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Documentation guide

Overview
Cisco Packaged Contact Center Enterprise (Packaged CCE) is a predesigned, bounded deployment model of Cisco Unified Contact
Center Enterprise. Customers whose contact center requirements fit the boundaries of the solution can enjoy the advantages of the
simplified management interface, smaller hardware footprint, and reduced time to install. These customers can also benefit from the
comprehensive feature set of Cisco Unified Contact Center Enterprise and Cisco Unified Customer Voice Portal. The solution comes
packaged with Cisco Unified Intelligence Center for comprehensive reporting and Cisco Finesse desktop software for an enhanced,
next-generation desktop experience.

This documentation guide provides details on all documents released for Packaged CCE, release 10.0.

For the latest version of Packaged CCE documents, see http://www.cisco.com/en/US/products/ps12586/tsd_products_support_series_
home.html.

For all resources available for PackagedCCE, see the PackagedCCEmaster catalog documentationwiki at http://docwiki-dev.cisco.com/
wiki/Packaged_CCE .

For more information on the latest Cisco documentation, see http://www.cisco.com/en/US/docs/general/whatsnew/whatsnew.html.

Documentation changes
The following table lists the documents that have title changes, new chapters, or are new documents for this release.

ChangeDocument

• New Upgrade chapter.

• Name change: Installation and Upgrade Guide for Cisco
Packaged CCE.

Installing and Configuring Cisco Packaged Contact Center
Enterprise

• Reporting chapter moved to Cisco Packaged CCE
Reporting User Guide

• Name change: Cisco Packaged CCE Administration and
Configuration Guide

Cisco Packaged CCE Administration Guide

• Now available in both online help and PDF on the Cisco
Developer Network.

Cisco Packaged CCE Developer Reference

• Name change: Cisco Packaged CCE Design Guide.
Cisco Packaged CCE Product Specifications Guide
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ChangeDocument

• New Agent Request chapter.

• Name change: Cisco Packaged CCE Features Guide.

Cisco Packaged CCE Optional Features Guide

• New document.
Cisco Packaged CCE Reporting User Guide

• New document.
Packaged CCE Documentation Guide

Plan

Packaged Contact Center Enterprise Design Guide

This document lists the configuration and capacity boundaries of Packaged CCE.

To view the latest Packaged CCE Design guide, see: http://www.cisco.com/en/US/products/ps12586/prod_technical_reference_
list.html.

Packaged Contact Center Enterprise Release Notes

This document describes the system requirements, new features, changed information, documentation updates, and open caveats for
Packaged CCE. Users should read the latest release notes before initially installing or upgrading their Packaged CCE system.

To view the latest Packaged CCE release notes, see: http://www.cisco.com/en/US/products/ps12586/prod_release_notes_list.html.

Install and upgrade

Packaged Contact Center Enterprise Installation and Upgrade Guide

This document explains how to install, configure, and upgrade Packaged CCE. It is prepared for partners and service providers who
will be implementing Packaged CCE, who are familiar with Cisco contact center applications, and are experienced regarding the
deployment and management of virtual machines.

To view the latest Packaged CCE Installation and upgrade guide, see http://www.cisco.com/en/US/products/ps12586/prod_installation_
guides_list.html.

Administer and maintain

Packaged Contact Center Enterprise Administration and Configuration Guide

Unified CCE Administration is a set of web-based tools for creating, configuring, and maintaining objects, such as agents, teams,
skill groups, and call types, that are used to operate contact centers. This guide explains the complete set of Unified CCEAdministration
tools that are available in a Packaged CCE deployment to an administrator.
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To view the latest Packaged CCEAdministration and Configuration guide, see: http://www.cisco.com/en/US/products/ps12586/prod_
maintenance_guides_list.html.

Packaged Contact Center Enterprise Features Guide

Packaged CCE contains many optional features that you can enable and configure after installation. In addition to the optional features
in Packaged CCE, you can integrate other Cisco products with Packaged CCE to extend the functionality of your contact center. This
document describes these additional features and products. It also lists assumptions and prerequisites for proceeding with the
configuration of the optional features described in this document.

To view the latest Packaged CCE Features guide, see: http://www.cisco.com/en/US/products/ps12586/prod_maintenance_guides_
list.html.

Packaged Contact Center Enterprise Online Help

The online help for Packaged CCE provides details on how to use each of the menu and tools, depending on the user's access.

It can be accessed directly from the Packaged CCE interface by clicking on the question mark icon in the top right corner of the
screen.

Packaged Contact Center Enterprise Reporting User Guide

This document contains information on how to run and schedule Packaged CCE reports. It also contains information about reporting
capabilities and data sources.

To view the latest Packaged CCE Reporting Guide, see http://www.cisco.com/en/US/products/ps12586/prod_maintenance_guides_
list.html.

To view the new Cisco Unified Intelligence Center Report Customization Guide, see http://www.cisco.com/en/US/products/ps9755/
products_user_guide_list.html.

Troubleshoot

Troubleshooting wiki

The troubleshooting wiki is the location for all Packaged CCE troubleshooting tips, and can be a useful reference for all users.

To view the latest troubleshooting tips, see http://docwiki-dev.cisco.com/wiki/Troubleshooting_Tips_for_Unified_PCCE_10.0.

Reference

Packaged Contact Center Enterprise Developer Reference Guide

This document explains the methods and parameters for each configurable item in Packaged CCE. Developers working with Packaged
CCE APIs can refer to this document for API operations, parameter values, and example outputs.

The Developer Reference guide is provided as online help and PDF. Access the latest versions at https://developer.cisco.com/web/
pcce.
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Related documents
LinkSubject

http://www.cisco.com/en/US/products/ps12586/tsd_products_
support_series_home.html

Packaged Contact Center Enterprise

http://www.cisco.com/en/US/products/sw/custcosw/ps1844/
tsd_products_support_series_home.html

Unified Contact Center Enterprise

http://www.cisco.com/en/US/products/sw/voicesw/ps556/tsd_
products_support_series_home.html

Unified Communications Manager

http://www.cisco.com/en/US/products/ps9755/tsd_products_
support_series_home.html

Unified Intelligence Center

http://www.cisco.com/en/US/products/ps11324/tsd_products_
support_series_home.html

Cisco Finesse

http://www.cisco.com/en/US/products/sw/custcosw/ps1006/
tsd_products_support_series_home.html

Customer Voice Portal

For information related to the CCE PACM1 deployment, see the current Design Guides for Unified CCE and for Unified CVP.While
this document takes precedence over—and overrides—these two guides, some elements are common:

• Cisco Unified Contact Center Enterprise Design Guide: http://www.cisco.com/en/US/products/sw/custcosw/ps1844/products_
implementation_design_guides_list.html.

• Cisco Unified Customer Voice Portal (CVP) Solution Reference Network Design (SRND): http://www.cisco.com/en/us/products/
sw/custcosw/ps1006/products_implementation_design_guides_list.html.
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THE SPECIFICATIONS AND INFORMATION REGARDING THE PRODUCTS IN THIS MANUAL ARE SUBJECT TO CHANGE WITHOUT NOTICE. ALL STATEMENTS,
INFORMATION, AND RECOMMENDATIONS IN THIS MANUAL ARE BELIEVED TO BE ACCURATE BUT ARE PRESENTED WITHOUT WARRANTY OF ANY KIND,
EXPRESS OR IMPLIED. USERS MUST TAKE FULL RESPONSIBILITY FOR THEIR APPLICATION OF ANY PRODUCTS.

THE SOFTWARE LICENSE AND LIMITEDWARRANTY FOR THE ACCOMPANYING PRODUCT ARE SET FORTH IN THE INFORMATION PACKET THAT SHIPPED WITH
THE PRODUCT AND ARE INCORPORATED HEREIN BY THIS REFERENCE. IF YOU ARE UNABLE TO LOCATE THE SOFTWARE LICENSE OR LIMITED WARRANTY,
CONTACT YOUR CISCO REPRESENTATIVE FOR A COPY.

The Cisco implementation of TCP header compression is an adaptation of a program developed by the University of California, Berkeley (UCB) as part of UCB's public domain version
of the UNIX operating system. All rights reserved. Copyright © 1981, Regents of the University of California.

NOTWITHSTANDINGANYOTHERWARRANTYHEREIN, ALL DOCUMENT FILES AND SOFTWARE OF THESE SUPPLIERS ARE PROVIDED “AS IS"WITH ALL FAULTS.
CISCO AND THE ABOVE-NAMED SUPPLIERS DISCLAIM ALL WARRANTIES, EXPRESSED OR IMPLIED, INCLUDING, WITHOUT LIMITATION, THOSE OF
MERCHANTABILITY, FITNESS FORA PARTICULAR PURPOSEANDNONINFRINGEMENTORARISING FROMACOURSEOFDEALING, USAGE, OR TRADE PRACTICE.

IN NO EVENT SHALL CISCO OR ITS SUPPLIERS BE LIABLE FOR ANY INDIRECT, SPECIAL, CONSEQUENTIAL, OR INCIDENTAL DAMAGES, INCLUDING, WITHOUT
LIMITATION, LOST PROFITS OR LOSS OR DAMAGE TO DATA ARISING OUT OF THE USE OR INABILITY TO USE THIS MANUAL, EVEN IF CISCO OR ITS SUPPLIERS
HAVE BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES.

Any Internet Protocol (IP) addresses and phone numbers used in this document are not intended to be actual addresses and phone numbers. Any examples, command display output, network
topology diagrams, and other figures included in the document are shown for illustrative purposes only. Any use of actual IP addresses or phone numbers in illustrative content is unintentional
and coincidental.

Cisco and the Cisco logo are trademarks or registered trademarks of Cisco and/or its affiliates in the U.S. and other countries. To view a list of Cisco trademarks, go to this URL: http://
www.cisco.com/go/trademarks. Third-party trademarks mentioned are the property of their respective owners. The use of the word partner does not imply a partnership
relationship between Cisco and any other company. (1110R)
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