afran]n
CISCO.

L]
z
2
g
e
=
g
=
]
i
&

i L =t
A S M T T L o ] e S T B 5 |

Cisco Packaged Contact Center Enterprise

2019 1 11

107-6227 9-7-1
http://www.cisco.com/jp

0120-092-255 PHS
10:.00 12:00 13:.00 17:00
http://lwww.cisco.com/jp/go/contactcenter/

12.0(1)



www.cisco.com/jp/go/safety_warning/

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 LIMITED WARRANTY 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.

NOTWITHSTANDING ANY OTHER WARRANTY HEREIN, 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 FOR A PARTICULAR PURPOSE AND NONINFRINGEMENT OR ARISING FROM A COURSE OF DEALING, 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.

All printed copies and duplicate soft copies of this document are considered uncontrolled. See the current online version for the latest version.
Cisco has more than 200 offices worldwide. Addresses and phone numbers are listed on the Cisco website at www.cisco.com/go/offices.

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: 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. (1721R)

©1994-2019 Cisco Systems, Inc. All rights reserved.


www.cisco.com/go/trademarks
www.cisco.com/go/trademarks

XXi

XXi
XXiii
XXiii
XXiii
XXiV
Field Notice xxiv
XXV
XXV
1
Packaged CCE 2000 1
CCE 2
CCE SQL Server 2
3
Packaged CCE 2000 5
Cisco Unified Contact Center Enterprise PG 21
Cisco SNMP 21
Cisco Unified Customer Voice Portal 25
Cisco Unified Communications Manager 25
26
Cisco Unified Communications Manager 27
27

28

Cisco Packaged Contact Center Enterprise

200



Unified CM  10S 28

29
30
CTI 30
31
32
Unified CM SIP 33
33
Cisco Unified Communications Manager 34
34
Cisco Unified Intelligence Center 35
Unified Intelligence Center HDS 36
37
38
Unified Intelligence Center Administration 39
Cisco Finesse 40
41
41
Cisco Unified Customer Voice Portal Reporting Server 44
Cisco Unified Customer Voice Portal 45
Cisco Unified CVP 45
Unified Intelligence Center Unified CVP 47
VVB 48
Cisco 10S Enterprise 49
VXML 49
VXML 49
50
VXML 53
VXML A-law 54

. Cisco Packaged Contact Center Enterprise 12.0(1)



IPv6 56
IPv6 56
VOS IPv6
IPv6 NAT64 58
Unified CVP IPv6 60
IPv6 61
Unified Communications Manager IPv6 62
Packaged CCE 4000 65
CCE 66
Rogger 67
AW-HDS-DDS 72
Packaged CCE 76
Packaged CCE 4000 12000
80
Cisco Unified Contact Center Enterprise PG 82
Cisco Unified Customer Voice Portal 87
SNMP 87
90
Cisco Unified Communications Manager 90
91
91
92
93
A-Law 94
SNMP 95
Cisco Unified Intelligence Center 96
Cisco Finesse 97
Cisco Tomcat 97
Cisco Finesse 98
102
102

Cisco Packaged Contact Center Enterprise

57

200



AW 102

104
Unified Intelligence Center 105
105
105
Cisco ldentity Service 105
IdP 106
Cisco ldentity Service 111
114
Packaged CCE 12000 115
CCE 116
117
117
HDS-DDS 118
AW-HDS 118
Packaged CCE Lab Only 121
Packaged CCE Lab Only 121
121
Duplex Mode 122
Packaged CCE Lab 124
126
127
2 131
Packaged CCE 2000 131
131
132
134
[ Delete ] 134
136

. Cisco Packaged Contact Center Enterprise 12.0(1)



136
137
PIM
PIM 139
140
Packaged CCE 4000 12000
141
141
144
144
145
148
149
150
150
152
Packaged CCE 153
153
Packaged CCE 155
155
155
CA 155
Internet Explorer CA 156
Firefox CA 157
Internet Explorer 157
158
159
159
Lists 160
162

Cisco Packaged Contact Center Enterprise

138

140

200



162

165

168

169

169

Unified CVP

Cisco Virtualized Voice Browser

Finesse 220
229

233

233

235

168

168

168

170
204
VVB 210

Peripheral Gateway 233

Manage Agents 235

Agents

237

242

Manage Roles

. Cisco Packaged Contact Center Enterprise

238
238
238
240
241
243
244
245

12.0(2)

236



Roles 245

248

248
250

252

252
Teams 252

261

Skill Groups 261
Attributes 267
Precision Queues 269
280

Departments 280

284
IVR 291
298
299
299
301
301
301
301
304
304
304
305
305
305
306
309

Cisco Packaged Contact Center Enterprise

284

200



325
329
339
339
Desk Settings 343
Desk Settings 343
Agent Trace 346
Agent Trace 346

Call Settings 348

348
348
Dialed Numbers 349
359
360
SIP 364
Call Types 370
Expanded Call Variables 373
IVR 380
VRU Network VRU Scripts 380

391
Bucket Intervals 393
394
395
396
399
401
401
401
402
Context Service 407

409

. Cisco Packaged Contact Center Enterprise 12.0(1)



411
411
412
412
412
413
414
418
423
425
427

Review Bulk Job Details 428
Capacity 429

Capacity Info 429

Configuration Manager 431

Configuration Manager 433

Permanent Deletion 433

PCCE 4000 12000 434
437
Script Editor Internet Script Editor 439
Script Editor Internet Script Editor 439
Internet Script Editor 440
Internet Script Editor 440
Internet Script Editor 441
Internet Script Editor 441
443

Cisco Packaged Contact Center Enterprise 12.0(1) .



443

444
[ General ] 444
[ Routing ] 444
[ Targets ] 444
[ Queue ] 445
445
446
447
447
[ EXPLORER Script Explorer ] 448
448
451
Packaged CCE  Unified CVP 452
7 455
Call Types 455
455
456
456
DN 456
456
457
ECE Web Request 457
458
8 459
459
459
459
460

. Cisco Packaged Contact Center Enterprise 12.0(1)



461
463
464
465
467
468
469
471
472
9 475
475
475
477
478
478
ServiceRequested 478
479
430
RequeryStatus 480
482
10 VRU 483
VRU 483

Cisco Packaged Contact Center Enterprise

463

477

462

475

481

472

470

200



Packaged CCE
VRU

VRU 486
VRU

11

ECE
ECE

. Cisco Packaged Contact Center Enterprise

VRU 483
VRU 484
484
487
488
491
Precision Queue Properties ]
492
Precision Queue Properties ]
493
495
495
496
497
499

499

499
500
500
500
501
501

501

502
502
503
504
505
505
12.0(2)



506
RONA 508
508
509
509
510
512
RONA 513
514
12 517
517
517
518
518
518
518
519
520
ECC 521
523
523
524
SkillGroup.Avail SkillGroup.ICMAvailable
SkillGroup.ICMAvailable 525
SkillGroup.Avail 526
Closed 527
527
527

Cisco Packaged Contact Center Enterprise

511

516

525

200



528

529

529

530

530

530

531

532

532

533

534

536

536

537

538

13 Packaged CCE 539
539
539
540
540
541
542
542
543
543
543
Unified CVP 544

544

14 545

. Cisco Packaged Contact Center Enterprise 12.0(1)



545

546

546

15 Unified CVP 549
Unified CVP 549
549
Packaged CCE Unified CVP 550
Unified CVP
Unified CVP Call Studio 551
Packaged CCE Unified CVP 552
552
XYZ 552
Packaged CCE Unified CVP 554
Packaged CCE  Unified CVP 556
Packaged CCE 557
Unified CVP 557
Unified CVP Packaged CCE 562
Unified CVP
Unified CVP 563

565
Capture 566
Play Media 567
Play Media VRU 567

Play Media
569

Play Media 573
Play Data 574
Play Data 575
Play Data VRU

Cisco Packaged Contact Center Enterprise

550

563

563

575

200



16

17

Play Data
Get Digits
Get Digits
Get Digits
Get Digits
Menu
Menu
Menu
Menu
Get Speech

Get Speech
611

VXML Server
VXML Server
Call Studio

577
598

599

602
604

605

607
610

611

Call Studio
Packaged CCE
Unified CVP

614

Call Studio ReqICMLabel

Call Studio
Call Studio
Unified CVP
Call Studio

623

625
Unified CCE

626

. Cisco Packaged Contact Center Enterprise

Unified CCE
Packaged CCE

Call Studio 619

Call Studio

621

625

621

VRU
VRU 605
VRU
613
613
614
615
618
618
619
12.0(2)

599



627
627
631
632
633
633
634
634
635
636
637
638
639
HDS 640
HDS
641
643
AWDB 643
644
644
645
645
646
646
647

647

Cisco Packaged Contact Center Enterprise

629

630

640
641

642

200



A 649
Packaged CCE 649

652

652

B 653
653

Live Data 653
653

CA
654

Windows CA 655
Windows 2008 R2 Microsoft Certificate Server 655
Windows Server 2012 R2 Microsoft Certificate Server 655
AW CA 656
AW 657
ECE Web 658
Cisco Unified CVP AW 659
AW 659
Finesse AW 659
AW 1dS 660
ECE Web AW 661
CVP AW 662
/ 663

. Cisco Packaged Contact Center Enterprise 12.0(1)



. XXi

. XXiil

. XXiii

. XXiii

. XXV
. Field Notice  xxiv
. XXV

Cisco Packaged Contact Center Enterprise 12.0(1) .



Change
12.0(2) 2019 1
2,000 4,000 12,000 1
Unified CCE Packaged CCE 155
Administration
Pacakged CCE 4000 12000
CCE
301
SIP 411
169
SIP 364
284
359
360
402
305
391
CA CVP 653
/
663
12.0(1)

. Cisco Packaged Contact Center Enterprise




Unified CCE Administration

Web
Packaged CCE

Unified CCE Administration

Cisco Packaged Contact Center
Enterprise

https://www.cisco.com/c/en/us/support/customer-collaboration/
packaged-contact-center-enterprise/
products-documentation-roadmaps-list.html

Cisco.com Packaged CCE

https://www.cisco.com/c/en/us/support/customer-collaboration/
packaged-contact-center-enterprise/
tsd-products-support-series-home.html

Cisco Unified Contact Center
Enterprise

https://www.cisco.com/c/en/us/support/customer-collaboration/
packaged-contact-center-enterprise/
products-technical-reference-list.html

Cisco Packaged Contact Center
Enterprise

https://www.cisco.com/c/en/us/support/customer-collaboration/
packaged-contact-center-enterprise/
products-installation-guides-list.html

Cisco Packaged Contact Center Enterprise

200


https://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/products-documentation-roadmaps-list.html
https://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/products-documentation-roadmaps-list.html
https://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/products-documentation-roadmaps-list.html
https://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/tsd-products-support-series-home.html
https://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/tsd-products-support-series-home.html
https://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/tsd-products-support-series-home.html
https://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/products-technical-reference-list.html
https://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/products-technical-reference-list.html
https://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/products-technical-reference-list.html
https://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/products-installation-guides-list.html
https://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/products-installation-guides-list.html
https://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/products-installation-guides-list.html

Cisco Packaged Contact Center https://www.cisco.com/c/en/us/support/customer-collaboration/
Enterprise packaged-contact-center-enterprise/
products-maintenance-guides-list.html

. Cisco Profile Manager
. Cisco Services
. Cisco Support

Cisco Marketplace

. CiscoPress
. Cisco Warranty Finder
Cisco
Cisco BST
Cisco Web
BST

Field Notice

Cisco Field Notice
Cisco.com Field Notice

www . Cisco.com https://www.cisco.com/cisco/support/notifications.html

. Cisco Packaged Contact Center Enterprise 12.0(1)


https://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/products-maintenance-guides-list.html
https://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/products-maintenance-guides-list.html
https://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/products-maintenance-guides-list.html
https://www.cisco.com/offer/subscribe
https://www.cisco.com/go/services
https://www.cisco.com/c/en/us/support/index.html
https://www.cisco.com/go/marketplace/
http://www.ciscopress.com
http://www.cisco-warrantyfinder.com
https://www.cisco.com/c/en/us/support/web/tools/bst/bsthelp/index.html
https://www.cisco.com/cisco/support/notifications.html

contactcenterproducts_docfeedback@Cisco.com

o[ Edit 1>] Find ]
o[ Finish ]
. IF (condition, true-value,
false-value)
. Cisco Unified Contact Center Enterprise
Courier

<html><title>Cisco Systems, Inc. </title></html>

. ASCII

Cisco Packaged Contact Center Enterprise 12.0(1) .


mailto:contactcenterproducts_docfeedback@cisco.com

. Cisco Packaged Contact Center Enterprise 12.0(1)



« Packaged CCE 2000
* Packaged CCE 4000

* Packaged CCE 12000 115
* Packaged CCE Lab Only
Packaged CCE 2000
Packaged CCE 2000
1 CCE 2
2 Cisco Unified Customer Voice Portal 25
3
203
4 Cisco Unified Communications Manager
25
5 Cisco Unified Intelligence Center 35
6 Cisco Finesse 40
7 Cisco Unified Customer Voice Portal Reporting
Server 44
8 VVB 48
9 Cisco 10S Enterprise
49

Cisco Packaged Contact Center Enterprise

200



B o

10 IPv6 56
11
ECE
411
CCE
CCE
1 CCE SQL Server
2
2 3
3 Packaged CCE 2000
5
4
PIM 138
5 Cisco SNMP 21
6 CA
AW CA
656
7
AW
657
CCE SQL Server
Rogger AW
1 Microsoft SQL Server 2014 Management Studio
2
3 [ Security ] [ Logins ]
12.0(1)

. Cisco Packaged Contact Center Enterprise




4 BUILTIN \ Administrator

a) | Logins ] [ New Login ]
b) [ Search ] [ Locations ]
BUILTIN
c) Administrators [ Check Name ] [OK]

d) [BUILTIN\Administrators]
e) [ Server Roles ]
f) public sysadmin

AW

2 Unified CCE

a) [ 1

b) [ Add ]
c) [OK]

Cisco ou
ou

Cisco Packaged Contact Center Enterprise 12.0(1) .



ou

Cisco_ICM

Unified ICM

ou

Cisco Root OU

b)

a)
b)
c)

ou

[Cisco ]

Cisco

ou ou

ou

Oou

ou Cisco_ICM

Cisco ou

Unified CCE

Unified CCE

Cisco_ICM

OK
Cisco ou

ou Cisco Root OU

[ ]
OK

ou
ou

[OK]
Close ]

. Cisco Packaged Contact Center Enterprise

Oou

12.0(2)



Packaged CCE 2000 B

6 [ Search ]
7
8 [OK]

Packaged CCE 2000
Unified CCE Administration Packaged CCE

Unified CCE Administration
Packaged CCE

Packaged CCE
S
IP IP
IP
1 Active Directory user@domain Unified CCE Administration
https://<IP >/cceadmin <IP > A Unified
CCE AW-HDS-DDS
[ Configure your deployment ]
2
[ Next ]
3 VM A B IP
VMware ESXi 2 UCs [
username ] [ password ] ESXi
4 M3 M4 M5

Cisco Packaged Contact Center Enterprise 12.0(1) .



B Packaged cce 2000

Packaged CCE VM
. M3 M4
VM
. M5 / VMware
VM

(

https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/
uc_system/virtualization/pcce_virt_index.html  Cisco Packaged CCE

* Cisco VM VM

« Packaged CCE
* Unified CCE Rogger
* Unified CCE AW HDS DDS
* Unified CCE PG
* Unified CVP Server

« Unified Intelligence Center IdS
* Finesse
VM Packaged CCE VM
VM
Finesse CUIC CVP
VM
136
. VM
5[ Credentials ]
[ Next ]

. Cisco Packaged Contact Center Enterprise 12.0(1)


https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/uc_system/virtualization/pcce_virt_index.html
https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/uc_system/virtualization/pcce_virt_index.html

Packaged CCE 2000 B

Unified CM
. Unified Communications Manager Unified CM
. Unified Communications Manager Unified CM
IP
* UnifiedCM 1 Packaged CCE
* M3 M4
Unified CM 12.5

AXL
Unified CVP Unified CVP ( A) Windows

Unified CVP B Windows
Unified CCE Unified CCE
AW-HDS-DDS

Unified CCE
Unified CCE Rogger PG AW-HDS-DDS

Unified Intelligence Center | Unified Intelligence Center Administration

Identity Service Administration
Finesse Finesse Administration
CVP Unified CVP M3

M4
Unified CVP Windows
« [Mobile Agent Mobile Agent Codec ] Mobile
Agent

Cisco Packaged Contact Center Enterprise 12.0(1) .



. Unified Communications Manager [ A Side A Connection ]

[ B Side B Connection ] Unified
CCE PG Unified CM
* Packaged CCE Active Directory
[ Next ]
[ Details ]
8
7 [ Done ]
[ Retry ]
[OK] [ Start Over |
)
[ Done ] [ System
Inventory ]

Unified Communications Manager

Unified Communications
Manager Unified CVP 395

Packaged CCE

. Cisco Packaged Contact Center Enterprise 12.0(1)



Component

Unified CCE Rogger

Unified CCE PG

* Unified Communications Manager

Unified CCE PG

JTAPI

*« CUCM PIM CUCM PG
. PG MRPG
o2 VRU PIM
* CTI
Unified CCE * AW-HDS-DDS
AW-HDS-DDS
* AW
« Unified Intelligence Center Cisco Unified
Intelligence Center SQL
* Cisco Finesse Cisco Finesse SQL
Unified « Unified CCE PG
Communications
Manager

Unified Customer \oice
Portal

 Unified CVP Call
« Unified CVP VXML

 Unified CVP Media

Unified CVP Reporting « Unified CVP
Server
Unified Intelligence .
Center
« AW

Cisco Packaged Contact Center Enterprise

200



B Packaged cce 2000

Component
Cisco Finesse e CTI
* AW
* Finesse
Packaged CCE 2000
%,
IPv4
ESXi A
VM B VM Cisco Virtualized Voice Browser
VVB Packaged CCE
Unified CCE > >
Packaged CCE
VM [ Configure your deployment ]
[ Configure your
deployment ]
Packaged CCE Packaged
CCE 2000 19
1
[ Validate ]
Validate
. Cisco Packaged Contact Center Enterprise 12.0(1)




Packaged CCE 2000

Side A

VM

Cisco Packaged Contact Center Enterprise

200



B Packaged cce 2000

VM

* Unified CCE Rogger
* Unified CCE PG
* Unified CM 1

VM VM |
pencil ]

Packaged CCE

VM

« [Unified CCE AW-HDS-DDS]

* [Unified CM Unified CM
Publisher] AXL
UnifiedCM

* [CUIC-LD-IdS CUIC-LD-IdS
Publisher ] Unified Intelligence Center
Administration
Identity Service Administration

* Unified CVP Unified CVP
Windows

* Finesse Cisco Finesse

VM [ arrow ]
VM

e CUIC-LD-IdS
* Unified CM

. Cisco Packaged Contact Center Enterprise 12.0(1)



Packaged CCE 2000

168

Cisco Packaged Contact Center Enterprise

200



B Packaged cce 2000

Side B

VM

. Cisco Packaged Contact Center Enterprise

12.0(2)




Packaged CCE 2000 B

VM
« Unified CCE Rogger
* Unified CCE PG
« Unified CCE AW-HDS-DDS
* Unified CM 2
* CUIC-LD-IdS
* Finesse
* ECE
VM VM |
pencil ]
Packaged CCE
VM
* Unified CVP Unified CVP Windows
* Unified CVP Cisco Unified CVP
Windows
CVP VM
CVP
CVP
CVP
>
> >
> >

Cisco Packaged Contact Center Enterprise 12.0(1) .




B Packaged cce 2000

168

. Cisco Packaged Contact Center Enterprise 12.0(1)



Packaged CCE 2000

External
Machines

* HDS

* Unified CM

¢ Unified CM

» SocialMiner
* ECE

* ECE Web

* Unified CVP

* MediaSense
« Unified SIP Proxy

« Virtualized Voice
Browser

Unified CM

Unified CM

Unified
CM

Cisco Packaged Contact Center Enterprise

200



B Packaged cce 2000

. Cisco Packaged Contact Center Enterprise

HDS Unified CM
136
168
Packaged CCE
VM
Unified CM
Unified CM
Unified CM
HDS Cisco Identity Service 1dS
1. HDS [ pencil ]
2. [ Identity Service Default Identity
Service ] [ Search ]
31 Search ] Cisco 1dS
Cisco IdS
4. [ Save ]
[ arrow ]
* Unified CM
12.0(2)




Packaged CCE 2000 B

 SocialMiner

* MediaSense

Packaged CCE 2000
Packaged CCE 2000

[ Server Status ]

Unified CCE Rogger

Corffiguration
Unified CVP  Communications
Manager CVvP SIP
Communications Manager
Unified CCE Rogger

Operations

ccagent.exe PG

Cisco Packaged Contact Center Enterprise 12.0(1) .



B w VM Validation

10 ESXi ESXi
System 17 %
Health VM CPU M5 VM
CPU VM
VM . CPU 65%
. CPU
200%
. 0,
M5 80%
VM .
CPU CPU 80%
VM VM VMware
Unified CCE A Unified CCE
System AW-HDS-DDS
Validation Ring No Answer
Packaged Contact Center
Enterprise Unified CCE AW-HDS-DDS
A
A Unified CCE
A Unified CCE AW-HDS-DDS
AW-HDS-DDS
1
<
Other >
VM VM Validation
Packaged CCE : 2000
OVA
12.0(2)

. Cisco Packaged Contact Center Enterprise




* BIOS
* CPU

. CPU

*VM

* CPU

* VMWare

Cisco Unified Contact Center Enterprise PG

Cisco SNMP

Cisco Unified Contact Center Enterprise PG .

Unified CM

Packaged CCE 2000 Agent

PIM

138

Cisco SNMP
* Cisco SNMP

* Cisco SNMP

* SNMP V1 and V2c

*« SNMP V3 SNMP
* SNMP

* SNMP Syslog

Cisco Packaged Contact Center Enterprise

22

22
23
24
24

22

200



. Cisco SNMP

Cisco SNMP

Cisco SNMP

SNMP V1 and V2c

. Cisco Packaged Contact Center Enterprise

Cisco SNMP

[
Cisco SNMP

Cisco SNMP

[

Agent Management

[Cisco SNMP
.MSC

CiscoSNMP

SNMP v1

CiscoSNMP

mmc.exe/32

>

Windows

[
Cisco SNMP

[OK]

1 MMC

OK

Cisco SNMP

SNMP

]

SNMP

Add ]
Cisco SNMP
[ ]
Microsoft *
NMS
SNMP
NMS
12.0(1)



SNMP V3

SNMP

g B ow N

SNMP v1 v2c
Cisco SNMP
> >
Cisco SNMP
[Cisco SNMP ]
SNMP v1
[ SNMP v1
[ ]
[ ]
OK
SNMP v3 NMS
SNMP
Cisco SNMP
Cisco SNMP
[ Add New User
[ User Name ]
[ save ]

Cisco Packaged Contact Center Enterprise

v2C
v2c

]

22
22
> Cisco SNMP
]
IP
22
22
>

SNMPV3  SNMP B

Cisco SNMP
CiscoSNMP

SNMP

Cisco SNMP
CiscoSNMP

SNMPvV3 >

200



B swe

6 OK
SNMP
SNMPv1l SNMPv2c SNMP v3
SNMP
Cisco SNMP
1 Cisco SNMP
2
3 NMS SNMP
4 [ 1
5
6 IP 1
7
[
8 [OK]
SNMP Syslog
Cisco SNMP
Syslog

. Cisco Packaged Contact Center Enterprise

SNMP
NMS
22 Cisco SNMP
22 CiscoSNMP

> >

IP

]

SNMP  Syslog

12.0(2)



Cisco Unified Customer Voice Portal .

1 Cisco SNMP > Syslog >

Save ]

o 01 B~ W N

©)
A

Cisco Unified Customer Voice Portal

Packaged 2000 Cisco Unified Customer Voice Portal CVP
S
CVP A B
CA Unified CVP 180

Cisco Unified CVP
AW 659

170

203

SNMP 87

90

Cisco Unified Communications Manager

Packaged CCE 2000 Cisco Unified Communications Manager

Cisco Packaged Contact Center Enterprise 12.0(1) .



CA CUCM

192

26
Cisco Unified Communications Manager 27
27
28
Unified CM  10S 28
29
30
CTI 30
31

32

Unified CM SIP 33
33
34

1 Cisco Unified Communications Manager
2 [ System ]>][

31

Enterprise Parameters ]

Clusterwide Domain Configuration ]>[

Cluster Fully Qualified Domain Name ]

4 [ Save ]

. Cisco Packaged Contact Center Enterprise

12.0(2)




Cisco Unified Communications Manager .

Cisco Unified Communications Manager

o ~N o o1

o o1

Cisco Unified Communications Manager  Unified Communications Manager

[ Navigation ] [Cisco Unified CM Administrator] [
Go ]

[ System ]>[Cisco Unified CM Cisco Unified CM Group ]

[ Find ] [ Default ]

2 [ Available ] [ Selected ]

[ Save ]

[ Reset ]

[ Close ]

[ Media Resources ]>[ Conference bridge ]

[ Add New ]

[Cisco 10S Cisco 10S Conference Bridge ] [ Conference

Bridge Type ]

[ Conference Bridge name ]

[gw70conf]

# Add a SCCP group for each of the hardware resource types
sccp ccm group 1

associate ccm 1 priority 1

associate profile 2 register gw70mtp

associate profile 1 register gw70conf

associate profile 3 register gw70xcode

[ Device Pool ]
[

Save ]

Cisco Packaged Contact Center Enterprise 12.0(1) .



Unified CM

7

1

10S

[ Apply Config ]

[ Media Resources ]>[ Media
Termination Point ]

[ Add New ]

[ Media Termination Point Name ]

[gw70mtp]

# Add a SCCP group for each of the hardware resource types
sccp ccm group 1

associate ccm 1 priority 1

associate profile 2 register gw70mtp

associate profile 1 register gw70conf

associate profile 3 register gw70xcode

[ Device Pool ]
[ Save ]
[ Apply Config ]

G.711 G.729

Unified Communications Manager
https://www.cisco.com/c/en/us/support/unified-communications/
unified-communications-manager-callmanager/products-installation-and-configuration-guides-list.ntml

System Configuration Guide for Cisco Unified Communications Manager Configure Transcoders
and Media Termination Points

. Cisco Packaged Contact Center Enterprise 12.0(1)
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1 Unified Communications Manager Administration

w N
— —

41

Transcoder ]
Add New ]
Transcoder Type ]

Cisco 10S Enhanced Media Termination Point

Device Name ]

gw70xcode

CPU B

Media Resource ]>[

[Cisco 10S

]

# Add a SCCP group for each of the hardware resource types
sccp ccm group 1

associate ccm 1 priority 1

associate profile 2 register gw70mtp
associate profile 1 register gw70conf
associate profile 3 register gw70xcode

Save ]
Apply Config ]

CPU
Unified CVP

Unified CVP  IPv4

1 Media Resources 1>
Group ]
2
a [ Add New ]
b)
c) [ Available ]
Cisco 10S
d) [ Save ]
3
a [ Add New ]

Cisco Packaged Contact Center Enterprise

Media Resource

VXML

200



Device Pool ]

Media Resource Group List

Reset ]

Device ]>[CTI

b)
c [ Available ]
d [ Save ]
4
a) [ Add New ]
b)
c) [ Available ]
d [ save ]
51 Save ]
10 Media Resources ]>[
Group List ]
2 [ Add New ]
3
[ Save ]
4 [ System ]>]
5
2
6 [ Save ] [
CTI
1 Cisco Unified CM [
2 [ Add New ]

PCCEInternalDNs

. Cisco Packaged Contact Center Enterprise

]

12.0(2)

[

Media Resource

Find ]

CTI

CTI Route Point ]



4 [ Device Pool ] [ Default ]
5
6 [ Save ]
7 [1]
Packaged CCE
1230000 1231111 CTI
123XXXX
8 [ User Management ]>] Application User ]
9  Packaged CCE pguser
10 [ Available Devices ] [CTI CTIRoute Point ]
[ Controlled Devices ]
11 [ Save ]
CAC Unified CCE
Unified CVP
Unified CCE Unified Communications Manager SIP 1 2
Unified CVP
Unified Communications Manager CAC
Unified Communications Manager Unified CVP

Cisco Unified CM Administration

Cisco Packaged Contact Center Enterprise

200



1 Unified Communications Manager [ Call Routing ]>]

Route Hunt 1> Route Group ]

2 [ Add New ]

3 CVP Route Group

4 [ Add to Route Group ]

CVP

51 Save ]

1 Unified Communications Manager [ Call Routing 1>
Route Hunt ]>[ Route List ]

2 [ Add New ]

3 CVP Route List

4 [Cisco Unified CM Cisco Unified Communications Manager Group ]

5

6 [ Save ]

1 Unified Communications Manager [ Call Routing ]>]
Route Hunt 1> Route Pattern ]

2 [ Add New ]

3 8881111000XXXX

4

. Cisco Packaged Contact Center Enterprise 12.0(1)



Unified CM

SIP

6 [ Save ]
OK
SIP
IPv6
Cisco Unified CM [ Device ]>[
SIP Profile ]
[ Add New ] SIP
SIP [ANAT Enable ANAT ]

2 Unified CVP

SIP
SIP
SIP Unified CVP
Unified Cisco CM [ Device ]>][
[ Add New ]
[ Trunk Type ]
[ Next ]
[ Device Information ]
a) [ Device Name ] SIP
sipTrunkCVPA
b) [ DevicePool ]

c)

Cisco Packaged Contact Center Enterprise

Unified CM SIP

IPv4d  IPv6

Device Settings ]>[SIP

Unified Communications Manager ~ SIP

Unified CVP

Trunk ]

[SIP

SIP Trunk ]

200



. Cisco Unified Communications Manager

d [ Media Termination Point Required ]
5 [SIP SIP Information ]

a) [ Destination ] 1 Rowl ] CVP IP

5060
b) [SIP SIP Trunk Security Profile ]
[ SIP Non Secure SIP Trunk Profile ]
c) [SIP SIP Profile ] [ SIP
Standard SIP Profile ]

d) DTMF RFC 2833
6 [ Save ]
70 Reset ]
8 Unified CVP

Cisco Unified Communications Manager
1 Unified Communications Manager http://<CUCM
IP >
2 [ System ]1>][ Server ]>[ Add New ]
3 [ Server Configuration ] [ Server Type ] [CUCM
/ CUCM Woice/Video ] [ ]
4 [ Server Configuration ] IP
51 Save ]
1 https://<CUCM IP >/ccmadmin  Cisco Unified CM Administration
2 [ Navigation ] [Cisco Unified Serviceability] [
Go ]
12.0(2)
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Cisco Unified Intelligence Center .

Tools 1> Service Activation ]

Server ]
[ Go ]
5 [ Save ]

* Cisco CallManager

« Cisco IP Voice Media Streaming App

« Cisco CTIManager

« Cisco Tftp

« Cisco Bulk Provisioning Service

* Cisco AXL Web Service

« Cisco Serviceability Reporter

* Cisco CTL Provider

* Cisco Certificate Authority Proxy Function

« Cisco Dialed Number Analyzer Server

6 [ Save ]

* Cisco CallManager

* Cisco IP Voice Media Streaming App
« Cisco CTIManager

* Cisco AXL Web Service

* Cisco CTL Provider

* Cisco Dialed Number Analyzer Server

Cisco Unified Intelligence Center

Packaged CCE 2000 Cisco Unified Intelligence
Center

Cisco Packaged Contact Center Enterprise 12.0(1) .



B unificd intelligence center  HDs

1
https://www.cisco.com/c/en/us/support/
customer-collaboration/unified-intelligence-center/
products-user-guide-list.html  Cisco Unified
Intelligence Center
2
AW 1dS
660
3 Unified Intelligence Center HDS
36
4 37
5 38
6 Unified Intelligence Center Administration
39
Unified Intelligence Center HDS
HDS
HDS Unified Intelligence Center SQL
4000 12000 )
Cisco Packaged Contact Center Enterprise
HDS  Unified Intelligence Center SQL
https://www.cisco.com/c/en/us/support/customer-collaboration/
packaged-contact-center-enterprise/products-installation-guides-list.html
1 Cisco Intelligence Center https://< /CUIC IP
>:8444/cuicui Unified Intelligence Center
2 >
3 [ Data Sources ]
4 UCCE [ Edit ]
a) HDS IP

. Cisco Packaged Contact Center Enterprise 12.0(1)
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b) [ Port ] 1433

c) {instance} hds

d) [ Instance ]

e)

f) ID Cisco Unified Intelligence Center SQL

g) SQL Server

h) SQL

i) [ Test Connection ]
)| Save ]

[ Secondary ] Unified CCE Historical

a)
b) 2 HDS IP

c [ Port ] 1433

d) {instance} hds
e) [ Primary ]
) [ Test Connection ]

9 [ Save ]

4000 12000 UCCE

{instance} hds

Cisco Unified Intelligence Center Cisco.com
https://software.cisco.com/download/type.html?mdfid=282163829&catid=null
[Intelligence Center Reports]

Cisco Packaged Contact Center Enterprise 12.0(1) .
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. Cisco SocialMiner SocialMiner

SocialMiner
« Cisco Unified Intelligence Center Admin Security Cisco Unified Intelligence Server
Cisco Packaged CCE
CCE https://www.cisco.com/en/US/products/

ps12586/tsd_products_support_series_home.html  Cisco Packaged Contact Center Enterprise

Cisco DeNet  https://developer.cisco.com/

site/reporting/documentation/

« Cisco Unified Customer Voice Portal Unified CVP

1 https://<hostname/CUIC IP >: 8444/cuicui  Unified Intelligence Center

4 [ XML ZIP File Name (XML or ZIP file) ]
Browse ]

5 zip [ Open ]

70 Import ]

. Cisco Packaged Contact Center Enterprise 12.0(1)
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Unified Intelligence Center Administration .

. [
Data Source for ValueList ]
[ Import ]
LiveData
ReportDefinition LiveData ValueList
UCCE Realtime
UCCE Realtime UCCE Historical
[ Yes ] [ Yesto All T [ No ]
[ No to All ]

Unified Intelligence Center Administration

1 Cisco Unified Intelligence Center https://< >:8443/0amp
2 [ Cluster Configuration ]>[ Reporting Configuration ] [Active
Directory]
a) Active Directory
b) [ Port ]
C) [ Manager Distinguished Name ]
d)
e) [ ]
f) [ ID ]
9) UserName ID 1 @
h)
i) [ Test Connection ]
)} [ Save ]
3 syslog

Cisco Packaged Contact Center Enterprise 12.0(1) .



. Cisco Finesse

a) [ Device Management ]>[ Log and Trace
Settings ]
b)
o[ Edit Serviceability Settings ] [Syslog
Syslog Settings ]
[ Save ]
4 SNMP
a) [ Network Management ] > [SNMP]
b) SNMP
*V1/V2c
Cisco Finesse
Packaged CCE 2000 Cisco Finesse
1 CA

https://www.cisco.com/c/en/us/support/
customer-collaboration/finesse/

products-maintenance-guides-list.html  Cisco

Finesse
2
Finesse AW
659
3
41
4 41

. Cisco Packaged Contact Center Enterprise 12.0(1)


https://www.cisco.com/c/en/us/support/customer-collaboration/finesse/products-maintenance-guides-list.html
https://www.cisco.com/c/en/us/support/customer-collaboration/finesse/products-maintenance-guides-list.html
https://www.cisco.com/c/en/us/support/customer-collaboration/finesse/products-maintenance-guides-list.html

Finesse Unified CCE https://<
A B Unified CCE AW-HDS-DDS IP >/cceadmin
. VRU
S
[Unified CCE
]
Cisco Unified Intelligence Center Finesse Live Data
Finesse
Finesse
Live Data
Live Data
Finesse

Live |Finesse
Data

Live Data
Live Data

Cisco Packaged Contact Center Enterprise 12.0(1) .



Finesse XML Finesse Live Data
XML HTTPS
Live Data HTTP Live Data

Live Data
Finesse Finesse

Manage Desktop Layout ] [
Restore Default Layout ]

1 Unified CCE >

2 [ Desktop Layout ]

3 <l >
Finesse HTTP HTTPS

4 my-cuic-server  Cisco Unified Intelligence Center

5
Live Data URL 310
URL  gadgetHeight
400 310 400
<gadget>https://my-cuic-server:8444/cuic/gadget/LiveData/LiveDataGadget. jsp?
gadgetHeight=400&viewld_1=99E6C8E210000141000000D80A0006C4&
filterld_l=agent. id=CL%20teamName&viewld_2=9AB7848B10000141000001C50A0006C4&
Ffilterld_2=agent. id=CL%20teamName
</gadget>
200
1
100
URL 310
170
6 [ save ]
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B w p e

5

Finesse XML Finesse Live Data

XML HTTPS
Live Data HTTP Live Data
2
Unified CCE Administration >
[ Desktop Layout ]
XML [Finesse Default Layout XML]
Finesse XML XML
HTTPS

<gadget>https://my-cuic-server:8444/cuic/gadget/LiveData/LiveDataGadget. jsp?
gadgetHeight=310&viewld_1=99E6C8E210000141000000D80A0006C4&
filterld_l=agent. id=CL%20teamName&
viewld_2=9AB7848B10000141000001C50A0006C4&
filterld_2=agent. id=CL%20teamName

</gadget>

XML

[ Home ]

<layout>
<role>Agent</role>
<page>
<gadget>/desktop/gadgets/CallControl . jsp</gadget>
</page>
<tabs>
<tab>
<id>home</id>
<label>finesse.container.tabs.agent._homeLabel</label>
<gadget>https://my-cuic-server:8444/cuic/gadget/LiveData/LiveDataGadget. jsp?
gadgetHeight=310&viewld_1=99E6C8E210000141000000D80A0006C4&
Ffilterld_l=agent. id=CL%20teamName&
viewld_2=9AB7848B10000141000001C50A0006C4&
Ffilterld_2=agent. id=CL%20teamName
</gadget>
</tab>
<tab>
<id>manageCal l</i1d>
<label>finesse.container.tabs.agent.manageCallLabel</label>
</tab>

Cisco Packaged Contact Center Enterprise 12.0(1) .



. Cisco Unified Customer Voice Portal Reporting Server

</tabs>
</layout>

6 my-cuic-server  Cisco Unified Intelligence Center

Live Data URL 310
URL  gadgetHeight
400

<gadget>https://my-cuic-server:8444/cuic/gadget/LiveData/LiveDataGadget. jsp?
gadgetHeight=400&viewld_1=99E6C8E210000141000000D80A0006C4&
filterld_l=agent. id=CL%20teamName&viewld_2=9AB7848B10000141000001C50A0006C4&
filterld_2=agent. id=CL%20teamName

</gadget>
200 1
100
URL 310
170
8 [ save ]
Finesse
Cisco Unified Customer Voice Portal Reporting Server
Packaged CCE Cisco Unified Customer Voice Portal

\}

Unified CVP
Unified CVP Reporting VM

. Cisco Packaged Contact Center Enterprise 12.0(1)



Cisco Unified Customer Voice Portal

1 CVP CA
CVP
Unified CVP 180
2
CVP AW
662
3 Cisco Unified Customer Voice Portal
45
4 Cisco Unified CVP
45
5 Unified Intelligence Center Unified CVP
47
Cisco Unified Customer Voice Portal

Unified CVP
1 Unified CVP [ Started ]
2 %CVP_HOME%\CVP_Reporting_Templates [ Enter ]
3 zip Unified Intelligence Center

Cisco Unified CVP

1 https://< / CUIC IP >:8444/cuicui  Unified

Intelligence Center
2 >
3 [ ]

Cisco Packaged Contact Center Enterprise

200




B ciscounified cvp

4
[ Name ]
[
Data Sources ]

[ Description ]

[Informix]

[ type ]

Unified CVP IP
[ Port ] 1526

CVP Reporting Server

[Window
1>[ 1>[
]
Unified CVP Reporting Server
cvp_data cal lback
cvp
[ Standard Time ]
[ Daylight Savings Time ]
CVP
CuiC uTC

. Cisco Packaged Contact Center Enterprise 12.0(1)



Unified Intelligence Center Unified CVP .

ID ID
Unified CVP
Cvp_dbuser Unified CVP
Password Confirm Password
[UTF-8]
[ ] [ ]
5 200
100
51 Test Connection ]
6 [ save | [ Add DataSource ]
CvP cvp_data
Import could not be completed: Query validation failed against the selected
data source.
cvp_data
[ Data Sources ]

Unified Intelligence Center Unified CVP
XML zIP culC

Cisco Packaged Contact Center Enterprise 12.0(1) .



B s

1 https://<CUIC IP >:8444/cuic  Unified
Intelligence Center Web
2
3 0 ] >
4
Cisco.com [ ]
5 [ Import Report ]
6 XML ZIP
7 XML [ ]
8 [ Data source for ReportDefinition ]
Unified Intelligence
Center
9 I Data Source for ValueList ]
10 [ Save To ]
11 [ Import ]
S
Unified Intelligence Center
Unified Intelligence Center
Cisco VVB VVB

. Cisco Packaged Contact Center Enterprise 12.0(1)



Cisco 10S Enterprise .

136
Cisco Virtualized Voice Browser VVB 210
Cisco I0S Enterprise
Packaged CCE Cisco 10S Enterprise
VXML 49
50
VXML 53
VXML A-law 54
VXML
VXML
TDM Cisco UBE
136
N
enable >
VXML

logging buffered 2000000 debugging
no logging console
service timestamps debug datetime msec localtime
ip routing
ip cef
ip source-route
interface GigabitEthernet0/0
ip route-cache same-interface
duplex auto
speed auto
no keepalive
no cdp enable

voice service voip
no ip address trusted authenticate

ip address trusted list
ipv4 0.0.0.0 0.0.0.0 # OR an explicit Source IP Address Trust List

Cisco Packaged Contact Center Enterprise 12.0(1) .



allow-connections sip to sip
signaling forward unconditional

voice service voip

no ip address trusted authenticate

allow-connections sip to sip

signaling forward unconditional

# IT this gateway is being licensed as a Cisco UBE the following lines are also required

mode border-element

ip address trusted list

ipv4 0.0.0.0 0.0.0.0 # Or an explicit Source IP Address Trust List

sip

rellxx disable

header-passing

options-ping 60

midcall-signaling passthru

voice class codec 1
codec preference 1 g71lulaw
codec preference 2 g729r8

#Default Services
application
service survivability flash:survivability.tcl

4 sip-ua

gateway
media-inactivity-criteria all
timer receive-rtp 1200

sip-ua

retry invite 2

retry bye 1

timers expires 60000
timers connect 1000
reason-header override

5 POTS

# Configure Unified CVP survivability
dial-peer voice 1 pots
description CVP TDM dial-peer
service survivability
incoming called-number .T
direct-inward-dial

TDM

. Cisco Packaged Contact Center Enterprise 12.0(1)



#Configure the Switch leg where
# preference is used to distinguish between sides.

# max-conn is used prevent overloading of Unifed CVP

# options-keepalive is used to handle failover

# Note: the example below is for gateways located on the A-side of a geographically

#distributed deployment

# Note: Ensure that you configure switch dial-peers for each Unified CVP server.

dial-peer voice 70021 voip

description Used for Switch leg SIP Direct

preference 1
max-conn 225

destination-pattern xxxx
session protocol sipv2
session target ipvA:#HH . #i  Hit#H . #HiH

session transport tcp
voice-class codec 1

#Customer specific destination pattern

#IP Address for Unified CVP, SideA

voice-class sip options-keepalive up-interval 12 down-interval 65 retry 2

dtmf-relay rtp-nte
no vad

dial-peer voice 70022 voip

description Used for Switch leg SIP Direct

preference 2
max-conn 225

destination-pattern xxxx
session protocol sipv2
session target ipvA:##H . #i  Hit#H  #Hit

session transport tcp
voice-class codec 1

#Customer specific destination pattern

#IP Address for Unified CVP, SideB

voice-class sip options-keepalive up-interval 12 down-interval 65 retry 2

dtmf-relay rtp-nte
no vad

MTP

CSR 1000v

#For gateways with physical DSP resources, configure Hardware resources using

#Unified Communications Domain Manager.

# Configure the voice-cards share the DSP resources located in SlotO

voice-card 0O

dspfarm

dsp services dspfarm
voice-card 1

dspfarm

dsp services dspfarm
voice-card 2

dspfarm

dsp services dspfarm
voice-card 3

dspfarm

dsp services dspfarm
voice-card 4

dspfarm

dsp services dspfarm

# Point to the contact center call manager

Cisco Packaged Contact Center Enterprise
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sccp local GigabitEthernet0/0
SCCp CCm ### #it #it _### 1dentifier 1 priority 1 version 7.0 # Cisco Unified CM sub
1
SCCp ccm ### . ##H . ##H# . ### 1dentifier 2 priority 2 version 7.0 # Cisco Unifed CM sub
2

# Add a SCCP group for each of the hardware resource types
sccp ccm group 1
associate ccm 1 priority 1
associate profile 2 register <gatewaynamemtp>
associate profile 1 register <gatewaynameconf>
associate profile 3 register <gatewaynamexcode>

# Configure DSPFarms for Conference, MTP and Transcoder

dspfarm profile 1 conference
codec g711lulaw
codec g71lalaw
codec g729r8
maximum sessions 24
associate application SCCP

dspfarm profile 2 mtp
codec g711lulaw
codec g71lalaw
codec g729r8
maximum sessions software 500
associate application SCCP

dspfarm profile 3 transcode universal
codec g71lulaw
codec g71lalaw
codec g729r8
maximum sessions 52
associate application SCCP

8 SIP

# Configure the resources to be monitored
voice class resource-group 1
resource cpu l-min-avg threshold high 80 low 60
resource dsO
resource dsp
resource mem total-mem
periodic-report interval 30

# Configure one rai target for each CVP Server
sip-ua

rai target 1pvAa:i### _#H#H _##H# _### resource-groupl # CVPA

rai target 1pvAa:### _#i#H _ ### _### resource-groupl # CVPB

permit hostname dns:%Requires manual replacement - ServerGroup Name defined in
CVP._System.SIP Server Groups%

9 PSTN SIP

dial-peer voice 70000 voip
description Incoming Call From PSTN SIP Trunk
service survivability
incoming called-number Xxxxx.. # Customer specific incoming called-number pattern

voice-class sip rellxx disable

dtmf-relay rtp-nte
session protocol sipv2

. Cisco Packaged Contact Center Enterprise 12.0(1)



VXML

VXML B

voice-class codec 1

no vad

CUBE

voice service voip

no ip address trusted authenticate

allow-connections sip to sip

signaling forward unconditional

# 1T this gateway is being licensed as a Cisco UBE the following lines are also required

mode border-element
ip address trusted list
ipv4 0.0.0.0 0.0.0.0 # Or an explicit Source IP Address Trust List

sip

rellxx disable
header-passing
options-ping 60
midcall-signaling passthru

Unified CVP

#Default Unified CVP Services

application
service
service
service
service
service
service

new-call flash:bootstrap.vxml

CVPSelfService flash:CVPSelfServiceBootstrap.vxml
ringtone flash:ringtone.tcl

cvperror flash:cvperror.tcl

bootstrap flash:bootstrap.tcl

handoff flash:handoff.tcl

VXML

G711ulaw

# Configure Unified CVP Ringtone
dial-peer voice 919191 voip
description CVP SIP ringtone dial-peer

service

ringtone

incoming called-number 9191T
voice-class sip rellxx disable
dtmf-relay rtp-nte

codec g711lulaw

no vad

# Configure Unified CVP Error
dial-peer voice 929292 voip
description CVP SIP error dial-peer

Cisco Packaged Contact Center Enterprise 12.0(1) .



VXML A-law

service cvperror

incoming called-number 9292T
voice-class sip rellxx disable
dtmf-relay rtp-nte

codec g71lulaw

no vad

4 Unified CVP httpivr rtsp mrcp vxml

http client cache memory pool 15000
http client cache memory file 1000
http client cache refresh 864000

no http client connection persistent
http client connection timeout 60

http client connection idle timeout 10
http client response timeout 30

ivr prompt memory 15000

vxml tree memory 500

vxml audioerror
vxml version 2.0

5 VRU VXML

dial-peer voice 7777 voip
description Used for VRU leg
service bootstrap
incoming called-number 777T
dtmf-relay rtp-nte
codec g711lulaw
no vad

6 Cisco IOS CLI call application voice load <service_Name>
Unified CVP Unified CV Cisco 10S

« call application voice load new-call

« call application voice load CVPSelfService
« call application voice load

« call application voice load cvperror

« call application voice load

« call application voice load

VXML A-law

A-law

. Cisco Packaged Contact Center Enterprise 12.0(1)



voice class codec 1
codec preference 1 g729r8
codec preference 2 g71llalaw

dial-peer voice 70021 voip
description Used for Switch leg SIP Direct
preference 1
max-conn 225
destination-pattern XXXX...... # Customer specific destination
session protocol sipv2
session target ipva:###. ##g #ig ### # IP Address for Unified CVP
session transport tcp
voice class codec 1
voice-class sip options-keepalive up-interval 12 down-interval 65 retry 2
demf-relay rtp-nte
no vad

dial-peer voice 9 voip
description For Outbound Call for Customer
destination-pattern <Customer Phone Number Pattern>
session protocol sipv2
session target ipv4:<Customer SIP Cloud IP Address>
session transport tcp
voice-class sip rellxx supported "100rel™
voice-class sip options-keepalive up-interval 12 down-interval 65 retry 2
dtmf-relay rtp-nte
codec g7l1lalaw
no vad

dial-peer voice 10 voip
description ***To CUCM Agent Extension For Outbound***
destination-pattern <Agent Extension Pattern to CUCM>
session protocol sipv2
session target ipv4:<CUCM IP Address>
voice-class sip rellxx supported "100rel™
dtmf-relay rtp-nte
codec g7llalaw

VXML

dial-peer voice 919191 voip
description Unified CVP SIP ringtone dial-peer

Cisco Packaged Contact Center Enterprise 12.0(1) .




-

service ringtone

incoming called-number 9191T
voice-class sip rellxx disable
dtmf-relay rtp-nte

codec g71lalaw

no vad

dial-peer voice 929292 voip

description CVP SIP error dial-peer

service cvperror

incoming called-number 9292T
voice-class sip rellxx disable
dtmf-relay rtp-nte

codec g71lalaw

no vad

dial-peer voice 7777 voip

description Used for VRU leg #Configure VXML leg where the incoming called

service bootstrap

incoming called-number 7777T
dtmf-relay rtp-nte

codec g71lalaw

no vad

IPV6

Packaged CCE IPv6

VOS IPv6 57

IPv6 NAT64 58

Unified CVP IPvV6 60

IPv6 61

Unified Communications Manager IPv6 62
IPv6

Packaged CCE Finesse IPv6

IPv6 IPv6
IPv4d  IPV6
IPv4 IPv6
IPv4

IPv6

. Cisco Packaged Contact Center Enterprise
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\VOS IPv6 .

VOS IPv6
Unified Communications Manager Finesse Unified Intelligence Center
IPv4
IPv6 /
/ IPv6
Cisco Unified Operating System Administration CLI IPv6
Packaged CCE IPv6 https://www.cisco.com/c/en/us/support/
customer-collaboration/packaged-contact-center-enterprise/products-technical-reference-list.html
Cisco Packaged Contact Center Enterprise
Cisco Unified Operating System Administration IPv6
Cisco Unified Operating System Administration IPv6
VOS
1 / Cisco Unified Operating System Administration
« Unified Communications Manager Unified Intelligence Center https://<
IP >/cmplatform
e Finesse https:// FQDN:8443/cmplatform
2 [ Settings ]>[IP]>] IPv6 Ethernet IPv6 ]
3 [IPv6 Enable IPv6 ]
4 [IPv6 IPv6 Address ] | Prefix Length ] [
Default gateway ]
5 [Update with Reboot ]
6 [ Save ]
7 /
CLI VOS IPv6
CLlI IPv6 VOS VOS

Cisco Packaged Contact Center Enterprise 12.0(1) .
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-

IPv6

NAT64

VOS CLI

IPv6
set network ipv6 service {enable | disable}

IPv6
set network ipv6 static_address addr mask

set network ipv6 static_address 2001:db8:2::a 64

set network ipv6 gateway addr

utils system restart

IPv6
show network ipv6 settings

NAT64
NAT64 IPv6 IPv4 IPv6
IPv6 IPv4 Unified CCE
Administration Web NAT64
NAT64
2
NAT64 https://www.cisco.com/c/en/us/products/collateral/ios-nx-os-software/

enterprise-ipv6-solution/white_paper_c11-676278.html

NAT64 M 10S T

http://docwiki.cisco.com/wiki/Compatibility Matrix_for_Packaged
CCEnhttps://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/
products-device-support-tables-list.html  Packaged Contact Center Enterprise

IPv6 IPv4
NAT64
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IPv6  DNS B

P4 Router
10.10.10.1
Windows 2012 Domain Confroller with DNS

IPv6 Address 20 2 /64
Default GW 2001::1

Unified CCE AW
AAAA Record: hostname.domain.icm
i IPv4 Address 10.10.10.21
AAAA Address: 3001 :A0AATS Default GW:10.10.10.1

Hostname: hostname
Dormain: domain.icm

Agent Desktop
IPv6 Addre: 2
Default €
DN S Server: 2001::2

IPv4 Address: 10.10

IPv4 Defaull GW: 10.10

NATE4 Router

IPv6-Only Interface 1Pv4-Only Interface

e

interface GigabitEthernet0/0
description ipv4-only interface

ip address 10.10.10.81 255.255.255.128
duplex auto

speed auto

nat64 enable

no mop enabled

interface GigabitEthernet0/1
description ipv6-only interface
no ip address

duplex auto

speed auto

nat64 enable

ipv6 address 2001::1/64

ipv6 enable

ipv6 unicast-routing
ipv6 cef
1

nat64 prefix stateful 3001::/96

nat64 v4 pool POOL1 10.10.10.129 10.10.10.250
nat64 v6v4 list V6ACL1 pool POOL1 overload
ipv6 router rip RIPv6

1

ipv6 router rip RIP

ipv6 access-list V6ACL1
permit ipv6 2001::/64 any

IPv6  DNS
FQDN  Unified CCE Unified CCE AW-HDS-DDS
HDS AAAA DNS
Windows DNS
1 Windows [ Administrative Tools ] > [DNS] DNS
2 [ Forward lookup zone ]

Cisco Packaged Contact Center Enterprise 12.0(2) .



B o IPv4 IPv6
3 [ A AAAA New Host (A or AAAA) ]
4 [ ] Unified CCE
AW-HDS-DDS IP [ Add
Host ]
DNS 1Pv4 IPV6
AAAA DNS IPv6 Windows
ping ping -6 IPv6 Nat64
2 IPv4
&N Administrator: C\Windows\system3Zicrnd. exe ] E::.El

All rights reserved.

::1@.18.168.21

f data:

)G sllsers Adninistrat

ping IPv4 16 AAAA
S
DNS DNS64 DNS64
A AAAA IPv6
IPv4
NAT64 Technology: Connecting IPv6 and IPv4 Networks DNS64
DNS64  IPv6 https://www.cisco.com/c/en/us/

products/collateral/ios-nx-os-software/enterprise-ipv6-solution/white_paper_c11-676278.html

Unified CVP IPv6
IPv6 IPv6 Unified CVP

IPv6
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o o1

IPv6 II

Unified CVP [ Control Panel ]>]
Network and Sharing ]
[ Ethernet ]
[ Ethernet Status ] [ Properties ]
[ 6 TCP/IPv6 Internet Protocol Version 6 (TCP/IPv6) ]
[ Properties ]
[ IPv6 Use the following IPv6 address ]
[IPv6 IPv6 address ] [ Subnet prefix length ]
[ Default gateway ]
[OK] Windows
IPv6
IPv6 IPv6 VXML
IPv6
VXML
>Enable

>configure terminal

>interface type number

>ipv6 address{ ipv6-address / prefix-length | prefix-name sub-bits / prefix-length}
>ipv6 enable

ANAT

>conf t
>voice service voip
>SIP

Cisco Packaged Contact Center Enterprise 12.0(1) .



>ANAT

>bind control source-interface GigabitEthernet0/2
>bind media source-interface GigabitEthernet0/2

>conf t
>sip-ua

>protocol mode dual-stack preference ipv6

Unified Communications Manager IPv6
IPv6

Unified CM Administration

Unified Communications Manager  IPv6

IPv6
1 Unified Communications Manager IPv6 Cisco
Unified CM > > IPv6
2 IPv6
3 [ IP IP Addressing Mode Preference for Media ]
[IPv6]
4 [ IP IP Addressing Mode Preference for Signaling ]
[IPv6]
5[ Allow Auto-configuration for Phones ] [
Off ]
6
IPv6

. Cisco Packaged Contact Center Enterprise

12.0(2)



Unified Communications Manager .

* |IPv6 IPv4

* IPv6 VXML

Unified Communications Manager
IPv6 IPv4 IPv6

Unified Communications Manager  IPv4  IPv6

1 Cisco Unified CM > >
2 [ Add New ]
3 [IP IP Addressing Mode ]

* Unified Communications Manager  IPv6

[IPv6 IPv6 only ]
« Unified Communications Manager  IPv4
[IPv4 IPvd only ]
« Unified Communications Manager
[IPv4 IPv6 IPv4and IPv6 ] [ IP
IP Addressing Mode Preference for Signaling ]
[1Pv4]
4
1 Cisco Unified CM Administration [ Device ]>[ Trunk ]
2 [ Find ]

Cisco Packaged Contact Center Enterprise 12.0(1) .



IPv4 IPv6
i

31 Common Device Configuration ]
. IPv6
. IPv4
Unified CM IPv4
Unified CM
4 [ IPv6 Destination Address IPv6 ]
Unified CM
ANAT SIP
5
IPv4 IPv6
1 [Cisco Unified CM Cisco Unified CM Administration ]
Phone ]
2 [ Find ]
3 [ Common Device Configuration ]
* IPv6 IPv6
* IPv4 IPv4
4
Unified CM SIP
IPv6 Unified CVP

. Cisco Packaged Contact Center Enterprise

IPv6
IPv4
IPv6
IPv6
SIP
[ Device ]1>]
IPv6
IPv6
IPv4
SIP

12.0(2)



sip B

1 Cisco Unified CM Administration [ Device 1> Trunk ]
2 [ Find ]
3 [SIP SIP Profile ] SIP

SIP

Cisco [

(0] https://www.cisco.com/c/en/us/support/customer-collaboration/
packaged-contact-center-enterprise/products-maintenance-guides-list.ntml ~ SIP

CM
4
SIP
1 Cisco Unified CM Administration [ Device ]>[ Trunk ]
2 [ Find ]
31 Common Device Configuration ]
Unified Communications Manager 63
4

Packaged CCE 4000

Packaged CCE 4000

1 CCE 66

Cisco Packaged Contact Center Enterprise 12.0(1) .
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B o

2 Cisco Unified Customer Voice Portal 87
3
203
4 Cisco Unified Communications Manager
90
S Cisco Unified Intelligence Center 96
6 Cisco Finesse 97
7 102
8 Cisco Identity Service 105
9 Cisco Unified Customer Voice Portal Reporting
Server 44
10 VVB 48
11 Cisco 10S Enterprise
49
12 IPv6 56
13
ECE
411
CCE
Packaged CCE 4000
1 Rogger 67
2 AW-HDS-DDS 72
3 Unified CCE 72

. Cisco Packaged Contact Center Enterprise

12.0(2)




Rogger .

4 PG VM
PG VM Unified CCE
82

S Packaged CCE 76
6 Cisco Unified Contact Center Enterprise PG

82
7 Configuration Manager

PCCE 4000

12000 434

8 CA
AW CA
656
9
AW
657
Rogger
Packaged CCE 4000 Rogger
1 CCE SQL Server
2
2 3
3 Unified CCE 82
4 68
5
69

6

69

Cisco Packaged Contact Center Enterprise 12.0(1) .



71

ICM

119

Cisco SNMP 21

A B Rogger VM

ICMDBA
Unified CCE

B oW D -

[ ]
B [OK]

5 SQL Server

SQL Server

a) [DB ]
b) [ region ]
) I ]

d)
e)
f)

g OK [
h)

)

. Cisco Packaged Contact Center Enterprise

MB

1.4GB

12.0(2)

OK




10

11

k)
) OK [ 1
[ ]
OK
SQL
A

https://www.cisco.com/c/en/us/support/customer-collaboration/

unified-contact-center-enterprise/products-user-guide-list.html

ICMDBA

> < > > > <Unified CCE

[ 1

[ ]
[ ]

DB OK
[ 1

OK

[ |

A B

Cisco Packaged Contact Center Enterprise

Unified Contact Center Enterprise

>> A

OK

200
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1  Web

2 >
3 0 Deployment ] A B
4 ]
A B
5
6 [ ]
7
Rogger
IP 2 IP
[ DNS
] DNS IP
A- 1
Logger
IP
8 [ Next ]
9 Data Retention ] [ Database Retention
Configuration ]
a) 40

« Application_Event

* Network _Event

* Route_Call_Detail

* Route_Call_Variable

e Termination_Call_Detail

 Termination_Call_Variable

b)
10 [ Next ]
1 ]

. Cisco Packaged Contact Center Enterprise 12.0(1)



12
13
14

o OB W N

[ Next ]

a)

b)

c)

B UcceService
A B
Web >
[ Next ]
IP
A
A IP
Windows
PG

Cisco Packaged Contact Center Enterprise

DNS

200



B unifiedcce
8 Quality of Service QoS
Unified CCE QoS
QoS
hitps/Anwicisoo.comvcenfusisupporticustomer-collaboration/uinified-contact-center-enterprisefproducts-implenmentation-design-guides-listhtml
Cisco Packaged Contact Center Enterprise
9 Quality of Service
10
Unified CCE
Unified CCE Windows
Unified CCE
S
Unified CCE
Unified CCE
1 Unified CCE Unified CCE
2 CCE
1. A
2 A
3. B
4, B
5.
AW-HDS-DDS
Packaged CCE 4000 AW-HDS-DDS

. Cisco Packaged Contact Center Enterprise 12.0(1)


https://www.cisco.com/c/en/us/support/customer-collaboration/

HDS

B W N

HDS B

1 CCE SQL Server
2

2 Unified CCE 82
3 HDS 73

4

74

5 ICM 119
6 Cisco SNMP 21

HDS

[ICMDBA ]

>
[ ] [OK]
SQL Server
[ ] OK
[AW ] OK
[ ]
HDS

a) [DB ] HDS
by | Add ]
o [ ]
d [ ]
e) [ ]

Cisco Packaged Contact Center Enterprise

200



9 I Add ]
hy [ ]
DR | ]
)| ]
k) OK [ ]
9 I ]
10 OK
1 Web
2 > [ Add ]
3
4
a)
b)
AW-HDS-DDS
. AW-HDS
. HDS
c [ Next ]
5
a)
AW-HDS-DDS
b)
AW-HDS HDS-DDS
6 [ Next ]

. Cisco Packaged Contact Center Enterprise 12.0(1)



10

A B
A B
a)
b)
c) [ Next ]
Database and Options
a)
b) CMS
c) Internet Script Editor ISE
d [ Next ]

[Central Controller Connectivity]

Pacakged CCE 4000

=
W > W >

g9 [ Next ]

a)
b)

Cisco Packaged Contact Center Enterprise

w

200



. Packaged CCE

A
B UcceService
Packaged CCE
Packaged CCE 4000 12000
0
Finesse CVP
150
4000 12000
1 Unified CCE > >
2
3 Packaged CCE 4000 Packaged
CCE 12000 t
4 Csv
5
2:c8v
[ Name ]
A Z 0 9 0]
¢)
128
12.0(2)
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4000 12000 B

* CCE_ROGGER 4000

* CCE_ROUTER 12000

* CCE_LOGGER 12000

« CCE_AW

« CUIC_PUBLISHER
« CUIC_SUBSCRIBER
« LIVE_DATA

« IDS_PUBLISHER

« IDS_SUBSCRIBER

« CCE_PG

«CVP

« FINESSE_PRIMARY
« FINESSE_SECONDARY
« CM_PUBLISHER

« CM_SUBSCRIBER

« HDS

«ECE ECE

« ECE_WEB_SERVER
« CVP_REPORTING

« GATEWAY

«CVVB

« CUSP

« SOCIAL_MINER

« THIRD_PARTY_
MULTICHANNEL

Cisco Packaged Contact Center Enterprise 12.0(1) .



B oo 12000

publicAddress

connectionlinfo

AW
CM_PUBLISHER
CUIC_PUBLISHER
FINESSE_PRIMARY
ECE_WEB_SERVER
CVP
CVP_REPORTING
IDS_PUBLISHER
CUSP

VVB
SOCIAL_MINER

userName=<user@domain.com>
&password=<pass>&port=<1234>

. administrator

(&) (=)

URL

« CCE_AW
EXTERNAL_HDS

7890
CUIC_PUBLISHER
IDS_PUBLISHER
LIVE_DATA

CM_PUBLISHER
FINESSE_PRIMARY

8443 CVP
CVP_REPORTING
8111
EXTERNAL_CVVB
EXTERNAL SOOAL MINER

ECE_WEB_SERVER
443

« ECE_WEB_SERVER

. Cisco Packaged Contact Center Enterprise
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4000 12000 B
privateAddress ROGGER IP
PG
peripheralSetName PG CUCM A Z
Finesse CVP 0 9
) )
10
side sideA
sideB
Component
Unified CCE PG * CUCM PIM CucM™m
PG
. PG MRPG
* VRU PIM VRU PG
[ ]
Unified Customer Voice « Unified CVP

Portal

* Unified CVP VXML

» Unified CVP Media Server

Unified CVP Reporting
Server

Unified CVP Reporting Server

Cisco Packaged Contact Center Enterprise
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. Packaged CCE 4000 12000

[ ]
Packaged CCE 4000 12000
Packaged CCE
Unified CCE > >
Packaged CCE
VM [ Configure your deployment ]
Packaged CCE 4000 12000

82

. Cisco Packaged Contact Center Enterprise 12.0(1)



Packaged CCE 4000 12000 .
3
AW AW
AW 1 AW Csv AW
AW
AW
* SSO
AW
AW
AW AW
AW
1. [AW] [AW ]
2. PrincipalAW
3. Unified CCE
Unified CCE
CCE
PG AW
Unified CCE Unified CCE
4. [ Save ]

Cisco Packaged Contact Center Enterprise

200



B unifiedcce

\}

Packaged CCE

VM

Unified CCE

1 Unified CCE Web

2

3

4

5

1
0 24
0
6 [ Save ]
ICM Windows
VM
Packaged CCE 4000 12000
Packaged CCE 4000 12000
AW

Cisco Unified Contact Center Enterprise PG

\)

150

. Cisco Packaged Contact Center Enterprise 12.0(1)



Unified Communications Manager 125 Cisco JTAPI .

CUCM PG
92
Unified Communications Manager 125 Cisco JTAPI
83
CTI 84
VRU PG CVP
MR PG
PIM 138
Unified Communications Manager 12.5 Cisco JTAPI
Cisco Unified Communications Manager 125
JTAPI
JTAPI
1 PG
2 Unified Communications Manager Administration
Web URL http://<Unified Communications Manager
>/ccmadmin
3 Unified Communications Manager
4 > [ Find ]
5 Cisco JTAPI  Windows . 64
32
6
7 JTAPI zip
CiscoJTAPIX32 CiscoJTAPIx64 2
8 CiscoJTAPIx32 install32

Cisco Packaged Contact Center Enterprise 12.0(1) .



-

JTAPI
9 [ Enter ]
TFTP IP 4000 12000
IP CUCM PIM CUCM IP
JTAPI
10
A\
JTAPI uninstall32
CTI
PG CTI
CTl
1 Unified CCE
2
ICM
3 CTI OK
CTI

. Cisco Packaged Contact Center Enterprise

12.0(2)



cTl B

CTl
1 Unified CCE CTI
CTI [ ] CTI
2 CTI CTI
3 [CG ] CG ID PG ID
CG1l PG1
4 ICM ID CTI PG
DMP 3 CGID
5 CTI A B
CTI A
6 [ Next ]
CTI
CTl
CTI [ ]
. CTI CTI
. CTI CTI

https://www.cisco.com/c/en/us/support/customer-collaboration/
unified-contact-center-enterprise/products-installation-and-configuration-guides-list.html  Cisco Unified
ICM/Contact Center Enterprise

[CTI ]
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-

CTI
CTI

CTI CTI

a)

b)

2 CTI

[CTI ]

cTl

1 CTI PG
CTI PG

2 CG CTI
3 CG CTI

4 [ Next ]
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CcTl

cl B

2
3
4
CTI Unified CCE
Cisco Unified Customer Voice Portal
Packaged 4000 12000 Cisco Unified Customer
\oice Portal CVP
S
CVP B
CA Unified CVP
180
Cisco Unified CVP
AW 659
170
203
SNMP 87
90
SNMP
Cisco Customer Voice Portal CVP SNMP Simple Network

Management Protocol SNMP

Cisco Packaged Contact Center Enterprise

CvVvP

200



B swe

1 SCVMM
2 C:\Cisco\CVP\conTf\SNMPD.CNF
3 SNMP
1
4: SNMP
snmpCommunityEntry | SNMP snmpCommunityEntry <snmpCommunityIndex>
V1/V2 SNMP <snmpCommunityName>
Unified |<shmpCommunitySecurityName>
CVP <snmpCommuni tyContextEnginelD>
<snmpCommuni tyContextName>
SNMP <snmpCommunityTransportTag>
SNMP V1/V2¢ <snmpCommunityStorageType>
SNMP v2ccvp cvp cvp localSnmpID - - readOnly
SNMP
vacmSecurity ToGroupEntry | \/1 V2C SNMP vacmSecurityToGroupEntry
<vacmSecurityModel>
<vacmSecurityName> <vacmGroupName>
<vacmSecurityToGroupStorageType>
vacmSecurityToGroupEntry snmpv2c cvp
v2cNoAuthNoPrivGroup nonVolatile
snmpNotifyEntry \Val V2 SNMP snmpNotifyEntry <snmpNotifyName>
<snmpNotifyTag> <snmpNotifyType>
SNMP <snmpNotifyStorageType>
Unified CVP
SNMP snmpNotifyEntry Descvp Descvp-TrapTag
trap readOnly
SNMP
SNMP

Cisco Packaged Contact Center Enterprise
88

12.0(2)



SNMP B

usmuserEntry V3 SNMP usmUserEntry <usmUserEnginelD>
<usmUserName> <usmUserAuthProtocol>
SNMP <usmUserPrivProtocol>
Unified CVP | <usmUserStorageType>
SNMP <usmTargetTag> <AuthKey> <PrivKey>
SNMP usmUserEntry localSnmplD cvp
usmNoAuthProtocol
SNMP usmNoPrivProtocol readOnly
snmpNotifyEntry V3 SNMP snmpNotifyEntry <snmpNotifyName>
<snmpNotifyTag>
SNMP <snmpNotifyType>
Unified CVP | <snmpNotifyStorageType>
SNMP
SNMP -
snmpNotifyEntry Descvp Descvp-TrapTag
SNMP trap readOnly
sysLocation MIB2 <octetString>
MiB2 MIBLoc
sysContact MIB2 <octetString>
MiB2 MIBContact
snmpTargetAddrEntry | SNMP snmpTargetAddrEntry
<snmpTargetAddrName>

<snmpTargetAddrTDomain>
<snmpTargetAddrTAddress>
<snmpTargetAddrTimeout>
<snmpTargetAddrRetryCount>
<snmpTargetAddrTagList>
<snmpTargetAddrParams>
<snmpTargetAddrStorageType>
<snmpTargetAddrTMask>
<snmpTargetAddrMMS>

snmpTargetAddrEntry targetDesV2-Addrl

snmpUDPDomain 10.100.10.100:0 0 O \
targetDesV2-TrapTag
targetDesV2-TrapParams readOnly
255.255.255.255:0 2048

Cisco Packaged Contact Center Enterprise
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4
5 Cisco CVP SNMP
CVP
1 CVP
2 C:\Cisco\CVP\conf\license
3

Cisco Unified Communications Manager

Packaged CCE 4000 12000 Cisco Unified
Communications Manager
CA CUCM
192
92
26
Cisco Unified Communications Manager 27
91
27
28
Unified CM  10S 28
29
30
CTI 30
12.0(2)
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91
31
32
Unified CM SIP 33
33
34
93

A-Law 94

SNMP 95
1 >
2 [ Add New ]
3
4 Cisco Unified Communications Manager
5
6
70 Save ]
1 >

Cisco Packaged Contact Center Enterprise

200



ccm.hesce.icm

Unified CVP Unified
Communications Manager
1 Unified Communications Manager >
2 [ Application User Configuration ]
Add New ]
3 ID
Pguser PIM

4
5 CUCM PIM
6 CTI

a) | Add to Access Control Group ]

b) CTI

c) CTI Connected Xfer conf

d) CTI

e) [ Add Selected ]

) [ Save ]
7 CTI
8 [ Save ]

. Cisco Packaged Contact Center Enterprise 12.0(1)



1 Configuration Manager ICM > Enterprise > >
[ ]
2
3 [ 1
1 120
Unified CVP Unified CVP
[ ]
Unified
Communications Manager Unified Communications
Manager Unified Communications Manager
Unified Communications Manager
3
Unified CCEDN Unified
CVP
. Unified CCE
10 ~ 7200

Unified CCE
Unified CCE

VRU

Cisco Packaged Contact Center Enterprise 12.0(1) .



B v

2
Unified
Communications Manager
Unified Communications Manager
[ ]
ACD
[Unified Communications Manager]
Cisco Unified Mobile Agent Unified Mobile Agent
Unified Mobile Agent https://www.cisco.com/en/US/products/sw/custcosw/

ps1844/products_feature_guides_list.html  Cisco Unified Contact Center Enterprise

A-Law

Unified Communications Manager

Cisco Call Manager

g B~ W N

* G.711 A-law

¢ G 7.11 mu-law
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SNMP

6 [

Save ]

server/ccmservice )
2 [SNMP] > [V1/V2c] > [

3

a)

b)

d)

€)
f)

9)

5 [SNMP] > [V1/V2c] > [

a)
b)

c)

public

[OK]
[ Save ]

SNMP
SNMP
[ Cancel ]
[OK]

[OK]

SNMP

Cisco Packaged Contact Center Enterprise

SNMP B

Cisco Unified Serviceability(https://hostname of primary

Community String ]

SNMP

ReadWriteNotify

SNMP

Notification Destination ]

[ (Add New)]
Prime Collaboration IP

162

200



. Cisco Unified Intelligence Center

d)
€)

f)

9)

h)

)

SNMP

[OK]
[ Insert ]
SNMP
SNMP
[ Cancel ]
[OK]

[OK]

Cisco Unified Intelligence Center

Packaged CCE 4000

Cisco Unified Intelligence Center

SNMP A\l

SNMP

12000

https://www.cisco.com/c/en/us/support/
customer-collaboration/unified-intelligence-center/

products-user-guide-list.html  Cisco Unified
Intelligence Center

Unified Intelligence Center HDS
36

37

38

Unified Intelligence Center Administration
39

. Cisco Packaged Contact Center Enterprise
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Cisco Finesse

Cisco Tomcat

Cisco Finesse .

Packaged CCE 4000 12000
Cisco Finesse
1 CA
https://www.cisco.com/c/en/us/support/
customer-collaboration/finesse/
products-maintenance-guides-list.html  Cisco
Finesse
2
Finesse AW
659
3 > >
Finesse Finess
Contact Center Enterprise
227
Contact Center Enterprise CTI
224
4
41
S Cisco Tomcat 97
6 41
7 SNMP 95

Contact Center Enterprise
Cisco Finesse Cisco Tomcat Service

1 Cisco Tomcat

Cisco Packaged Contact Center Enterprise

utils service stop Cisco Tomcat
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Cisco Finesse

2 Cisco Tomcat

Cisco Finesse

CA

utils service start Cisco Tomcat

*CA 98
* Cisco Finesse 99
* Internet Explorer 101
S
HTTPS
HTTPS CA

Cisco Finesse

Cisco Unified

URL

https://hostname of primary Finesse server/cmplatform

Cisco Finesse

1 CSR

a) > >CSR

b) [ ] tomcat

c) [CSR Generate CSR ]
2 CSR

a) > >CSR

b) [ ] tomcat

c) [CSR Download CSR ]
3 CSR CA
4 > >
5

a) tomcat-trust

b)

c) [ Upload File ]

12.0(1)
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Cisco Finesse

10
11

12

1
2

Cisco Finesse .

a) tomcat
b) CA
c)
d [ Upload File ]
Cisco Finesse

Cisco Finesse CLI
utils service restart Cisco Finesse Notification Service Cisco Finesse Notification
utils service restart Cisco Tomcat Cisco Tomcat

Cisco Finesse

Cisco Unified
URL https://hostname of secondary Finesse
server/cmplatform
Cisco Finesse CLI Cisco Finesse Notification Cisco

Tomcat

CSA
Cisco Finesse Agent Desktop
Cisco Finesse 6
6
URL http://Finesse /
HTTPS CiscoFinesse
HTTP CA

Cisco Packaged Contact Center Enterprise 12.0(1) .



. Cisco Finesse

Internet 1. Web
Explorer
Agent Desktop
2. [ Certificate Error ] [ View
Certificates ] [ Certificate ]
3. ] [
]
4, [ Next ]
5. [ Place all certificates in the following
store ] [ Browse ]
6. [ Trusted Root Certification Authorities)]
[OK]
7. [ Next ]
8. [ Finish ]
9 [ ]
10. [OK]
11. ID
Mozilla 1.
Firefox
2. [ I Understand the Risks ] [
Add Exception ]
3.
4. [ Confirm Security Exception ]

. Cisco Packaged Contact Center Enterprise 12.0(1)



Internet Explorer .

5 ID
Internet Explorer
Internet Explorer Cisco Finesse Cisco Finesse
. Cisco Finesse
1 >
2
3 Cisco Finesse A
4 [ Allowed ]
5 Cisco Finesse B
6 OK
7
8
9 [OK]
* Run ActiveX controls and plug-ins
« Script ActiveX controls marked as safe for scripting
* Active scripting
1. >

Cisco Packaged Contact Center Enterprise 12.0(1) .



3. ActiveX

ActiveX
ActiveX

102

102

CA
Live Data
653

AW 102

104

Unified Intelligence Center
105

105

Packaged CCE 4000 12000
B  Logger

1 C:\icm\install
2 LiveDataMachineServiceCorrection.sql

AW

AW

AW
DB

. Cisco Packaged Contact Center Enterprise

AW AW
AW

12.0(2)




AW B

AW
skip-test
skip-test
AW DB
S
AW DB
SQL
SQL sa sysadmin SQL
SQL

USE master
GO

GRANT CONTROL ON CERTIFICATE :: UCCESymmetricKeyCertificate TO "'<user>"
GRANT VIEW DEFINITION ON SYMMETRIC KEY :: UCCESymmetricKey TO '<user>"

2 AW DB

skip-test

set live-data aw-access primary addr port db user [skip-test]

3 AW DB

skip-test

set live-data aw-access secondary addr port db user [skip-test]

AW DB AW

skip-test

Cisco Packaged Contact Center Enterprise 12.0(1) .



show live-data aw-access [skip-test]

AW
A\
set live-data machine-services set live-data cuic-datasource Unified
Intelligence Center Unified Intelligence Center
105

1
2

set live-data machine-services awdb-user

AW user@domain
FQDN
Unified CCE
. UCCE
PG TIP TOS

« Cisco Unified Communications Manager CUCM PG CUCM
PG Unified CCE Gateway PG Avaya PG

set live-data machine-services awdb-user

set live-data cuic-datasource cuic-addr cuic-port cuic-user

show machine-services

. Cisco Packaged Contact Center Enterprise 12.0(1)



Unified Intelligence Center

Unified Intelligence Center

Unified Intelligence Center

2 Unified Intelligence Center

set live-data cuic-datasource cuic-addr cuic-port cuic-user

AW Unified Intelligence Center

CLlI
utils system restart

HTTPS Finesse Cisco Unified Intelligence Center Live Data
Cisco Unified Intelligence Center
Cisco Unified Intelligence Center Finesse
Cisco Unified Intelligence Center
Live Data 653
Cisco Identity Service
Packaged 4000 12000 Cisco ldentity Service

Finesse

Cisco Packaged Contact Center Enterprise 12.0(1) .



B IdP

AW 1dS
660

https://www.cisco.com/c/en/us/support/
customer-collaboration/packaged-contact-center-enterprise/products-maintenance-guides-list.html
Cisco Packaged Contact Center Enterprise

ldP
SSO
2.0 SAML V2 Oasis ID IdP
IdP
SSO
Microsoft AD FS
ID
1 Active Directory 106
2 107
3 Cisco 1dS AD FS 107
4 SAML 109
S Windows Server 2012R2  ADFS
ID 110
Active Directory
Microsoft Microsoft Active Directory Federation Services AD
FS
https://technet.microsoft.com/en-us/library/hh831502(v=ws.11).aspx  Active Directory
Y
(SHA)
* IdP Ciscold SHA-1 SHA-256
* Cisco 1dS SHA-256

. Cisco Packaged Contact Center Enterprise 12.0(1)
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Cisco ldentity Service ID
» Windows Server 2012 ADFS FBA
Microsoft TechNet http://social.technet.microsoft.com/

wiki/contents/articles/1600.ad-fs-2-0-how-to-change-the-local-authentication-type.aspx

* Windows2012R2 ADFS Microsoft

TechNet https://blogs.msdn.microsoft.com/josrod/2014/10/15/
enabled-forms-based-authentication-in-adfs-3-0/

Cisco ldS ADFS
1 ADFS [ ]
Cisco Identity Service ID
Microsoft AD FS
2 ADFS AD FS
3 ADFS-> ->
4
5
6  Cisco ldentity Server sp-xml
7
8  Windows Server2012R2  ADFS

10
11
12

13
14

ADFS 2.0 2.1

[ ]

sp.xml Cisco ldentity Server

SHA-1 OK

Cisco Packaged Contact Center Enterprise 12.0(1) .
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. Cisco IdS ADFS

e uid

e user_principal

SAML

Cisco ldentity Service

o2 ADFS
NamelD
QoS
15
16 LDAP
a)
b) LDAP
c)
d) Active Directory
e) LDAP
. SAM-Account-Name
1. SAM-Account-Name LDAP
2. User-Principal-Name 2 LDAP
user_principal
. UPN
1. User-Principal-Name LDAP
2. User-Principal-Name 2 LDAP
user_principal
SAM-Account-Name UPN

. Cisco Packaged Contact Center Enterprise

ADFS Cisco Identity Service

Cisco ID
NamelD
LDAP
uid
uid
AW ID
12.0(1)



17

18

SAML

SAML B

2
a)
b)
c) Cisco Identity Server
FQDN
d)
c:[Type ==
"http://schemas.microsoft.com/ws/2008/06/identity/claims/windowsaccountname'] =>
issue(Type = "http://schemas.xmlsoap.org/ws/2005/05/identity/claims/nameidentifier”,
Issuer = c.lIssuer, Originallssuer = c.Originallssuer, Value = c.Value, ValueType =
c.ValueType,
Properties["http://schemas.xmlsoap.org/ws/2005/05/identity/claimproperties/format']
"'urn:oasis:names:tc:SAML:2._0:nameid-format:transient",
Properties["'http://schemas.xmlsoap.org/ws/2005/05/identity/claimproperties/namequalifier’]
"http://<AD FS Server FQDN>/adfs/services/trust",
Properties[*'http://schemas.xmlsoap.org/ws/2005/05/identity/claimproperties/spnamequal ifier']
"<fully qualified domain name of Cisco 1dS>");
e)
* <ADFS Server FQDN> ADFS FQDN
* <Cisco IdS server FQDN> Cisco Identity
FQDN
[OK]

Cisco ldentity Service SAML

powershell [ ] Windows Powershell

2 Windows Powershell

PowerShell

Cisco Packaged Contact Center Enterprise 12.0(1) .



Windows Server 2012R2  ADFS ID

3 Set-ADFSRelyingPartyTrust -TargetName <Relying Party Trust Display Name>
-SamlIResponseSignature *MessageAndAssertion™

< >
Windows Server 2012R2  ADFS ID
Windows Server 2012 R2 ADFS SSO
UPN user@Cisco.com
ID
AD FS
ID ADFS
Windows Server 2012 R2 Microsoft AD FS
1
1 [AD FS] LDAP uid [NamelD
]
2 Windows powershell [ ]

Windows Powershell
3 Windows Powershell

PowerShell

4 SAMAccountName AD FS Powershell

Set-AdfsClaimsProviderTrust -Targetldentifier "AD AUTHORITY" -AlternatelLoginlD
sAMAccountName -LookupForests myDomain.com

LookupForests DNS myDomain.com

mkdir C:\themeExport-AdfsWebTheme —Name default —DirectoryPath c:\theme

. Cisco Packaged Contact Center Enterprise 12.0(1)



Cisco Identity Service .

6 C:\theme\script onload.js
AD FS
(II@II)
// Update the placeholder text to not include the domain
var userNamelnput = document.getElementByld('userNamelnput');
if (userNamelnput) {
userNamelnput.setAttribute(*'placeholder™, "Username');

}

// Override submitLoginRequest to not have the "@" check
Login.submitLoginRequest = function ) {

var u = new InputUtilQ;

var e = new LoginErrorsQ);

var userName = document.getElementByld(Login.userNamelnput);
var password = document.getElementByld(Login.passwordinput);
if (luserName.value) {

u.setError(userName, e.userNameFormatError);

return false;

3

if (Ipassword.value) {

u.setError(password, e.passwordEmpty);

return false;

3

document. forms[ " loginForm®].submit();

return false;

¥
7 Windows PowerShell

Set-AdfsWebTheme -TargetName custom -AdditionalFileResource
@{Uri="/adfs/portal/script/onload. js’ ;path="c:\theme\script\onload. js"}

Set-AdfsWebConfig -ActiveThemeName custom

Cisco Identity Service

Cisco ldentity Service Cisco IdS ID IdP
Cisco IdS CiscoldS IdP
SSO CiscoldS
Cisco IdS IdP
CiscoldS
Syslog

Cisco Packaged Contact Center Enterprise 12.0(1) .



. Cisco ldentity Service

\}

Cisco IdS Cisco IdS

Packaged CCE 4000 12000

SSO
Cisco 1dS

Unified CCE
AW
SSO
https://www.cisco.com/c/en/us/

support/customer-collaboration/packaged-contact-center-enterprise/products-maintenance-guides-list.html

Cisco Packaged Contact Center Enterprise

Unified CCE >

username@FQDN

SAML

1dS

CiscoldS IdP Cisco 1dS

Cisco 1dS
[ Next ]

IdP
ldP

[ Security ]

24

. Cisco Packaged Contact Center Enterprise

> >
Unified CCE
[ ]
2
12.0(1)
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120
10
11 [ Save ]
12

SAML

. SAML
13 [ Save ]
14

Identity Service
URL Cisco 1dS

15 Identity Service

a) | New ]
b)
C) URL
d)
16
17
18
19

Cisco Packaged Contact Center Enterprise

Cisco Identity Service .

1 10

60 5

SAML

URL

ID URL

200



20 Syslog Syslog
21 [ Save ]
« Cisco 1dS
. SSO
Cisco 1dS SSO

« Cisco ldentity Service Cisco IdS

* Internet Explorer
CCE
https://fully-qualified-name.com/cceadmin

1 Unified CCE >
2 Unified CCE
Cisco IdS
3 [ Test ]
[ ]
Cisco IdS
SSO

. Cisco Packaged Contact Center Enterprise

AW

SSO
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Packaged CCE 12000 B

SSO
4 [ Set Mode ] SSO
*[ SSO Non-SSO ] SSO
Active Directory
o[ Hybrid ] SSO
* [SSO] SSO
SSO
SSO
Packaged CCE 12000
Packaged CCE 12000
1 CCE 116
2 Cisco Unified Customer Voice Portal 87
3
203
4 Cisco Unified Communications Manager
90
5 Cisco Unified Intelligence Center 96

Cisco Packaged Contact Center Enterprise 12.0(1) .



B o

6 Cisco Finesse 97
7 102
8 Cisco ldentity Service 105
9 Cisco Unified Customer Voice Portal Reporting
Server 44
10 VVB 48
11 Cisco 10S Enterprise
49
12 IPv6 56
13
ECE
411
CCE
Packaged CCE 12000
1 117
2 117
3 AW-HDS 118
4 HDS-DDS 118
5 Unified CCE 72
6 PG VM
PG VM Unified CCE
82
7 Packaged CCE 76
8 Cisco Unified Contact Center Enterprise PG
82

. Cisco Packaged Contact Center Enterprise
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9 Configuration Manager
PCCE 4000
12000 434
10 CA
AW CA
656
11
AW
657
Packaged CCE 12000
1 CCE SQL Server
2
2 3
3 Unified CCE 82
4 68
5
69
6
69
7 ICM 119
8 Cisco SNMP 21

Packaged CCE 12000

Cisco Packaged Contact Center Enterprise
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Bl +os-oos

1 Unified CCE 82
2
71
3 ICM 119
4 Cisco SNMP 21
HDS-DDS
Packaged CCE 12000 HDS-DDS
1 CCE SQL Server
2
2 Unified CCE 82
3 HDS 73
4
74
5 ICM 119
6 Cisco SNMP 21
AW-HDS
Packaged CCE 12000 AW-HDS
1 CCE SQL Server
2
2 Unified CCE 82
3 HDS 73
4
74
12.0(2)
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ICM

IcM B
5 ICM 119
6 Cisco SNMP 21
Configuration Manager EXPLORER
ICM
1 Unified CCE Web
2 [ ]
3 EXPLORER
a) > > Cisco Unified CCE > > Configuration
Manager
b) > EXPLORER > EXPLORER
c)
AccountliInfo
A \\dblookupl\DBLookup.Accountlinfo
B < B >
<
dblookupl DBLookup AccountInfo
AccountNo
<
4 Unified CCE

a) HKEY_LOCAL_MACHINE > SOFTWARE > Cisco Systems, Inc. > ICM > <
> > RouterA > Router > CurrentVersion > Configuration > Database registry

b) SQLLogin

Cisco Packaged Contact Center Enterprise

200



B o

\\dblookupl\DBLookup=(sa,sa)

DBLookup sa, sa SQL

CallingLinelD

1:1CM

® st

Look up an exterral Dashase
for Customer DMIS and
retreving the Account Mumbel

&

Setthe varakle
‘user.microapp.inline tts' to
the initid prompt plevedtothe
caller

$

Set the

call uzer microapp play_data
to Customer Account Mumber

Play the ntial greeting prompt g

%2 Release Call

Hay the customer account
rumker

208516

ICM

Accountinfo
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Packaged CCE Lab Only

Packaged Contact Center Enterprise Packaged CCE
CCE Lab

Unified CCE Web
Packaged CCE 155

Unified CCE Administration Packaged CCE Lab

. Log Collection

. Single sign-on

Packaged CCE Lab Only

Packaged CCE Lab Only 2000

Lab Only
« Unified CCE Roggerl
« Unified CCE AW-HDS-DDS 1
* Unified CCE PG 1

 Unified CVP 1

A\

Packaged CCE Lab Only .

Packaged

Unified CCE

Unified CVP

* Cisco Unified CM 1
« Cisco Unified Intelligence Center 1

* Cisco Finesse 1

Cisco Packaged Contact Center Enterprise

200



Duplex Mode

*0
« Cisco SocialMiner 0
« Cisco Unified CVP Reporting 0

* Cisco MediaSense 0

* Cisco 0
. 0
\
Packaged Contact Center Enterprise Lab Only
Lab Only
ESXi

« Cisco Virtualized Voice Browser 0
* Cisco Unified SIP Proxy 0
. 0

* MediaSense 0 1

A\

MediaSense
« Cisco SocialMiner 0 1
« Cisco Unified CVP Reporting 0 1
« Cisco Enterprise 0 1
. 0 1
Duplex Mode
Lab Only
S
Lab CCE ESXi

. Cisco Packaged Contact Center Enterprise 12.0(1)



Duplex Mode .

* Unified CCE Rogger 1

« Unified CCE AW-HDS-DDS 1

* Unified CCEPG 1

« Cisco Unified CVP 1

« Unified Communications Manager 1

« Unified Communications Manager 1
« Unified Intelligence Center 1

* Finesse 1

B
B
* Unified CCE Rogger 1

* Unified CCE AW-HDS-DDS 1

* Unified CCE PG 1

* Cisco Unified CVP 1

* Unified Communications Manager 1
« Unified Intelligence Center 1

* Finesse 1

External
Lab Only
<0
» Cisco Virtualized Voice Browser 0 1

* Cisco Unified SIP Proxy 0

* SocialMiner 0 1

« Cisco Enterprise 0 1
« Unified CVP Reporting 0 1

* MediaSense 0 1

. 0 1

Cisco Packaged Contact Center Enterprise 12.0(1) .



. Packaged CCE Lab

\}

ESXi
* Cisco SocialMiner 0 1
« Cisco Unified CVP Reporting 0 1
« Cisco Enterprise 0 1
. 0 1
. 0

« Cisco Virtualized Voice Browser 0

* Cisco Unified SIP Proxy 0

Packaged CCE Lab

Unified CCE Administration
Packaged CCE

1 Packaged CCE: Lab Mode
[ Next ]
2
. Lab Mode
. Lab Mode
[

Content File ]
[ Next ]

https://www.cisco.com/
c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/

products-maintenance-guides-list.html  Cisco Packaged Contact Center Enterprise

3 [ Settings ]

. Cisco Packaged Contact Center Enterprise 12.0(1)
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Packaged CCE Lab .

* [Mobile Agent Mobile Agent Codec ] Mobile Agent
Lab Only A
B
. Active Directory
. Active Directory
Packaged CCE Active Directory
[ Next ]
[ Details ]
[ Done ]
[ Retry ]
[OK] [ Start Over ]
Unified CVP
* Unified CM

* Unified CVP Reporting Server
« Unified SIP Proxy

* Virtualized Voice Browser

* SocialMiner

» MediaSense

Cisco Packaged Contact Center Enterprise 12.0(1) .



Packaged CCE 2000

10
Unified CCE
Packaged CCE
. Log Collection
Packaged CCE Only Unified CCE Administration
Packaged CCE Lab Only

1 Unified CCE Web

2 Microsoft Excel [ ]

3

4

. Cisco Packaged Contact Center Enterprise 12.0(1)



% 26

% 3d

operation

Name

machineType

publicAddress

Cisco Packaged Contact Center Enterprise
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publicAddressServices CCE_ROGGER:

CCE_PG: Unified CCE
PG UCM PG
ID
5000 TIP_PG
TIP_PG_TOS
ID
ID
[ > 1
CCE_AW : Unified CCE

user@domain.com

Unified CCE

CVP: Unified CVP

CM_PUBLISHER: AXL

CUIC_PUBLISHER:
Unified Intelligence Center

Cisco Identity
Service
FINESSE : FINESSE
privateAddress CCE_PG CCE_ROGGER
IP
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« Packaged CCE 2000
* Packaged CCE 4000
* Packaged CCE

Packaged CCE 2000

Packaged CCE 2000

12000

153

131

140

131

136

PIM

138

140

Cisco Unified Customer Voice Portal Reporting Server

44

VVB 48

2000

132

Cisco Packaged Contact Center Enterprise
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1 Unified CCE > >

2 +
3 CCEPG
10
core main site
A PG A IP
IP FQDN
B PG B IP
1P FQDN
PG
. Unified CM Finesse
* VRU CVP
IP IP
IP
4 [ Next ] PG
5 Unified CM
a) CM
b)
c) [ Save ]
12.0(1)

. Cisco Packaged Contact Center Enterprise



CM 1

6

. A

. B
7 0 Next ]
8  Finesse Finesse
9 Next ]
10 CVP A B CVP
11 [ Next ]

Unified CCE PG

* Unified Communications Manager
Unified CCE PG

* CUCM PIM CUCM

* CTI

VRU 2 VRUPIM  VRU PG

JTAPI

PG

Portal

PG

Unified CCE Rogger PG
Unified . PG
Communications
Manager
Finesse e CTI

* AW
Unified Customer \oice  Unified CVP

* Unified CVP VXML

 Unified CVP Media Server

Cisco Packaged Contact Center Enterprise
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[

1
12
13
* PG VRU 2 CVP
S
Agent PG Finesse
AW CA AW
Finesse https://www.cisco.com/c/en/us/support/

customer-collaboration/packaged-contact-center-enterprise/products-installation-guides-list.html  Cisco
Unified Contact Center Enterprise

1 Unified CCE > >
2
3 CCE PG
PG
4
132
Delete |
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[ Delete ] .

* SIP SIP Server Groups
: Script
A
Finesse
CVvP
* CVP CVP

Packaged CCE ID  ORM.properties

1 Unified CCE > >
2
3 [ Delete ]
4 [ Yes ]
Configuration Manager >
> >

Cisco Packaged Contact Center Enterprise 12.0(1) .



PG
* VRU Unified CVP Unified
SIP
SocialMiner
SocialMiner
1
+
2
3 IP
FQDN
FQDN
1P IP
4
5[ Save ]
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« Configuration Manager
CUCM PG

* LDAP ECE Web

https://www.cisco.com/c/en/us/support/customer-collaboration/
cisco-enterprise-chat-email/products-maintenance-guides-list.nhtml

*VVB VVB 00Ss
10
 SocialMiner SocialMiner
CCE SocialMiner
Unified CM AXL
SocialMiner
* \Web

Virtualized Voice Browser

Unified SIP Proxy

Unified CVP Windows
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PIM

. Unified SIP SIP
SIP
* Unified CM Unified CM
[ 1 Unified CM
IP AXL AXL
PIM
MR PG
MR PG PIM
4 PIM
. PIM
« SocialMiner PIM
. PIM ECE
. PIM
PIM
. PIM
« Unified CCE
> >
\)
ECE PIM
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PIM B

PIM PIM https://www.cisco.com/
en/US/products/ps12586/prod_maintenance_guides_listhtml  Cisco Packaged Contact Center Enterprise

https://www.cisco.com/c/en/us/support/customer-collaboration/cisco-enterprise-chat-email/
products-installation-guides-list.html Enterprise Chat and Email Installation Guide (for Packaged
Contact Center Enterprise)

PIM

~N oo o1 B~ W N -

10
11
12
13

PIMS MR PIM1 oK
ID ID
1) ECE 1P
)
PIM ECE
38001
(2
2
5
10
MR PIM
) 1)
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14 [OK]

ECE Unified CCE

1 ECE Web LDAP

https://www.cisco.com/c/en/us/support/customer-collaboration/
cisco-enterprise-chat-email/products-maintenance-guides-list.html

2 Unified CCE

a) Web [ ] https://<fqdn of ecewebserver>
b)
c) Unified CCE

Packaged CCE 4000 12000

Packaged CCE 4000 12000

141

144
150
PIM 138
140

Cisco Unified Customer Voice Portal Reporting Server 44
VVB 48
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PCCE 4000 12000 434
1
1 Unified CCE > >
2 +
3
4
5
5:CS8V
Name
A Z 0 9 @]
)
128
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. CVP
« FINESSE_PRIMARY

« FINESSE_SECONDARY
« CM_PUBLISHER

« CM_SUBSCRIBER

« CCE_PG

«ECE ECE

« ECE_WEB_SERVER
« CVP_REPORTING

« GATEWAY

- CVVB

« CUSP

« THIRD_PARTY_
MULTICHANNEL

publicAddress 1=

. Cisco Packaged Contact Center Enterprise 12.0(1)



connectioninfo

CM_PUBLISHER
FINESSE_PRIMARY
ECE_WEB_SERVER
CVP
CVP_REPORTING
CUSP

userName=<user@domain.com>
&password=<pass>&port=<1234>

administrator

. administrator

(&) )

URL

« CCE_AW
EXTERNAL_HDS

7890
CUIC_PUBLISHER
IDS_PUBLISHER
LIVE_DATA

CM_PUBLISHER
FINESSE_PRIMARY

8443 CVP
CVP_REPORTING
8111
EXTERNAL_CVVB
EXTERNAL SOOAL MINER

ECE_WEB_SERVER
443

« ECE_WEB_SERVER

privateAddress

CCE_PG

Cisco Packaged Contact Center Enterprise
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peripheralSetName PG CUCM z
Finesse CVP 0 9
() )
10
side sideA
sideB
6
7
[
. SIP
* CVP CVP
1 Unified CCE > >
2 >
4000 12000
12.0(1)
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1 Unified CCE >

6:CSV

Name

()
128

z
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* AW
* HDS

« ECE ECE 1500
ECE 400
ECE

« ECE_WEB_SERVER
«CVP

« CVP_REPORTING

« CM_PUBLISHER

« CM_SUBSCRIBER

« FINESSE

« FINESSE_PRIMARY
« FINESSE_SECONDARY
« GATEWAY

«CVVB

« CUSP

« SOCIAL_MINER

« THIRD_PARTY _
MULTICHANNEL

*HDS AW

CUIC_SUBSCRIBER

* FINESSE CM

publicAddress

. Cisco Packaged Contact Center Enterprise

12.0(2)




connectioninfo CM_PUBLISHER userName=<user@domain.com>

FINESSE_PRIMARY | g password=<pass>&port=<1234>
ECE WEB_SERVER

CVP . administrator
CVP_REPORTING
CUSP .
(&) =)
URL
« CCE_AW

EXTERNAL_HDS

7890
CUIC_PUBLISHER
IDS_PUBLISHER
LIVE_DATA

CM_PUBLISHER
FINESSE_PRIMARY

8443 CVP
CVP_REPORTING
8111
EXTERNAL_CVVB
EXTERNAL SOOAL MINER

ECE_WEB_SERVER
443

peripheralSetName CUCM  Finesse A Z
CvP 0 9

side sideA
sideB

Cisco Packaged Contact Center Enterprise 12.0(1) .



AW

AW

CCE

Finesse

SocialMiner

ECE Web

Virtualized Voice Browser

CUSP

CuIC

CVvP

Windows

. Cisco Packaged Contact Center Enterprise

12.0(2)




CVP Windows
CVP
CVP
Unified CVP
204
402

IDS
Unified CM AXL

CCE_AW HDS CVP_REPORTING
CUIC_SUBSCRIBER CUSP CvvB

EXTERNAL_THIRD_PARTY_MULTICHANNEL
DC_EXTERNAL_THIRD_PARTY_MULTICHANNEL

2 [ Yes ]

Cisco Packaged Contact Center Enterprise 12.0(1) .




Finesse CVP

1
1 Unified CCE > >
2 >
3
4
7:CSV
Name
A Z 0 9
() ()
128
* CVP
* FINESSE_PRIMARY
* FINESSE_SECONDARY
*« CM_PUBLISHER
* CM_SUBSCRIBER
* CCE_PG
publicAddress IP

. Cisco Packaged Contact Center Enterprise 12.0(1)



connectioninfo CM_PUBLISHER userName=<user@domain.com>

FINESSE_PRIMARY | g password=<pass>&port=<1234>
ECE_WEB_SERVER

CVP . administrator
CVP_REPORTING .

CUSP

(&) (=)
URL
* CCE_AW
EXTERNAL_HDS
7890

CUIC_PUBLISHER
IDS_PUBLISHER
LIVE_DATA
CM_PUBLISHER
FINESSE_PRIMARY 8443
CVP CVP_REPORTING

8111
EXTERNAL_CVVB
EXTERNAL_SOCIAL_MINER

ECE_WEB_SERVER

443

« ECE_WEB_SERVER

privateAddress IP

peripheralSetName PG CUCM A Z
Finesse CVP 0 9

10

Cisco Packaged Contact Center Enterprise 12.0(1) .



side sideA

sideB
5
6
. PG PIM Finesse Cuc™M
* VRU PG PIM CVP
. 1
PG Cisco Unified Contact Center Enterprise PG 82
1 Unified CCE > >
2
<site name>
3
4
5

. Cisco Packaged Contact Center Enterprise 12.0(1)
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Packaged CCE

131

* Unified CM

« Unified CVP Reporting Server
* Unified SIP Proxy

* Virtualized Voice Browser

« SocialMiner
* MediaSense

136 137

Cisco Packaged Contact Center Enterprise 12.0(1) .
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. 155
. 169
. 235
. 252
. 305
. Call Settings 348
. 401
. 411
. 412
. Capacity 429
CA
Windows
CA
Finesse
1 Windows CLI certutil -ca.cert ca_name.cer
ca_name

Cisco Packaged Contact Center Enterprise 12.0(1) .



. Internet Explorer

Internet Explorer

10
11
12
13

Packaged CCE

CA
CA
CA
Internet Explorer
Windows Explorer ca_name.cer ca_name
[ Open ]
[ Install Certificate ]>[ Next 1>
Place all certificates in the following store ]

[ Browse ] [ Trusted Root Certification
Authorities)]
[OK]
[ Next ]
[ Finish ]

CA
[ Yes ]

Internet Explorer
[ Tools 1> Internet Options ]

[ Content ]
[ Certificates ]
[ Trusted Root Certification Authorities)]

Internet Explorer 11 CA

. Cisco Packaged Contact Center Enterprise 12.0(1)
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Firefox CA B
Firefox CA
Firefox
S
Finesse
FQDN
1 Firefox [ Options ]
2 [ Advanced ]
3 [ Certificates ]
4 [ View Certificates ]
5[ Authorities ]
6 [ Import ] ca_name.cer ca_name
7
8
Internet Explorer
Active Directory
Internet Explorer
S
Finesse
FQDN
1 Windows [ Administrative Tools ]>[
Group Policy Management ]
Finesse
[ Group Policy Management ] [
Cross Document Messaging ] Internet Explorer 11
Finesse

Cisco Packaged Contact Center Enterprise 12.0(1) .
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2 [ Default Domain Policy ] [ Edit ]
3 Group Policy Management Console [ Computer Configuration 1>
Policies ]>[ Window Settings ]>[ Security
Settings 1> Public Key Policies)]
4 [ Trusted Root Certification Authorities ] [
Import ]

5 ca_name.cer

6 [ Computer Configuration ]>[ Policies ]>[
Window Settings ]>[ Security Settings  ]>[ Public
Key Policies)] > [ Client - Auto-Enrollment(Certificate Services Client -
Auto-Enrollment)]
7 [Configuration Model] [ Enabled ]
8 Internet Explorer
9 gpupdate.exeftartget:computer
[force
Unified CCE
1
https://<IP Address>/cceadmin Unified CCE Administration
<IP Address> A B Unified CCE AW HDS

Active Directory
user@domain.com

IPv6 https://<FQDN>/cceadmin
Unified CCE Administration <FQDN> A B CCE
AW HDS

Active Directory user@domain.com

[ID ]
Unified CCE

. Cisco Packaged Contact Center Enterprise 12.0(1)
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[ Sign-In ] 12
[ Language ]
Windows Windows
Mac
S
Packaged CCE 1
. Call Settings

Cisco Packaged Contact Center Enterprise 12.0(1) .
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Lists
ECE Web Unified CCE >
Lists
[ List ]
[ List ]
[ Teams |
[ Call Types ] [
List ]
[ List ]
[ List ] [ Search ]
[ Name ] [ Description ]
[ Search ]
ID
[ Search ]
[+]
. [1D]

. Cisco Packaged Contact Center Enterprise 12.0(1)
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. [ Globalsand Departments ] [
Globalsonly ] [ Departments only ]
[ Globals and Departments ] [ Departmentsonly ]
OR

N

[ Agents ] [ Search ]
[ Search ] [+]
. ID
. OR
. AND
AND
. [ Globalsand Departments ] [
Globalsonly ] [ Departments only ]
[ Globals and Departments ] [ Departmentsonly ]
OR

Departments 280

[ List ] [ arrow |

Cisco Packaged Contact Center Enterprise 12.0(1) .
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[ List ] [ New ] [ Add ]
[ List ]
240
[ ]
358
e
Tool
Administrators [ All ]

. Cisco Packaged Contact Center Enterprise 12.0(1)
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Tool
Agents
[
Change Password ]
* Packaged CCE
Unified Intelligence
Center
* Packaged CCE
Unified Intelligence
Center
Is Supervisor
Unified Intelligence Center
Attributes Type ]
Bucket Intervals Name ]
Bulk Jobs
Call Types ID

Cisco Packaged Contact Center Enterprise
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Tool
Desk Settings [ All ]
Dialed Numbers ,
Expanded Call Variables
[ Name ] [
Description ] [ Maximum
Length ] [ Enabled ] [
Persistent ]
[
Enabled ] [ Persistent ]
[ All ]
Cisco_\Woice MRD
MRD
VRU [ All ]
Precision Queues [ All ]
Roles

. Cisco Packaged Contact Center Enterprise

12.0(2)
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Tool
SIP FQDN
Packaged CCE
Unified
Intelligence Center
Skill Groups
[Peripheral Peripheral Number ]
Peripheral
[ ]
X X
Unified CCE Administration
. Configuration Manager

Unified CCE Administration

Cisco Packaged Contact Center Enterprise 12.0(1) .
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Administrators —
Agents Is Supervisor
Unified
Intelligence Center
Unified Intelligence Center
Attributes —
Bucket —
Intervals
Bulk Jobs
[ Bulk
Jobs ]
[ Bulk Jobs ]
2 AW
Unified CCE AW
Call Types —
Desk Settings —

. Cisco Packaged Contact Center Enterprise 12.0(1)
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Dialed —
Numbers
SIP
SIP
SIP
Expanded —
Call Variables
Cisco_\oice MRD
MRD ECE
VRU —
Precision Queues
Roles —
Teams Packaged CCE
Unified
Intelligence Center
Skill —
Groups
Permanent Deletion 433

Cisco Packaged Contact Center Enterprise 12.0(1) .
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[ Add ] [ Edit ]
1
1
1
[ Skill Group Members ]
1
[+]
?
esc ?
Unified CCE
Unified CCE [
]
[ ]
[ ]
Packaged CCE 2000
19
Unified CCE

. Cisco Packaged Contact Center Enterprise

12.0(2)
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[ ] Cisco Unified Customer Voice Portal
CvP Cisco Finesse Cisco Unified Intelligence Center CUIC
ECE Web Cisco Virtualized Voice Browser
VVB
169
1
2
CVP
CvP
3

* CVP Server
» CVP Reporting Server
*VVB

* Finesse

Cisco Packaged Contact Center Enterprise 12.0(1) .
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1 CvP

Packaged CCE CvP

*ICM
* SIP
* IVR

* VXML Server

/ 663

ICM

ICM Unified CVP ICM SIP
IVR VXML ICM

ICM
ICM

* VRU

1 Unified CCE > > > > CVP

2 ICM [ ]
3

. Cisco Packaged Contact Center Enterprise 12.0(1)
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ICM .
8:IcM
VRU VRU ICMPIM TCP ICM
Connection Port
5000
DNIS DNIS 1
Maximum Length of 99,999
DNIS
1800******
DNIS 10
PSTN DNIS DNIS
Unified CVP ICM
ID
DNIS ICM
VRU ICM
ID
Unified CVP DNIS
ID
2 ID
ICM
VRUPIM - Unified CVP ICM
Enable
Gateway Trunk
Reporting
CVP
Maximum Gateway
Ports Unified ICM
700
+

Cisco Packaged Contact Center Enterprise 12.0(1) .
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4 [ Save ]
IVR
Unified CVP
. SIP
* VRU
. SIP
IVR ICM
VXML
IVR
IVR

VXML Server

IVR
*ICM

* ASR/TTS
 Unified CVP VXML Server

1 Unified CCE > >

2 IVR

. Cisco Packaged Contact Center Enterprise

Packaged CCE

Unified CVP
IVR
Run Script
VXML VXML
Unified CVP VXML Server VXML
VXML
ASR/TTS
2
IVR
> > CVP
12.0(1)
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IVR .

9:IVR
HTTP URL
SIP
HTTP HTTPS
URL
HTTPS
URL
VXML
- XML 1P
VXML
IP
CVP
HA
HA
C:\Cisco\CVP\conf mediaServer
» MediaServer.1.hostName =<
>
* MediaServer.1.ip = < IP
>
IP Unified CCE
IP
VXML
VXML IP
<
>-packup

Cisco Packaged Contact Center Enterprise 12.0(1) .
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B

IVR SIP
IVR
6 7,200
IP
FTP
Cisco\CVP\conf mediaServer
CVP

MediaServer.1.hostName = <
>

MediaServer.1.ip = < 1P>
MediaServer.1.port =

MediaServer 1. isFTPEnabled = true
MediaServer.1.ftpPort = 21

MediaServer.1.ftpUserName = <
FTP >

MediaServer ftpPswd = < FTP
>

FTP

C:\Cisco\cvp\bin\mediaServerPasswordEncrypt.bat

3 [ Save ]

CvP mediaServer.properties

. Cisco Packaged Contact Center Enterprise 12.0(1)
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sIp B

SIP
CVP SIP
Session Initiation Protocol  SIP RFC 3261 Unified CVP
SIP SIP SIP VXML
Cisco Unified Communications Manager ~ SIP SIP
Unified CVP
1 Unified CCE > Administration > > > cvp

2 [SIP]

10: SIP

Enable Outbound

Cisco Unified SIP
Cisco Unified SIP

Proxy CUSP
[ No ]
Outbound Proxy
Host SIP
SIP
CUSP
5060
Outbound
Proxy Port
DNS SRV

Cisco Packaged Contact Center Enterprise
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B sr

. Cisco Packaged Contact Center Enterprise

Packaged CCE

DNS SRV - DNS SRV
[ Yes ]
[SRV ]
DNS SRV - DNS
SRV
[SRV 1
DNS SRV
[ TCP UDP
Outgoing
Transport Type
port Type ] [TCP]
SIP SIP
5060
SIP URI
0
Use

Error Refer

False
SIP SIP

100
SIP SIP

100
SIP ICM

SIP +
ICM SIP
255
12.0(1)
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VXML

VXML B
255
5061
TLS IVR SIP
TLS
TLS TLS1.0 11
1.2 TLSv 1.2
TLS
Unified CVP SIP TLS
SIP
TLS
Unified CVP
2048
TLS_RSA_WITH_AES_128 CBC_SHA
TLSv1.2
Cipher TLS
+
30 Save ]
[Unified CVP VXML Server Unified CVP VXML Server Configuration ] Unified

CVP VXML Server

Reporting Server

Unified CVP VXML

ANI

DNIS

Unified CVP VXML

Cisco Packaged Contact Center Enterprise
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Call Studio AddtoLog ]
1 Unified CCE > > > > CVP
2 VXML

11: VXML
Unified CVP VXML Server Unified CVP VXML Server  Reporting Server
Enable

Reporting for this Unified CVP Reporting Server

VXML Server VXML

VXML VXML

Enable

Reporting for VXML Application

Details

VXML

Inclusive
Filters
ECC
*
Exclusive
Filters
ECC
3 [ Save ]
CVP SIP IVR ICM CVP
12.0(2)
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syslog
syslog syslog
1 Unified CCE > > > >CVP
2 [ Infrastructure ]
12:
Max Log File Size MB
1 100MB
10 MB

Max Log Directory Size

500  500,000MB
20,000MB

5000

Syslog

Syslog

CVP syslog
syslog

Cisco Packaged Contact Center Enterprise
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B unifieacvr

Unified CVP

Packaged CCE

. Cisco Packaged Contact Center Enterprise

Syslog syslog
Primary Syslog Server
Port Number 1 65535
Syslog CVvP
Syslog Primary syslog
Backup Syslog Server syslog
IP
syslog
Syslog
Primary Backup Syslog 1 65535
Server Port Number
Syslog
Syslog CVP syslog
syslog
IP
Syslog syslog
Secondary Syslog
Server Port Number 1 65535
Syslog CvP
Syslog Secondary syslog
Backup Syslog Server syslog
IP
syslog
Syslog
Secondary Backup Syslog 1 65535
Server Port Number
30 Save ]
GED 125
GED 125
12.0(2)
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ICM
%CVP_HOME%\conf\icm.properties ICM.Secure.UseClientAuth
FALSE
security.properties
S
%CVP_HOME\confisecurity.properties
Security.keystorePW = < >
Unified CCE > > >CVP
ICM VRU PIM
1 %CVP_HOME%\jre\bin\keytool.exe

-export -v -keystore %0CVP_HOME%\confisecurity\.keystore -storetype JCEKS -alias
callserver_certificate -file %6CVP_HOME%\confisecurity\<callserver_certificate.pem>

2
3 Callserver
ICM
1 CVP CVP CallServer [ICM]
2 c:\icm\bin

Cisco Packaged Contact Center Enterprise 12.0(1) .
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ICM

ICM

Packaged CCE |

3 CiscoCertUTtil.exe /install <callserver_certificate.pem>

PIM A B

host.pem c:\icm\ssl\certs

[ICM] CiscoCertUtil.exe
/generatecert

C:\icm\bin>ciscocertutil.exe /generatecert

Hostname is:[stow-cl-ccA.boston.com]
Cert Reg path C:\icm\ssl\certs\host.pem and Key Reg path C:\icm\ssl\keys\host.key ifstream

exception [1953599728]

Certout -out C:\icm\ssl\certs\host.pem and KeyOut -keyout C:\icm\ssl\keys\host.key
SYSTEM command is ..\ssl\bin\openssl.exe req -x509 -newkey rsa:2048 -days 7300
-nodes -subj /CN=stow-cl-ccA.boston.com -config ..\ssl\cfg\openssl.cfg -out
C:\icm\ssl\certs\host.pem -keyout C:\icm\ssl\keys\host.key

Generating a 2048 bit RSA private key

writing new private key to "C:\icm\ssl\keys\host.key

host.csr host.key C:\icm\ssl\certs

VRU PG

[CVvP ] host.pem
c:\lcmCertificate

%CVP_HOME%\jre\bin\keytool.exe -import -v
-alias icm_certificate -storetype JCEKS -trustcacerts -keystore
%CVP_HOME%\confisecurity\.keystore -file c:\\IcmCertificate\host.pem

. Cisco Packaged Contact Center Enterprise 12.0(1)
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CA

\)

CA B

[ Yes ]

4 Callserver

security.properties

%CVP_HOME%\confisecurity.properties

Security.keystorePW = < >

%CVP_HOME%\jre\bin\keytool.exe -storetype
JCEKS -keystore %CVP_HOME%)\conf\security\.keystore -delete -alias callserver_certificate

%CVP_HOME%\jre\bin\keytool.exe -storetype JCEKS -keystore
%CVP_HOME%\confisecurity\.keystore -genkeypair -alias callserver_certificate -v -keysize 2048
-keyalg RSA

Enter keystore password: <enter the keystore password>
What is your first and last name?

[Unknown]: <specify the CVP host name> E.g cisco-cvp-211
What is the name of your organizational unit?

[Unknown]: <specify OU> E.g. CCBU
What is the name of your organization?

[Unknown]: <specify the name of the org> E.g. CISCO
What is the name of your City or Locality?

[Unknown]: <specify the name of the city/locality> E.g. BLR
What is the name of your State or Province?

[Unknown]: <specify the name of the state/province> E.g. KAR
What is the two-letter country code for this unit?

[Unknown]: <specify two-letter Country code> E.g. IN

Specify “yes” for the inputs.

CSR %CVP_HOME%o\jre\bin\keytool.exe
-storetype JCEKS -keystore %CVP_HOME%\conf\security\.keystore -certreq -alias

Cisco Packaged Contact Center Enterprise 12.0(1) .
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ICM

ICM

ICM

10

Packaged CCE |

callserver_certificate -file %CVP_HOME%\confisecurity\callserver.csr
callserver.csr

callserver.csr  %CVP_HOME%\conf\security\ CA
CA CA %CVP_HOME%\conf\security\
CA %CVP_HOME%\jre\bin\keytool.exe

-storetype JCEKS -keystore %CVP_HOME%\confi\security\.keystore -import -v -trustcacerts -alias
root -file %CVP_HOME%\conf\security\<filename_of _root_cert>.

%CVP_HOME%\jre\bin\keytool.exe -storetype
JCEKS -keystore %CVP_HOME%\conf\security\.keystore -import -v -trustcacerts -alias

callserver_certificate -file %6CVP_HOME%\confisecurity\<filename_of CA signed_cert>

[ICM] CA
c:\Cisco\icm\bin
CiscoCertUtil.exe /install rootCA.pem

[ICM] CiscoCertUtil.exe /csr client

C:\icm\bin>CiscoCertUtil.exe /csr /client

CSR Reg path C:\icm\ssl\certs\host.csr and Key Reg path C:\icm\ssl\keys\host.key
CSRout -out C:\icm\ssl\certs\host.csr and KeyOut -keyout C:\icm\ssl\keys\host.key
SYSTEM command is ..\ssl\bin\openssl.exe req -new -newkey rsa:2048 -nodes -config
--\ssl\cfg\openssl.cfg -out

C:\icm\ssl\certs\host.csr -keyout C:\icm\ssl\keys\host.key

WARNING: can®t open config file: Zusr/local/ssl/openssl.cnf

Generating a 2048 bit RSA private key

. Cisco Packaged Contact Center Enterprise 12.0(1)
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You are about to be asked to enter information that will be incorporated
into your certificate request.

What you are about to enter is what is called a Distinguished Name or a DN.
There are quite a few fields but you can leave some blank

For some fields there will be a default value,

IT you enter ".", the field will be left blank.

Country Name (2 letter code) [AU]:IN

State or Province Name (full name) [Some-State]:KA

Locality Name (eg, city) []1:BLR

Organization Name (eg, company) [Internet Widgits Pty Ltd]:cisco
Organizational Unit Name (eg, section) []:ccbu

Common Name (e.g. server FQDN or YOUR name) []:abc.com

Email Address []:radmohan@cisco.com

Please enter the following “"extra® attributes
to be sent with your certificate request

A challenge password []:*****

An optional company name []:cisco

host.csr host.key C:\icm\ssl\certs

2 CA

. host.pem C:\icm\ssl\certs

C:\icm\ssl\certs CA host.cer

* host.csr  host.pem
3 c:\icm\bin > cis Ciscocertutil = .exe/install c:\icm\ssl\host.pem
4 VRU PG
1 [CVP] host.pem c/c icmcertificate
2 %CVP_HOME%\jre\bin\keytool.exe -import -v

-alias icm_certificate -storetype JCEKS -trustcacerts -keystore
%CVP_HOME%\conf\security\.keystore -file c:\lcmCertificate\host.pem

3 Callserver
Cisco VVB SIP
SIP

Cisco Packaged Contact Center Enterprise 12.0(1) .
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security.properties

%CVP_HOME%\confisecurity.properties

Security.keystorePW = < >

%CVP_HOME\jre\bin\keytool.exe -export -v -keystore %CVP_HOME%\conf\security\.keystore
-storetype JCEKS -alias callserver_certificate -file

%CVP_HOME%\confisecurity\<callserver_certificate.cer>
2

3 VVB/VVB %CVP_HOME%\conf\security\
callserver

%CVP_HOME%\jre\bin\keytool.exe -import -trustcacerts -keystore
%CVP_HOME%\confisecurity\.keystore -storetype JCEKS -alias vb_cert -file

%CVP_HOME%\confisecurity\<vvb certificate.pem>
VVB Cisco VVB 5

5 List
%CVP_HOME%\jre\bin\keytool.exe -storetype JCEKS -keystore
%CVP_HOME%\confisecurity\.keystore -list

Cisco VVB

. Cisco Packaged Contact Center Enterprise 12.0(1)
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CA B

1 CVP CVP CallServer tomcat-trust
VVB

2 0S > > >

3 tomcat-trust

4

5 VVB

6 (ON] > >

7 tomcat

8 tomcat .PEM

9 Cisco Tomcat

10 Cisco VVB > >TLS

11 TLS

12 TLS

13 VVB Cisco VVB

CA
security.properties
S
%CVP_HOMEY\conf\security.properties

Security.keystorePW = < >

1 %CVP_HOME%\jre\bin\keytool.exe -storetype
JCEKS -keystore %CVP_HOME%)\conf\security\.keystore -delete -alias callserver_certificate

2

3

%CVP_HOME%\jre\bin\keytool.exe -storetype JCEKS -keystore

Cisco Packaged Contact Center Enterprise 12.0(1) .
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Cisco VVB

10

1

4
5

Cisco Packaged Contact Center Enterprise
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%CVP_HOME%\confisecurity\.keystore -genkeypair -alias callserver_certificate -v -keysize 2048
-keyalg RSA

Enter keystore password: <enter the keystore password>
What is your first and last name?

[Unknown]: <specify the CVP host name> E.g cisco-cvp-211
What is the name of your organizational unit?

[Unknown]: <specify OU> E.g. CCBU
What is the name of your organization?

[Unknown]: <specify the name of the org> E.g. CISCO
What is the name of your City or Locality?

[Unknown]: <specify the name of the city/locality> E.g. BLR
What is the name of your State or Province?

[Unknown]: <specify the name of the state/province> E.g. KAR
What is the two-letter country code for this unit?

[Unknown]: <specify two-letter Country code> E.g. IN

Specify “yes” for the inputs.

CSR %CVP_HOME\jre\bin\keytool.exe
-storetype JCEKS -keystore %CVP_HOME%\confisecurity\.keystore -certreq -alias
callserver_certificate -file %CVP_HOME%\confisecurity\callserver.csr

callserver.csr  %CVP_HOME%\conf\security\ CA

CA CA %CVP_HOME%\conf\security\

CA %CVP_HOME%%\jre\bin\keytool.exe
-storetype JCEKS -keystore %CVP_HOME%\confisecurity\.keystore -import -v -trustcacerts -alias
root -file %CVP_HOME%\confisecurity\<filename_of root_cert>.

%CVP_HOME%%0\jre\bin\keytool.exe -storetype
JCEKS -keystore %CVP_HOME%\conf\security\.keystore -import -v -trustcacerts -alias

callserver_certificate -file %6CVP_HOME%\confisecurity\<filename_of CA signed_cert>

VVB CSR [ ]
Cisco Unified OS
> >CSR 2048
tomcat CSR
CSR CSR
CSR
CA
tomcat-trust CA VVB

12.0(2)
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VXML

VXML

VXML Cisco VB HTTPS .
a) > >CSR >
b) tomcat-trust
c)
d)
6 tomcat VVB
a) > >CSR >
b) tomcat
c)
d [ Upload ]
<CA > VVB
7 Tomcat VVB
Cisco VVB HTTPS
HTTPS
* VXML VXML VXML
VXML security.properties
S
%CVP_HOME\conf\security.properties
Security.keystorePW = < >

VXML

%CVP_HOME%)\jre\bin\keytool.exe

-export -v -keystore %CVP_HOME%b\confisecurity\.keystore -storetype JCEKS -alias

vxml_certificate -file %6CVP_HOME%)\conf\security\<vxml_certificate.cer>

Cisco Packaged Contact Center Enterprise
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%CVP_HOME%\conf\security\
callserver

keystore.%0CVP_HOME%\jre\bin\keytool.exe -import -trustcacerts -keystore
%CVP_HOME%\confisecurity\.keystore -storetype JCEKS -alias vb_cert -file

%CVP_HOME%\confisecurity\<vvb certificate.pem>

VVB

List

Cisco VVB 5

%CVP_HOME%\jre\bin\keytool.exe -storetype JCEKS -keystore
%CVP_HOME%\confisecurity\.keystore -list

VXML

VVB

(ON) >

VXML
VVB
(ON) >

tomcat

Cisco VVB
TLS

Vvb

CVP CallServer tomcat-trust

tomcat-trust

tomcat

TLS

.PEM
Cisco Tomcat
> TLS

Cisco vvb

12.0(2)
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Cisco VVB Ul
https://www.cisco.com/c/en/us/support/customer-collaboration/virtualized-voice-browser/

tsd-products-support-series-home.html  Cisco Virtualized Voice Browser

CA

VXML

VXML security.properties

%CVP_HOME%\confisecurity.properties

Security.keystorePW = < >

1 %CVP_HOME%o\jre\bin\keytool.exe -storetype
JCEKS -keystore %6CVP_HOME%)\conf\security\.keystore -delete -alias vxml_certificate

%CVP_HOME%\jre\bin\keytool.exe -storetype JCEKS -keystore
%CVP_HOME%\confisecurity\.keystore -genkeypair -alias vxml_certificate -v -keysize 2048 -keyalg

RSA

Enter keystore password: <enter the keystore password>
What is your first and last name?

[Unknown]: <specify the CVP host name appended with "VXML_Server'> E.g
cisco-cvp-211_VXML_Server
What is the name of your organizational unit?

[Unknown]: <specify OU> E.g. CCBU
What is the name of your organization?

[Unknown]: <specify the name of the org> E.g. CISCO
What is the name of your City or Locality?

[Unknown]: <specify the name of the city/locality> E.g. BLR
What is the name of your State or Province?

[Unknown]: <specify the name of the state/province> E.g. KAR
What is the two-letter country code for this unit?

[Unknown]: <specify two-letter Country code> E.g. IN
Specify “yes” for the inputs.

3 CSR %CVP_HOME%\jre\bin\keytool.exe
-storetype JCEKS -keystore %6CVP_HOME%)\conf\security\.keystore -certreq -alias vxml_certificate

-file %6CVP_HOME%\conf\security\vxmlserver.csr

Cisco Packaged Contact Center Enterprise 12.0(1) .
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vxmserver.csr  CVP %CVP_HOME%\conf\security\ CA
CA CA %CVP_HOME%\conf\security\
CA %CVP_HOME%\jre\bin\keytool.exe

-storetype JCEKS -keystore %CVP_HOME%\confisecurity\.keystore -import -v -trustcacerts -alias
root -file %CVP_HOME%\conf\security\<filename_of root_cert>.

%CVP_HOME%\jre\bin\keytool.exe -storetype
JCEKS -keystore %CVP_HOME%\conf\security\.keystore -import -v -trustcacerts -alias

vxml_certificate -file %0CVP_HOME%\confi\security\<filename_of CA signed_cert>

VXML Server

tomcat-trust CA VVB oS >

tomcat-trust

Cisco VVB
2048 tomcat CSR
CA
Tomcat VVB
VXML https://www.cisco.com/
c/en/us/support/customer-collaboration/unified-customer-voice-portal/products-user-guide-list.html
Cisco Unified Customer Voice Portal Unified CVP VXML
VXML

https://www.cisco.com/c/en/us/support/customer-collaboration/unified-customer-voice-portal/
products-user-guide-list.html  Cisco Unified Customer Voice Portal
Unified CVP VXML

CUCM
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[CUCMOS ]

>
[Generate Self-signed ]
utils service restart Cisco Tomcat CUCM CLI Tomcat
Tomcat CUCM
ul 404
CUCM UlI [CUCM OS ]
>
CallManager
.PEM
TLS SRTP https://www.cisco.com/c/en/us/support/unified-communications/

unified-communications-manager-callmanager/products-maintenance-guides-list.html  Cisco Unified
Communications Manager 11.6

CLI CUCM

admin: utils ctl set-cluster mixed-mode

This operation will set the cluster to Mixed mode. Auto-registration is enabled on at
least one CM node. Do you want to continue? (y/n):y

Moving Cluster to Mixed Mode

Cluster set to Mixed Mode

You must reset all phones to ensure they received the updated CTL file.

You must restart Cisco CTIManager services on all the nodes in the cluster that have the
service activated.

admin:

Cisco Packaged Contact Center Enterprise 12.0(1) .
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cucM™M > > Enterprise

CLI TLS

admin:set tls client min-version 1.2
**WARNING** If you are lowering the TLS version it can lead to security issues **WARNING**

Do you really want to continue (yes/no)?y
Execute this command in the other nodes of the cluster.

Restart the system using the command "utils system restart® for the changes to take
effect

Command successful

admin:set tls ser

admin:set tls server mi

admin:set tls server min-version?
Syntax:

set tls server min-version

admin:set tls server min-version 1.2
**WARNING** If you are lowering the TLS version it can lead to security issues **WARNING**

Do you really want to continue (yes/no)?y
Execute this command in the other nodes of the cluster.

Restart the system using the command "utils system restart® for the changes to take
effect

Command successful

admin:
SIP

CUCM SIP

> > SIP SIP
CUCM SIP SRTP
SIP TLS

TFTP  Cisco CallManager

CUCM-trust CA CUCM

2048 CallManager CSR
CA https://www.cisco.com/c/en/us/support/docs/unified-communications/
unified-communications-manager-callmanager/118731-configure-san-00.html
CUCM CallManager

CUCM <CA >
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13 TFTP  Cisco CallManager
Cisco SIP
i0S
1 1 186
2
3 0 Details ]
4 [ Copy to File ]
5  Base-64 encoded X.509 (.CER)
6 [ File to Export ] [
Next ]
7 [ Finish ]
8 OK
9
10 EXEC i0S GW
11
12 CVP CallServer to Cisco 10S

crypto pki trustpoint <Call Server trust point name>
enrolIment terminal

exit

13 ---BEGIN CERTIFICATE--
--END CERTIFICATE-- 10S

14
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crypto pki auth <Call Server trust point name>

15 quit 1
16 2048 RSA

crypto key generatersageneral-keys Label <Your Ingress GW trustpointname> modulus 2048

17

crypto pkitrustpoint<Your Ingress GW trustpointname>
enrolIment selfsigned

fqdn none

subject-name CN=SIP-GW

rsakeypair <Your Ingress GW trustpoint name>

Router(config)# crypto pkienroll<Your Ingress GW trustpointname>

% The fully-qualified domain name will not be included in the certificate
% Include the router serial number in the subject name? [yes/no]: no

% Include an IP address in the subject name? [no]: no

Generate Self Signed Router Certificate? [yes/no]: yes

Router Self Signed Certificate successfully created

18 PEM CA ----BEGIN CERTIFICATE ----
ingress_gw.pem

Router(config)# crypto pki export <Your Ingress GW trustpoint name> pem terminal
% Self-signed CA certificate:

————— BEGIN CERTIFICATE-----
M11B6zCCAVSgAwIBAg 1 BAjANBgkghk i GOWOBAQUFADARMQ8WDQYDVQQDEWZTSVAL
R1cwHhcNMTcwOT 12MTQIMTE2WheNMj AwMTAXMDAWMDAWW j ARMQ8WDQYDVQQDEWZT
SVAtR1cwgZ8wDQYJKoZ IhveNAQEBBQADGYOAMIGJAOGBAKASDXx I j8T6UaYxgujMk
9B2d5dg3Ni8sledyfsSB11bJ/AQk+alLDFE3/BeVkeXEjRCohhnZcEnMVADdOPXj 7
IMWzoJIgxkMj7X3161JaL20112iQuBcj iqYtAUPIXB3VTjqLMbxG30Ffb7xLCDTuo5
sO07TLsE1AbxrbrH62Za/C0e5AgMBAAG j UzBRMABGAL1UdEWEB/WQFMAMBAF8wHwWYD
VRO jBBgwFoAU+tJIphvbvgc7yE6uqlh7VIgTrtPswHQYDVROOBBYEFPrSaYb274H0O
8h0rqilelZYE67T7MAOGCSqGS 1 b3DQEBBQUAAAGBADRaW930gErMEgRGWIJIVL Ibs
n8XnSbiwlk8KeY/AzgxBoBJtcOFKs4L0XUOEc6eHUKCHoks1FDV211MMIzPe7MAC
vDd7EV/abx2UdFSL9j jm/Yz 1 1eVUj8b0T3gNSTOqDtV5CyCjPichNa2eCR1bTmGx
o3HqLeEl/+66L/174nIT

————— END CERTIFICATE-----

% General Purpose Certificate:

————— BEGIN CERTIFICATE-----
M11B6zCCAVSgAwIBAg 1 BAjANBgkghk i GOwWOBAQUFADARMQ8WDQYDVQQDEWZTSVAL
R1cwHhcNMTcwOT 12MTQIMTE2WheNMj AwMTAXMDAWMDAWW j ARMQ8WDQYDVQQDEWZT
SVAtR1cwgZ8wDQYJKoZ IhveNAQEBBQADGYOAM I GJAOGBAKASDx I j8T6UaYxgujMk
9B2d5dg3Ni8sledyfsSB11bJ/AQk+alLDFE3/BeVkeXEjRCohhnZcEnMVADdOPXj 7
IMWzoJIgxkMj7X3161JaL20112iQuBcj iqYtAUPIXB3VTjqLMbxG30Ffb7xLCDTuo5
sO07TLsE1AbxrbrH62Za/C0e5AgMBAAG j UzBRMASGA1UdEWEB/WQFMAMBAF8wHwWYD
VRO jBBgwFoAU+tJIphvbvgc7yE6uqlh7VIgTrtPswHQYDVROOBBYEFPrSaYb274HO
8h0rqil1elZYE67T7MAOGCSqGS 1 b3DQEBBQUAAAGBADRaW930gErMEgRGWIJIVL Ibs
n8XnSbiwlk8KeY/AzgxBoBJtcOFKs4L0XUOEc6eHUKCHoks1FDV211MMIzPe7MAC
vDd7EV/abx2UdFSL9j jm/Yz 1 1eVUj8b0T3gNSTOqDtV5CyCjPichNa2eCR1bTmGx
o3HqLeEl/+66L/174nIT

————— END CERTIFICATE-----

19
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20

21

22

23

24

25

show crypto pkicertificates

TLS

router# configure terminal

router(config)# sip-ua

router(config-sip-ua)# transport tcp tls <version>
v1.0 Enable TLS Version 1.0

vl.1 Enable TLS Version 1.1

v1l.2 Enable TLS Version 1.2

Note: SIP TLS version 1.2 is available in Cisco 10S Software Release 15.6(1)T and higher.

TLS

router# show sip-ua connections tcp tls detail

SRTP SRTP

router# configure terminal
router(config)# dial-peer voice 100 voip
router(config-dial-peer)# srtp

Note: This command is supported in Cisco 10S Software Release 15.6(1)T and higher.

Cisco IOSGW  SIP CVP
SIPTLS

router# configure terminal

router(config)# sip-ua

router(config-sip-ua)# crypto signaling remote-addr <peer IP address> <peer subnet mask>
trustpoint <Your Ingress GW trustpoint name> strict-cipher

Example:
sip-ua
crypto signaling remote-addr 10.48.54.89 255.255.255.255 trustpoint VG-SIP-1 strict-cipher

CVvP \VolIP

session target ipv4:<Call Server IP address>:5061
session transport tcp tls

Example:

dial-peer voice 3 voip
destination-pattern 82...

session protocol sipv2

session target ipv4:10.48.54.89:5061
session transport tcp tls
detmf-relay rtp-nte

codec g71lulaw

CUSP CvVvP

a) GW CUSP %CVP_HOME%\conf\security\
callserverkeystore
%CVP_HOME%\jre\bin\keytool.exe-trustcacerts:
%CVP_HOME%\confisecurity\.keystore-storetypeJCEKS: gw_cert-
%CVP_HOME\confisecurity\ < GW\CUSP pem >

Cisco Packaged Contact Center Enterprise 12.0(1) .
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b)
c) L 1 L 1
d) List
%CVP_HOME%o\jre\bin\keytool.exe -storetype JCEKS -keystore
%CVP_HOME%\confisecurity\.keystore -list
26 TLS Unified CCE
170
27
CA
https://www.cisco.com/c/en/us/support/unified-communications/
unified-border-element/products-installation-and-configuration-guides-list.html  Cisco Unified Border
Element
. SIPTLS SRTP security-k9
. CVP VVB NTP
1 2048 RSA
Router(config)# crypto key generate rsa general-keys Label keypairname modulus 2048
Generates 2048 bit RSA key pair. "keypairname' defines the name of the key pair.
2 Trustpoint CA

Example:

Router(config)# crypto pki trustpoint ms-ca-name
Creates the trustpoint.

Router(config-pki-trustpoint)# enrollment terminal
Specifies cut and paste enrollment with this trustpoint.

Router(config-pki-trustpoint)# subject-name CN=sslvpn.mydomain.com,OU=SSLVPN,O=My Company
Name,C=US,ST=Florida
Defines x.500 distinguished name.

Router(config-pki-trustpoint)# rsakeypair keypairname
Specifies key pair generated previously

Router(config-pki-trustpoint)# fgdn sslvpn.mydomain.com
Specifies subject alternative name (DNS:).

. Cisco Packaged Contact Center Enterprise 12.0(1)
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CA B

Router(config-pki-trustpoint)# exit

MS CSR

Example:

Router(config)# crypto pki enroll ms-ca-name

% Start certificate enrollment ..

% The subject name in the certificate will include: CN=Webvpn.cisco.com
% The subject name in the certificate will include: webvpn.cisco.com

% Include the router serial number in the subject name? [yes/no]: no

% Include an IP address in the subject name? [no]: no

Display Certificate Request to terminal? [yes/no]: yes

I Displays the PKCS#10 enrollment request to the terminal.

! You will need to copy this from the terminal to a text

I file or web text field to submit to the 3rd party CA.

Certificate Request follows:
XOXKKHKIIIHKHIIKHKHIIKHIIIIKHIIIIKKHIIIKHKHIIKHKIIIKHKIIIKKHIIKHKIIIKKIIIKHKIIIKHKHIIKHKHXIIKHKIXIXIXKHXIXIXIKK

Redisplay enrollment request? [yes/no]: no

Router(config)#

CSR CA

Router(config)# crypto pki authenticate ms-ca-name
Enter the base 64 encoded CA certificate.
End with a blank line or the word "quit” on a line by itself

Certificate has the following attributes:

Fingerprint MD5: D5DF85B7 9A5287D1 8CD50F90 232DB534
Fingerprint SHAl: 7C4656C3 061F7F4AC 0D67B319 A855F60E BC11FC44
% Do you accept this certificate? [yes/no]: y

Trustpoint CA certificate accepted.

Router(config)# crypto pki import ms-ca-name certificate
Enter the base 64 encoded certificate.
End with a blank line or the word "quit” on a line by itself

quit
% Router Certificate successfully imported

Cisco Packaged Contact Center Enterprise 12.0(1) .
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B cev

show crypto pki certificates

. TLS

router#

router# config terminal

router(config)# sip-ua

router(config-sip-ua)# transport tcp tls <version>
v1.0 Enable TLS Version 1.0
vl.1 Enable TLS Version 1.1
vl.2 Enable TLS Version 1.2

* TLS

router# show sip-ua connections tcp tls detail

. SRTP SRTP

router# configure terminal
router(config)# dial-peer voice 100 voip
router(config-dial-peer)# srtp

8 2 trustpoint  sip ua

router# configure terminal

router(config)# sip-ua

router(config-sip-ua)# crypto signaling remote-addr <peer IP address>
<peer subnet mask> trustpoint <trust point name created in step2>

CVP Call VXML 1S
443 TLSv10 TLSv1.1l
Decimal 0
e TLSv1.0: HKEY-LOCAL-MACHINE

\SYSTEM\CurrentControlSet\Control\SecurityProviders\SCHANNEL\Protoco
1.0\Server\Enabled

e TLSv1.1: HKEY-LOCAL-MACHINE\
SYSTEM\CurrentControlSet\Control\SecurityProviders\SCHANNEL\Protocol
1.1\Server\Enabled

TLSv 1.0 TLSv1.1 443 3389
Windows 8 Windows Server 2012
Windows 7 Windows Server 2008 RDP 33

https://support.microsoft.com/en-us/help/3080079/update-to-add-rds-support-for-tls-1-1-and-tls-1-2-in-wir

cucm
CUSP

. Cisco Packaged Contact Center Enterprise 12.0(1)
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https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cusp/rel9_0/cli_
configuration/cusp_cli_config/configuration.html#72360  Cisco Unified SIP CLI

CA

1 RSA CUSP CUSP foundation

democusp48(config)# crypto key generate rsa label <key-label> modulus 2048 default

democusp48# conf terminal

democusp48(config)# crypto key generate rsa label cusp48-ca modulus 2048 default
Key generation in progress. Please wait...

The label name for the key is cusp48-ca

2 democusp48(config)# crypto key certreq label <key-label> url ftp: CA CSR
CSR FTP HTTP
rsa

democusp48(config)# crypto key certreq label cusp48-ca url ftp:
Address or name of remote host? 10.64.82.176

Username (ENTER if none)? test

Password (not shown)?

Destination path? /cusp48-ca.csr Uploading CSR file succeed
democusp48(config)#

3 CA CUSP crypto key import
trustcacert label <rootCA-label> terminal

democusp48(config)# crypto key import trustcacert label rootCA terminal
Enter certificate...

End with a blank line or "quit" on a line by itself

————— BEGIN CERTIFICATE----- MIIEdTCCA12gAwIBAg1Qa01+pgDsy5INgtF3E
epB4TANBgkghki GOWOBAQUFADBC MRMWEQYKCZ ImiZPyLGQBGRYDY29tMRcwFQYK
CZImiZPyLGQBGRYHQVJURAINPTDES MBAGA1UEAXMJUOIQUEhPTKIYMB4AXDTA3MDC
XMZEXNTAYMVOXDTEYMDCXMZEXNTgz MVowQjETMBEGCgmSJomT8 1 XkARKWA2NVHT
EXMBUGCgmSJomT8ixkARKWBOFSVEAT TOwxEjAQBgNVBAMTCVNJUFBITO5JWDCCA
S1wDQYJKoZ 1hveNAQEBBQADggEPADCC AQoCggEBAKbepxgDVZ5uWUVMWXx8VaHVG
geg4CgDbbzCz8Na0Xqgl/0aR9l Imgx1JInf ZDOnP1QvgUFSZ2m6Ee/pr2SkJ5kJSZo
zSmz2Ge4sKjZzzbgQHmI jWv1DswVDwOnyV F71ULTaNpsh81JVF5t21gm75UnkW4x
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P5gQn/rgfXv/Xse9964KkiZhZYjtt21xt2V3imhh1i228YTihnTY5c3L0vD30v8dH
newsaCKd/XU+czw8feWguXXCTovvXHIbFeHvLCKkOFLDoV8n9PAIHWZRPNt+HQjsD
s+jaB3FIMPVYXYE I pmWrpEPHUPNZG4LsFiI 6tQtiRP2UANUKXZ9FvGZMXHCZOZJi
FUCAWEAAaOCAWUwggFhMASGA1UdDWQEAw I Bh jAPBgNVHRMBATSEBTADAQH/MBOGA
1UdDgQWBBR39NCk+F jRuAbWEoT5na/+ST58STCCAQ4GA1UdHWSCAQUWgQEBMIH+0
IH701H4hoG4bGRhcDovLy9DTj1TSVBQSEQO SVgsQ049UOIQUEhPTKIYLUIOREIB
LENOPUNEUCXDT j 1QdWJsaWMIMjBLZXKIMJBT ZXJ2aWNIcyxDTj1TZXJ2aWNIcyx
DTj1Db25maWd1cmFOaW9uLERDPUFSVEdTTOwWs REMOY29tP2NIcnRpZmljYXRIUm
V2b2NhdG lvbkxpc3Q/YmFzZTOvYmpl Y3RDbGFz cz1jUkxEaXNOcml idXRpb25Qb
21ud1Y7aHROcDovL3NpcHBob25peClpbmRpYS5h cnRnc29sLmNvbS9DZXJORWSy
b2xsLINJUFBITO5JWCSjcmwwEAYJKwYBBAGCNXUB BAMCAQAWDQYJKoZ lhveNAQE
FBQADggEBAHua4/pwvSZ48MNNZKdsWOhvuTV4 jwtGErgc16bOR0Z1urRFIFr2NCP
yzZboTb+Z1 1kQPDMRPBoBwWOVr7BciVyoTo7AKFheqYm9asXL18A6XpK/WgL jICcX
rdzF8ot00+dK05sd9ZG7hRckRhFPwwj527z0Vsd/ jc051QjpS4rzMZZXK2FnRvng
d5xmp4U+yJtPyr8g4DyAP2/UeSKeOSEYoTV5x5FpdyF4veZneB7+ZFFntWFFAxwi
obT+UvW47W6pCj5nGLMBZzOiaxeQ8pre+yj ipL2ucWK4ynO0fKzz4X1kfkt1TDSogQ
A1AS1quQVbKTKk+qLGD6MI2POLrcKQkk=

————— END CERTIFICATE-----

Certificate info

Owner: CN=cvpvb-GDESINGHROOTCA-CA, DC=cvpvb, DC=cisco, DC=com
Issuer: CN=cvpvb-GDESINGHROOTCA-CA, DC=cvpvb, DC=cisco, DC=com

Packaged CCE

Certificate fingerprint (MD5): 41:A2:31:9D:97:AF:A8:CA:60:FC:46:95:82:DE:78:03
Do you want to continue to import this certificate, additional validation will be perfom?

Ly/n]: y
democusp48(config)#

CUSP crypto key import cer label

<key-label> url terminal

democusp48(config)# crypto key import cer label cusp48-ca terminal
Enter certificate...

End with a blank line or "quit"” on a line by itself

————— BEGIN CERTIFICATE----- MIIFITCCBAmgAwWIBAgQIKGI1fqgAAAAAAEDAN
Bgkghk i GOWOBAQUFADBCMRMWEQYK CZImiZPyLGQBGRYDY29tMRcwFQYKCZImiZ
PyLGQBGRYHQVJURINPTDESMBAGALUE AxMJUOIQUEhPTKIYMB4AXDTA4MT IWOTASM
DEXOVoXDTASMT IWOTASMTEXOVowYTEL MAKGA1UEBhMCJycxCzAJBgNVBAgTAiIcCn
MQswCQYDVQQHEwW INnJzELMAKGALUEChMC JycxCzAJBgNVBASTAicnMR4wHAYDVQQ
DEXVTTOXURVNUQOMuYXJOZ3NvbC5jb20w gZ8wDQYJKoZ IhveNAQEBBQADgYOAMI
GJA0GBAO0Zz88nK51bJYjWgvuv4Wx1CGXTN YWGYNg+vDyQgKBXIL7b1CqBx1Yjl4
eetO4LiKkW/y4jJSv3nCxCAdOrMvVF5IXFmY baMIR1R/gMCLzAMvmsSWIHEVY4rcE
FGkjed3zCcl6BJI6FGOHIAt1I+47iM7SdZYz/ NrEgDnrpoHaUxdz1AgMBAAGjggJ
8M1 1CeDAdBgNVHQ4EFgQUYXLXMFiZIP29UZ3w Mpj0e79sk4EwHwYDVROjBBgwFo
AUd/ZwpPhYObgG1lhKH+Z2v/kn+fEKkwggEOBgNV HR8BEgQQEFMI IBATCB/qCB+6CB+
1aBuGxkYXA6LY8vQ049UO0IQUEhPTKIYLENOPVNJ UFBITO5JWC1JTKRIQSXDTj1D
RFASQO49UHVibGjJITIwS2V5JTIwU2Vydml jZXMs Q049U2Vydml jZXMsQ049Q29
uZmIndXJhdGlvbixEQz1BUIRHUO9MLERDPWNVbBT9J ZXJ0aWZpY2F0ZVJIIldm9jYX
Rpb25MaXNOP2Jhc2U/b2JgZWN0Q2xhc3MIY1IMRGIz dHJIpYnV0aW9uuG9pbnSGO
2h0dHA6LY9zaXBwaG9uaxXgtaWs5kaWEuYXJO0Z3NvbC5j b20vQ2VydEVucm9sbCOT
SVBQSE90SVguY3JsMI I1B1gY IKwYBBQUHAQEEggEUMI 1B EDCBQAY I KwYBBQUHMAK
GgZtsZGFwOi8vLONOPVNJIUFBITOS5JWCXDTj1BSUESQ049 UHVibGIjJITIwS2V5JT
IwU2Vydml j ZXMsQ049U2Vydml j ZXMsQ049Q29uZmIndXJh dGlvbixEQz1BUIRHU
O9MLERDPWNVbBTOJQUNIcnRpZmljYXRIP2Jhc2U/b2JgZWNO Q2xhc3M9Y2VydGIm
aWNhdGlvbkF1dGhveml0eTBjBggrBgEFBQcwAoZXaHROcDov L3NpcHBob25peCl
pbmRpYS5hcnRnc29sLmNvbS9DZXJORW5yb2xsLINJUFBITO5J WC1JITKRJIQS5BUI
RHUO9MLmMNvbV9TSVBQSE90SVguY3JOMAOGCSqGS 1b3DQEBBQUA A41BAQAXMOMPuU
eXcMYxQhVIPR/YaxwOn2epeNRwsPP31Pr9Ak3SYSzhoMRVadJ3z K2gt4qiVVv8wL
tzT02070JIXKx+0keZd0X/DQQndxBkiBKqdJ2Qvipv8z28k3pza3IN jANnYwW6FL3/
Yvh+vWCLygEHFrUTKj/7H8GaxQVapj2mDs79/zgoSy 1 10+STmwFWT GQy61FO+pv
vMcyfjjv2dsuwtIMIOnlictOLtk I KnRGLONkA6sJ01P6KE+WK7n3P2 yho/Lg98q
VWI+1FRC18DrkUhpNiKXsP11d9TcJGrdJP9zG7 1 15MF3Q/2N1AXx2JZd ZVASXZMN
smOsOrgXzkcU/xU3BXkX ----- END CERTIFICATE----- Import succeeded
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democusp48(config)#exit
democusp48#

5 show crypto key all

democusp48# sh crypto key all

Label name: rootca

Entry type: Trusted Certificate Entry

Creation date: Sat Jul 01 14:13:14 GMT+05:30 2017

Owner: CN=cvpvb-GDESINGHROOTCA-CA, DC=cvpvb, DC=cisco, DC=com

Issuer: CN=cvpvb-GDESINGHROOTCA-CA, DC=cvpvb, DC=cisco, DC=com

Valid from: Wed Mar 22 14:23:10 GMT+05:30 2017 until: Tue Mar 22 14:33:09 GMT+O0
5:30 2022

Certificate fingerprint (MD5): 41:A2:31:9D:97:AF:A8:CA:60:FC:46:95:82:DE:78:03

Label name: cusp48-ca

Entry type: Key Entry

Creation date: Tue Jul 04 10:47:40 GMT+05:30 2017

Owner: CN=democusp48.cvpvb.cisco.com, OU="", 0="", L="", ST="", C=""

Issuer: CN=cvpvb-GDESINGHROOTCA-CA, DC=cvpvb, DC=cisco, DC=com

SubjectAltName: DNS:democusp48.cvpvb.cisco.com

Valid from: Tue Jul 04 10:41:56 GMT+05:30 2017 until: Thu Jul 04 10:41:56 GMT+O0
5:30 2019

Certificate fingerprint (MD5): 91:ED:83:CA:3B:37:16:E8:AB:07:EA:85:04:1A:D1:05

CvP
1 >
2 1S
3  FTP
s

4

a) FTP CvP

b) FTP
5 FTP
6 C:\Inetpub\wwwroot
7 CVvP IP
8
9 SSL
10
11
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12

FTP

FTP

g B~ W NN

Unified CVP

CVP
Unified CVP VXML Server

CVvP

Windows

>
cvp_dbuser

. Cisco Packaged Contact Center Enterprise

Packaged CCE

OK
OK

1 CVP
Informix

> cvp_dbadmin

Informix-Admin
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1 Unified CCE > > > CVP
2 [ Properties ]

13:

Enable | - CvVvP
Reporting
Maximum File Size
100 MB 1 250

3 [ Save ]
1 Unified CCE > > > CVP

Cisco Packaged Contact Center Enterprise
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Packaged CCE |
14:
1 1
2 1
DB
Trunk Utilization 15
Usage
Unified CVP
30
CVP VXML
SIP
SIP IVR

30

15
VoiceXML VXML

ID CVP
VXML Server
hotevent XML
15
12.0(1)

. Cisco Packaged Contact Center Enterprise
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Cisco Packaged Contact Center Enterprise

VoiceXML VXML
VXML ID
VXML
VXML
15
VoiceXML ECC VXML
ECC Unified CVP Unified ICME
ECC
15
VXML CVP VXML Server
15
VoiceXML VXML CVP VXML
15
VoiceXML
15
3 [ Save ]
1 Unified CCE > > >CVP
2 [ Infrastructure ]

200
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15:
Maximum Java
Threads
525 100 1000
[ Advanced ]
Statistics
Aggregation Interval
30 10 1440

Maximum Log File Size

MB
CVP.DateStamp.SeqNum.log

CVP.2006-07-04.00.log

CVP.2006-07-04.00.log 5 MB
CVP.2006-07-04.01.Iog

10MB 1 100

CVvP

20,000MB 500
500,000MB

Syslog

. Cisco Packaged Contact Center Enterprise
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Unified CVP

Cisco Packaged Contact Center Enterprise

Unified CVP cvp B
Syslog CVP syslog
syslog IP
Syslog syslog
Primary Syslog
Server Port Number 1 65535
Syslog CVP
Syslog Primary syslog
Backup Syslog Server syslog
IP
syslog
Syslog
Primary Backup Syslog 1 65535
Server Port Number
Syslog
Syslog CVP syslog
syslog IP
Syslog syslog
Secondary
Syslog Server Port Number 1 65535
Syslog CvP
Syslog Secondary syslog
Backup Syslog Server syslog
IP
syslog
Syslog
Secondary Backup Syslog 1 65535
Server Port Number
3 [ Save ]
CvP
CVP
CVP
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. Cisco Virtualized Voice Browser VVB

\}

Packaged CCE |

Unified CVP 1 CVP
Unified CVP Unified CVP

Unified CCE > > > > CVP

Packaged CCE
CVP CVP
a) + CVP

CVP
b) 1
[ Save ]
CVP
Cisco Virtualized Voice Browser VVB

Cisco Virtualized Voice Browser Cisco VVB VXML

VVB \oIP

VXML CiscoVVB Unified CVP VXML
HTTP Unified CVP VXML VXML
A\
VVB

Packaged CCE

. Cisco Packaged Contact Center Enterprise

12.0(2)



| Packaged cce

o ASR TTS
SIP
MRCP
TLS SRTP

1 Unified CCE > > > >
2 VVB
3 [ General ]

VVB

G711 U-law A-law G729

G711U
MRCP Nuance ASR TTS Cisco VVB
MRCP
MRCPv2
ASR-TTS G729

MRCP

Cisco Packaged Contact Center Enterprise 12.0(1) .
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VVB
TLS SIP TLS
IVR SIP
TLS SIP
TLS SIP
TLS
SIP TLSv 1.2
TLS SIP
cipher TLS_RSA WITH_AES 128 CBC_SHA
TLS 1.2
1. + Cisco VVB
1024
Java
JVM
2. [ Add ]
SRTP -
TLS SIP
SRTP
SRTP IVR
SRTP IVR
SRTP
Crypto Suite AES_CM_128 HMAC_SHA1 32

. Cisco Packaged Contact Center Enterprise
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Speech Server .

RTP -
TLS SIP SRTP
SRTP RTP
Nuance RTP
RTP
VVB SRTP RTP
4 [ Save ]
Speech Server
CiscoVVB ASR TTS ASR TTS
IP
ASR TTS Speech Server ASR
TTS
S
CiscoVVB Speech Server

https://www.cisco.com/c/en/us/support/customer-collaboration/
packaged-contact-center-enterprise/products-device-support-tables-list.html

1 Unified CCE > > > >

2 VVB

ASR

Cisco Packaged Contact Center Enterprise 12.0(1) .
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Packaged CCE |

ASR 1. + ASR
IP
2. [ Add ]
TTS
TTS 1. + TTS
IP
2. [ Add ]
CiscoVVB
PCCE VVB 3
1 Unified CCE > > > >
2 VVB
3
4

. Cisco Packaged Contact Center Enterprise 12.0(1)
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Sigdigits
20
CVP DN
SigDigit
Unified CVP
Unified ICM
ICM  Unified CVP
Cisco VVB
Unified CVP
Cisco VVB
SigDigit
IVR
VoiceXML
1 600
Cisco

Cisco Packaged Contact Center Enterprise

200



Packaged CCE |

HTTPS

HTTPS

CiscoVVB VXML

Cisco Unified
Communications

* VVB Admin Ul
VVB
Cisco Unified
Serviceability > >

utils service restart
Cisco Tomcat
CLI

. Cisco Packaged Contact Center Enterprise

12.0(2)



| Packaged cce

SIP

SIP

SIP

© 9 x X T
) 0
*)
)

[ Add ]

SIP

VVB

Cisco Packaged Contact Center Enterprise
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1 600
Cisco
SIP
SIP
1. +
SIP
O 9 x X T
() " *)
)
2. [ Add ]
SIP
VVB
X
1 600
Cisco

. Cisco Packaged Contact Center Enterprise 12.0(1)
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sIp B

.wav

CiscoVVB

SIP
SIP
1.+

SIP

© 9 x X T
() " *) >)
2. [ Add ]
SIP
VVB
X

5[ Save ]

SIP
SIP

16: SIP

SIP

T
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. Finesse
SIP
91919191*
[ Error ] 92929292*
Finesse
Cisco Finesse
* IP Phone
* CTI
S
CTI Packaged CCE 4000
12000
IP
IP
Cisco Finesse Tomcat
1 CCEAdministration [ > > > > Finesse IP
Phone Agent settings]
2 Finesse Packaged CCE 2000
3 Cisco Finesse
Packaged CCE 4000 12000
150
4 URL
5[ Save ]

. Cisco Packaged Contact Center Enterprise 12.0(1)
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Contact Center Enterprise CTI .
6
Contact Center Enterprise CTI 221
Contact Center Enterprise 225
228
Contact Center Enterprise CTI
A B CTI [Contact Center Enterprise CTI ]
[SSL ]
CTI
S
[Contact Center Enterprise CTI ] Cisco Finesse Tomcat
Contact Center Enterprise
Cisco Finesse
Tomcat

Cisco Finesse Tomcat

Finesse
CTI Cisco Finesse Tomcat
Unified CCE12.0
)
[ B/ IP ] [ B]
A B CTI Unified CCE Cisco Finesse
[Contact Center Enterprise CTI ]
A/l IP A CTI IP

Peripheral Gateway PG IP
CTI PG

Cisco Packaged Contact Center Enterprise 12.0(1) .



. Contact Center Enterprise CTI

Packaged CCE |

A A CTI
1 65535
[PG] Unified CCE Diagnostic
Framework Portico
Diagnostic
Framework Portico Cisco
Unified ICM/Contact Center Enterprise
42027
Peripheral ID PG
PIM ID
Agent PG ID A
B CTI
1 32767
5000
B/ IP B CTI IP
B B CTI
1 65535
SSL DNS
Contact Center Enterprise CTI
o[ save ]
. CTI
12.0(2)

. Cisco Packaged Contact Center Enterprise
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Contact Center Enterprise CTI .
CTI
1.
fip ID
2. IP  Finesse
3 AW ID
ID
4 IP IP
[SSL ]
TLS
TLS Finesse CTI
Finesse  CTI https://www.cisco.com/c/en/us/

support/customer-collaboration/unified-contact-center-enterprise/
products-installation-and-configuration-guides-list.html  Cisco Unified ICM / Contact Center

Enterprise 12.0 ()
5. CTI
CTI
CTI CTI Unified CCE
CTI
6. CTI CTI

Cisco Packaged Contact Center Enterprise 12.0(1) .
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Packaged CCE |
Contact Center Enterprise CTI
S
CTI A
CTI -
CTI CTI
CTI
CTI A B
CTI A B
API
Unified CCE
API Unified CCE
Contact Center Enterprise CTI
Unified CCE webadmin A B CTI
1 [Contact Center Enterprise CTI Server Settings] CTI
Al IP A CTI IP
Peripheral Gateway PG
CTI PG
A A CTI
A CTI
Peripheral ID PG PIM ID
Agent PG Peripheral ID A B CTI
B/ IP B CTI IP
12.0(2)
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Contact Center Enterprise

B B CTI
B CTI
2 [ Save ]
Contact Center Enterprise
[Contact Center Enterprise Administration & Data Server Settings]
Finesse
S

Finesse  Unified CCE SQL
Finesse Windows
Finesse NTLM

NTLMv2 Finesse

A
B Finesse A
B
[Contact Center Enterprise ]
Finesse Cisco Finesse Tomcat

Cisco Finesse

Cisco Finesse Tomcat Service

Contact Center Enterprise
Cisco Finesse Tomcat

[Contact Center Enterprise ]
/1P Unified CCE IP
/1P Unified CCE Administration & Data Server
IP

Cisco Packaged Contact Center Enterprise
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Packaged CCE |
Unified CCE Administration & Data Server
1433
Finesse
1
AW AW AWDB
ucceinstance_awdb
Domain AWDB
AWDB
AWDB
AWDB
Windows
AWDB
Cisco Unified Contact Center Enterprise
Cisco Unified ICM/Contact Center Enterprise
[Contact Center Enterprise Administration & Data Server Settings]
o[ save ]
o[ Revert ]
[ save | Finesse ~AWDB
. /1P
. /1P
« AW

Finesse ~AWDB

. Cisco Packaged Contact Center Enterprise 12.0(1)
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[ ] [
Finesse =~ AWDB

)

Contact Center Enterprise .

Cisco Finesse 11.5 (1)
AWDB

Unified CCE 11.5 (1)
Finesse

Contact Center Enterprise

Contact Center Enterprise

Finesse

1 [Contact Center Enterprise Contact Center
Enterprise Administration & Data Server Settings ]

Unified CCE Administration & Data Server
IP

/1P

Unified CCE Administration & Data Server
IP

Unified CCE

Finesse

AW

AW AWDB
ucceinstance_awdb

Domain

AWDB

Cisco Packaged Contact Center Enterprise
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Username AWDB

AWDB

AWDB Windows

AWDB

2 [ save |

CTI test functionality documented in the Contact Center Enterprise CTI

CTI AWDB CTI
Finesse
Finesse
Finesse
Finesse Cisco Finesse
[ ]
Hostname Finesse
[ Cluster Settings ]
o[ save ]
o[ Revert ]
Finesse Finesse

. Cisco Packaged Contact Center Enterprise 12.0(1)
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1 [
]
2 [ Cluster Settings ] [ /IP Host/IP Address ]
Finesse IP
3 [ Save ]
SSO
SSO 1
SSO Cisco
Cisco
SSO
SSO SSO
Cisco ldentity Service 1dS Cisco 1dS
SSO
SSO
« Cisco Unified Contact Center Enterprise https://www.cisco.com/c/en/us/support/

customer-collaboration/unified-contact-center-enterprise/products-feature-guides-list.html

« Cisco Packaged Contact Center Enterprise https://www.cisco.com/c/en/us/support/
customer-collaboration/packaged-contact-center-enterprise/products-maintenance-guides-list.html

« https://www.cisco.com/c/en/us/support/unified-communications/

hosted-collaboration-solution-contact-center/products-installation-guides-list. html  CC Cisco
HCS
Packaged CCE Unified CCE AW Unified Intelligence Center Finesse
Cisco ldentity Service Cisco Id
HDS Cisco IdS

Cisco Packaged Contact Center Enterprise 12.0(1) .
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. Cisco ldentity Service

Cisco Identity Service

Packaged CCE |
1 Unified CCE >
2 2000 HDS [
]
4000 12000 HDS
[ ]

3 [ Identity Service Default Identity Service ] [ Search ]

ID
4 Cisco 1dS Cisco 1dS
51 Save ]

Cisco Identity Service Cisco IdS ID IdP

Cisco IdS CiscoldS IdP

SSO  CiscoldS
Cisco IdS IdP
CiscoldS
Syslog
S
Cisco 1dS Cisco 1dS
Packaged CCE 4000 12000 Unified CCE
AW
SSO SSO
Cisco IdS https://www.cisco.com/c/en/us/

support/customer-collaboration/packaged-contact-center-enterprise/products-maintenance-guides-list.html

Cisco Packaged Contact Center Enterprise
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1 Unified CCE >
username@FQDN
2
SAML
3
4 1dS
5 CiscoldS IdP Cisco IdS
Cisco IdS
6 [ Next ]
7 IdP
IdP
8 [ Security ]
9
24
120
10
11 [ Save ]
12
SAML

Cisco Packaged Contact Center Enterprise

10

60

Cisco Identity Service .
> >
Unified CCE
[

10

200



. Cisco ldentity Service

. SAML

13 [ Save ]

14
Identity Service
URL Cisco 1dS

15 Identity Service

a) | New ]
b)
C) URL
d)
16
17
18
19
20 Syslog
21 [ Save ]
* Cisco 1dS
. SSO

. Cisco Packaged Contact Center Enterprise

Packaged CCE

SAML

URL

ID URL

Syslog
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https://www.cisco.com/en/US/products/
ps12586/tsd_products_support_series_home.html  Cisco Packaged Contact Center Enterprise

Peripheral Gateway

[ Log Collection ]
* Unified CCE

« Unified Communications Manager
« Unified CVP
* Finesse

« Unified Intelligence Center

zip 1

[ Trace Levels ]
[ Trace
Levels ]

Cisco Packaged Contact Center Enterprise 12.0(1) .
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Packaged CCE |

Unified CCE

1. Unified CCE > >

[ Update
Trace Levels ]

2014 1 27 9

1. Unified CCE > >

4. [ Collect Logs ]
[ Status ]

Unified CCE Administration

5. zip

. Cisco Packaged Contact Center Enterprise 12.0(1)
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Manage Agents

Agents

Cisco_\oice

https://www.cisco.com/c/en/us/support/customer-collaboration/
packaged-contact-center-enterprise/products-maintenance-guides-list.ntml  Cisco Packaged Contact
Center Enterprise

1
/
Unified CCE >
#unique_313
236
240
241
244

Attributes 267
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Packaged CCE |

Desk Settings 343

Roles 245
Skill Groups 261
Teams 252
. Department
. Description
. Desk Settings
. Team
. Attributes
. Skill Groups
. Default Skill Group
1 Unified CCE >
2
. [ Copy ]
3 [ General ] [ Attributes ] [
Skill Group ]
4 [ Supervisor ]
51 Save ] [ List ]

. Cisco Packaged Contact Center Enterprise 12.0(1)
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Cisco Unified Intelligence Center

Agents [ Search ]
[+]
o[ agents only supervisorsonly ]
. ECE
. ID
. OR
. OR

Packaged CCE 4000
12000
. OR
. AND
AND
. [ Globalsand Departments ] [
Globalsonly ] [ Departments only ]
o[ Globals and Departments ] [ Departmentsonly ]

OR

N

Cisco Packaged Contact Center Enterprise 12.0(1) .
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2
1
Customer Service Tracking Orders
. 1
Spanish
238
S
1 Unified CCE >
2
3 [ Skill Groups ]
4
5 [ Skill Groups ] [
List of Skill Groups ] [X]
6 [ Save ]

. Cisco Packaged Contact Center Enterprise 12.0(1)
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Packaged CCE

[ Edit ]
[ Search ]
237
1 Unified CCE >
2
[ /
select/deselect all ] 50
[ selectall ]
/
1
[ deselectall ]
3 [ Edit ]>][ Skill Groups |
[ #of Selected Agents ]

Packaged CCE

Cisco Packaged Contact Center Enterprise 12.0(1) .
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4 [ Action ] [+]
[X]
[x]
[+]
5
6 [ Save ] [ Yes ]
[ ]

[ Search ]

237

1 Unified CCE >
2

select/deselect all ] 50
[ selectall ]

. Cisco Packaged Contact Center Enterprise 12.0(1)
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/
1

[ deselectall ]
30 Edit ]>][ General ]
4 [ Description ]
5

a) [ Desk Settings ]

b)
6

a) [ Team ]

b)
70 Save ] [ Yes ]

[ ]

[ Edit ]
[ Search ]
237
1 Unified CCE >
2
[ /
select/deselect all ] 50

Cisco Packaged Contact Center Enterprise 12.0(1) .
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/
1
[ deselectall ]
3 [ Edit 1> Attributes ]
[
# of Selected Agents ]
4 /
5 [x]
6
70 Save ] [ Yes ]
(SSO) SSO
Unified CCE
(SSO) Unified ICM
Unified CCE
[ Desk Settings ]

. Cisco Packaged Contact Center Enterprise 12.0(1)
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Unified CCE >
Tool
Agents || ]
. |
[ ] >
> 50
3500
Attributes [ Attributes List ]
* [General]
o[ Agents ]

Cisco Packaged Contact Center Enterprise
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Tool
Precision Queues
Skill [ ]
Groups
[ Skill Groups ]
Teams
[ ]
162 165
€
Active Directory
Unified CCE >
1 #unique_313
2 [ IsSupervisor ]
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Manage Roles .

. Cisco Unified Intelligence Center

Unified Intelligence Center

* Packaged CCE
Unified Intelligence Center

3 [ Supervised Teams ]
4
a) [ List of Supervised Teams ] [ Add ]
[ Add Supervised Teams ]
b)

Unified Intelligence Center
Unified Intelligence Center

5[ Save ]

Manage Roles

Roles

Unified CCE >

30

Cisco Packaged Contact Center Enterprise 12.0(1) .
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AgentAdmin

* Manage Agents

[
* Phonebook

Desktop Layout ]

ScriptAdmin

ConfigAdmin

SystemAdmin

. Cisco Packaged Contact Center Enterprise

246

SystemAdmin
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162 165
1 Unified CCE
2
30 General ]
[ Name ] 32
[ Description ] 255
652
[ il [
I I ]
Access [
Administrators ] [
Departments ] [ Roles ]
4
5 [+]
3 [i]
[i]
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6 [ Save ]

Unified CCE Administration = Packaged CCE

SystemAdmin

Packaged CCE

30
162 165
SystemAdmin
1 Unified CCE > >
2 [ New ] [ New Administrator ]
3
No

64

Active Directory
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[ Description ] 255
652
Role ConfigAdmin
No
Access to All [SystemAdmin]
Departments SystemAdmins
* [+]
o1
. [x]
4 [ Save ]
250

Departments 280
Roles 245
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Packaged CCE
1
SystemAdmin
S
Active Directory Windows 2000 Packaged
CCE Unified CCE > >
Roles 245

Departments 280

Packaged CCE 1

/ [ Department ]
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17:
Object
1
2
3
1
1
N
SystemAdmin
1
2 3
18:
1
2
3
Unified CCE Administration
2 >
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19:
Role
Read-only
Script Call
2
2
3 >
Script Call
Teams
S
12.0(1)
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[ Teams |
Unified CCE > >
>
253
Agents 235
242
343
1 Unified CCE >
2
3
[ Name ] © 32
[ Description ] 255
652
- Packaged CCE 2000
Main
1.
PG
2.
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Packaged CCE 4000
12000
150
1.
2.
DN [ magnifyingglass ]
[
Select Supervisor Script Dialed
Number ]
4
a) [+]
Packaged CCE 4000 12000
i
by 1
Unified Intelligence Center
5
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a) +
Packaged CCE 4000 12000
b) 1
Unified Intelligence
Center Unified Intelligence
Center
6 [ Team Resources ]
[ Description ]
[ Packaged CCE 4000 12000
Desktop 1
Layout ] |
> >
XML
2. XML
259
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Packaged CCE |
Phone
Books
1 [+]
Packaged CCE 4000 12000
>
2. 1
X
1 [+]
>
2. 1
[ ]
X
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L[]
2. 1
X
L[]
2. 1
X
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Workflows
1 [+]
>
>
2. 1
3.
4,
L (
2.
[x]
7 [ ]
[ ]
Packaged CCE Unified Intelligence Center

Cisco Finesse
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Finesse XML Finesse Live Data
XML HTTPS
Live Data HTTP Live Data
2
1 Finesse XML XML
HTTPS

<gadget>https://my-cuic-server:8444/cuic/gadget/LiveData/LiveDataGadget. jsp?
gadgetHeight=310&viewld_1=99E6C8E210000141000000D80A0006C4&
filterld_l=agent. id=CL%20teamName&viewld_2=9AB7848B10000141000001C50A0006C4&
filterld_2=agent. id=CL%20teamName
</gadget>

2 > [ ]
3 [ Team Resources ]

5 XML

[ Home ]

<layout>
<role>Agent</role>
<page>
<gadget>/desktop/gadgets/CallControl . jsp</gadget>
</page>
<tabs>
<tab>
<id>home</id>
<label>finesse.container.tabs.agent._homeLabel</label>
<gadget>https://my-cuic-server:8444/cuic/gadget/LiveData/LiveDataGadget. jsp?
gadgetHeight=310&viewld_1=99E6C8E210000141000000D80A0006C4&
Ffilterld_l=agent. id=CL%20teamName&
viewld_2=9AB7848B10000141000001C50A0006C4&
Ffilterld_2=agent. id=CL%20teamName
</gadget>
</tab>
<tab>
<id>manageCal l</i1d>
<label>finesse.container.tabs.agent.manageCallLabel</label>
</tab>
</tabs>
</layout>
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6 my-cuic-server  Cisco Unified Intelligence Center
7

Live Data URL 310
URL  gadgetHeight
400

<gadget>https://my-cuic-server:8444/cuic/gadget/LiveData/LiveDataGadget. jsp?
gadgetHeight=400&viewld_1=99E6C8E210000141000000D80A0006C4&
filterld_l=agent. id=CL%20teamName&viewld_2=9AB7848B10000141000001C50A0006C4&
Ffilterld_2=agent. id=CL%20teamName

</gadget>
200 1
100
URL 310
170
8 [ save |
Finesse
Unified CCE https://< A B  Unified CCE
AW-HDS-DDS IP >/cceadminnew Unified
CCE Administration [ > ] XML
[ > ]
XML
[ 1]
+
. OR
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o1 ( OR
search)
\
Packaged CCE 4000
12000
. [ Globalsand Departments ] [
Globals only ] [ Departments only ]
[ Globals and Departments ] [ Departmentsonly ]
OR
\
[ Skill Groups ] [
Attributes ] [ Precision Queues ]
Skill Groups

Cisco Packaged Contact Center Enterprise

MRD

Cisco_\oice
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Cisco Unified Intelligence Center

Packaged CCE

Unified CCE > > >
[
Skill Groups Members ]
267
262
Agents 235
271
242
1 Unified CCE > > >
2 [ New ] [ New Skill Group ]
30 General ]
[ Name ] 32
[ Description ] 255
652
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- Packaged CCE 2000
Main

1.

PG
2.

Packaged CCE 4000

12000
150

1.
2.
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No MRD
Media Routing Domain
Cisco_\oice
1. magnifying glass ]
[
Select Media
Routing Domain ]
2.
Bucket
Interval
396
1 [ magnifyingglass ]
[
Select Bucket Interval ]
2.
[x]
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Service Level Threshold
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Service Level Type

No

[
Use Media Routing Domain
Value ] MRD
o[ Ignore Abandoned
Calls ]
‘[

Abandoned Calls have Negative
Impact ]

[
Abandoned Calls have Positive
Impact ]

a) [+]
Packaged CCE 4000

. Cisco Packaged Contact Center Enterprise

12000

12.0(2)



| Packaged cce

b) [ skillgroup ] [ Agent ]
c) [ List
of Agents ]
d) [ Save ]
[ 1]
[ ] [+]
. OR
search)

N

Packaged CCE 4000
12000
. [ Globalsand Departments | [
Globalsonly ] [ Departments only ]
[ Globals and Departments ] [ Departmentsonly ]
OR
S
Attributes
2
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. true false
Boston
Boston
Boston = True
. 1 10 10
=10
Unified CCE Administration > [ (Attributes)]
Agents [ Attributes ]
268

Precision Queues 269
241
1 Unified CCE > Administration > [ (Attributes)]
2 [ List of Attributes ] [ New ] [
New Attributes ] [ General ] [ Members ] 2
30 General ]
[ Name ]
mortgage insurance
[ mortgage ]
12.0(2)
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(8]

oo

Precision Queues .

Cisco Packaged Contact Center Enterprise

[

Precision Queues ]

[ Description ] 255
652
No [ Boolean ] [ Proficiency ]
No [ Boolean ]
True False [
Proficiency ] 1 10
[ Agents ]
[ New ]
[ Add ]
[ Add Agents ]
[ List of Agents ]
[ Save ]
Precision Queues
Unified CCE
1. True False 1 10
2.
31 Precision Queues ]
4. routing scripts.
[ Precision Queues ]

Precision Queues ]

200
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Precision Queues

Boston =True Spanish = True

Repair =10 [ Precision Queues
]
[ Precision Queues ]
. Spanish == 10
5 10 Spanish > 5
1 Spanish < 10 1
. 1
AND OR
Step 1 X
Consider If ‘
Wait for | seconds
{—} — InsertE i
Pr— ﬂ - ; [ ! nsert KDreS:‘lOﬂu
AND 4 Boston a == ¢| True 49
L]
L]
1
Consider If
Consider If
Steps
Mame  Criteria s
Step 1 [ (Spanish == 10) and (Boston == true) | OR [ {(ServerXYZ == 6) and (Spanish >= 6} | E
=
o

Unified CCE > > >

12.0(1)

. Cisco Packaged Contact Center Enterprise



| Packaged cce

[ skill groups ] [
precision queues ] 2
English sales
2
English Sales1  English Sales 2 2
[ skill group ]
English Sales 2
English sales English  Sales
English Sales
1 10 5
10 5
2 [ skill group ]
[ skill
group ]
1
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1 2 [ skillgroup ]
1 10
S
Unified CVP
Agent Request
268
1 Unified CCE > > >
[
List of Precision Queues ]
2
Name
Name 32
[ Description ] 255
652
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Name

Media Routing Domain

No

MRD

Cisco_\oice

1 [ magnifying glass ]
[
Select Media
Routing Domain ]
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Name

Service Level Type

o[ Ignore
Abandoned Calls ]

[
Abandoned Calls have Negative
Impact ]

[
Abandoned Calls have Positive
Impact ]
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Name

Service Level Threshold 0 2 147
483 647

Agent
Order

‘[
Longest Available Agent ]

[
Most Skilled Agent ]

[
Least Skilled Agent ]
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Name
Bucket
Intervals
396
magnifying glass ]
[
Select Bucket Interval ]
3 Step Builder 2 [Step Builder]
4 [ Save ]
1 Steps ] [ 1 Stepl 1 [
2 Step2 ]

2
a) [ 1 Expressionl ]
[ magnifying glass ]
b)
c) 2 [ Select

Select ]
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d 2 [ Select ]
. True False
. 1 10
3 2 [ 1 Expressionl ] [ Add
Attribute ]
a) | AND ] [ OR ] 2
b) 2b 2c 2d
4 1
[ AND ]
[ OR ]
5 2 [ 1 Expressionl ] [ Add Attribute ]
[ Add Expression ]
6 [ AND ] [ OR ] 2
7 2
8
Wait for | seconds
Spanish n [>= 4 [3 ¢} (<]
AND 4 ServerXyz >= ¢| [s :J -]
Expression 2 ’OR g
NewEngland a [== #J [True ¢J (]
OR 4| Boston a == =| True -]
o | ;
ServerXYZ
ServerXYZ 1
2
9 [OK]
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Consider If

10 [ Add Step ]

11 [Consider if] [
Wait for ]

* [Consider if] [Consider if]
Consider If 278

[ Waitfor ]
0 2147483647

Consider If

Consider If
Consider If Consider If
true
false

Consider If [Consider If]
[Consider If]
Consider If
Consider If
[ precision queue ]
[ Script Editor ]

Consider If
. Call
*PQ
. Skillgroup
«ECC
* PQ PQ Step
. Call Type

. Custom Functions
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Consider If [ precision

queue ]
Consider If

* PQ.PQ1.LoggedOn > 1 1

* CallType.CallTypel.CallsRouted Today > 100 100

* PQStep.PQ1.1.RouterAgentsLoggedin > 1 1

1
» CustomFunction(Call.PeripheralVariablel) > 10 10
5 1  Consider If [

Caller is Premium Member ]

. 1- Skill > 8 - Consider If: [ Caller is Premium
Member ]
. 2- Skill > 6
. 3- Skill > 4
. 4 - Skill > 3
. 5- Skill >=1
John 1-800-repairs John
« John 1 Consider If
1 2
. 2 John 3
. 3 John 4
. 5 John
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PQ
LLA

Departments

Packaged CCE

Cisco Unified Intelligence Center

https://www.cisco.com/c/en/us/support/customer-collaboration/unified-intelligence-center/
products-user-guide-list.html

[ List ] [ Department ]

[ New ] [ Edit ] [ Department ]
. Agents
. Attributes

. Cisco Packaged Contact Center Enterprise 12.0(1)
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| Packaged cce
pepartments ]

. Bucket Intervals
. Desk Settings
. Dialed Numbers
. VRU Network VRU scripts
. Precision queues
. Skill groups
. Teams
A
A
20:
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Departments

21:

[ Edit ]

248
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« ConfigAdmin [ Information ] [ Settings ]
[ Deployment ] [ AgentTrace ] [
System ] General

SystemAdmin

162 165

1 Unified CCE > >

[ List of Departments ]
2 [ New ] [ New Department ]
3 [ General ]

a) [ Name ] 32

b) [ Description ] 255

652
4 [ Administrators ]
[ Username ] [
Domain ]
a) [+]
by 1
[ List of Administrators ]
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c) [X]
51 Save ]
1 Unified CCE
2
3 ]

[ Name ] o 32

DNC  none
Status -
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Dialing Mode

Start Date

End Date

Start
Time

End Time

[ Description ] 255
652
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Agent

Lines Per

100

15

100

10

0.1

100

CPA

CPA

wav
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Answering Machine
Treatment

* IVR
IVR

IVR

IVR
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Packaged CCE 4000
12000

150

Dialed
Numbers
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Contact Records 100 1
Cache Size
0 100
0

IVR

IVR

IVR
IVR
6 [ Add ]
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0 10 1
0
15
99999
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99999
60
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IVR B

( ) 0
99999 60
( )
0 99999 60
0 99999
60
8 [ Save ]
IVR
IVR
1 Unified CCE >
2 IVR IVR
3
[ Name ] o 32
DNC none
Status -
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- G

- IVR

IVR
Dialing Mode

. IVR

. IVR

Start Date

End Date

Start Time

End Time

[ Description ] 255

652

IVR 1 100
Lines Per 15
Agent
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IVR

IVR 1
100
IVR
10 3
0.1 100

CPA

wav

CPA

wav
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Answering Machine
Treatment

*IVR

IVR

IVR
AMD

IVR

IVR
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IVR B

IVR

Packaged CCE 4000
12000
150
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- G
Dialed
Numbers
IVR
1 100
IVR IVR
1
IVR
IVR
IVR
IVR
IVR
6 [ Add ]
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IVR B
X
X
2 10 4
1 100 3
0 10 1
0
15

0 99999

60
0 99999

60
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0 99999 30

99999 60

0 99999 60

0 99999
60

8 [ Save ]

3 csv

4 csv

Ixt .CsV Csv
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7
1 1
2 >
.1
1.
2.
3
DNC
[ ]
DNC
DNC
1.
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2 20
2225554444
2225556666
2225559999
3.
1 Unified CCE Administration >
2
3 DNC
4 [ Save ]
DNC BA Do_Not_Call
DNC
1 DNC
[ ]
DNC
1. DNC
2. DNC
3. Do_Not_Call
DNC Do_Not_Call
DNC
4. [ Save ]
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[ 1]
[ ] [+]
OR
A
1  Unified CCE >
2
3

Status -
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Status Reason

[ Name ] o 32
[ Description ]
Department |-
[ ]
4
°24 365
. 1
5
6
Date
[ Description ]
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Status -

Start
Time

End Time

Duration

Status Reason

7
8

a)

b) [ ]

c)

1
xt .CsV Csv

9 .CsV
10 [ Save ]
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1 Unified CCE

51 Save ]

255

1001

65535

1

1000

N W N P

50 Save ]

12.0(1)
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4
5 1
6 [ Save ]
Unified CCE Administration
>
Packaged CCE 2000
Packaged CCE 4000 12000 Cisco
Finesse
150
ECC
o[ Desktop Layout ]
o[ PhoneBooks ]
o[ Workflows ]
WORKFLOW
workflow 2 BOOK  book 2
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[ Call Variables Layouts ] Finesse
200
1 199

« Cisco Finesse Release 11.0 Finesse

[ ECC Custom/ECC
Variable ]
* Finesse
. Unified CCE
user.Layout ECC
user.Layout
Finesse
* Finesse CTI user.Layout ECC
PG Finesse
1

2 20 10

ECC ECC

« BACampaign

* BAAccountNumber
» BAResponse

* BAStatus

* BADialedListID

* BATimeZone

* BABuddyName
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* queueNumber

* queueName

« callKeyCallld

« callKeyPrefix

« callKeySequenceNum

* wrapUpReason

\}

CallKeyPrefix
CallKeyCallld

Unified CCE callKeyPrefix
callKeyCallld 2

Cisco Finesse

1 ]
2 [< >
]
. 40
. 128
3 [ Call Header Layout ]
. [ ] 50

50
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ECC
ECC callVariable3 32
4 [Call Body Left-Hand Layout] [Call Body Right-Hand Layout]
a) [ Add Row ]
[X]
b)
. 50
ECC 32
5 5
2
6 [ Save ] [ Cancel ]
3
7 [ ]
ECC
1 ECC [ Variable ] [
Custom ]
2 [ /[ECC Custom/ECC Variable Name ]
ECC
3 [ Set ]
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ECC [ Variable ]

1 CCE Configuration Manager user.Layout ECC
user.layout  user.Layout Finesse  user.Layout
user.layout user.Layout user.layout

Finesse
2 CCE user.Layout [
Set Variable ] user.Layout
[ ]
HTTP
ECC
Finesse
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. Finesse XML
©
Finesse RAM
Live Data
. Live Data
. Finesse
Finesse XML
Finesse
[Finesse XML]
[ ]
Finesse XML
312
* [Finesse Default Layout XML] Finesse
XML
o[ Restore Default Layout ] Finesse
o[ save ]
o[ Revert ]
Finesse

Cisco Unified Intelligence Center  Live Data
Finesse
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Finesse .

Finesse Desktop Cisco Unified Intelligence
Center
Finesse XML URL
HTTPS URL

<gadget>https://my-cuic-server:8444/cuic/gadget/LiveData/LiveDataGadget. jsp?
gadgetHeight=310&viewld_1=99E6C8E210000141000000D80A0006C4&
filterld_l=agent. id=CL%20teamName&viewld_2=9AB7848B10000141000001C50A0006C4&
Ffilterld_2=agent. id=CL%20teamName

</gadget>
Cisco Unified Intelligence Center [ Edit ]
URL [ Links ]
[HTML HTML Link ]
[HTML HTML Link ]
viewld
viewID
https://<Server Name>:8444/cuic/permalink/PermalinkViewer._htmx?
viewld=5C90012F10000140000000830A4E5B33&1 inkType=htmlType&viewType=Crid
URL  viewld viewld
my-cuic-server  Cisco Unified Intelligence Center FQDN
6 [ ] URL
XML [ save |
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Finesse
Cisco Unified Intelligence Center
5
viewld _n filterld_n
Finesse
5 5
Finesse viewld
viewld_n viewld
viewld
S
Finesse Unified Intelligence Center
1 viewld
a) Unified Intelligence Center [ Edit ]
[ Links ]
[HTML HTML Link ]
b) [HTML HTML Link ]
viewID
viewlD
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https://<Server Name>:8444/cuic/permalink/PermalinkViewer.htmx?
viewld=5C90012F10000140000000830A4E5B33& 1 inkType=htmIType&viewType=Grid

2 Finesse XML
URL

XML HTTPS URL

<gadget>https://my-cuic-server:8444/cuic/gadget/LiveData/LiveDataGadget. jsp?gadgetHeight=310&
viewld_1=9AB7848B10000141000001C50A0006C4&Filterld_l=agent. id=CL%20teamName</gadget>

3 URL viewld 1
1 viewld

1 viewld URL

<gadget>https://my-cuic-server:8444/cuic/gadget/LiveData/LiveDataGadget. jsp?gadgetHeight=310&
viewld_1=5C90012F10000140000000830A4E5B33&Fi Iterld_1l=agent. id=CL%20teamName</gadget>

a) URL viewld_1 agentld_1

<gadget>https://my-cuic-server:8444/cuic/gadget/LiveData/LiveDataGadget. jsp?gadgetHeight=310&
viewld_1=5C90012F10000140000000830A4E5B33&Fi I terld_l=agent. id=CL%20teamName&
viewld_1=5C90012F10000140000000830A4E5B33&Fi Iter 1d_1l=agent. id=CL%20teamName</gadget>

b) URL viewld_1 filterld_1
viewld_2 filterld_2

<gadget>https://my-cuic-server :8444/cuic/gadget/LiveData/LiveDataGadget. jsp?gadgetHeight=310&
viewld_1=5C90012F10000140000000830A4E5B33&Fi Iterld_l=agent. id=CL%20teamName&
viewld_2=5C90012F10000140000000830A4E5B33&Fi I ter1d_2=agent. id=CL%20teamName</gadget>

c) viewld
( 99E6C8E210000141000000D80A0006C4

<gadget>https://my-cuic-server:8444/cuic/gadget/LiveData/LiveDataGadget. jsp?gadgetHeight=310&
viewld_1=5C90012F10000140000000830A4E5B33&Fi I terld_l=agent. id=CL%20teamName&
viewld_2=99E6C8E210000141000000D80A0006C4&Fi Iter 1d_2=agent. id=CL%20teamName</gadget>
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XML
d) filterld
. filterld_N=agent.id=CL%20teamName
. filterld_N=agent.id=CL%20teamName
. filterld_ N =skillGroup.id=CL%20teamName
. filterld_N=precisionQueue.id=CL%?20teamName

5 my-cuic-server  Cisco Unified Intelligence Center

6 URL [ Manage Desktop
Layout ] XML [ Save ]
Finesse
XML
Unified CCE Packaged CCE  Finesse XML
XML

Finesse 12.0(2) XML

* Finesse

. TeamMessage ID

XML
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o |

Cisco Finesse

* Finesse
. java
«ID
HTML DOM ID ID -
_ Finesse
. managedBy [ ]
managedBy
team-performance
[
] [ ]
managedBy
ID
ID managedBYy
ID
hidden = true
false
* maxRow
URL
maxrow
maxrow
10
XML ID URL
Finesse
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URL

cd-logo

<url>/desktop/scripts/js/logo.js</url>

agent-voice-state

<url>/desktop/scripts/js/agentvoicestate.component. js</url>

nonvoice-state-menu

<url>/desktop/scripts/jsihonvoice-state-menu.component js</urk>

TeamMessage broadcastmessagepopover | <url>/desktop/scripts/js/teammessage.component.js</url>
chat <url>/desktop/scripts/js/chat.component.js</url>
- <url>/desktop/scripts/js/makenewcall.component.js</url>
ID identity-component <url>/desktop/scripts/js/identity-component.js</url>
Finesse 120
S
<gadget>/desktop/scripts/js/callcontrol.js</gadget>
<page></page> <tab></tab>
XML
. Finesse
310
1 [Finesse Layout XML] XML
[ 1 <role> </role>
XML
<tab>
<id>reports</id>

<icon>Reports</icon>
<label>Reports</label>
</tab>

. Cisco Packaged Contact Center Enterprise

12.0(2)
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<role>Supervisor</role>

tabs XML
gadgets XML
<gadgets>
<gadget>http://<ipAddress>/gadgets/<gadgetname>.xml</gadget>
</gadgets>
<ipAddress> IP
Finesse
4
<tabs>
<tab>
<id>home</id>
<icon>home</icon>
<label>finesse.container.tabs.agent.homeLabel</label>
<columns>
<column>
<gadgets>
<gadget>/desktop/scripts/js/queueStatistics. js</gadget>
</gadgets>
</column>
</columns>
</tab>
<tab>
<id>myHistory</id>
<icon>history</icon>
<label>finesse.container.tabs.agent.myHistorylLabel</label>
<columns>
<column>
<I-- The following gadgets are used for viewing the call history and
state history of an agent. -->
</column>
</columns>
</tab>
<tab>
<id>manageCustomer</id>
<icon>profile-settings</icon>
<label>finesse.container.tabs.agent.manageCustomerLabel</label>
<gadgets>
<gadget>/3rdpartygadget/fTiles/FinextGadget.xml</gadget>
</gadgets>
</tab>
2 [ save |

Finesse

Cisco Packaged Contact Center Enterprise 12.0(1) .
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Finesse XML XML Finesse

3 [ Revert ]

Restore Default Layout ]

Cisco Finesse

Finesse
. Cisco
. Cisco Finesse
*ID
A\
Finesse
1 Title config value

. Cisco Packaged Contact Center Enterprise 12.0(1)
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alternateHosts

alternateHosts .

Cisco Finesse

URL

<configs>

<I-- The Title for the application which can be customised.-->

<config value="product.full-name" Key="title"/>

<I-- The logo file for the application-->
<I--<config key="logo" value="/3rdpartygadgets/<some_sample_image>"/-->
</configs>

Finesse
40
svg, .png, .gif, .gpeg .9pg
Finesse Layout XML < >
Cisco
Finesse
alternateHosts primary-host-FQDN FQODN
<gadget alternateHosts="hostl,host2,host3,...">
https://<primary-host-FQDN>/<gadget-URL>
</gadget>
alternatehosts URL URL
FQDN URL
<gadget alternateHosts="host1,host2">http://primary host/relative_path</gadget>
Cisco Finesse
alternatehosts
Cisco Finesse
Cisco Finesse
URL <gadget
>/3rdpartygadgets/relative_path</gadget> alternatehosts Cisco Finesse

Cisco Packaged Contact Center Enterprise 12.0(1) .
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\}

Cisco Finesse

XML
hidden = true
false
Finesse
1 id
2 icon
3
Cisco Finesse
icon
icon
<tab>
<id>myHistory</id>
<icon>/3rdpartygadgets/<some_sample_image>
<label>finesse.container.tabs.agent.myHistorylLabel</label>
<columns>
<column>
<I-- The following gadgets are used for viewing the call history and
state history of an agent. -->
<gadgets>

<gadget>https://my-cuic-server:8444/cuic/gadget/LiveData/LiveDataGadget
-Jsp?gadgetHeight=280&viewld=5FA44C6F930C4A64A6775B21A17EED6A&

Filterld=agentTaskLog. id=CL%20teamName</gadget>

<gadget>https://my-cuic-server:8444/cuic/gadget/LiveData/LiveDataGadget
-Jsp?gadgetHeight=280&viewld=56BC5CCE8C37467EA4D4EFA8371258BC&

Filterld=agentStatelLog. id=CL%20teamName</gadget>
</gadgets>
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</column>
</columns>
</tab>
<tab>
<id>manageCustomer</id>
<icon>/3rdpartygadgets/<some_sample_image>
<label>finesse.container.tabs.agent.manageCustomerLabel</label>

<gadgets>
<gadget>/desktop/gadgets/CustomerContext.xml</gadget>
</gadgets>
</tab>
25 x 25
80
svg, .png, .gif, .gpeg .gpg

XML

XML  Finesse XML
Finesse XML

<?xml version="1.0" encoding="UTF-8"7?>
<xs:schema xmlIns:xs="http://www.w3.0rg/2001/XMLSchema"
xmIns="http://www.cisco.com/vtg/finesse" targetNamespace="http://www.cisco.com/vtg/finesse"
elementFormDefault="qualified">
<Il-- definition of version element -->
<xs:element name="version'>
<xs:simpleType>
<xs:restriction base="'xs:double'>
<xs:pattern value="[0-9\.]+" />
</xs:restriction>
</xs:simpleType>
</xs:element>

<l-- The below elements are for common desktop header and configs -->
<l-- Copied from:
hittps://githubs.. cisoo. con/odou-shared/comon-deskitopvblovirester/ jave/ layout-meneger/sre/hain/resouroes/ layoutSchema. xsd
—-—>
<!-- 1If the common-desktop XSD changes, this too needs to be updated -->
<!-- Only difference is that, column has been renamed to headercolumn, since column

is alredy there in finesse desktop layout -->
<xs:complexType name="configs'>
<Xs:sequence>
<xs:element name="config" type="config"” minOccurs="0" maxOccurs="unbounded" />
</xs:sequence>
</xs:complexType>
<xs:complexType name="config'>
<xs:attribute name="key'>
<xs:simpleType>
<xs:restriction base="xs:string">
<xs:pattern value="[a-zA-Z]*" />
</xs:restriction>
</xs:simpleType>
</xs:attribute>
<xs:attribute name="value" type='xs:string"” />
</xs:complexType>
<xs:complexType name="header'>
<xs:choice>
<Xs:sequence>

Cisco Packaged Contact Center Enterprise 12.0(1) .
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<xs:element name=""leftAlignedColumns™ type="listOfColumns" minOccurs="1"
maxOccurs="1" />
<xs:element name="rightAlignedColumns" type="listOfColumns" minOccurs="0"
maxOccurs="1" />
</Xs:sequence>
<xs:sequence>
<xs:element name="rightAlignedColumns"™ type="listOfColumns" minOccurs="1"
maxOccurs="1" />
</Xs:sequence>
</xs:choice>
</xs:complexType>
<xs:complexType name="component'>
<xs:sequence>
<xs:element name="url" type=''xs:string" minOccurs="1" maxOccurs="1" />
<xs:element name="'stylesheet" type=''xs:string"” minOccurs="0" maxOccurs="1" />
</Xs:sequence>
<xs:attribute name="id" use="required'>
<xs:simpleType>
<xs:restriction base='xs:string'>
<xs:pattern value=""_+" />
</xs:restriction>
</xs:simpleType>
</xs:attribute>
<xs:attribute name="order'>
<xs:simpleType>
<xs:restriction base='xs:string'>
<xs:pattern value="[0-9]{0,10}" />
</xs:restriction>
</xs:simpleType>
</xs:attribute>
</xs:complexType>
<xs:complexType name="listOfColumns'>
<Xs:sequence>
<xs:element name="headercolumn' type="headercolumn' minOccurs="1"
maxOccurs=""unbounded" />
</Xs:sequence>
</xs:complexType>
<xs:complexType name="headercolumn'>
<xs:choice minOccurs="0" maxOccurs="1">
<xs:element ref=""gadget” />
<xs:element name="component' type='‘component" />
</xs:choice>
<xs:attribute name="width">
<xs:simpleType>
<xs:restriction base='xs:string'>
<xs:pattern value="[0-9]+(px|%)" />
</xs:restriction>
</xs:simpleType>
</xs:attribute>
</xs:complexType>
<I-- The above elements are for common desktop header and configs -->
<l-- definition of role type -->
<xs:simpleType name="role">
<xs:restriction base='xs:string'>
<xs:enumeration value="Agent" />
<xs:enumeration value="Supervisor" />
<xs:enumeration value="Admin" />
</xs:restriction>
</xs:simpleType>
<l-- definition of simple elements -->
<xs:element name="id">
<xs:simpleType>
<xs:restriction base='xs:string'>
<xs:pattern value="[a-zA-Z]([-_:\.a-zA-Z0-9])*" />

. Cisco Packaged Contact Center Enterprise 12.0(1)
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</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="label">
<xs:simpleType>
<xs:restriction base='xs:string'>
<xs:minLength value="1" />
<xs:pattern value="["\r\n]+" />
<I-- This regex restricts the label string from carriage returns or newline
characters -->
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name=""icon" type="xs:anyURI" />
<xs:element name="'gadget'>
<xs:complexType>
<xs:simpleContent>
<xs:extension base="restrictWhiteSpaces'>
<I-- <xs:attribute name="'staticMessage'" type=''xs:string'"/> -->
<xs:attribute name="id">
<xs:simpleType>
<xs:restriction base='xs:string'>
<xs:pattern value="[a-zA-Z]([-_a-zA-Z0-9])*" />
</xs:restriction>
</xs:simpleType>
</xs:attribute>
<xs:attribute name="alternateHosts" type=''xs:string" />
<xs:attribute name="managedBy" type="'xs:string" />
<xs:attribute name="hidden" type='xs:boolean" />
</xs:extension>
</xs:simpleContent>
</xs:complexType>
</xs:element>
<xs:element name="role" type="role" />
<xs:element name="gadgets'>
<I-- Grouping of a set of gadgets -->
<xs:complexType>
<xs:sequence minOccurs="0" maxOccurs="unbounded'>
<I-- No limit to number of gadget URIs for now -->
<xs:element ref=""gadget” />
<!-- URIl of the gadget xml -->
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:simpleType name="restrictWhiteSpaces'>
<xs:restriction base='xs:anyURI">
<xs:minLength value="1" />
<xs:pattern value="\S+" />
<!-- This regex restricts anyURl from containing whitespace within -->
</xs:restriction>
</xs:simpleType>
<xs:element name="column'>
<I-- Grouping of a set of gadgets within a column -->
<xs:complexType>
<xs:sequence minOccurs="0" maxOccurs="unbounded'>
<I-- No limit to number of gadget URIs for now -->
<xs:element ref=""gadgets" />
<!-- URIl of the gadget xml -->
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="columns'>
<I-- Grouping of a set of columns -->
<xs:complexType>
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<xs:sequence>
<xs:element ref="column™ minOccurs="0" maxOccurs="unbounded" />
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="page'’>
<I-- Grouping of a set of persistent gadgets -->
<xs:complexType>
<xs:sequence minOccurs="0" maxOccurs="unbounded'>
<I-- No limit to number of gadget URIs for now -->
<xs:element ref=""gadget” />
<!-- URIl of the gadget xml -->
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="tab''>
<xs:complexType>
<xs:sequence>
<xs:element ref="id" />
<l-- 1d of the tab selector in the desktop -->
<xs:element ref="icon" minOccurs="0" maxOccurs="1" />
<xs:element ref="label" />
<!-- Label of the tab selector -->
<xs:choice>
<xs:element ref="gadgets'" minOccurs="0" maxOccurs="1" />
<xs:element ref="columns" minOccurs="0" maxOccurs="1" />
</xs:choice>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name=""tabs"'>
<l-- Grouping of tabs -->
<xs:complexType>
<xs:sequence maxOccurs="unbounded'>
<I-- No limit to number of tabs for now -->
<xs:element ref="tab" />
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="layout'>
<xs:complexType>
<Xs:sequence>
<xs:element ref="role" />
<l-- Type of the role -->
<xs:element ref="page" />
<I-- List of page gadgets -->
<xs:element ref=""tabs" />
<I-- Grouping of tabs for this particular role -->
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="finesselLayout'>
<I-- Layout of the desktop -->
<xs:complexType>
<Xs:sequence>
<xs:element ref="version" />
<xs:element name="configs" type="configs" minOccurs="0" maxOccurs="1" />
<xs:element name="header" type="header"™ minOccurs="1" maxOccurs="1" />
<xs:sequence maxOccurs="3">
<l-- only support 3 roles for now -->
<xs:element ref="layout" />
</Xs:sequence>
</Xs:sequence>
</xs:complexType>
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</xs:element>
</xs:schema>

Cisco Finesse Administration Console

Finesse
«10
« 300
50,000
1,500
[ Name ] [ Assign To ]
[T [ 10[ 1 [ ]
[ Name ] 64
Assign All Users
To Teams
Last Name 128
First Name 128
Number 1 32
128
o[ New ]
o[ Edit ]
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o[ Delete ]

o[ Refresh ]

[ Import ]
o[ Export ]

1

[New Phone Book]
2

64

3
4 [ Save ]
1
2 [ Edit ]
3
4 [ Save ]

[ ] [ ] [ ]
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N

[ Delete ]
3 [ Yes ]

[List of Contacts for <phone book name>]

2 [ New ]
3 [ First Name ] [ Last Name ] [ ]
128 [ Number ]
32
4 [ Save ]
1

[List of Contacts for <phone book name>]

2

3 [ Edit ]

4 [ 1711 [ 1]
128 [ ] 32

51 Save ]

Cisco Packaged Contact Center Enterprise 12.0(1) .



[List of Contacts for <phone book name>]

2

3 [ Delete ]

4

Yes ]

CSv
1500

Packaged CCE

1500

Csv
First |128
Name
Csv
Last |128 UTF-8
Name
Phone 32
Number
128
"First Name",'"Last Name','Phone Number™,"'Notes"
Amanda'',''Cohen',"'6511234",
“Nicholas","Knight',"612-555-1228",""Sales"
“"Natalie","Lambert","952-555-9876", ""Benefits"
"Joseph™, "'Stonetree", ""651-555-7612","*Manager"*
CSsv
12.0(1)

. Cisco Packaged Contact Center Enterprise



| Packaged cce

CSVv

2 [ Import ]
3 [ Browse ] Csv

Csv Unicode-8

4 [OK]

CSv

N

[ Export ]
3 Excel CSV

EXPLORER [View Downloads]
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[Manage Workflows]
[Manage Workflow Actions]

Finesse
* Finesse 100
* Finesse 100

. 20

* queueNumber

* queueName

« callKeyCallld

« callKeyPrefix

« callKeySequenceNum

* wrapUpReason

[ Name ] 40

128

. Cisco Packaged Contact Center Enterprise 12.0(1)



| Packaged cce

[ Name ] 64

[Browser Pop] [HTTP
HTTP Request ]

[Manage Workflows ] [Manage Workflow Actions]

o[ New ]

o[ Edit ]

o[ Delete ]

o[ Refresh ]
Finesse

Finesse
1 Finesse
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2
1D
S
HTTP
HTTP
HTTP
ANI
Web
N DNIS
. contains is equal to
is not equal to begins with ends with
is empty is not empty isin list
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Finesse
Finesse
JavaScript
A\
true
true
1
Finesse Finesse
2
2
Finesse
2

Finesse
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Finesse

[BAStatus is not empty]
BAStatus
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POP B

POP

[Browser Pop]

)

1 ]
2 [ Name ]
64
3 [ ] Browser Pop
4 [ ] Finesse
51 ] ID
40
6 URL

N 3 8
http:/fwww google com/search?q=| callvariable1 3 |& callVariable2 % ‘g

[ Sample Data ]
[ Sample Data ] [Browser URL]
URL URL [ Open ]
URL
Finesse URL
70 Save ]
HTTP
[HTTP HTTP Request ]
API HTTP
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10 ]
2 [ Name ]
64
3 [ type ] [HTTP HTTP Request ]
4 [ HandledBy ] Finesse
5 [ Method ]
PUT POST
6 [ Locations ]
Finesse API HTTP [Finesse] API
[ Other ]
7 [ Content Type ]
application/xml Finesse API
API API
application/JSON
8 [URL] URL URL
1
= i i : ]
ffinesse/apilUser/ dialogld 3% g
Finesse APl URL API URL
http://googleapis.com)
URL
1 dialogld
[dialogld]
9 Body ]
application/xml XML
1
[ Sample Data ]
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100 [ Save ]

1 1

2 [ Edit ]

3

4 1 Save ]

1 [Workflow Actions]

2 [ Delete ]

3 [ Yes ]
1 ]
2
3

40
4
128

5
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6
5
CallVariable1 123 CallVariable2 2
7 [ Ordered List of Actions ] [ Add ]
[ Add Actions ]
[ Ordered List of Actions ]
8 [ ]
9 I save |
10 1
1 ]
2 [ Edit ]
3
4 [ Save ]
1l ]
2 [ Delete ]

. Cisco Packaged Contact Center Enterprise 12.0(1)
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3 [ Yes ]

Packaged CCE
Cisco Finesse
[ ] Unified Intelligence Center

Packaged CCE webadmin Finesse

Unified CCE > > >

Capacity Info 429

341

339

162 165

1 Unified CCE >
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2 [ New ]
3
Labels
40
1 65535
[ Description ] 255
652
4
5[ Save ]
12.0(2)
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1
> Teams
253

32767

32762

50001 CTIOS
50002 CTIOS

CTIOS

50002

50003 Unified CM
50004
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ACD

Packaged CCE |

ACD Unified CCE
ACD

50010

50020

Administration & Data
Server

50030

PG
DN

50040

50041

50042

65535

Peripheral

65534

PG
PG

65533

20001

20002

A Cisco Agent Desktop
B ID
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Desk Settings

A
20002 B
B

20003

999

999

255 Cisco Finesse Desktop  Cisco Finesse Server

Desk Settings
Desk Settings

Unified CCE >

Desk Settings ]

1 Unified CCE >

2 [ New ] [

New Desk Settings ]

[ Description ]

Cisco Packaged Contact Center Enterprise
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. Cisco Packaged Contact Center Enterprise

[ Name ] 32
[ Description ]
10 7200 2
Cisco Finess
[
Optional ] [
Required ] [ Not
Allowed ]
[ Optional ]
[
Optional ] [
Required ] [ Not
Allowed ]
[ Optional ]
1 7200
7200
12.0(2)
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CTIOS
Finesse
CTIOS
CTI OS
Finesse
CTIOS
RONA
RONA
. RONA
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Agent Trace
No
o[ Not Allowed ]
o[ Call by Call ]
o[ NailedUp ]
o[ AgentChooses ]
RONA Unified Cisco Unified
Voice Portal CVP Requery on No Answer RONA Packaged CCE
4 [ Save ]
Agent Trace
Agent Trace
[ agent trace ]

1
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N -

[N

B~ w

Unified CCE
[+]
[
1
[
[ List ] [
[
[ Rever ]
Unified CCE
[X]
[ List ] [
[ Revert ]

Cisco Packaged Contact Center Enterprise

>
sort 1 [ search features ]
Add Agents with Trace Enabled ]
Save ]

TraceEnabled ]

Save ]

200
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Call Settings

Call Settings

MRD
MRD
MRD MRD
1 MRD
Cisco_\Woice MRD MRD
Unified CCE Cisco_Task MRD
S
MRD
Configuration Manager
MRD
MRD
1 Unified CCE > >

2 [ New ]
3
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Dialed Numbers .

[ Name ]

[ Description ]

652

Service Level
Threshold

Interruptible

MRD

Life

Start Timeout

Max Duration

Max
in Queue

Max Time in Queue

4 [ Save ]

Dialed Numbers

Cisco Packaged Contact Center Enterprise
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. RONA

Call Types 370

[ ]
[ Search ] [+]
. OR
OR
)
Packaged CCE 4000
12000
. [ Globalsand Departments | [
Globalsonly ] [ Departments only ]
[ Globals and Departments ] [ Departmentsonly ]
OR

N
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358
1 Unified CCE >
2
3
4
Dialed Number
String 25
[ Description ] 255
Department 1
[
Global ]
[ Dialed Numbers ]
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- Packaged CCE
2000 Main

Packaged CCE 4000 12000

Packaged CCE 4000
12000

150
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Routing Type
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PG

. Cisco Unified
Customer Voice Portal CVP

[ External Voice ]

VRU

VRUPG

. Cisco Unified
Communications Manager

Unified Communications

Manager
Unified Communications Manager
[ Internal Voice ]
[
Supervisor Script
Dialed Number ] [ Internal
\Voice ]
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PG

Cisco
Outbound Option Dialer

VRU

VRUPG

Cisco Unified Customer Voice
Portal CVP

Unified CVP

VRUPG
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* [SocialMiner] SocialMiner

Web

o[ 3rd Party
Multichannel ]

Cisco Packaged Contact
Center Enterprise https://www.cisco.com/

c/en/us/support/customer-collaboration/
packaged-contact-center-enterprise/

tsd-products-support-series-home.html
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No

Media
Routing Domain

MRD

[
Routing Type ]
o[ Routing Type 1 [
External Voice ] [ Internal
\Voice ] [
Outbound Voice ] [
Media Routing Domain ]
Cisco_Voice
o[ RoutingType ] [
Multichannel ] [
magnifyingglass ]
[ Select

Media Routing Domain ]

Call
Types

o[ magnifying glass ]
[ SelectCall Type ]
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PCS
PCS
512
256
5[ Save ]
Unified CVP
168
1 Unified CCE
2
[ ]
3
12.0(1)
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4 >
5
6 [ Save ] [ Yes ]
[ 1]
[ ] [+]
. OR
[ ]
* [RNA ]
A\
1 Unified CCE > >
2
3
4

Cisco Packaged Contact Center Enterprise

200



Packaged CCE |
24
!
>
[
Description ] 652
[ SIP FQDN
Destination ] 1 sIp
SIP
SIP >
SIP
2. SIP
RNA
5 60
Cisco (vru)
vru
5[ Save ]
IVR
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Cisco Unified Communications Manager

CCE

Packaged CCE

[ 1]
[ ] [+]
. IP
1 Unified CCE >
2 [ Locations ]
3 [ New ]
4

Cisco Unified Communications Manager

Packaged
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[ Description ]

652

ICM

363

51 Save ]
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Unified CM

. Unified CM
1 Unified CCE > >
2 [ Locations ]
3
4 CUCM Unified CM
51 Sync ]

[ ]
VRU VRU
ID

1 Unified CCE > >
2 [ Locations ]
3 [ Properties ]
4
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B sr
. VRU ID ID
o VRU ID
VRU ID
5[ Save ] [ List ]
VVB
SIP
SIP Cisco Unified Customer Voice Portal CVP SIP
SIP 1
FQDN
A\
SIP
Unified CVP Packaged CCE 2000
10
SIP 364
SIP 365
SIP 367
SIP
SIP [ ]
SIP +
. OR
12.0(1)
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sip B

. IP
S
SIP
SIP SIP
1 Unified CCE > >
2 SIP
3 SIP
4 [ General ]
FQDN SIP FQDN
128 FQDN
L]
[]
[ 255 SIP
Description ]
652
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B sr
*VRU Cisco VRU Cisco
Unified SIP CUsP VRU
. Cisco Unified Communications Manager
CucM™M CusP
. CUSP
5
a) [+]
IP
b) 1
c)
1
1 2147483647
10 2147483647
[ 5060
Port ] 1 65535
1 65535
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6 [

SIP
SIP

Save ]

SIP

sIp B

SIP

SIP

SIP

SIP

SIP
30000ms 30
10000 ms 10

ping
ping ping
ping
ping

CPU

ping

SIP

1 Unified CCE

2 SIP

31

SIP

Properties ]

SIP

Cisco Packaged Contact Center Enterprise
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. Cisco Packaged Contact Center Enterprise

Packaged CCE |
[ Enabled [ Enabled ]
[ Disabled ]
Use Heartbeats to
Endpoints ]
3 1 5
800 100 3000
5000 0 3600000
ping
5000 0 3600000
ping
[ 5067 0 65535
Heartbeat Local
Listen Port ]
CVP

12.0(2)
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sIp B
[ SIP SIP OPTIONS
Heartbeat SIP PING
Method ] PING
SIP
PING
[ ubP UDP TCP
Heartbeat
Transport Type ] UbP TCP
CVP
UDP TCP
UDP
TCP
TLS

Cisco Packaged Contact Center Enterprise
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Packaged CCE |
Call Types
[ 503 480 600 1 128
Overloaded 0 9
Response Codes ]
[ cvp.Cisco.com
SIP 128
Options Override
Host ]
51 Save ]
Call Types
[ call types ] [ call
types ]
calltypes ] [ call
types ]
* VRU
12.0(2)

. Cisco Packaged Contact Center Enterprise
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371
Dialed Numbers 349
1 Unified CCE > >
2
3 [ New ] [ New Call Type ]
4
[ Name ] 32
[ Description ] 255
652
Service Level
Threshold
> >
396
0 2 147 483 647

Cisco Packaged Contact Center Enterprise
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Service Level Type

396

‘[

Abandoned Calls have Negative Impact ]

. Cisco Packaged Contact Center Enterprise 12.0(1)



| Packaged cce
Expanded Call Variables .

Bucket |-
Interval
>
>
396
[ Bucket Interval ]
. [
Select Bucket Interval ]
51 Save ]
Expanded Call Variables
ECC ECC
Cisco Unified Customer Voice Portal CVP Unified CCE
. VRU Unified CVP Unified
CVP  Unified CCE
. Unified CCE

2
Unified CVP Unified CCE
Unified CCE Unified CVP

Cisco Packaged Contact Center Enterprise 12.0(1) .
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I
[ Edit Expanded Call Variable ]
[ Builtin ]
Packaged CCE 4000 12000 ECC
https://www.cisco.com/c/en/us/support/customer-collaboration/unified-customer-voice-portal/
products-installation-and-configuration-guides-list.html  Cisco Unified Customer Voice Portal
376
379
ECC
ECC
2000 ECC
ECC ECC
ECC 2000 ECC ECC
ECC
ECC ECC ECC
)
CTI ECC 2000 ECC
500 CTI
ECC
API CTI ECC
ECC
CTI ECC OPC
CTI ECC CTI
ECC
ECC
ECC 1 TCD RCD
ECC ID ECCPayloadID ECC
ID
ECC ECC
2500 CTI 2000 ECC

. Cisco Packaged Contact Center Enterprise 12.0(1)
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| Packaged cce

ECC B
N
Packaged CCE 2000 VRU ECC
ECC ECC 2000
ECC ECC ECC
ECC ECC
ECC Configuration Manager > >
Packaged CCE 4000 12000
Configuration Manager Network VRU Explorer
VRU ECC
ECC
ECC
ECC
2000
ECC
)
[
ECC
CTI CTI
ECC 500
CTI
ECC
ECC
*«ECC
ECC
*ECC
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ECC PG
PG PG
ECC
ECC
5.
PAYLOAD
ECC
ECC VRU ECC
ID
1 Unified CCE > > >
CTI
2
3
[ Name ]
32
user
4
[ Description ] 255
652
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Max Length
1 210
Array
Maximum [ Array ]
Array Size
1
255
Persistent
Termination Call
Detail TCD Route Call Detail
RCD

Cisco —

[
New Expanded Call Variable ]

Bytes Required (if
enabled)

Cisco Packaged Contact Center Enterprise
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I

ECC

Packaged CCE |

CTI

Bytes
Required in CTI Server (if
enabled)

CTI

Bytes Required ]

CTI

#/2000

( # Total Bytes
Required for Enabled
Variables: # of maximum 2000

bytes (# bytes remaining)

2000

ECC

CTI
#2500
( #
Total Bytes Required for
Enabled Variables: # of
maximum 2000 bytes (# bytes

remaining)

2000
ECC

CTI

ECC

500

[ Save ]

ECC

ECC

ECC

2000

ECC

ECC

2000

. Cisco Packaged Contact Center Enterprise

12.0(2)
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ECC ECC
1 Configuration Manager > >
ECC
2 ECC
3 [ Add ]
4
5
ECC
6 ECC OK
ECC 2000 CTI
ECC CTI 2500
70 save ]
PG [
Expanded Call VariablesList | [ Add ] [ Edit ]
Unified Contact Center ECC ECC
2000
Unified CCE
. 5 + Maximum_Length
. 5 + (1 + Maximum_Length) * (Maximum_Array_Size)
CTI ECC ECC 2500
ECC 2000
ECC 500 CTI
. Name + Maximum Length +4

Cisco Packaged Contact Center Enterprise 12.0(1) .



Packaged CCE |

- G
. Name + Maximum Length +5 X
Maximum Array Size
IVR VRU
VRU Network VRU Scripts
VRU Packaged
CCE VRU  Cisco Unified Customer Voice Portal  Unified CVP
Unified CVP VRU
Unified CVP
6 Unified CVP
* Play Media PM welcome.wav
e Play Data PD
* Get Digits GD
*Menu M 1
» Get Speech  GS Packaged CCE GS,Server,V [
VRU List of Network VRU Scripts ]
« Capture
Packaged CCE VRU 483
VRU
1 Unified CCE > >IVR > VRU
VRU
2 [ New ] [ VRU New Network VRU
Script ]
12.0(2)
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| Packaged cce

VRU B

[ Name ] 32
[ Description ]
652
Routing

Type [

Multichannel ]

Unified CVP

ECE
VRU Unified CVP

VRU
VRU Script Name
Parameters 382
Configuration IVR
Param Unified CVP
RNA
180

1 2147483647

RNA

Interruptible

Cisco Packaged Contact Center Enterprise
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. VRU VRU Script Name Parameters

31 Save ]

VRU Script Editor

Unified CVP
VRU

Run VRU Script Unified CVP VRU

VRU VRU Script Name Parameters 382
VRU Sample VRU Script Names 384
Configuration Parameters 385
Sample Configuration Values 390
VRU VRU Script Name Parameters

VRU Micro_app
acronym,parameter,parameter

. PM pm

. . Unified CVP

Play Media PM media file name media library type Uniqueness value
Play Data PD Data Playback Type Uniqueness value
Get Digits GD media file name media library type Uniqueness value

Menu M media file name media library type Uniqueness value

. Cisco Packaged Contact Center Enterprise 12.0(1)
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VRU

VRU Script Name Parameters

Media File Name

. wav

. 1 10 Unified CVP
Call.PeripheralVariable

2 Unified CVP
Call.PeripheralVariable2

1 10
[ Media
Library Type ] \%
Unified CVP  corresponding
Call.PeripheralVariable
VoiceXML
[
] A S
IVR
VoiceXML
°a
Unified CVP
Unified ICM
GED-125
[
Media Library
Type 1 V

Play Media

Get Digits

Menu

[a]

PlayMedia

Cisco Packaged Contact Center Enterprise
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VRU Sample VRU Script Names

Data Playback Type
Play Data
. Number
. Char
. Date
. Etime
. TOD
e 24 24TOD
. DOW
. Currency
Media V1 PlayMedia
Library Type Flag Play Data
Get Digits
A
S Menu
*V External VoiceXML
Uniqueness value
VRU Play Data
Play Data
Get Digits
Menu
VRU Sample VRU Script Names
VRU This VRU Script Name Unified CVP
PM,July,S S
July.wav Play Media
(PM)

. Cisco Packaged Contact Center Enterprise 12.0(1)
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Configuration Parameters

VRU

This VRU Script Name Unified CVP

PM,WebsSite,,1

Website.wav
Play Media (PM)

GD,Password,A,O A
0
password.wav
GetDigits
M,Main_Menu Main_Menu.wav
Menu
Configuration Parameters
parameter parameter parameter
" Unified CVP

Play Media

Play Data
Buffer Flush

Get Digits
Inter-digit Timeout

Entry Message Override Dtmf Termination Key

Menu
Entry Tries

Cisco Packaged Contact Center Enterprise

Number of Invalid Tries  Timeout Message Override

Barge-in allowed RTSP Timeout Type-ahead Buffer Flush

Location of filesto be played Barge-inallowed Time Format Type-ahead

Minimum Field Length Minimum Field Length Barge-in allowed
No Entry Timeout Number of Invalid Tries Timeout Message Override Invalid
Incomplete Timeout

List of Menu Choices Barge-in allowed No Entry Timeout Number of No

Invalid Entry Message Override
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Configuration Parameters
Notes
Barge-in Allowed Unified CVP
Play Media
oY .
DTME Play Data
Get SIP/H.323
Digits '
N
SIP/H.323 /
DTMF DTMF Termination Get
Key Digits
1

0 9

P

o #

N

Incomplete Get |[V] Play Media
Timeout Digits
0 99
3

. Cisco Packaged Contact Center Enterprise
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Configuration Parameters .

Notes
Inter-digit Get
Timeout Digits
1 99
3
Get

Invalid Entry Message Override Digits

Y

N

List of Menu
Choices
o/

0 9

o * . -

o #

Location of the
data to be played Play Data
user.microapp.play_data
. Peripheral
1  Call.PeripheralVariablel

Cisco Packaged Contact Center Enterprise 12.0(1) .
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Configuration Parameters

Notes
Maximum Field Get
Length Digits
1 32
1
Maximum Field Get
Length Digits
1 32
1
No Entry Get
Timeout Digits
0 99 5
Number of Invalid Get
Tries Unified CVP Digits
Get Digits
1 9 3
Number of No Entry Get
Tries Unified CVP Digits
Get Digits
1 9
3
RTSP RTSP Timeout
Real-time Streaming Protocol RTSP Play Media
RTSP
0 43200
10 0
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Configuration Parameters .

Notes
Time format
Etime TOD Play Data
24TOD

« Null
* HHMM
* HHMMSS
e HHMMAP am. p.m.

TOD

Get
Timeout Message Override Digits

Y

Cisco Packaged Contact Center Enterprise
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Sample Configuration Values
Notes

Type-ahead buffer flush Cisco Play Media
VoiceXML

DTMF . Play Data

VoiceXML
DTMF
False
Y
N
Sample Configuration Values
Unified CVP

Menu 01 2

0-2/9,,4,2,2
Y
4
2
2
Get Digits A
0
GD,Password,A,0 password.wav N
Get Digits
12.0(1)
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Unified CVP
Menu Main-Menu.wav
M,Main_Menu Menu
VXML VXML
AW
VXML
[ ]
AW

1 Unified CCE > > VR >
2
3

1
4 zip
5[ Upload ]

AW
X
165

1 Unified CCE > > VR >

Cisco Packaged Contact Center Enterprise 12.0(1) .
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g B~ ow N

VXML

IVR >
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Bucket Intervals .

Start Time

Total Time

[ ]
.CSV
Ixt
[
[ ]
[
Bucket Intervals
[
Bucket Intervals ] [ Bucket Intervals ] [
Upper Bounds ] 9
1 1
30 60
80 120 150 180 240
1

Cisco Packaged Contact Center Enterprise
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Packaged CCE |
2
1 Unified CCE
2 [ New ] New Bucket Interval ]
3
[ Name ] 32
1 UpperBoundl 2147483647
[ 1 UpperBound1 ]
10
10 [ 1 UpperBound

. Cisco Packaged Contact Center Enterprise

12.0(2)
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4 [

2 9 Upper
Bound 2 -9 [ Upper Bound ]
10 3
3
1 UpperBoundl 10
0 10
10
2 UpperBound2 20
10 20
10 20
3 UpperBound3 30
20 30
20 30
[ Upper Bound ]
30
Save ]
Unified CCE >
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\}

Packaged CCE 4000 12000
. Call Reporting
* Script
[ o[ Treatment Mode ] [DN
Congestion Treat call with DN default label ]
Control ]
. Packaged
CCE Packaged CCE
. /
0 32
Minimum
Password
Length

. Cisco Packaged Contact Center Enterprise 12.0(1)
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Username Case

Sensitivity
Call Reporting

Bucket

Interval
Call Types 370 Skill
Groups 261
Precision Queues 269

Call

Type
Dialed Numbers 349

Cisco Packaged Contact Center Enterprise 12.0(1) .
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Service Level Type

o[ Ignore Abandoned Calls ]

o[ Abandoned Calls
have Negative Impact ]

o[ Abandoned Calls
have Positive Impact ]

Service Level 0 2 147 483 647
Threshold

[ Service Level Threshold ]
0
[ Service Level
Threshold ]

Call Types 370
Precision Queues 269

1 14400
Abandon Call Wait
Time

. Cisco Packaged Contact Center Enterprise 12.0(1)
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Answered
Short Call Threshold

0 14400

Reporting Interval

[15
[30 30 Minutes ]
15 30
Unified CCE PG

30

15 Minutes ]

15

Script

Script
Versions to Retain

1 100

Cisco Packaged Contact Center Enterprise
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magnifying glass ]
Desk Settings
#unique_313

Peripheral

Agent Phone Single Line ] [ All Lines ]

Line Control
o[ All Lines ]
Cisco Unified Communications Manager
1
2 Unified
Communications Manager  Bulk Administration
o[ Agent Phone Line
Control ]
PG Unified
CCEPG [ Service
Control ] A B
PG
Unified CM Unified CVP
Unified CM Unified CM
10
I0S
10
12.0(2)
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Unified CVP CVP
10
Unified CVP
[
Unified CVP Same Label for All
Unified CVPs ]
Unified CVP
[
Unified CVP Same Label for All
Unified CVPs ]
10
PG
Unified CM
VRU Unified CVP
PG
2 PG
Packaged CCE webadmin Packaged CCE
. Context Service

Cisco Packaged Contact Center Enterprise 12.0(1) .
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CCE
Unified CVP
X
VXML Call
Studio CCE Context Service

https://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/
products-maintenance-guides-list.html  Cisco Packaged Contact Center Enterprise

CVP
CVP
AW
CVP AW
https://www.cisco.com/c/en/us/support/customer-collaboration/
packaged-contact-center-enterprise/products-installation-guides-list.html  Cisco Packaged Contact
Center Enterprise

1 Unified CCE > >
2

3 CVP
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1000
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1. +
! 1
* , *
>
\
2. [ Add ]
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Packaged CCE |
+
! '
* *
>
\
[ Add ]
DN 1
X
. >*!
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Context Service .

5[ Save ]

Context Service

Cisco Context Service Cisco Contact Center Express
CCE Context Service
Context Service
API
Context Service https://www.cisco.com/c/en/us/support/customer-collaboration/

packaged-contact-center-enterprise/products-maintenance-guides-list.html  Cisco Packaged Contact
Center Enterprise

Customer Voice Portal CVP Cisco Finesse  SocialMiner
Context Service

Unified CCE Administration ~ Context Service CVP Finesse SocialMiner
Context Service
SocialMiner Context
Service API

Cisco Packaged Contact Center Enterprise 12.0(1) .
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\}

Packaged CCE

Packaged CCE Packaged CCE 4000 12000
Principal AW
Context Service
Context Service
* Packaged CCE Unified CCE AW Context Service
* Packaged CCE Packaged CCE 4000 12000
Context Service Principal AW Context Service
« Context Service SocialMiner
. POD.ID
Packaged CCE Unified CCE Administration
Configuration Manager
Context Service CVP Finesse SocialMiner
CVP Finesse SocialMiner Context

Service
Context Service

Unified CVP Finesse SocialMiner
Unified CCE

Context Service https://cisco.com/go/contextservice

1 Unified CCE >
2 [

> Context Service
Save ]

Cisco Packaged Contact Center Enterprise 12.0(1)
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| Packaged cce

URL Proxy Server
URL

Context Service
URL

Context Service

200 15000 ms 1200 ms
Lab Context Service
Mode false
3 Context Service [Register ]
4 Context Service
Context Service URL
Packaged CCE
Packaged CCE 2000 SSO
HDS Cisco Identity Service
1dS
CUIC-LD-IdS Unified CCE HCS for Contact Center
SSO
1. Principal AW Unified CCE Diagnostic Framework
2. Cisco Finesse CUIC-LD-IdS
3. AW Cisco Finesse Primary Cisco 1dS
Unified CCE  Packaged CCE 4000 12000

HCS for Contact Center

Cisco Packaged Contact Center Enterprise

SSO
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1. Principal AW AW Unified CCE Diagnostic Framework

2. Cisco Finesse Unified Intelligence Center Cisco ldentity Service 1dS

3. AW Cisco Finesse Primary  Unified Intelligence Center Publisher Cisco
IdS

* Internet Explorer AW
CCE Administration
https://fully-qualified-name.com/cceadmin
1 Unified CCE >
2 Onthe SSO Cisco
1dS SSO
[ Retry ]
3 [ Test ]
SSO
ID
Cisco 1dS
SSO
[ Test ]
SSO

4 SSO

. Cisco Packaged Contact Center Enterprise 12.0(1)
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e[ SSO Non-SSO ] SSO
Active Directory

o[ Hybrid ] SSO
* [SSO] SSO
SSO
SSO
Cisco IdS SSO
SSO
SSO
ECE
Unified CCE ECE
ECE Web
136
Unified CCE >
140
653

Cisco Packaged Contact Center Enterprise 12.0(1) .
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[ bulkjobs ]
e
[ bulk jobs ]
[ bulk jobs ]
Bulk Jobs
.CsV
[ BulkJobs ]
S
Packaged CCE Lab

. Cisco Packaged Contact Center Enterprise 12.0(1)



| Packaged cce

1 Unified CCE > >
2 [ Templates ]

[ Download Templates ]
3 [ Download ]
4 [ Download Templates ]

[OK]

5 Microsoft Excel
6 [ file ]
7
127
S
SSO
SSO https://www.cisco.com/c/en/us/

support/customer-collaboration/packaged-contact-center-enterprise/products-maintenance-guides-list.html
Cisco Packaged Contact Center Enterprise

CREATE

o[ Agent ]
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Packaged CCE

Dialed number ]

Content File Update Operations

UPDATE

operation

* CREATE
* UPDATE

agentiD

No

11
AgentlD

UPDATE
» agentID

. userName

. Cisco Packaged Contact Center Enterprise
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| Packaged cce

userName 255 ASCII
" /
\ [1 ' ;
| = : +
* ? <>
# % 33 126
ASCII
SSO
Active
Directory SSO
SSO
Active Directory user@domain
firstName 32
lastName 32
password 256 ASCII
SSO
>
396
loginEnabled
True
ssoEnabled No
SSO
Description 255
CREATE CREATE
[ BulkJobs ] ID
agentStateTrace
False

Cisco Packaged Contact Center Enterprise
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Packaged CCE |
agentDeskSettingsName
CREATE agentDeskSettingsName
[ Desk Settings ]
agentTeamName
CREATE agentTeamName
[
List of Teams ]  BulkJob ID ####
HHEHE
skillgroup(s) [
Skill groups ] ;
sales;billing;support
CREATE skillgroup
[ Listof Skill Groups ] BulkJob ID
ittt it
defaultSkillGroup [
Skill Groups ]
[
Skill Groups ]
UPDATE [ Skill
Groups ]
12.0(2)



| Packaged cce

attributes ; -
english=true;sales=7
Boolean Proficiency true 9
english
english
english ~ True english
True
english=false
False True
english=10
english
CREATE attribute
[
List of Attributes ]  BulkJob ID ####
HitHH
supervisor No
false
supervisorTeams :
team1;team2;team3
supervisorUserName
CREATE supervisorTeams
[
Listof Teams ] Bulk Job ID: ####

Cisco Packaged Contact Center Enterprise
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[
Name ] PG
Main

ecePerson ECE

false
screenName ECE 32

ecePerson

emailAddress ECE

50
peripheralSetName [PeripheralSetName] Packaged CCE

4000 12000
peripheralSetName
peripheralSetName
413

. Cisco Packaged Contact Center Enterprise 12.0(1)
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operation
« CREATE
« UPDATE
« DELETE
dialedNumberString dialedNumberString 25

dialedNumberString

Cisco Packaged Contact Center Enterprise 12.0(1) .
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routingType
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1
6
o1 Cisco Unified Customer Voice Portal
CVP
2 Cisco Unified Communications
Manager
3 Cisco Outbound Option
Dialer
o4 1
SocialMiner
5 2
SocialMiner
*6 3
SocialMiner
o7 Cisco Unified Customer
Voice Portal CVP
SocialMiner /
[ System
Information ]>[
Peripheral Gateway |
routingType 4 5 6

SocialMiner
routingType 4

Cisco Packaged Contact Center
Enterprise https://www.cisco.com/c/en/us/

Cisco Packaged Contact Center Enterprise
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Media Routing

Packaged CCE |
support/customer-collaboration/
packaged-contact-center-enterprise/
tsd-products-support-series-home.html

Description dialedNumberString 255
[ description ] CREATE
CREATE
ID
callTypeName 32
CREATE callTypeName
[ Listof Call Types ]
BulkJob ID ####
Hitdt
mediaRoutingDomainName routingTypes1 2 3
rouing Type Cisco_\Voice
456 routingTypes4 5 6 Cisco_\oice

. Cisco Packaged Contact Center Enterprise

Domain
departmentName

[

List of Departments ]  BulkJob 1D ####
HHHHE
[ Name ]
Main
12.0(2)
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| Packaged cce

ringtoneMediaFileName
255
pcsEnabledDialedNumberPattems
[dialedNumberString]
1 512
peripheralSetName [PeripheralSetName] Packaged
CCE 4000 12000
peripheralSetName
peripheralSetName
413
Packaged CCE 2000 10

Cisco Packaged Contact Center Enterprise 12.0(1) .
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operation
* CREATE
* UPDATE
* DELETE
Name 32
Description 255
[ description ]
CREATE
CREATE ID
serviceLevelThreshold
32
serviceLevelType
1= Ignore Abandoned Calls ]
2= Abandoned
Calls have Negative Impact ]
«3=] Abandoned
Calls have Positive Impact ]
bucketIntervalName

. Cisco Packaged Contact Center Enterprise 12.0(1)
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departmentName
[ List
of Departments ]  BulkJob ID ####
it
413
operation
* CREATE
* UPDATE
* DELETE
Name 32
Description 255
[ description ]
CREATE
CREATE ID
serviceLevelThreshold
32

Cisco Packaged Contact Center Enterprise
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serviceLevelType

N | Ignore Abandoned Calls ]

e2=] Abandoned
Calls have Negative Impact ]

«3=[ Abandoned
Calls have Positive Impact ]

bucketintervalName

mediaRoutingDomainName 32

Media Routing Domain

Media Routing Domain
Cisco_Voice
UPDATE mediaRoutingDomainName

mediaRoutingDomainName

departmentName
[ List

of Departments ]  BulkJob ID ####
HiHH

. Cisco Packaged Contact Center Enterprise
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[
Name ] PG
Main
peripheralSetName [PeripheralSetName] Packaged CCE
4000 12000
peripheralSetName
peripheralSetName
413

Unified CCE > >
[ New ] New Bulk Job ]

[ Description ] 255

652
[ ContentFile ]
[ Content

File ]
[ Save ]

Cisco Packaged Contact Center Enterprise
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Review Bulk Job Details
Review Bulk Job Details
[ List of Bulk Jobs ]
ID ID, Description, and | [ bulkjobs ]
Type [ bulkjobs 1 ID
State
o[ Queued ]
[ bulk jobs ]
o[ Processing ]
[
Log File
Download ]
o[ Succeeded ]
o[ Partially Succeeded ]
o[ Failed ]
Host AW
Created [ bulkjobs ]
Started [ bulkjobs ]
12.0(2)
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Capacity .

Finished [ bulkjobs ]
Total Time [ bulkjobs ]
[ Finished ]-[
Started ]
Content File
csv [
Download ]
2 AW
Unified Web
Administration
[ Download ]
[
Download ]
2 AW
Unified
CCE Administration
[ bulk

jobs ]

Capacity

Capacity Info

Unified CCE

Cisco Packaged Contact Center Enterprise
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Capacity Info

Status [ Status ]
. 0 75%
. 76 95%
. 9% 99%
. 100%
Number
of Configured
At Most
Actual
%

. Cisco Packaged Contact Center Enterprise 12.0(1)
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N -

Configuration Manager

Packaged CCE Unified CCE Administration
Configuration Manager
Configuration Manager Packaged CCE
. Permanent Deletion 433
» PCCE 4000 12000 434

Permanent Deletion

Unified CCE
Configuration Manager
[ Tools ]>] Miscellaneous Tools ]>[
Objects ]
1
[ Delete Permanently ]

Cisco Packaged Contact Center Enterprise

Deleted

200



. PCCE 4000 12000

¢ Deleted Dbjects I

Tables with Deleted Records

Table Mame | Recaord Count |

Deleted Records of the "Script' Table

Configuration Manager |

=101 %]
Coss |
Hep |
Refrssh |

Soriptl D | t asterScriptlD | Yerzion | Author | DateTime | Va...l Drescription | Deleted | [uickEditB azeersion | Lengtt
5001 5000 2 BOS... ‘200203 Y Y -1 3743
RO0E 5001 3 BOS.. ‘'200203-.. Y e Bl 3743
4| | B
Select Al Delete Permanently |
|ICM Instance: pradl
Configuration Manager Packaged CCE 4000 12000
Configuration Manager
EXPLORER « Database Lookup Explorer

* PG Explorer

 Region Explorer

* ICM Instance Explorer

* Network VRU Explorer

. Cisco Packaged Contact Center Enterprise 12

0(1)
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| configuration Manager
PCCE 4000 12000 .

. Agent
Desk Settings List

. Media Class List

[
Media Routing Domain List ]

https://www.cisco.com/c/en/us/support/customer-collaboration/
unified-contact-center-enterprise/products-installation-and-configuration-guides-list.hntml  Cisco Unified
ICM/Contact Center Enterprise

Cisco Packaged Contact Center Enterprise 12.0(1) .
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https://www.cisco.com/c/en/us/support/customer-collaboration/unified-contact-center-enterprise/products-installation-and-configuration-guides-list.html

Configuration Manager
. PCCE 4000 12000
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* Script Editor Internet Script Editor 439

. 443

. 455
. 459

. 475

. VRU 483

. 499

. 517

* Packaged CCE 539

. 545

* Unified CVP 549

. 621






Script Editor

« Script Editor

* Internet Script Editor
* Internet Script Editor
* Internet Script Editor
« Internet Script Editor

441

Script Editor

Packaged CCE Script Editor

Internet Script Editor

5

Internet Script Editor

439
440
440

441

Internet Script Editor

Internet Script Editor 2

Script Editor

Internet Script Editor

Unified CCE AW-HDS-DDS

Unified CCE AW-HDS-DDS
Web Setup

Administration Data server
Unified CCE AW-HDS-DDS

Cisco Packaged Contact Center Enterprise

200



. Internet Script Editor

Internet Script Editor

Packaged CCE Internet Script
Editor

Internet Script Editor

VM
Packaged CCE Unified CCE AW HDS-DDS HDS

1 server-name/install/iscripteditor.htm server-name

N

[Internet Script Editor ]

Web iscripteditor.exe

iscripteditor._exe
[ Save ]

o o1 B~ w

iscripteditor.exe

. Cisco Packaged Contact Center Enterprise 12.0(1)



Internet Script Editor .

7 Internet Script Editor  InstallShield Wizard [ ]

8 [ Next ] [ Browse ]
[ Next ]

9 InstallShield Wizard

[ ]
Programs/Cisco Systems Inc.
Internet Script Editor
1 Internet Script Editor  1ScriptEditor
2
3 ICM
4 [OK]
5[ User Name ] [ Password ] 20
SAM
6 Unified ICM [ Domain ]
7 [OK]
8 Internet Script Editor
Internet Script Editor
Internet Script Editor Internet Script Editor

\}

GUI

Internet Script Editor

Cisco Packaged Contact Center Enterprise 12.0(1) .



. Internet Script Editor

1
Internet Script Editor Web
2 [Internet Script Editor ]
Internet Script Editor
Web iscripteditor.exe
3 iscripteditor.exe
4 [ Save ]
5
6 iscripteditor.exe
7 Internet Script Editor  InstallShield Wizard [ ]
8 [ Next ] [ Browse ]
[ Next ]

9 InstallShield Wizard

. Cisco Packaged Contact Center Enterprise 12.0(1)



)

. 443

. 444

o[ General ] 444

o[ Routing ] 444

o[ Targets ] 444

o[ Queue ] 445

. 445

. 446

. 447

. 447

o[ EXPLORER Script Explorer ]
. 448
. 451

» Packaged CCE  Unified CVP 452

Script Editor

Editor

448

Script Editor Script

Packaged CCE Packaged CCE CCE-PAC-M1

Script Editor

Packaged CCE CCE-PAC-M1 Lab

Internet Script Editor

Cisco Packaged Contact Center Enterprise
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3:[ Palette |

[ Main ] [ Palette ]
[ View ] [ Palette ]

[ General ] 444

[ Routing ] 444

[ Targets ] 444

[ Queue ] 445

General |
[ General ]
546
464
477
472
546
517
545
Routing ]
[ Routing ]
459
501
Targets |

[ Targets ]
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[ Queue ] .

475
475
477
Queue |
[ Queue ]
496
495
505
484
VRU VRU 484
497
1 Script Editor [ File 1>[ New ] [ New ]
4:[ New ]

Choosze the type of zcript to create:

Routing zeript: A routing scrpt handles calls
ﬁ delivered by a routing clignt.

Administrative script: An administiative script
unz at a specified interval and updates internal
shate.

Cancel I

Cisco Packaged Contact Center Enterprise 12.0(1) .



[ Edit ]
545

4 [ File 1>[ Save ] [ Save ]

[ ]

7:[ Comment ]
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[ Connection Labels ]
1 [
a)
b)
c)
2 [ Display monitor labels ]
11
[ Script 1> Validate ]
Validate ]
s
2 [ Script 1>[
[ Validate All ]
8:[ Validate All ]
x
Validate K
& All active script versions mll
" Opened scripts
Help |
3 [OK]

Cisco Packaged Contact Center Enterprise

Label position ]

Validate All ] ¥

200



I

EXPLORER  Script Explorer ]

a)
b)

Edit ]

EXPLORER Script Explorer |

Script Editor [ File 1> EXPLORER Script Explorer ]
[EXPLORER Explorer ] ‘ &
[ EXPLORER Script Explorer ]
&' Script Explorer - All Customers'\Default",'\llscript1 ﬂ
=% AN Customers Wersi.. | Author | Date Created | Description |
=-8 aerault ¥I002 jozhusng  12/B/2002 2. e |
----- | deook_callback (1001 jozhuang 124642002 1: !

— = b
dcook_callbackaong ﬂl
| ddelo_all Bctivate |
] hgg_all
jozhuang_msc Rename |

= RE= Delete
----- MH_CCS1 —l
[ i rrco LI Help |
[2 wersions i
Script Editor
Cisco Packaged Contact Center Enterprise 12.0(1)




10 Script 1>[ Call Type Manager ] [
Call Type Manager ]

9:f Call Type Manager ] - Schedules ]

Call Type Manager B x|

Schedules | Call Type Tree |

Calltype:  |hog_be_ct |

Add

Modify...

I

Delete

St

Le

oK Cancel Apply Help |§
2
3 [ Add ] [ Add Call Type
Schedule ]
4 [ Script ]

Cisco Packaged Contact Center Enterprise 12.0(1) .



10:[ Add Call Type ] - Script ]

dcook_callbackaong
ddelo_all
hagg_all

5[ Period ]
11:[ Add Call Type Schedule ] - Period |

1/ 9/2003 =

. Cisco Packaged Contact Center Enterprise 12.0(1)



[ Description ]
Add Call Type Schedule ]
Call Type Manager ]
[ Call Type Manager ]
4
o[ Browse ]
o[ Edit ]
o[ Monitor ]
o[ Quick Edit ]
Control ]
[
o[ Call Type Manager ]
Script 1> Call Type Manager
o[ Administrative Manager ]
Script 1> Administrative Manager ]
o[ Custom Functions ]
[ Custom Functions ]

Cisco Packaged Contact Center Enterprise

]

[OK]
[OK]
[OK]
[ Node
Properties ]
[
[
Script 1>

200



B rackagedcce  unifiedcvp

o[ Scripting ]

Packaged CCE  Unified CVP

[ Script ]

Packaged Contact Center Enterprise Packaged CCE Unified Customer Voice

Portal Unified CVP

Unified CCE  Unified CVP
Packaged CCE

Unified CVP

Unified CVP

Web

Packaged CCE
Unified CVP

VRU
VRU VRU

Packaged CCE

Packaged CCE  Unified CVP
Packaged CCE  Unified CVP

. DTMF

. Cisco Packaged Contact Center Enterprise

IVR

Call Studio Unified CVP

Packaged CCE

Unified CVP

Packaged CCE

12.0(2)



Packaged CCE  Unified CVP B

Packaged CCE Unified CVP Unified CVP
Unified CVP
Packaged CCE  Unified CVP 549

Cisco Packaged Contact Center Enterprise 12.0(1) .



B rackagedcce  unifiedcvp
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. Call Types 455

. 455

. 456

. 456

. 456

. 457

» ECE Web Request 457

. 458

Call Types

Unified CCE dministration

Unified CCE Administration

Cisco Packaged Contact Center Enterprise 12.0(1) .



DN

DN
ucm.18005551212
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1. Packaged CCE MASSACHUSETTS_SALES

. ucm.8005551234

2. NORTHEAST_SALES
MASSACHUSETTS_SALES_SCRIPT

3. MASSACHUSETTS_SALES

4. Packaged CCE MASSACHUSETTS_SALES
MASSACHUSETTS_SALES_SCRIPT

5. Packaged CCE

ECE Web Request
Web
1. Packaged CCE SSC CT
SSC_DN
2. ECE SSC_DN

3. COLLABORATION_SALES

SSC_SCRIPT
4.  SSC_CT
5. Web
6. Unified ICME

7. Packaged CCE determines that the Call Type is "SSC_CT" and executes the "SSC_SCRIPT" script.

8. Packaged CCE ECE

Cisco Packaged Contact Center Enterprise 12.0(1) .



API

1. CCE Chat_Task MRD MRD

Chat

Chat_DN Chat_Task_MRD Chat
2. SocialMiner Chat
Chat_DN

3. Sales

Universal_Queue_script
4, Chat
5. SocialMiner API SocialMiner Chat Chat
6. SocialMiner CCE
7. CCE Universal_Queue_script
8. CCE Chat mrd Sales

. Cisco Packaged Contact Center Enterprise 12.0(1)



. 459

. 459

. 463

. 464

. 468

. 472

Script Editor

Script Editor
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[ Call Type ] [ Routing ]
12:] Call Type ]
o=
Call Type
[ Call Type Properties ]
13:[ Call Type Properties ] -
|
Call Type ICommerIl Connection Labels |
~ Select Call Type Cal Type:
(& Siaticall Assist >
" Dynamically
Description:
Used for Supervisor and Emergency Assist
Kl *
[ ok | cance | He|p|§
10 Call Type ] [ Statically ]
2 [ Call Type ]

. Cisco Packaged Contact Center Enterprise 12.0(1)



[ Call Type ]
[ Requalify Call ]
[ Call Type ] [ Routing ]

14 Call Type ]

e

Call Type

S
[ Call Type Properties ]

15:f

Call Type Properties ]

5

Call Type IComment | Connection Labels |
Select Call Type
" Statically

~ Find By

& Call Type Name
% Dynamica
D by " Call Type ID

Formula Editor

Cick an the Formula Edifor butfon fo enter the search
oiens

CK I Cancel Help

343002

Cisco Packaged Contact Center Enterprise
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10 call type ] [ Dynamically ]
2 [ Find
By 1] [ Call Type Name ]
3 1D [ Find
By ] [ ID Call TypelID ]
4 ID
[ Formula Editor ]
[ Routing ] [ Requalify Call ]
16:[ Requalify Call ]
<
Hegﬁlifg
[ Requalify Properties ]
17:[ Requalify Properties |- [ Requalify Call ]

E= Requalify Properties : x|

Fequalifu Cal | T

Call type:

9786 v callype
allmed_ct
arvind_calltype

b load_callwpe
c_callback_calltype_war
callback_calltypel
chm_ipcc_calltypel
chm_mze_calllype
chm_zsc
chiiz_mzc_calltype
chris_zsc_calltype
cpelland_w_calltype

cyn_bec_ct LI

PPN S

Dezcription:

QK. Cancel

. Cisco Packaged Contact Center Enterprise 12.0(1)



1 [ Requalify Call ]
2
[ Call Type ]
[ Requalify Call ]
[ Routing ] DN
18:[ Dialed Number ]
v
=
Flitoer
[ DN Properties ]

Cisco Packaged Contact Center Enterprise
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19:[ DN Properties ]-[ Dialed numbers ]

5 DM Properties ll

Dialed Murnber | Eommentl Conrection Labelsl

Dialed numbers: Target dialed numbers:

mZpgda_lu.B510 I
mZpg?_RC.1313

m2pgs_RC.7748
m2pa/_RC.9386

m2pg?_RC.damondz88 Add =
m2pg?_RC. guickedit_M2 4'
m2pg?_RC.quickedit_none < Remowe
m2pgSa_RC merdian_callback_dn 4|

mZpgBa_RC merdian_ch_script_dn
m2pgBa_RC.mendian_ch_war_dn
m2pgBa_RC. meridian_dn
MAPGZPIMI_RC.1313 LI 0l items

Dialed number description:

0k I Cancel Help

10 Dialed numbers ]
[ > Add> ] [ Target
dialed numbers ] [
Target dialed numbers ]

CallServer

. Cisco Packaged Contact Center Enterprise 12.0(1)



CHAT CT

CHAT_SCRIPT

WKEND_SUPPORT

Packaged CCE

20:[ Time ]

Time

Cisco Packaged Contact Center Enterprise

Time Properties ]

Web

Chat

200



21: Time Properties
B Time Properties x|
Distribute: Time | Comment | Connection Labelsl
Time graph:
| -
5:00 At J
B:00 At
700 AM
8:00 A
Connections: Time rangesz for b;
_ Modiy Name | 1Z00 PM - 1200 M Add Time... |
Make Othemize | todity Time... |
[Melete Time |
QK I Cancel | Help |
10 Connections ] 1
[ AddTime ]
[ Modify Time ]
[ Add Time ] [ Modify Time ]

. Cisco Packaged Contact Center Enterprise 12.0(1)




22:[ Add Time ]
pdl
Start time: | [E: 00 Ak j‘ End time: |12:00 Ak j‘
Start tine list: End tirme: lizt:
12:00 A i’ 1215 AM [15 minutes) 3
12:15 AM 12:30 AM [30 minutes)
1230 AM 12:45 Ak [45 minutes)
12:45 AW 1:00 28 [1 hour]
1.00 Ak 115 AM [1 howr 15 minutes)
1:15 AM 1:30 AM [1 hour 30 minutes]
-0 b LI 1-AR dabd 11 braor AR mrien kel j
ok I Cancel | Help |
2 [ Delete
Time ]
3 [ Make Otherwise ]
[ Otherwise ] 1 [
Otherwise ] [ Delete
Otherwise ]
4
S
[ Properties ]
[ General ]
23:[ Day of Week ]
v N
Dayof
‘week

Cisco Packaged Contact Center Enterprise 12.0(1) .



24 : Day of Week Properties

FElDay of Week Properties

Day of Week | Comment | Connection Labels

Day arid:
Connection Mon Tue Wed Thu Fri Sat Sun
A v v v v
B v v v
QK I Cancel Help
1
10 Connection ]

Cisco Packaged Contact Center Enterprise 12.0(1)




[ General ] Packaged CCE
25:[ Go To Script ]
GoTo
Secript
26: Go To Script Properties

I Go To Script Properties x|

Go To Script | Comment

Buginess entity;

Drefault j

Scripts:

mendian_ch_wvariable
meridian_voice_func
rirdtestalmed
paul_zoft_gtozkillgroup
prioirtyscript

Queue_test
rockwel_v_callback
rockwel_v_callback_new
rockwel_v_callback_var
rockwel_v_script]
roLting

Script

Script2

Script3

Scripth
YMPOIUM_voice

target_test LI

o

[ Businessentity ]
PackagedCCE 1

Cisco Packaged Contact Center Enterprise 12.0(1) .



2 [

27:[

<>

Percent
Allocation

28:

Script ]

[ General ]

Percent Allocation ]

10%
85%

% Allocation Properties

% Allocation Properties

Percent Allocation | Comment | Cormection Labels

Connection Percent |+ |
Branch & 20
Branch B &0

E

Taotal percentage: 100%

QK. I Cancel Help

. Cisco Packaged Contact Center Enterprise

12.0(2)
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1 [ Percent ]

2
[ General ]
29:[ If ]
il g
If
[ If ]
[ Define condition ]
true
false
30: If Properties

£ If Properties

| Comment | Connection Labelz

Define condition:

Formula Editar... |

100

QK. I Cancel

Help

Cisco Packaged Contact Center Enterprise

Properties ]

200



1 [ Define condition ] [ Formula

Editor ]
2
[ General ]
Unified ICM
31:f Gateway |
Gateway
S
Unified ICM Configuration Manager
Cisco Unified ICM/Contact Center Enterprise
[ Application Gateway ]
10 Send ]

. Cisco Packaged Contact Center Enterprise 12.0(1)



R:[ App Gateway Properties |- [ Send ]

EE Application Gateway Properties ll

Send |F|ec:eive| Comment | Conmection Labels

Application gateway: |E

Subhype:
Formula Editar... |

— Call variables

[ CalleiEnteredDigits [™ Peripheralfariabled

[ CalingLinelD ™ Peripheralvariable?

[ CustomerProvidedDigits [ Peripheralyariabled

™ DialedMumberString ™ Peripheralvariabled

™ FoutingCligrt ™ Peripheralvariableh

[ Peripheral/ariablef
™ Peripheralvariable?
[ Peripheralyariables
[ Peripheral/ariabled
™ PeripheralVariable1n

[ Expanded call context variables

0K I Cancel | Help |

a) [ Application Gateway ]
b) [ Subtype ]
[ Formula Editor ]
o) [ Call variables ]
d) [

Expanded call context variables ]

2 [ Receive ]

Cisco Packaged Contact Center Enterprise 12.0(1) .



33:[ App Gateway Properties |- [ Receive ]

EE Application Gateway Properties : ll

Send Heceive |Eomment Connection Labels

r— Call variables
™ CustomerProvidedDigits
™ Peripheral/ariablel
[ Peripheralyariable?
™ Peripheralvariable
[ Peripheralyariabled
[ Peripheralyariables
™ Peripheralvariablef
[ Peripheralyariable?
™ Peripheralvariablef
™ Peripheralvariabled
[ Peripheralyariable10

[~ Expanded call context variables

0K I Cancel Help

a) [ No Reply ]
Unified ICM

b) [ Call Varialbles ]

Expanded call context variables ]

. Cisco Packaged Contact Center Enterprise 12.0(1)



. 475

. 475
. 475
. 477
. 478
. 479
Script Editor
1. 506
2.
475
[ Targets ]
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3M:[ Agent to Agent |

8
g
fAgentto
gent
Peripheral ID
35: Agent to Agent Properties

Agent to Agert | Comment | Connection Labels |

Select agent by:| Peripheral number v

Peripheral:
PG1 CCM1

Agent peripheral number expression:
[5000001

[ Node fails if agent is unavailable
[ ] Enable Target Requery

510235

10 Select agentby ]
a) [Peripheral Peripheralnumber ] Peripheral Peripheral
b) [ Enterprise Name ]

. Cisco Packaged Contact Center Enterprise 12.0(1)



c) [ ID Skill target ID ] SkillTargetID
PreferredAgentID
1 Peripheral

[ Fail node if agent is
unavailable ]
a)
b)

TempUnavailable

c)

[ Enable Target Requery ]

[ General ]

36:[ End ]

End

Cisco Packaged Contact Center Enterprise 12.0(1) .



Packaged CCE

[ Targets ]
37:[ Release Call ]
o
Release
Call
[ Release Call ]

ServiceRequested

ServiceRequested

Unified CVP

0 = ROUTE_SERVICE_REQUEST_NONE

1= ROUTE_SERVICE_REQUEST_VOICE_CALLBACK

2 = ROUTE_SERVICE_REQUEST_TRANSFER

. Cisco Packaged Contact Center Enterprise

12.0(2)




3=ROUTE_SERVICE_REQUEST_RONA

RONA

4 = ROUTE_SERVICE_REQUEST PICK_EXT_QUEUE

5= ROUTE_SERVICE_REQUEST PULL_EXT QUEUE

6 = ROUTE_SERVICE_REQUEST_PICK_UCCE_AGENT

7 =ROUTE_SERVICE_REQUEST_TRANSFER_PICK

CVP ICM

MR PG

MRPG

NIC

Cisco Packaged Contact Center Enterprise

200



CallRouter

RequeryStatus

RequeryStatus

RequeryStatus

22 ! RequeryStatus

RequeryStatus

RequeryStatus

REQUERY_ANSWER (0)

CallRouter
IF

REQUERY_ROUTE_SELECT_FAILURE
@)

ReRouteReq msg

Cisco Packaged Contact Center Enterprise

12.0(2)




RequeryStatus

REQUERY_CALLED_PARTY_BUSY ReRouteReq msg
)

REQUERY_NO_ANSWER (3) ReRouteReq msg

REQUERY_ERROR (4)

REQUERY_ABORTED (5)

ABANDON DISCONNECT

RequeryStatus 5
REQUERY_ABORTED

CallRouter
IF

REQUERY_TIMED_OUT (6)

DivertOnBusyCall Timeout
180

DivertOnBusyCallTimeout
REQUERY_TIMED_OUT

CallRouter
IF

. Label

. Queue

. Queue to Agent
. Precision queues

Cisco Packaged Contact Center Enterprise
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. Route Select

. Select

[ Change ]

[ Enable target requery ]
[OK]

[OK]

o o1 AW DN

a)
b)
c) [OK]

. Cisco Packaged Contact Center Enterprise 12.0(1)



* VRU 483
* Packaged CCE
* VRU
* VRU 486
* VRU

VRU

VRU VRU

Packaged CCE

VRU

10

VRU

VRU 483
VRU 484
484
487
488
491
495
496
497
VRU
IVR
Cisco Unified Customer Voice Portal CVP Packaged CCE
ASR TTS
VRU
VRU Unified CCE Administration

VRU

Cisco Packaged Contact Center Enterprise
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B~

VRU

VRU

VRU

VRU

[ Queue ]
Unified CVP

38:[VRU Sendto VRU ]

Packaged CCE VRU

VRU

* Packaged CCE

* VRU
VRU
. Unified CVP
VRU
[ ]

Cisco Packaged Contact Center Enterprise

VRU

380
[VRU Sendto VRU ]
VRU
VRU
VRU
] Unified CVP

12.0(2)



39:[ Run External Script ]

=5
RunExternal

Script
Unified CVP [ Run External
Script ]

Packaged CCE

N

o[ ] Unified CVP Packaged
CCE [VRU ]
VRU
. Call.VRUStatus
2 VRU
S
VRU

Cisco Packaged Contact Center Enterprise 12.0(1) .



B~

40:

Run External Script Properties

E! Run External Script Properties

Fun%RU Seript | Comment | Connection Labels |

ICM Seript Mame | External Script Name -~

g ull id:g_uwil

g_msgl id:g_mzgl

Cizco? il btk A thestreet. com

eccvars id:ecovar? |

eccvark id:ecovark

queueds id:queueds

eccvard id:ecovars

eccvard id:ecovard

eccvard id:ecovard

eccvard id:ecovard

eccvarl idecevarl

Al i anrl 2 =

1 | _’l_l

QK I Cancel | Help |
1 Packaged CCE /
2
VruStatus

23 VruStatus

0 VRU_SUCCESS VRU
1 VRU_ERROR
VRU
Cisco Packaged Contact Center Enterprise 12.0(1)




VRU

VRU B

2 VRU_TIMEOUT
20
VRU
3 VRU_ABORTED
VRU
4 VRU_DIALOG_ FAILED VRU
VRU
5 VRU_SCRIPT_NOT_FOUND VRU
Packaged CCE
VRU
VRU
1
o1
o1

Cisco Packaged Contact Center Enterprise
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1. VRU
2 3
3.
30
Unified CVP
[ ]
[Select]
\
VRU
1
Unified CVP
41:[ Queue ]
=
&=
=
Oueue
)
Unified CVP Packaged CCE
VRU
VRU
[ Priority ]
1
20 5
Cisco Packaged Contact Center Enterprise 12.0(1)



VRU
VRU

VRU
VRU

42: Queue to Skill Group Properties

B Queue to skill Group Properties (Read Only) i x|

Hueue | Cannection Labelsl

— Queue twpe

Priarity & I LChange... |

Usging Skill Groups

>

Skill Group Congider If Route Translation | Add Targets |
1 |ccM_PG 1 Cisco_Yoice SGS 1 SYC RT F
2 |ccM PG 1 Cisco_Voice SG4 0 SYC RT =
5 |ccM_PG 1 Cisco_Woice SG3 1 SYC RT Y alidate |
4 |ccM_PG 1 Cisco_Yoice SG2 0 SYC RT :
5 |oCM_PG 1 Cisoo_oice 561 1 SvC_RT Foimulz Editor. |
&
7
5

=
(=]
=
i

HE
L«

Cisco Packaged Contact Center Enterprise 12.0(2)




a) [ Change ] [ Queue Type ]
b)
c)
1 20
5
d) [ Enable Target Requery ]
RequeryStatus
e) [OK] [ Queue Type ]
2
a [ ] [ Add Targets ]
b) [ Available Targets ] [ Add ]
c) [OK] [ Add Targets ]
3 [ Route ]
4

. Cisco Packaged Contact Center Enterprise 12.0(1)



VRU
43:
=5[] [3] [=
Precision
Queue
1
1
[ Priority ]
1 10 5
2
3 5
3
2
VRU VRU
VRU VRU
VRU VRU
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