacity

Router Logger BHCA Agents
MCS-30-005Class | MCS-40-011-Class 30,000 1,000
18,000 1,800

12,000 2,400

MCS-40-011-Class | MCS-40-012-Class 150,000 5,000
MCS-40-011-Class | GEN-50-005Class 360,000 12,000
216,000 21,600

144,000 28,800

Note: Busy Hour Call Attempts (BHCA) or calls per second (cps) computes the total number of route
requests received by the central controll€his might include preoute requests, new calls arriving
into the system, posbute requests, translation route resps, caltransferspr conference calls.

See the section titIeJO‘,DI\/I ACD Peripheral Gateway (Plﬁ)r TDM ACD PG server requirements.
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Common Ground Upgrade

Table 6-26: Rogger Servers , Unified ICME, Common Ground Upgrade

Server Class

Capacity (agents)

MCS-40-003Class

1,200

MCS-40-005Class

1,700

Note:  The Rogger server has the Unified ICM Router and Unified l@gger collocated.

Table 6-27: Standalone Router/Logger

Servers, Unified ICME, Common Ground Upgrade

Server Class Capacity

Router Logger BHCA Agents
25,90 850

MCS-30-003-Class | MCS-40-003-Class 15,30 1,530
10,200 2,040

25,500 850

MCS-30-004-Class | MCS-40-004-Class 15,300 1,530
10,200 2,040

MCS-40-003Class | MCS-40-003-Class' 127,500 4,250
MCS-40-005Class | MCS-40-005-Class' 127,500 4,250
216,000 7,200

MCS-40-003-Class | GEN-50-003-Class 129,600 12,960
86,400 17,280

306,000 10,200

MCS-40-005Class | GEN-50-004-Class 183,600 18,360
122,400 24,480

'Requires 6 disks. See the section t

Table 6-28: Logger on Other Generic Hardware, Unified ICME, Common Ground Upgrade

Server Class Capacity
BHCA Agents
GEN-30-002Class 1,500 50
(< 10GB of data )
GEN-40-002Class 7,500 250
GEN-40-003Class 30,000 1,000

See the section titlgd,DM ACD Peripheral Gateway (P&k)r TDM ACD PG server requirements.

tledfied ICM/Unified Contact Center Loqc*lexr 6 disk configuration.
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Table 6-29: CTI OS Servers, Unified ICME, Common Ground Upgrade

Server Class Capacity
(agents)
MCS-30-003Class 85
MCS-30-004-Class 85
MCS-40-003Class 1,600
MCS-40-005Class 1,600

6.5 Unified ICM Hosted

This section assists you in selecting hardware serverdrfdied ICM Hosted ,covering new deployments and
technology refresh as well as common ground upgrade. (These are minimum requirements.)

*Note: The MultipleNAM deployment model, which provides for NAM pair redundancy for high availability and increased
scalability, is outisle the scope of this document. Consult Cisco directly for capacity and sizing consultation with
Multiple-NAM configurations.

For clarity, only MCS familyserves are specified below for the NAM and CICM Router nodes. Where non
MCS hardware is deployednr being purchased), the equivalent type / number of processors (including speed),
available memory (RAM), disk (capacity and controller architecture), and overall server capacity profile must
meet or exceed that of the corresponding MCS model. Seectimngitled[Appendix A +Server Classéfer full

server class explanatory detail.

Table 6-30: NAM Router Servers , Unified ICMH

Server Class Capacity Other Requirements

(calls /second
MCS-40-003-Class 255 NAM Routers require addition of a third network interface
MCS-40-005-Class 300 card to connect to a Signaling Access Network. Se&¢thap
MCS-40-011-Class and Configuration Guide for Cisco Unifieg@M Hosted

Table 6-31: NAM Logger Servers, Unified ICMH

Server Class Capacity
(calls / secong
GEN-50-003-Class 180
GEN-50-004-Class 255
GEN-50-005-Class 300
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Table 6-32: CICM Router and CICM Logger Servers, Unified ICMH

Server Class Capacity (agents)

CICM Router CICM Logger BHCA Agents

216,000 7,200

GEN-50-003Class 129,600 12,960

86,400 17,280

MCS-40-003-Class 306,000 10,200

MCS-40-005-Class| GEnN.50.004Class| 183,600 18,360
MCS-40-011-Class

122,400 24,480

360,000 12,000

GEN-50-005Class| 216,000 21,600

144,000 28,800

Note: A quad processor class server should be substituted for the CICM Router server where greater than ten
(10) customer instances are deployed.

6.6 Unified ICM/Unified Contact Center Common Components

This sectiondescribes the Unified ICM/Contact Center common standalone server requirements. These Unified
ICM/Contact Center components can be used in various Unified ICM/Contact Center product editions.

Unified ICM/Unified Contact Center Router

The following tablecontains the Router hardware requirements for network interface required-fouprg in
Unified ICM Enterprise and Unified ICM Hosted.

Note: Stentor and Siot NICs are not supported witicrosoft Windows Server 2008 R2

Table 6-33: Network Interface Requirements, Unified ICM Router Servers

Network Interface Hardware (For Signaling Access Networks)

For Ethernet Carrier Network Interface| +1 x 10/100/1000 Ethernet port
(VerizonBusiness, AT&T, etc.)

STENTOR Network Interface 1 (2 if duplexed) x DSG Rufiime 4.2 license(s) from NE
Technologies, Inc.
SPRINT Network Interface f3 (5 if simplexed) x Eiconcard:

PCl 2.2 S94 V2

XMotorola Freescale 852 T @ MHz

X16 MB SDRAM

XBus Type: PCI 2.2 64bit / 66 MHz (3.3 V)
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Network Interface Hardware (For Signaling Access Networks)

PCle (PCI| S94 PCI Express

Express) XMotorola Freescale 852 T @ 98 MHz

X16 MB SDRAM

XPLX 8111 Express Interface

XBus Type: Single lane PCle 1.0a 2.5Gbhit/Se

XTwo VHSI connectors

5 (10 ifsimplexed) x VHSI V.35 DCE cable (Eicon #300
076)

f(LFRQ 3& RQQHFWLRQV IRU :LQGR2ZV
'3 VRIWZDUH 9 5 °

See the Unified ICM/Contact Centelardware and Software Requiremdotsinformation on Router server
selection based on system ceiparequirements.

Unified ICM/Unified Contact Center Logger

See the Unified ICM/Contact Center Hardware and Software Requirements for information on Logger server
hardware selection basemh capacity requirements. Tthéles in this section provideogger server disk
configuration information based on the hardware you selected, and other Logger configuration information.

SQL Server Note: High load/performance environments that reach the 2 GB maximum boundelyding
carrier class customers deploying quad processor seregusre the deployment of
Microsoft Windows Server 2003 Enterprise Edition (with the /3GB switch). Microsoft
SQL Server 2005 Standard and Enterprise Editions are not limited by the maximu
memory boundary.

6.6.1.1 New Deployments and Technology Refresh
Table 6-34: Logger Servers, Unified ICM/CC, New Deployments / Tech. Refresh

Server Class Other requirements and remarks

MCS-40-011-Class | Disk Configuration - 4 disks

Disks 12: OS, ICM, SQL Server and other thipdrty software, ICM Database
Transaction Log(s) RAID 1

Disks 3#4: Database files RAID 1 (alternately RAID 10 can be used to gain be
write performance by addirmglditional diskstsee below)
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MCS-40-012Class

Disk Configuration - 6 disks

Disks 12: OS, ICM, SQL Server and other thipdrty software, RAID 1
Disks3 #6: Database files, ICM Database Transaction Log(s), RAID 10

MCS-40-013-Class

Disk Configuration +8 disks

Disks1 2: OS, ICM, SQL Server and other thiparty software, RAID 1
Disks 38: Database files, ICM Database Transaction Lo&8)D 10

GEN-50-005-Class

Disk Configuration 8 or more disks

Disks 12: OS, ICM, SQL Server and other thiparty software, RAID 1

Disks 38: Database files, ICM Database Transaction Lo¢&8)D 10 with
dedicated 2 channel external RAID Controller, minimum o RB
cache with battery backup.

GEN-50-006-Class

Disk Configuration #.0or more disks
Disks 12: OS, ICM, SQL Server and other thiparty software, RAID 1
Disks 38: Database files, ICM Database Transaction Lo&8JD 10 with

dedicated 2 channekternalRAID Controller, minimum of 512MB cache with
battery backup.

6.6.1.2 Common Ground Upgrade
Table 6-35: Logger Servers, Unified ICM/CC, Common Ground

Upgrade

Server Class

Other requirements and remarks

GEN-30-002-Class
MCS-30-003-Class
MCS-30-004-Class

Disk Configuration - 2 disks
Disk 12: 2 x 72 GB Drives, RAID 1

MCS-40-003-Class
MCS-40-005-Class

Disk Configuration - 4 disks

Disks 12: 2 x 72 GBDrives: OS, ICM, SQL Server and other thpdrty software,
ICM Database Transaction Log(s) RAID 1

Disks 3#: 2 x 72 GB Drives: Database files RAID 1

GEN-40-002-Class
MCS-40-006-Class
MCS-40-009-Class

Disk Configuration - 6 disks
Disks 12: 2 x 72 GBDrives: OS, ICM, SQL Server and other thpdrty software,
RAID 1

Disks 3#6: 4 x 72 GB Drives: Database files, ICM Database Transaction Log(s
RAID 10

GEN-40-003-Class
GEN-50-003-Class
GEN-50-004-Class

Disk Configuration +8 or more disks

Disks 12: 2 x 72 GB Drives: OS, ICM, SQL Server and other tpiadty software,
RAID 1.

Disks 3#: Database files, ICM Database Transaction Lad@R#)ID 10. Dedicated
2 channel external RAID Controller, minimum of 256 MB cache with
battery backup.

Administration & Data Server

Beginning with Unified CCE 8.0(1), the Distributor AW (with or without HDS) is renamed as Administration &
Data Server. The Administration & Data Server now offers several roles (a.k.a. deployments) based on the
functionality anxd amount of reporting data that it can handldis section specifies the hardware requirements

for an Administration & Data Server with the following roles:

X Administration Server and Retime Data Server
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X ConfigurationOnly Administration Server

Pleasenote that these roles do not include the HDS/DDS. Also note that you have an option to install the
Internet Script Editor (ISE) on this server.

For detailed description odministration & Data Servaldeployment options (roles), st Installation Guile
and the€isco Unified Contact Center Enterprise 8.0 Solution Reference Network Design (ERND)

Table 6-36: Administration Server and Real -Time Data Server (AW)

Server Class Capacity Other requirements and remarks
(Administration Clients
and/or ISE users)

MCS-20-004-Class 25 IIS 6.0 (Required for Internet Script Editor)
MCS-20-005Class

MCS-20-006-Class Other hardware requirements

MCS-30-003-Class 50 Graphics card capable of 1024 x 768 x 64K color or bett
MCS-30-004-Class 17" or larger display

MCS-30-005-Class

Note: The Script Editor or ISE user is assumed to be monitoring Unified ICM or Unified CC scripts-in real
time. Thedefault settings on the server only allow for 10 users to simultaneously reload configuration
at the client.

Administration & Data Server  xHistorical and Detail Data Server s

The Administration & Data Server now offers several roles (a.k.a. deploymaste) bn the functionality and
amount of reporting data that it can handkhis section specifies the hardware requirements for an
Administration & Data Server that will be used watreportingserver (Cisco Unified Intelligence Center)
including those with the following roles:

X Administration Server, Redime and Historical Data Server, and Detail Data Server{A5-DDS)
X Administration Server and Retime and Historical Data Server (AWDS)
X Historical Data Server and Detail Data Ser{{¢DS-DDS)

For detaileddescription orAdministration & Data Servedeployment options (roles), stee Installation Guide
and the€isco Unified Contact Center Enterprise 8.0 Solution Reference Network Design (ERND)

Hardwarerequirements are based on the following usage patterns.
The average reporting user is running:

X Two concurrent real time reports
o Each report returns less than 50 rows.
o Equivalent to running or monitoring a script via Script Editor or Internet Script Editor

X One historical report every hour, with each report defined as:

0 Queries working with data set size of 3,000 or less. Data sets size is determined by multiplying #
of entities by two times the number of hours chosen byused while running the historica
report. See table for calculation of data sets.

o0 Queries resulting in less than or equal to 800 rows of data on half hour or daily historical reports

Determine the size of the data set by calculating the number of entities times hours multipl{ed $yo2vn in
the following table)
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Table 6-37: Reporting Data Set

Report Calculation Data Set % Report, Daily Report,
Size Rows Returned | Rows Returned

Call Type Report: 10 Call Types for | 10X 20 X 2 400 160 10

20 hours

Agent Skill Group Report: 10 Agents 10 X5 X 8 x 2 800 800 50

each in 5 Skill Groups for 8 hours

Note:

Each reporting user is the equivalent of 1 Script Editor monitoring user (using Internet Script Editor or
Administration Client)For sizing of a distributor only running Internet Script Editor Server or serving

Administration Clientsseeth¢

Administration & DataServegection.

Graphics Card and Monitor for Administration & Data Serversand Administration Clients

X Graphics card capable of 1024 x 7684K color or better

X 17" or larger display
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For Unified Contact Center Hosted

This server can be used in a Unified CC Hosted amdtiance environment. It can be configured with up to 10
instances with 5 users per Administration & Data Server.

6.6.1.3 New Deploym ents and Technology Refresh

Table 6-38: Historical / Detail Data Server, New Deployments / Tech. Refresh

Server Class Capacity Other requirements
CuIC
Reporting
Users Per AW
HDS
MCS-40-011-Class 25 Disk Configuration +4 Disks
MCS-40-014-Class Disks 12: OS, ICM, SQL Server and other thipdrty

software, ICM Database Transaction Log(s); RAID 1
Disks 3#: Database files; RAID 1
MCS-40-012Class 50 Disk Configuration +6 (or more) Disks

MCS-40-013-Class Disks 12: OS, ICM, SQL Server and other thiparty
software, ICM Database Transaction Log(s); RAID 1

Disks 3#: Database files; RAID 10
MCS-40-015-Class 100 Disk Configuration 6 (or more) Disks

MCS-40-016-Class Disks 12: OS, ICM, SQL Server and other thiparty
software, ICM Database Transaction Log(s); RAID 1

Disks 3#: Database files; RAID 10
GEN-50-005-Class 200 Disk Configuration 10 (or more) Disks

Disks 12: OS, ICM, SQL Server and other thipdrty
software; RAID 1

Disks 3#: Database files, ICM Database Transaction
Log(s); RAID 10. Dedicated 2 channel RAID Controlle
min 256 MB cache with battery backup. (Alternately, t
ICM Database Transactid_og(s) can be moved to a
dedicated drive to limit disk contention.)

6.6.1.4 Common Ground Upgrade

Note: Microsoft Windows Server 2003 Enterprise Edition (with the /3GB swikhgquired whenigh
load/performance environmerggceedhe 2 GB maximum bowary.

Thefollowing table describesHistorical/Detail Data Server, common ground upgrade.
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Table 6-39: Historical / Detail Data Server, Common Ground Upgrade

Server Class Capacity Other requirements
CuIC
Reporting Users
Per AW-HDS

MCS-40-005-Class 20 Disk Configuration +4 Disks

MCS-40-008-Class Disks 12: OS, ICM, SQL Server and other thiparty
software, ICM Database Transaction Log(s)
RAID 1

Disks 3#: Database files; RAID 1

MCS-40-006-Class 40 Disk Configuration 6 (or more) Disks

MCS-40-007-Class Disks 12: OS, ICM, SQL Server and other thiparty
software, ICM Database Transaction Log(s)
RAID 1

Disks 3#: Database files; RAID 10

MCS-40-009-Class 80 Disk Configuration +6 (or more) Disks

MCS-40-010-Class Disks 12: OS, ICM, SQL Server and other thiparty
software, ICM Database Transaction Log(s)
RAID 1

Disks 3#: Database files; RAID 10

GEN-50-003Class 160 Disk Configuration +8 (or more) Disks

GEN-50-004-Class Disks 12: OS, ICM, SQL Server and other thipdrty
software; RAID 1

Disks 3#: Database files, ICM Database Transaction
Log(s); RAID 10. Dedicated 2 channel RAIL
Controller, min 256 MB cache with battery
backup (Alternately, the ICM Database
Transaction Log(s) can be moved to a
dedicated drive to limit disk contention.)

Administration Client
Table 6-40: Administration Client

Server Class Hardware, software requirements and remarks

MCS-20-004-Class | Other hardware Reguirements

MCS-20-005Class | ATA/IDE acceptable

MCS-20-006-Class | Graphics card capable of 1024 x 768 x 64K color or better
17" or largerisplay

Operating system and other software

Microsoft Windows Server 2003 or R&P2

Microsoft Windows Server 2008 R2 SP1;

Microsoft Windows XP ProfessiongbP2

Microsoft Windows 7 (Professional, Enterprise and Ultimate)
Microsoft Vista (Business and Empeise)
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Internet Script Editor
Table 6-41: Internet Script Editor Client Hardware/Software Requirements

Server Class Hardware, software requirements andremarks

GEN-10-005-Class | Other hardware requirements

Internal CDROM or DVD-ROM drive

Graphics card capable of 1024 x 768 x 64K color or better

Note: ISE is not supported for use on the secondary monitor of antluaitor
desktop

Operating system andother software

Microsoft Windows Server 2003 or R8P2

Microsoft Windows Server 2008 R2 SP1;

Microsoft Windows XP ProfessionabP2

Microsoft Windows 7 (Professional, Enterprise and Ultimate)

Microsoft Vista (Business and Enterprise)

Note: In order forlSE to work properly, the "Enable HTTP Keepalive" box on the
web site tab of Internet Information Services Manager/Default Web Site Propert
needs to be checked.

VRU Peripheral Gateway (PG)

The followingVRU PG capacities are based upon 5 VRU traimagiper port per call.

Table 6-42: VRU PG Servers , New Deployments / Tech. Refresh

Server Class Capacity | Max VRU Max Call Rate (cps)
(ports) PIMs
MCS-30-005-Class 1,200 4 10
MCS-40-011-Class 9,600 10 40

Table 6-43: VRU PG Servers , Common Ground Upgrade

Server Class Capacity | Max VRU Max Call Rate (cps)
(ports) PIMs
MCS-30-003Class 720 2 6
MCS-30-004-Class 960 3 8
MCS-40-003Class 5,760 6 24
MCS-40-005Class 7,680 8 32

Unified Contact Center Gateway

Unified Contact Center Gateway enables a parent/child deployment model; the parent islIOMfiednd the
child can be Unified CChierprise oiUnified CC Express. When deployed on a separate server, a Unified CCE
Gateway PG can manage multiple child Unified CCE peripherals or multiple child Unified CCX systems, with
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up to five child systems. Notbatthe Unified CCE Gateway PG does not support Unified CCE System PG and
Unified CCX integration on the same PG instance.

Table 6-44: Unified Contact Cent er Gateway Servers

Server Class Capacity | Other requirements and remarks
(agents)
MCS-30-003-Class 450
MCS-30-004-Class
MCS-30-005Class

MCS-40-005-Class 2,000
MCS-40-008-Class
MCS-40-011-Class

TDM ACD Peripheral Gateway (PG)

6.6.1.5 TDM ACD PG

Thefollowing information is applicable to Unified ICM Enterprise and Unified ICM Hosted only.
|

Note: See sectidlﬁ:TI OS Security Scalabiliffor information aboutits capacity impact.

Table 6-45: TDM ACD PG Servers, Unified ICME/H, New Deployments / Tech. Refresh

Server Class Capacity (agents)
TDM ACD PG TDM ACD PG TDM ACD PG
with MR PG with CTI OS without options
MCS-30-005-Class 100 250 1,000
MCS-40-011-Class 200 2,000 2,000

Table 6-46: TDM ACD PG Servers, Unified ICME/H, Common Ground Upgrade

Server Class Capacity (agents)
TDM ACD PG TDM ACD PG TDM ACD PG
with MR PG with CTI OS without options
MCS-30-003Class 60 150 600
MCS-30-004-Class 85 200 800
MCS-40-003Class 120 1,200 1,200
MCS-40-005Class 170 1,600 1,600

Table 6-47: Avaya TDM ACD PG Servers, Unified ICME/H, New Deployments / Tech. Refresh, CTI OS

Server Class DesktopsConnecting to CTI OS
Capacity Skill Groups Per
(agents) Agent
MCS-40-011-Class 3,000 5
MCS-40-011-Class 2,500 10
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MCS-40-011-Class 2,000 15
MCS-40-011-Class 1,500 20

Note: CTI OS Monitor Mode applications are not supported with Avaya and CTI OS.

Table 6-48: Avaya TDM ACD PG Servers, Unified ICME/H, Common Ground Upgrade, No CTI OS

Server Class Desktops Connecting taCTI Server
(without CTI OS)
Capacity BHCA All Events Skill Groups Per
(agents) Clients Agent
MCS-40-003Class 1,700 51,000 4 10
MCS-40-005Class 2,000 60,000 4 10

6.6.1.6 Other TDM ACD PG Requirements

See theCisco Unified ICM Software ACD Supplements and Cisco ICM ACD PG Supportability Mafaoces
more informatioraboutTDM ACD PG configuration options and limits, available at:
http://www.cisco.com/en/US/products/sw/custcosw/ps1844/prod_technical_reference !ist.html

Table 6-49: TDM ACD PG Hardware and Software Requirements

Hardware, software requirements and remarks

Avava:
ICM 8.5(2)Avaya PG is supported Microsoft Windows Server 2008 RZhe Avaya PG running
on Microsoft Windows Server 2008 R2quires CVLAN version 6.1, which is integrated with
Release 8.5(2).

Aspect and Rockwell Spectrum are not supported oMicrosoft Windows Server 2008
For Redundant PG Installation
+1 x 100/1000 Ethernet port (if Peripheral doesraside on visible LAN)
For Unified ICM Enterprise: Interfacing with TDM ACDs
FOR ROCKWELL SPECTRUM SERIAL INTERFACE

1 x Eiconcard S94 V2 (for PCI 2.2) or Eiconcard S94 PCI Express (PCle)
(See Tableé-30for Eiconcard specifications)

1 x 25' DB25 male t®B25 male cable (Alternative Tech EICG23)

Synchronous null modem adapter (Belkin A4 A616298)

1 x DB25 male to DB9 female null modem cable (Black Box EVMTBRR5)

Eiconcard Connections for Windows Server 2003 and Windows XP

FOR ROCKWELL SPECTRUMCP/IP INTERFACE

1 x DB25 male to DB9 female null modem cable (Black Box EVMBRR25)
FOR NEC NEAX 2400/7400 INTERFACE

1 x CTI Dongle (NEC part)

See the Unified ICM/Contact Center Hardware and Software Requirements for inforroatiB& server
selection based on system capacity for different Unified ICM/Contact Center product editions.
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Unified ICM/Contact Center SS7 Network Interface Option

For new installations beginning with release 8.0(1), Cisco has developed Sigtran vdréhssipported SS7
Network Gateway interfac€SS7 Network Gateways are still supported in 8.x for upgrade and refresh.)
ITU(Sigtran) and ATT (Sigtran) may be deployedresident on the Router server (se@n INAP (Sigtran)
must be deployedn a separate server (see the following fable

Table 6-50; Network Gateway Servers

Server Class Network Requires May be co Associated
Gateway SS7 Card | resident with | Network Interface
Router/NIC Controller (NIC)

GEN-20-002Class | ITU (SS7) Yes No | SS7InNic
GEN-20-003-Class | ITU (Sigtran) No Yes
GEN-20-004-Class | |NAP (SS7) Yes No | TIMNic
INAP (Sigtran) No No | UnisourceNIC
CWCNIC
ATT (SS7) Yes No | ATTNic
ATT (Sigtran) No Yes

SS7 Gateways are bandwidth/cps limited by the TDM SS7 links, and the calculation for required links/bandwidth is
deployment specific. The Sigtran Gateways, however, can support the maximum cps (calls / second) for any BOM
compliant Router installation.

CTI OS Server

Cisco requires that the CTI OS servetomponent be collocatedothe PG according to the Agent PG
configuration.

Standalone CTI OS servers are not supported.
SeJeCTI Supported Platforrrlfs;)r system requirements ftine CTI OS server.

Silent Monitor Service for CTI OS

The silentmonitor service is a single executable that can be deployed in two different ways:
1. Standalone server which is called Silent Monitor Server

%1 x 4 port Cisco PCI SS7 card(s)

Many server types require an optional riser card/adaptsupport the 3.3V PCI card.

5V card has reached End of Sale (with a last saleadatene 30, 2006) but is still supported.

3.3V card has reached End of Sale (with a last sale date of November, 2009) but is still supported.
A maximum of 3 cards can be installedagingleserver.

SS7 cards are not supported on Microsoft Windows S@Q@8.
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2. Coresident with any CTI OS Client Toolk#tpplication which is called Silent Monitor Service for
Unified CC Toolkit
6.6.1.7 Silent Monitor Server

The silent monitor server is a standalone server that provides silent monitor functionality for a set of mobile
agents.When the silent monitor service is deptd as a standalone server, it must not tlecaiedwith any
other CTI OS or UnifiedContact Centecomponents.

See the following table fdnformation on silent monitoresvice servers.

Table 6-51: Silent Monitor Service Servers

Server Class Capacity Server Type Other requirements and remarks
(sessions)
MCS-40-003-Class 40 Silent Monitor Server | See Sectidlﬁ:Tl SuQQortedDIatform§
MCS-30-003Class 20
MCS-30-004-Class

6.6.1.8 Silent Monitor Service for Unified CC Toolkit

The silent monitor service can also be configured to provide silent monitor functionality for a single Unified
ContactCenteragent.In this configuration, the silent monitor service runs on the same computer as the agent or
supervisor's desktop. In a Citrix environment, the silent monitor service runs on the same computer as the agent
or supervisor's Citrix client.

Citrix Meta Frame Presentation Server

Citrix MetaFrame Presentation server and Microsoft Terminal Services are Server Based Computing (SBC)

SODWIRUPVY WKDW HQDEOH KRVWLQJ RI &LVFRYV &7, GHVNWRSYV DSSOI

rather than the emd DesktopThey providenative supporfor Citrix MetaFrame Presentation Server 4.0 and
4.5, and Microsoft Terminal Services environments

The agent desktop application capacity of the Citrix MetaFrame Presentation Server and Microsoft Terminal
Services dpends on the number and type of applications in use. Consult Citrix Professional Services and a
Microsoft Certified IT professional for guidance.

Configuration details and usage limitations for Cisco Agand CTI Toolkit Desktop withCitrix
implementatios are documented in the maralatated at:
[http://www.cisco.com/en/US/prodistsw/custcosw/ps427/products _implementation _design guides_ligt.html

Citrix XenApp Server 5 with  Microsoft Windows Server (32-bit and 64-bit R2) Support
for CTI OS

Starting withthe CTI OS 7.5(9) release, you can access the CTIl OS Client with Citrix XenApp Server 5 on
Microsoft Windows Serve(32-bit or 64-bit R2).

Detailed CTlI OS Client installation and configuration instructions are available ilCTheOS System
ODQDJHUYAt *XLGH
|http://www.cisco.com/en/US/products/sw/custcosw/ps1844/prod installation guides l{st.html

Citrix XenApp Server 5 with  Windows 7 Support for CTl OS

Starting with the CTl OS8.0(1a)release, you can access the CTIl OS Client with Citrix XenApp Server 5 on
Windows7(64-bit).
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Detailed CTI OS Client installation and configuration instructions are available iCiieOS System
ODQDJHUTYAt *XLGH

|http://www.cisco.com/en/US/products/sw/custcosw/ps1844/prod installation guides l{st.html

Windows 7 (64 -bit) Support for CTI OS
Starting with CTl OS Rease 8.5(2), you can access the CTIl OS Client on Windowshit.64

Note: The 8.0(1a) installer is required

Detailed CTl OS Client installation and configuration instructions are available iIrCiieOS System
ODQDJHUfAat *XLGH

|http://WWW.cisco.com/en/US/products/sw/custcosw/ps1844/prod installation guides l{st.html

CTI OS Agent and Supervisor Desktops

The following table proines information on CTIl OS agent and supervisor desktop servers.
Table 6-52: CTl OS Agent and Supervisor Desktop Servers

Server Class Type Other requirements and remarks
GEN-10-005-Class | CTI OS Supervisor| Windows compatible fulduplex sound card (if using Cisco IP
Desktop Communicator and/or Silent Monitoring)
See Sectid€TI Supported Platfornys
GEN-10-005Class | CTI OS Agent Windows compatible fulbuplex sound card (if using Cisco IP
Desktop Communicator)
See Sectid€TI Supported Platfornys
GEN-10-005Class | CTI OS Monitor See SectidT| SupportedPlatformg
Mode Application

Note: CTI OS supports the G.711 and G.729 codecs for the MTU soft phone.

Table 6-53: CTI OS Silent Monitoring Hardware Requirements

Compatible Ehernet NIC See Cisco.com for more information:
|Si|ent Monitoring NIC Compatibility Matrik

Qualifying Ethernet Cards for Cisco Agent Desktop |
Monitoringgj

Siebel

6.6.1.9 CTI Driver for Siebel

For supported Siebel versions, see @isco Unified ContacCenter Enterprise (Unified CCE) Software
Compatibility Guideat:

[http://www.cisco.com/en/US/products/sw/custcosw/ps1844/products device staiples list.htnjl

The CTI Driver for Siebel is installed on the Siebel Communications Manager Server and must operate stand
alone from all other Unified ICM/Contact Center systems. Agent capacity and performance for Siebel Call
Centers can vary dramaticalbased on the deployment topology and configuration of the Siebel components
and the complexity of the Siebel applications and scripts in use. For more details on performance tuning
Siebel deployments, consult Siebel Technical Support or a Siebel &k@iinfiguration Engineer

©2008-2012 Cisco Systems, Inc. 44



Cisco Unified ICM/Contact Center Enterprise & Hosted Editions , Release 8.5(x)
Hardware and System Software Specification

Table 6-54: CTI Driver for Siebel Servers

Server Class Capacity * | Type Call Rate | Other requirements and
(agents) (calls/®0 | remarks

Siebel The Siebel deployment model

MCS-40-003-Class 700 Communications 375 tested had each server
Manager Server component (SCM and OM)
(SCM) installed stangilone on its own
Siebel Call Center server host
Object Manager (OM) Se(i:CTI SupportedDIatforms#

* The capacity was determined on a Siebel environment that met the following configuration conditions:
1) Siebel component groups enabled during the capacity determination:

x System Management
x Siebel Call Canter
x Workflow management
x Communication Management
The following components in the group were disabled:
x Communications Configuration Manager
x Communications Inbound Processor
x Communications Inbound Receiver
x Communications Outbound Marexg
x Smart Answer Manager

2) No Siebel Scripting involved.
3) No activity records being created.
4) No Siebel Workflows activated.

6.6.1.10 Cisco Data Store

The Cisco Data Store server must be deployed standalone and cannot be installed on any Unified ICM or
Siebel Communication Server.

Table 6-55: Cisco Data Store Servers

Server Class Capacity | Type Other requirements and remarks
(agents)
MCS-40-003-Class 20,000 | CDS for Siebel | Maximum 50 CTI Drivers for Siebel can connect
the CDS Server

SeeizCTI Supported Platfornjs

CRM Connector

For additional CTI compatibility informatiorsee theCisco Unified Contact Center Enterpri@énified CCE)
Software Compatibility Guidat
[http://www.cisco.com/en/US/products/sw/custcosw/ps1844/products device support_tables |list.html
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6.6.1.11 CRM Connector for Salesforce.com, PeopleSoft and Microsoft CRM 3.0

6.6.1.11.1 CRM Connector Server

The CRM Connector server provides the Unifiezh@ctCenterEnterprise solution connectivity for CRM
Adapters for the Saleforce.com, PeopleSoft and Microsoft CRM t3mByst be deployed on a standalone
system. It must not be @esident with other Unified @htactCenterEnterprise solution components.

See the section titIeb:RM Connector_Supported Platforh‘m operating sgtem requirements for the
CRM Connector server.

Table 6-56: CRM Connector Server

Server Class *Capacity Call Rate | Other requirements and remarks
(agents) (calls / sec.)
MCS-30-004-Class 900 7.5 SeéCRM Connector Supported Platforl“ns
MCS-30-005-Class
MCS-40-005-Class 1,800 15 SeéCRM Connector Supported Platfor}ns
MCS-40-011-Class

* The above dimensioning guidelines and parameters were developed in a lab testing environment that included a test
CRM system setup or an equivalent CRM simulator. Actual quality of service (delays, responsiveness, etc.)
experienced by the contact center agents might vary from the above dimensioning guidelines/parameters. These
variations include structure and size of the CRM database, overall level of the CRM tuning, intensity of the contact
processing workflow(s), as welsather CRM configuration and topology variables outside of the scope of the Cisco
connector. It is for this reason that Cisco highly recommends-houge load test early in a connector deployment
project to make sure that the total quality of servicgeuoad is satisfactory.

6.6.1.11.2 CRM Connector Server Administration Tool

The Administration Tool is usually installed on the CRM Connector Server. See CRM Connector Server
for system requirements.

6.6.1.11.3 CRM Connector Adapter for Salesforce.Com

The Salesforce.com adaptis used in conjunction with the CRM Connector Server, which is a separate
component of the Unified CC Enterprise solution. This Adapter is installed on the agent desktop and
connects to the CRM Connector Server via .NEfoting.

Table 6-57: CRM Connector Adapter for Salesforce.com

Server Class Type Hardware, software requirements and remarks
GEN-10-005-Class | CRM Adapter client | Operating system andother software

Se¢CRM Connector Supported Platforlns
Other hardware Requirements
100/1000 Ethernet port

For additional information on the Salesforce.com CRM vis‘m://www.salesforce.corlv{/eb site.

6.6.1.11.4 CRM Connector Adapter for PeopleSoft

The PeopleSoft adapter is used in conjunction with the CRM Connector Server, which can be a part of the
Unified Contact Center Enterprise saltion configuration. This adapter is installed with the PeopleSoft
CRM product.
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Table 6-58: CRM Connector Adapter for PeopleSoft

*Server Class Type Hardware, software requirements and remarks
MCS-30-004Class| CRM Adapter Server Operating system and other software
MCS-30-005Class SeetCRM Connector Supported Platforms
MCS-40-005Class -

Other hardware Requirements
MCS-40-011-Class 100/1000 Ethernet port

* The selection of MCS system class should be based on the PeopleSoft server requirements for the given
FXVWRPHUYV UHTXLUHG OHYHO R S HhbuRthePA2GplESOt TRM, WWsRthel LQIRUP

|http://www.oracle.com/applications/peoplesefiterprise.htnjeb site.

6.6.1.11.5 CRM Connector Adapter for Microsoft CRM 3.0

Microsoft CRM 3.0 adapter is used in conjunction with the C&dhnector Server, which can be a part of
the Unified ntactCenterEnterprise solution configuration. This adapter is installed with the Microsoft
CRM 3.0 product.

Table 6-59: CRM Connector Adapter for Microsoft CRM 3.0

*Server Class Type Hardware, software requirements and remarks
MCS-30-004-Class| CRM Adapter Server Operating system and other software

MCS-30-005Class SedCRM Connector Supported Platforjns

MCS-40-005-Class .
MCS-40-011-Class Other hardware Requirements
100/1000 Ethernet port

* The selection of the class of MC8rsershould be based on the Microsoft CRMv&e requirements for
the givencustomer$ required level of performance. For more informatidaoutthe Microsoft CRM 3.0
product visit theghttp://www.microsoft.com/dynamics/crm/default. msp¥web site.

6.6.1.12 CRM Connector for S AP

The Cisco Unified CRM Connector for SAP integrates the SAP @RMication with Cisco Unified Contact
Center Enterprise; it can be deployed eitt@located with other UnifiedContactCenterEnterprise solution
components or can be deployed on a stiomk system.

The maximumsupportedJnified CRM Connectors for SAP collocated per PG is 1.

The maximumsupportedJnified CRM Connectors for SAP on a dedicated server connected to the same PG
is 1.

CTI OS Supervisor Desktop should be used for supervisory features. This will rigti@d | OS Servers
installed orthe PG

Table 6-60: CRM Connector for SAP

Server Class * Capacity | Call Rate | Hardware, software requirements and remarks
(agents) | (calls/ sec)
MCS-30-004-Class 250 3 Operating system and other software
MCS-30-005Class See Sectid€RM Connector Supported Platforfns

* The above dimensioning guidelines and parameters were developed in a lab testing environment that
included a testCRM system setup an equivalent CRM simulatoActual quality of service (delays,
responsiveness, etc.)experienced by the contact center agmhisvary from the above dimensioning
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guidelines/parameters.Thesevariations include structure and size of the CRM database, overall level of the

CRM tuning, ntensity of the contactprocessing workflow(s), as well as other CRM configuration and

topology variables outside of the scope of the Ciscoconnector. It is for this reason that Cisco highly

recommends an ihouse load test early in a connector deploymejegptdao make sure that the total quality
of service under load is satisfactory

6.6.1.13 CRM Connector Supported Platforms
Table 6-61: CRM Connector Supported Pla tforms and Requirements

CRM Operating Additional Software

Connector System
WindowsWindowg Windows| Microsoft | Microsoft| Microsoft | Microsoft| D | ASP| JRE
Server | XP Pro| Vista .NET Message| Internet SQL C . 1.6.3
2003or SP2 Framework| Queuing | Information| Server O | NET
R2;SP2 V2.0 (MSMQ)| Server (1IS) M 2.0

Server 9 N/A N/A 9 9 9 N/R 9 9 N/R

Server

Admin Too 9 N/A N/A 9 N/R 9 9* 9 9 N/R

Oracle

PeopleSoft 9 N/A N/A 9 N/R N/R N/R N/R | N/R 9

Adaptet

Microsoft

CRM 3.0 9 N/A N/A 9 N/R 9 9 N/R 9 N/R

Adaptet

Salesforce| N/A 9 9 9 N/R N/R N/R 9 N/R | N/R

.com

Adaptet

SAP2 9 N/A N/A N/R N/R N/R N/R N/R | N/R | N/IR

* The Admin tool can use Microsoft SQL Server Express which is freely available from Microsoft.

* Consult theCisco Unified CRM Connector Implementation and Administration Guide for Microsoft CRM,
Oracle PeopleSoft and Salesforce.guide for detailed implementation and installation information for these
CRM Connector products.

2 Consult thelnstallation and Configurabn Guide: Cisco Unified CRM Connector for SAP, Release 1.0(1)
for the CRM Connector for SAP.

N/A = Not Available
N/R = Not Required

Cisco Agent and Supervisor Desktops

Cisco agent and supervisor desktops are used in conjunction with the CAD servercavhlmd a part of the
Unified ContactCenterEnterprise solution configuration.

Table 6-62: CAD Agent and Supervisor Desktop Servers

Server Class

Type

Hardware, software requirements and remarks

GEN-10-005-Class

Cisco Supervisor Desktop

(CSD)

Cisco Desktop Administrator
(Web Client) (CDA)

Operating system and other software

Windows compatible fulduplex sound card (if
using Cisco IP Communicator and®itent Monitor)

SeKTI Supported Platfornjs

GEN-10-005-Class

Cisco Agent Desktop

Other hardware Requirements
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Server Class Type Hardware, software requirements and remarks
100/1000 Ethernet port
Operating system and other software

Windows compatible fulbduplex sound card (if
usingCisco IP Communicator)

SeéCTI Supported Platfornﬁs

Cisco Media Blender (CMB) for Web Collaboration Option

Cisco Unified ICM/Contact CentdRelease &(x) is compatible with Cisco Media Blender 7.1and its latest
Service Release. Note that running the Blender on the PG is only possibleleitke6.0 PGs. If you are
deploying a new 8(x) system or are upgrading to58x), you cannot ddocate the Blender ora PG due to
operating system incompatibilitythe Media Blender requires Windows 2000 Server and the PG requires
Windows Server 2003 (or R2).

See theCisco Intelligent Contact Management Release 6.0(0) Bill of Matef@lsCisco Media Blender
hardware andoftware requirements at:
[http://www.cisco.com/en/US/products/sw/custcosw/ps1001/products user guide list.html

See theCisco Media Blender Installation CGde for detailed information on Cisco Media Blender server
configuration, capability, and limitations.

See Chapter 5 of€isco Unified Web and -Mail Interaction Manager Solution Reference NetworkDesign
Guidefor detailed information osizing requirements.

Unified Web Interaction Manager (WIM)

See theHardware and System Software Specification for Cisco Unified Web -dailEnteraction Manager
atthttp://www.cisco.com/en/US/products/ps7233/prod_technical reference ligthtral/stem requirements,
server configurations, capabilities, and limitations of the Cisco Unified Interaction Manager.

Unified E -mail Interaction Manager (EIM)

See theHardware and System Software Specification for Cisco Unified Web -dailEnteraction Manager
atthttp://www.cisco.com/en/US/products/ps7236/prod technical reference lighhtraystem requirements,
server configurations, capabilities, and liations of the Cisco Unified-Bail Interaction Manager.

Unified Expert Advisor

Cisco Unified Expert Advisor is an optional feature for Cisco Unified Contact Center Enterprise. It extends the
contact center so that expert advisors can handle certain mgaalls. For example, there might be a call for
which the contact center agent and the caller require a discussion with, or advice from, a specialist who is not
employed by the contact centebut who agrees to be 'on call' to provide services as a camsulhat person

is the expert advisor.

Expert advisors establish their presence and availability to take a call by the state of their instant messaging
(IM) client; the expert advisor IM client effectively serves as the "agent desktop”. Once an expdelslity

and acceptance of the message request are confirmed, the call is routed to the expert. The contact center agents
can also conference the expert into a customer call.

The latest version of the content found in this guide is available in thenfsdiration and Configuration Guide
for Cisco Unified Expert Advisor ahttp://www.cisco.com/go/ga

Note that Expert Advisois supported in ICM 8.@) but is NOT supported in ICM 8(%).

Cisco Finesse Server

Cisco Finesse requires Unified Contact Center Enterprise Release 8.5(3) and Unified Communications Manager
8.6(1).
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The Cisco Finesse server supports installation only as a virtual machine running under VM¥eadelESor
more information, see the DocWikaggVirtualization for Cisco Finesse

The Cisco Finesse server can bdamated on the same hardware with the Agent PG if the server class meets
the Finesse server requiremeaisl the Finesse OVA requirements are met.

SetiCTI Supported Platfornlﬁar system requirements for Cisco Finesse clients.

Cisco Finesse Desktops

Cisco Firesse provides a browskased desktop for agents and supervisors.fdliowing table lists supported
operating systems and browsers for Cisco Finesse.

Table 6-63: Cisco Finesse Agent Desktop

Client OS Client Browser
WindowsXP Pro SP3 Internet Explorer 8.0
Windows 7

7 System Software Requirements

7.1 Microsoft Windows Server 2003

In most casesthe Standard Edition oMicrosoft Windows Server 2003 is adequate for use with Unified
ICM/Contact Center. In some circumstances, however,-@igh system deployments must deploy Microsoft
Windows Server 2003 Enterprise Edition on some Unified ICM/Contact Center componentas sheh_ogger
and theAdministration and Data Server (withDS). You should be aware of the following distinction between
the editions.
Microsoft Windows Server 2003 Standard Edition

X Supports up to four processors on one server

X Maximum 4 GB of RAM

Microsoft Windows Server 2003 Enterprise Edition
X Supports up to eight processors on oriBBerver
x Maximum 32 GB of RAM

Important:  Unified ICM/Contact Centets qualified to work only on a standard, retail (or OEM) packaged
installation of Windows Server 2003 (Standard or Enterprise), with or without Cisco Security
hardening. Cisco provides its own security hardening policy to secure the standard Windows
imagefor Unified ICM/Contact Center Cisco doegot supportUnified ICM/Contact Centeon a
customized Windows image (for example, a corporate image) or when custom security hardening
has been applied. Using a customized image of the Windows operating systestom security
hardening can cause thaified ICM/Contact Centeapplication to fail.

Unified ICM/Contact CenteB.5(x) requires Windows Server 2003 or Windows Server 2003 R2; SP2 must be
applied on all Windows Server 2003 systems. Cisco qualifiefied ICM/Contact Centeusing Windows Server
2003 SP2 and Windows Server 2003 R2 SP2 (Standard and Enterprise).
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Unified CCMP 8.5(2) does not support Windows Server 2003 and must be installed on Windows Server 2008 R2
(64-hit).

Note: Windows Server 2003 Ris supported onlwith the optional R2 features NOflected.

OEM Versions of Microsoft Windows Server 2003 R2 Standard Edition

Unified ICM/Contact Center 8(x) supportsCisco OEM versions of Microsoft Windows Server 2003 R2
Standard Editiorfor the IBM version and HP version of the MCS servdiise following sections describe the
MCS servers supported by the OEWIindows Server 2003 Standard @&overy mediaSince this is an OS
recovery media, it can be used for fresh install or recoveayrofichine. However, you cannot use it to upgrade
from an older version of Microsoft Windows Operating System.

IBM OEM Recovery Media

The following lists the server configuration that 1B OEM recovery media IBM Svrs Disk 1 and Babeled
3Cisco UnifHG &RQWDFW &HQWHUOLFURVRIVENFERLVERG6BQLILHGZ E8BRQWDFW
OLFURVRIW 70 :LQ6YU Z 68upmXOWLODQJ 3DFN’

MCS-784512-CCE1

MCS-784512-CCE2

MCS-784512-CCE3

MCS-784512-CCE4

MCS-783512-CCE1

MCS-783512-CCE2

MCS-784513-CCE1

MCS-784513-CCE2

MCS-783513-CCE1

MCS-782514-CCE1

MCS-782513-CCE1

MCS-784511-CC1

MCS-783511-CC1

VMware ESX 3.5 Virtual Machine on MG&0-010-Class and MC8l0-016-Class of IBM Servers
VMware ESX 4.0 and 41 aresupported with 8.5(2

X X X X X X X X X X X X X X X

HP OEM Recovery Media

The following lists the server configuration that the HP OEM recovery media Svrs Disk 1 and Pabeled
3Cisco Unified Contact Cent®licrosoft(TM) WinSvr Z 63nid3&LVFR 8QLILHG &RQWDFW
Microsoft(TM) WinSvr 2003 w/SP2 KIOW L O D Qup&D F N~

MCS-7845H2-CCE1

MCS-7845H2-CCE2

MCS-7845H2-CCE3

MCS-7845H2-CCE4

MCS-7835H2-CCE1

MCS-7835H2-CCE2

MCS-7825H4-CCE1

MCS-7825H3-CCE1

MCS-7845H1-CC1

MCS-7835H1-CC1

VMware ESX 3.5 Virtual Machine on MG&0-010-Class of HP Servers
VMware ESXi4.0 and4.1 aresupported with 8.5(2

X X X X X X X X X X X X
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7.2 Microsoft Windows Server 2008 R2

Microsoft Windows Server 2008 R2 is supported with 8.5(2) and up.nbt supported with 8.5(1Y.ou should
be aware of the following distinction between the edgio

Special Note:

X Whenupgrading to 8.5(2),and when the intention is to us¥tfredows Server 2008 R@ provide
support the existing syst(CTI OS and Unified CCEhustbe upgraded t&.0(1a)first.

X 8.0(1a)itself doesnt require Win2K8 or 64bit hardware,but it is a prerequisite tanstalling the
8.5(2) maintenance releasas(the operating system requiresl@itthardware).

X Currentlyonly SP1 forMicrosoftWindows Server 2008 R2 ssipported.

Microsoft Windows Server 2008 Standard Edition
X Supports up td processors on oré-bit server
X Maximum32 GB of RA
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Microsoft Windows Server 20@ Enterprise Edition
X Supports up t@ processors on or-bit server
x Maximum 2Terabytes (TBpf RAM

Note: Unified Intelligent Contact Management running inl@itMicrosoft Windows Server 2008 R2,
Enterprise Edition supports Active Directory for-bi# Microsoft Windows Server 2008 R2, Enterprise
Edition.

Important:  Unified ICM/Contact Centeis qualified to work only on a standard, retail (or OEM) packaged
installation ofMicrosoft Windows Server 208R2 (Standard or Enterprise), with or without Cisco
Security hardeningElective UCCE security is only providéor Windows 2003 Server and CSA
is not supported with the Windows Server 2008 R2Zco provides its own security hardening
policy to secure the standard Windows image Woified ICM/Contact CenterCisco doeqot
supportUnified ICM/Contact Centeon a customized Windows image (for exdeg@ corporate
image) or when custom security hardening has been applied. Using a customized image of the
Windows operating system or custom security hardening can caudénified ICM/Contact
Centerapplication to fail.

7.3 Microsoft SQL Server 2005 32-bit
Microsoft SQL Server 2005 Standard Edition32-bit

x CPU: Supports up to four processors on one server
X RAM: No operating system maximum

Microsoft SQL Server 2005 Standard Edition 32bit can run on the following operating systems:

X Microsoft Windows Server 2() Standard Edition

X Microsoft Windows Server 2003, Enterprise Edition
X Microsoft Windows Server 20082, Standard Edition
X Microsoft Windows Server 20082, Enterprise Edition

Microsoft SQL Server 2005 Enterprise Edition32-bit

x CPU: No operating system maxim
X RAM: No operating system maximum

Note: SQL Server Enterprise EditiondksusSQL Server Standard Edition) is only necessary if performance
needs demand its use.

Cisco OEM version of Microsoft SQL Server 2005 Standard Ed&®hit is also available.

OEM Version of Microsoft SQL Server 2005 Standard Edition32-bit

x CPU: Supports up to four processors on one server
x RAM: No operating system maximum
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OEM Version of SQL Server 200532-bit can run on the following operating systems:

X Microsoft Windows Server 2003, Standard Edition

x Microsoft Windows Server 2003, Enterprise Edition

X Microsoft WindowsServer 2008 R2Standard Edition

x Microsoft WindowsServer 2008 R2Enterprise Edition

x Cisco OEMversions of Microsoft Windows Server 2003 Bandard Edition

Microsoft Service Packs

x SP3 or higher Service Pack is required for Microsoft SQL Server 2005.
X SP4 or higher Service Pack is required for Microsoft SQL Server 2005 when using Microsoft Windows
Server 2008 R2

PurchasingMicrosoft SOL Server 200532-bit

Follow these steps to acquiMicrosoft SQL Server 20082-bit media. This assumes that customers license SQL
Server under one of the Microsoft Volume Licensing programs.

Open License Call Microsoft Fulfillment at 1800-2480655. Requesthe SQL Server 2005 media and pay a
nominal shipping and handlirdharge.

Select LicenseContact a Microsoft software reseller and request the SQL Server 2005 media.
Enterprise Agreement Contact the Microsoft Representative for your company.

SQL Server LV DOVR DYDLODEOH LQ 2(0 DQG UHWDLO FKDQQ+38 DV ZHOO
version of SQL Server for certain transactiotensive applications that might benefit from such an option.
Contact your Microsoft representative toaliss whether this option is appropriate for your installation.

Note: Microsoft Mainstream Support for SQL Server 2005 ended in April 2011

7.4  Microsoft Windows Localization Support

The following table lists supported localized versions of Microsoft Windows and SQL Server that can be used
with Cisco Unified ICM/Unified CC Enterprise and Hostsgstem components and Unified System CC
Enterprise

For a detailed list of language localimms implemented for different portions of this release, seeCibeo
Unified ICM/Unified Contact Center Product and System Localization Matailable at:

http://www.cisco.com/en/US/docs/voice ip comm/cust contact/contact /emteznterprise/localization maifri
x/quide/Gl1nMap.xls
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Table 7-1: Supported Microsoft Software Localizations

Microsoft Software

Windows Language

SQL Server
Collation Setting

Windows
and
SQL Server

x Danish*

x Dutch

x English

x French

x German

X Italian

x Portuguese (Brazil)
X Spanish

x Swedish

Latinl_General

X Russian

Cyrillic General

x Chinese (Simplified)

Chinese_PRC

x Chinese (Traditional)

Chinese_Taiwan_Stroke

x Korean Korean_Wansung
x Japanese Japanese

X Turkish Turkish

x Polish Polish

*Note: Microsoft did not provide Danish LanguagePack for Windows 2003 server.

7.5 Operating System and Database Requirements

Thefollowing table present operating system requiremérds arespecific to Unified ICM/Contact Center server
type. Thenexttable covers those Unified ICM/Contact Center servers and client desktop deplogvaergguire
special considetin.

Table 7-2: Operating System and Database Requirements , Unified ICME/ICMH/CCE/CCH

Unified ICM/Contact Center | Microsoft Windows Server 2003 Microsoft SQL Server 2005
Server Standard Edition (R2,SP) Standard EditionSP3 32-bit (x86)
Or (SP4 is required when installed with
Microsoft Windows Server 2008 Microsoft Windows Server 2008)
R2, Standard or Enterprise
Edition (SPJ)
ICM Router 9 2
NAM Router
CICM Router
Progger (Unified CCE)
Rogger (Unified CCE)
NAM Rogger (Unified CC
Hosted)
Administration & Data Servel 9 9
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All PGs, includes 9 2%
CCEAgent PG
TDM ACD PG
VRU PG

MR PG

Unified CCEnterprise 9 2
Gateway PG

SS7or Sigtran Gateway 9 2

ICM Logger 9 9
NAM Logger
CICM Logger

HDS & DDS 9 9

Note: SQL Server2005 with Service Pack 2 is supportedttoe DBLookup featureCreating a custom DB on the
Logger or HDS is not supported.

*Note: Unless CAD is installed, in which case SQerver is an option for CAB not a requirement. By default,
CAD uses flat files and data is simultaneously written to both the A and B sides. However, if one side
fails, it is possible that it will be missing report data (agent state logs, call logs,candimg data in the
Supervisor Record Viewer) upon recovery. Consequently, if replication of the report data is desired, SQL
Server must be used.

Table 7-3: Special Considerations (OS and DB Requirements), Unified ICME/ICMH/CCE/CCH

Unified ICM/Contact Operating System Requirements

Center Server

AdministrationClient See the secti0||1.Administration Clienk

CUIC Client SeeCUIC BOM specification documentaticat:

http://www.cisco.com/en/US/docs/voice_ip_comm/cust_contact/contact_cen
telligence_suite/intelligence_suite_80/user/guide/is80bom.pdf

Outbound Option Dialer | Go to the following link for Cisco Outbound Option Datae®t and Cisco
Outbound Option Technical Reference.
http://www.cisco.com/en/US/partner/products/sw/custcosw/ps524/products |
sheets_list.htnl

CTI OS Desktops See the secti01|£;Tl Supported Platforjs
CTIOS See the sectioltﬁ;TI Supported Platforas
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