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Change History
DateChanges

Initial release for 10.5Clarified discussion of PG Failover mechanism in "Design
Considerations for High Availability."

Updated limits for precision queues. Added information on throttling
during precision queue changes.

Updated links to some of the bandwidth calculators.

Removed design information about the deprecated SCCP Dialer.

July 16, 2014Added information on the Unified CCE Reference Designs to the
"System Requirements and Constraints" appendix.

Added information on Finesse behavior during failovers to the "Design
Considerations for High Availability" chapter.

Added information about Finesse support for XenApp to the "Unified
CCE Desktop Deployment Scenarios" chapter.
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DateChanges

August 26, 2014Added information about All-Event client andMonitor-Mode connection
limits to the "System Requirements and Constraints" appendix.

March 4, 2015Changed limits on active agents per Unified CM cluster to reflect recent
improvements.

July 6, 2015Added section "Load Balancing for Finesse" to the "Unified CCE
Desktop Deployment Scenarios" chapter.

September 25, 2015Updates to All-Event Client limits

January 5, 2016Added notes on G.711 bandwidth for remote offices

February 12, 2016Updated Desktop Latency section.

November 30, 2016Corrected version to remove 11.0 information that was added bymistake.

About This Guide
This guide provides design considerations and guidelines for deploying CiscoUnified Contact Center Enterprise
(Unified CCE). This guide assumes that you are familiar with basic contact center terms and concepts.
Successful deployment of Unified CCE also requires familiarity with the information presented in the Cisco
Collaboration System Solution Reference Network Designs.

Audience
This guide is primarily for contact center designers and system administrators.

Organization of This Guide
ContentSection

Introduces the components in a Unified CCE deployment.Architecture Overview

Describes the standard Unified CCE model deployments.Deployments

Discusses the Unified CCE features that provide for high availability
in your contact center. This chapter also provides pointers on how
to design your contact center to support the high availability features.

Design Considerations for High
Availability

Discusses the Precision Routing, Agent Greeting, Whisper
Announcement, and Congestion Control features.

Features
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ContentSection

Discusses the Cisco Finesse and CTI OS desktops and how to design
your contact center for them.

Unified CCE Desktop Deployment
Scenarios

Describes the Cisco Outbound Option feature for calling campaigns
and how to design your contact center to use the feature.

Cisco Outbound Option Descriptions

Describes the Unified Mobile Agent feature which enables agents
to work from remote locations.

Cisco Unified Mobile Agent

Describes deployments that include video channels in a Unified CCE
contact center.

Video Contact Center

Provides an introductory discussion of designing security into your
contact center.

Securing Unified CCE

Provides an general introduction to sizing resources for a contact
center.

Sizing Contact Center Resources

Discusses sizing the Unified CCE components for your contact
center. This chapter also discusses the impact of some optional
features on component sizing.

Sizing Unified CCE Components and
Servers

Discusses sizing the Unified CommunicationsManager components
of your contact center.

Sizing CiscoUnified Communications
Manager Servers

Discusses bandwidth, latency, and quality of service design
considerations for your contact center.

Bandwidth Provisioning and QoS
Considerations

Describes the Unified Contact Center Management Portal.Cisco Unified Contact Center
Management Portal

Lists some common industry and Cisco-specific acronyms that you
might encounter.

Acronym List

Details Unified CCE system requirements and limits, the standard
operating conditions that Unified CCE uses for tests, and other
important specifications.

SystemRequirements and Constraints

Discusses design considerations for Parent/Child deployments.Parent/Child

Describes the Cisco Agent Desktop and how to design your contact
center for it.

Cisco Agent Desktop
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Related Documents
LinkSubject

Cisco Unified Contact Center Enterprise Features
Guide at http://www.cisco.com/c/en/us/support/
customer-collaboration/
unified-contact-center-enterprise/
products-feature-guides-list.html

Descriptions of Unified CCE features, including
configuration and use.

Obtaining Documentation and Submitting a Service Request
For information on obtaining documentation, using the Cisco Bug Search Tool (BST), submitting a service
request, and gathering additional information, seeWhat's New in Cisco Product Documentation, at: http://
www.cisco.com/c/en/us/td/docs/general/whatsnew/whatsnew.html.

Subscribe toWhat's New in Cisco Product Documentation, which lists all new and revised Cisco technical
documentation as an RSS feed and delivers content directly to your desktop using a reader application. The
RSS feeds are a free service.

Field Alerts and Field Notices
Cisco products may be modified or key processes may be determined to be important. These are announced
through use of the Cisco Field Alerts and Cisco Field Notices. You can register to receive Field Alerts and
Field Notices through the Product Alert Tool on Cisco.com. This tool enables you to create a profile to receive
announcements by selecting all products of interest.

Log into www.cisco.com and then access the tool at http://www.cisco.com/cisco/support/notifications.html.

Documentation Feedback
To provide comments about this document, send an email message to the following address:
contactcenterproducts_docfeedback@cisco.com

We appreciate your comments.

Conventions
This document uses the following conventions:
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DescriptionConvention

Boldface font is used to indicate commands, such as user entries, keys, buttons,
and folder and submenu names. For example:

• Choose Edit > Find.

• Click Finish.

boldface font

Italic font is used to indicate the following:

• To introduce a new term. Example: A skill group is a collection of agents
who share similar skills.

• A syntax value that the user must replace. Example: IF (condition, true-value,
false-value)

• A book title. Example: See the Cisco Unified Contact Center Enterprise
Installation and Upgrade Guide .

italic font

Window font, such as Courier, is used for the following:

• Text as it appears in code or that the window displays. Example:
<html><title>Cisco Systems, Inc. </title></html>

window font

Angle brackets are used to indicate the following:

• For arguments where the context does not allow italic, such as ASCII output.

• A character string that the user enters but that does not appear on the window
such as a password.

< >
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