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Multistage Upgrades and Maintenance Windows
A Unified CCE solution upgrade likely involves a multistage process; components are grouped in several
stages for upgrading. At each stage in the upgrade, the upgraded components must interoperate with components
that have not yet been upgraded to ensure the overall operation of the contact center. Therefore, it is important
to verify this interoperability during the planning stages of the upgrade.

Before upgrading a production system, perform the upgrade on a lab system that mirrors your production
system to identify potential problems safely.

The following table details the required sequence for upgrading Unified CCE solution components, and the
minimum component groupings that must occur together within one stage. Follow each stage to completion
within one maintenance window. Eachmaintenance windowmust accommodate any testing required to ensure
system integrity and contact center operation.

You can combine more than one complete stage into a single maintenance window, but you cannot break any
one stage into multiple maintenance windows.

Upgrade the components that apply to your Unified CCE contact center as follows:

NotesComponentsComponent GroupStage

• Cisco Unified Customer Voice Portal (CVP)
(Operations Console, Reporting Server, Call
Server/VXMLServer, Unified Call Studio)

Queuing and
self-service*

2

• IOS Gateways (If used for ingress access only. If
used for Outbound Option Dialer, see Stage 6.)

• CVP VXML Gateways

Gateways3
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NotesComponentsComponent GroupStage

If upgraded without upgrading
reporting templates at the same
time, is backwards compatible
with previous Central Controller
version.

• CUIC serverReporting server4

You can upgrade Side A and Side
B in different maintenance
windows, but you must upgrade
all central controller components
on one side together.

• Unified CCE Router

• Unified CCE Logger

• Admin & Data server (AW/HDS/DDS)

• CUIC Reporting Templates

• CCMP

• Administration Client

Central Controller5

Everything that resides on one
virtual machinemust be upgraded
together.

You can have many PGs located
on different virtual machines. You
can upgrade each PG virtual
machine in its own maintenance
window.

• Agent (Unified Communications Manager) PG or
System PG, plus

• CTI Server

• CTI OS Server

• OutboundOptionDialer and SIP IOSGateway

• Remote Silent Monitor

• VRU PG (if collocated with Agent PG on VM)

• MR PG (if collocated with Agent PG on VM), plus

• Unified CCEGateway PG (if collocatedwith Agent
PG on VM)

Peripherals6

You can have many PGs located
on different virtual machines. You
can upgrade each PG virtual
machine in its own maintenance
window.

• MR PG (if not collocated with Agent PG on VM),
plus

• VRU PG (if not collocated with Agent PG on VM)

• Unified CCE Gateway PG (if not collocated with
Agent PG on VM)

• CRM connector

Peripherals7

You can have many desktops
located in many different sites.
You can upgrade CTI OS
desktops in multiple maintenance
windows; the later upgrade stages
are not dependent on the
completion of this stage.

• CTI OS (Agent/Supervisor Desktops)Agent desktop client
software

8

(Recursive,
see Notes)
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NotesComponentsComponent GroupStage

• Cisco Unified Communications Manager (Unified
Communications Manager)

• JTAPI on Agent (Unified Communications
Manager) PG

Call Processing9

MediaSense is a standalone
application that you can upgrade
at any time after IOS Gateway
upgrades.

• MediaSenseMedia RecordingAny (See
Notes)

*If you are using Unified IP IVR for self-service and queueing, see Getting Started with Cisco Unified IP IVR.

Unified CCE Contact Center Upgrade Flowcharts
The following diagram illustrates the solution-level upgrade flow for a Cisco Unified Contact Center Enterprise
solution upgrade.
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http://www.cisco.com/en/US/products/sw/custcosw/ps1846/prod_installation_guides_list.html
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• When you upgrade Unified CVP to Release 12.0, the following considerations apply:

• If you are upgrading Cisco VVB to Release 12.0, upgrade Unified CVP and Cisco VVB to Release
12.0 in the same maintenance window.

• If you are upgrading to Unified CVP, Release 12.0 with VVB, Release 11.6(1), you must install
VVB, Release 11.6(1) ES84 before you upgrade Unified CVP to Release 12.0.

• Cisco VVB, Release 11.5(1) is incompatible with Unified CVP, Release 12.0.

Note
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Data Migration Considerations
The data migration set is identical no matter what migration path you follow.

During the Technology Refresh upgrade, EDMT does the following:

• Backups and restores the data

• Performs data migration

During the Common Ground upgrade, EDMT performs only data migration.

The EDMT may take a long time to migrate, backup, or restore the data, as the file sizes can be several
gigabytes (GB). If the EDMT tool is not responding during data migration or the data migration takes a long
time, check the Event logs in theMicrosoftWindows Event Viewer tool. The logs may show SQL or BACKUP
failure events. These events may occur because of file system errors or hardware errors and failures. Analyze
and fix these errors before re-running the EDMT tool.

Note

For Technology Refresh upgrades, use the fastest possible network (gigabit through one network switch)
between the source and the destination machines. Use of a crossover cable is not supported because it lacks
buffer memory and can cause data loss.

To reduce data migration time, consider reducing the database size by:

• Removing redundant records, especially call detail records (RCD, RCV, TCD, and TCV tables). However,
removing records affects the availability of historical reports; knowledge of the HDS schema is required.

• Purging the Logger database of all data that was already replicated to the HDS (25 GB or less).

• using more efficient hardware, especially on I/O subsystems:

• RAID 1 + 0

• I/O Cache – more is better

Enable the Tempdb log to expand up to 3 GB.

Time Guidelines and Migration Performance Values

For a close estimate of time and space requirements, run EDMT against a copy of your production database
on hardware that is similar to your production environment, in a lab environment. For customers who do not
have the facility, the following sections provide information gathered while performance testing in the labs
at Cisco Systems, Inc.

• Typical database migration performance values: The following table provides high-level guidelines
for the time taken to upgrade the Loggers and HDSs based on internal upgrade testing with hardware
C210 M2. Actual times may vary based on the parameters previously mentioned.

• Backup and Restore - Technology Refresh only: The backup speed depends on the speed of the network,
and the speed of the disk sub-system. The faster the network, the sooner the network copy.
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Total Time (hours)Data Migration
Time (minutes)

Restore Time
(minutes)

Backup Time (hours)Database Used
Size (GB)

0.5 - 1.5<15 - 150.5 - 1.510

3 - 4<210 - 202.5 - 3.530

8 - 9<520 - 457 - 870

• The values in the Database Used Size column are based on the amount of disk space used by the source
database, and not the size of the disk it resides on.

• The values in the Backup Time and Restore Time columns assumes that the network meets the minimum
requirements. For more information about the minimum requirements, refer to the Virtualization for
Unified Contact Center Enterprise at http://docwiki.cisco.com/wiki/Virtualization_for_Unified_CCE.

• For Technology Refresh upgrades, have the fastest network possible (gigabit through one network switch)
between the source and the destination machines. Use of a crossover cable is not supported because it
lacks buffer memory and can cause data loss.

Note

Silent Upgrade
There are situations where a silent upgrade can be used in running an installation wizard. You can run a silent
installation when performing a fresh install or an upgrade.

For more information, see Silent Installation.

Uninstallation of base CCE 11.0(1)
Unified CCE supports the uninstall option from the Programs and Featureswindow in theWindows Control
Panel. This option removes the patches, base version files, and the related registry. The specific option also
removes Unified CCE component software installed by the ICM-CCE-Installer.

However, it does not remove the following:

• Java Runtime Environment

• Unified CCE databases

Reinstallation is also supported. To reinstall, rerun the ICM-CCE-Installer.

Uninstalling Unified CCE 11.0(1) removes all traces of the software. You cannot roll back to a previous major
version. The option to roll back is only available with maintenance releases.
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http://docwiki.cisco.com/wiki/Virtualization_for_Unified_CCE
ucce_BK_UC0EC773_00_ucce-install-upgrade-guide_chapter4.pdf#nameddest=unique_102


Unified CCE Release 11.5(1) Upgrade Overview
Before you upgrade to Unified CCE Release 11.5(1), ensure that Unified CCE Release 11.0(1) is installed on
your machine. If you use Unified CCE Release 10.0(x) or 10.5(x), first upgrade to Unified CCE Release
11.0(1).

See the Cisco Unified Contact Center Enterprise Installation and Upgrade Guide at http://www.cisco.com/
c/en/us/support/customer-collaboration/unified-contact-center-enterprise/products-installation-guides-list.html
for instructions on upgrading to Unified CCE Release 11.0(1).

When you upgrade to Unified CCE Release 11.5(1) the schema also upgrades. Back up the Unified CCE
Release 11.0(1) configuration database before you begin the upgrade. Use this backup if the permanent
uninstallation of Unified CCE 11.5(1) fails to revert the schema version to Unified CCE Release 11.0(1).

For more information on the uninstallation process, see the section Uninstall Methods.

As part of the upgrade of CCE servers, self-signed certificates employed by CCE web applications like CCE
web administration tool and Websetup, may get regenerated. You must add the new certificates to the trust
list on the appropriate end devices.

Note

Upgrade to Unified CCE Release

Before you begin

• Database partitioning, if enabled, prevents Unified CCE Release 11.5(1) upgrade because database
partitioning was obsoleted in Unified CCERelease 9.0(1). Remove partitioning before you run the Unified
CCE Release11.5(1) installer.

To remove partitioning from logger/AW/HDS database, follow the steps mentioned in the tech-zone
article: https://techzone.cisco.com/t5/Administration-and-Data-Servers/
Removing-Database-partitioning-UCCE-8-5-4/ta-p/743317.

• The minimum disk space required to perform the upgrade is 1500 MB.

• During the upgrade process, the installer takes a backup of the existing configuration database. This
backup is available in drive\temp\<instance name_logger side><schema version>.

For example: C:\Temp\Inst_sideA181

Procedure

Step 1 Log in to your system as a user with administrative privileges.
Step 2 After either downloading the installer or placing the media in the drive, start the Cisco ICM Minor Release

ICM Installer.
Step 3 Follow the on-screen instructions to install Unified CCE Release.
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http://www.cisco.com/c/en/us/support/customer-collaboration/unified-contact-center-enterprise/products-installation-guides-list.html
http://www.cisco.com/c/en/us/support/customer-collaboration/unified-contact-center-enterprise/products-installation-guides-list.html
ucce_BK_UC0EC773_00_ucce-install-upgrade-guide_chapter11.pdf#nameddest=unique_303
https://techzone.cisco.com/t5/Administration-and-Data-Servers/Removing-Database-partitioning-UCCE-8-5-4/ta-p/743317
https://techzone.cisco.com/t5/Administration-and-Data-Servers/Removing-Database-partitioning-UCCE-8-5-4/ta-p/743317


A popup window displays a notification that some services were automatically changed to Manual
as part of the upgrade. Make sure that both A and B sides of your system operate properly after the
Unified CCE Release 11.5(1) upgrade. Then, set the ICM services that were changed during the
upgrade back to their original setting (Automatic).

If you are not sure which services were changed from Automatic to Manual during the upgrade,
examine the setup logs located in C:\Temp\Minor Release ICM11.5(1).

Note

Step 4 After the installation is complete, unmount the ISO image.

Ensure Campaigns are not Lost on Upgrade
Database schema updates in release 11.5 and 11.6 modify the campaign data during upgrade, which can
potentially cause all the campaign configuration data to be lost. Verify the default time zone set for the
configured campaigns to make sure you do not lose the campaign configuration data as identified by these
issues. Refer to CSCvg84326 and CSCvu45133 for more details.
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https://bst.cloudapps.cisco.com/bugsearch/bug/CSCvg84326
https://bst.cloudapps.cisco.com/bugsearch/bug/CSCvu45133
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