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Change History

This table lists changes made to this guide. Most recent changes appear at the top.

Change See Date

Initial Release of Document for Release 12.5(1) SU2

Added information about the Contact Center Express Solutions | April 2022
availability of VPN-less Finesse | Overview > Features > VPN-Less
desktop for agents and supervisors | Access to Finesse Desktop

About This Guide

This guide provides design considerations and guidelines for deploying Cisco Unified Contact Center Express
(Unified CCX). This guide assumes that you are familiar with basic contact center terms and concepts.

Audience

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

Conventions

This manual uses the following conventions.

Preface |

Convention

Description

boldface font

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

» Choose Edit > Find
* Click Finish.

italic font

Italic font is used to indicate the following:

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

* For emphasis. Example: Do not use the
numerical naming convention.

* An argument for which you must supply values.
Example:
IF (condition, true-value, false-value)

* A book title. Example:

See the Cisco Unified Contact Center Express
Installation Guide.

window font

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

* Text as it appears in code or information that the
system displays. Example:

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

* File names. Example:
tserver.properties.

* Directory paths. Example:

C:\Program Files\Adobe

string Nongquoted sets of characters (strings) appear in
regular font. Do not use quotation marks around a
string or the string will include the quotation marks.
[] Optional elements appear in square brackets.
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Convention Description

{x|ylz} Alternative keywords are grouped in braces and
separated by vertical bars.

[x]yl|z] Optional alternative keywords are grouped in brackets
and separated by vertical bars.

<> Angle brackets are used to indicate the following:

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

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

A The key labeled Control is represented in screen
displays by the symbol ~. For example, the screen
instruction to hold down the Control key while you
press the D key appears as ~D.

Related Documents

Document or Resource Link

Cisco Unified Contact Center Express | https://www.cisco.com/en/US/products/sw/custcosw/ps 1846/
Documentation Guide products documentation _roadmaps_list.html

Cisco Unified CCX documentation https://www.cisco.com/en/US/products/sw/custcosw/ps1846/tsd
products_support_series_home.html

Cisco Unified Intelligence Center https://www.cisco.com/en/US/products/ps9755/tsd_products_
documentation support_series_home.html
Cisco Finesse documentation https://www.cisco.com/en/US/products/ps11324/tsd products

support_series_home.html

Cisco Customer Collaboration Platform | https://www.cisco.com/en/US/products/sw/custcosw/ps1846/tsd_
documentation products_support_series_home.html

Note From Unified CCX
Release 12.5(1), CCP
documents are available in
the Cisco Unified CCX
documentation folder.

Cisco Unified CCX Virtualization https://www.cisco.com/c/dam/en/us/td/docs/voice_ip comm/uc
Information system/virtualization/
virtualization-cisco-unified-contact-center-express.html
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. Documentation and Support

Document or Resource Link

Cisco Unified CCX Compatibility https://www.cisco.com/c/en/us/support/customer-collaboration/

Information unified-contact-center-express/
products-device-support-tables-list.html

Documentation and Support

To download documentation, submit a service request, and find additional information, see What's New in
Cisco Product Documentation at https://www.cisco.com/en/US/docs/general/whatsnew/whatsnew.html.

Documentation Feedback

To provide your feedback for this document, send an email to:

contactcenterproducts_docfeedback@cisco.com

. Solution Design Guide for Cisco Unified Contact Center Express, Release 12.5(1) SU2


https://www.cisco.com/c/en/us/support/customer-collaboration/unified-contact-center-express/products-device-support-tables-list.html
https://www.cisco.com/c/en/us/support/customer-collaboration/unified-contact-center-express/products-device-support-tables-list.html
https://www.cisco.com/c/en/us/support/customer-collaboration/unified-contact-center-express/products-device-support-tables-list.html
https://www.cisco.com/en/US/docs/general/whatsnew/whatsnew.html
mailto:contactcenterproducts_docfeedback@cisco.com

CHAPTER 1

Cisco Unified Contact Center Solutions

* Unified Contact Center Express Solution, on page 1

Unified Contact Center Express Solution

Cisco Unified Contact Center Express (Unified CCX) meets the contact center needs of departmental, enterprise
branch, or small to medium-sized companies. Unified CCX offers easy-to-deploy, easy-to-use, highly available,
and sophisticated customer interaction management for up to 400 agents. Unified CCX enhances the efficiency,
availability, and security of customer contact interaction management in a virtual contact center. It offers
integrated self-service applications across multiple sites.

Unified CCX provides reduced business costs and improved customer response by providing a single-server,
contact-center-in-a-box deployment with the following:

* A sophisticated and distributed automatic call distributor (ACD)
» Computer telephony integration (CTI)

» Agent and desktop services

You can add the Cisco Workforce Optimization suite to provide quality management and work force
management tools to improve workforce productivity.

Unified CCX is available in Enhanced and Premium versions to better match product functions with your
business requirements. All Unified CCX solutions are tightly integrated with Unified CM.
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CHAPTER 2

Unified CCX Reference Designs

* Introduction to the Unified CCX Solution Reference Designs, on page 3
* Unified CCX General Rules for Design, on page 5

* Reference Designs, on page 6

* Other Design Considerations , on page 6

Introduction to the Unified CCX Solution Reference Designs

This chapter discusses the reference designs that are available for Unified CCX. Use the Cisco Collaboration
Sizing Tool to help you determine the number and types of servers required for any supported deployment
model and call processing requirements. Before using that tool, it is necessary to have an understanding of
what deployment model you desire.

Cisco Unified Intelligence Center, Cisco Finesse, and Cloud Connect are deployed on the same Virtual Machine
(VM) with Unified CCX and support all the Unified CCX reference designs.

The following table depicts the reference designs that are supported in Unified CCX. These models have no
bearing on which specific server model is used. The Cisco Collaboration Sizing Tool identifies the minimum
server model required. This chapter provides general rules for design and considerations and limitations for
each of these reference designs. This information allows a Unified CCX system planner or designer to
understand what other similar reference designs are supported. This also helps to understand how to determine
the best solution for a given set of requirements.

Table 1: Unified CCX Reference Designs

Unified CCX Reference Design

Unified CCX Components on Server
1

Unified CCX Components on Server
2

Single-Server Non-High
Auvailability Deployment
Model—Unified Communication
Manager Integration

Engine, Database, Monitoring,
Reporting, Desktop, Cisco Identity
Service components, Cloud
Connect components.

Two-Server High Availability
Deployment Model—Unified
Communication Manager
Integration

Engine, Database, Monitoring,
Reporting, Desktop, Cisco Identity
Service components, Cloud
Connect components.

Engine, Database, Monitoring,
Reporting, Desktop, Cisco Identity
Service components, Cloud
Connect components.
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\)

Note Unified CCX deployment model integrated with Unified CME is not supported in 9.0(1) and higher versions.

For hardware requirements, see Cisco Unified CCX Virtualization Information at https://www.cisco.com/c/
dam/en/us/td/docs/voice ip_comm/uc_system/virtualization/
virtualization-cisco-unified-contact-center-express.html.

The following figure depicts the deployment when integrating Unified CCX with Unified Communications
Manager. In this deployment, optional Unified CCX components shown with an asterisk (*) can be added.
These components are:

¢ Cisco Unified Work Force Management and Quality Manager.

Figure 1: Deployment Model of Unified CCX Integrated with Unified Communication Manager

i w Unified
: W CCX Engine,
H Unified

Cloud Connect +
Database

ASR/TTS

Unified CM
Cluster

Supervisor
Stations

Webex WFO
(WFM* + QM*)

511205

Note ASR and TTS can be added in Unified CCX integrated with Unified Communication Manager. ASR and TTS
software is not provided by Cisco. This software must be purchased from other vendors. These vendors can
provide design and server sizing requirements for their software.
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Unified CCX General Rules for Design

The following rules apply when designing a Unified CCX deployment:

* When deploying for high availability (HA), the Unified CCX servers can be located in the same campus
LAN to provide server redundancy. The Cisco Unified CCX servers can also be located in different sites
separated by WAN to provide spatial redundancy.

\)

Note For HA over LAN deployment, heartbeats are sent every one second and failover occurs if three consecutive
heartbeats are missed. For HA over WAN deployment, heartbeats are sent every second and failover occurs
if ten consecutive heartbeats are missed. These values are not configurable.

* You can locate the Unified Communications Manager servers that run CTI Managers with which Unified
CCX communicates in the same campus LAN. In Unified CCX servers that are deployed over WAN,
for better site redundancy, deploy local Unified Communications Manager server at both sites.

* The Recording component must be redundant, if recording is used in a high availability deployment.

* All agents for a Unified CCX deployment must be using phones that register to the same Unified CM
cluster. Calls can be received from devices and callers on another Unified CM cluster (using intercluster
trunks).

* Unified CCX software versions must be the same for both the master and standby nodes in a high
availability deployment.

* Unified CCX solution works with a combination of software and hardware components, providing an
open and flexible environment for customers to run complex scripts, custom codes, documents, and so
on. Overloading any of the software and hardware components such as virtual memory and CPU could
impact the solution performance. Review and optimize the scripts, custom codes, and documents before
they are loaded to the production setup. Also constantly monitor the system component and hardware
attributes like disk space and CPU utilization.

When deploying Quality Management and Workforce Management with Unified CCX, consider the following
guidelines:

* Unified CCX does not support the use of third-party applications (for example, using TAPI) to control
its devices.

* For more deployment information about Workforce Management and Quality Management, refer to the
Cisco Webex WFO User Guide for Cloud Deployments available at here:

https://www.cisco.com/c/dam/en/us/td/docs/voice ip_comm/cust_contact/contact center/workforce
optimization/Webex WFO/webex-wfo-user-guide.pdf.

\}

Note Existing Unified CCX customers with WFO licenses will have to remain on
classic licensing as WFO licenses are not supported in Smart Licensing. However,
you can move Unified CCX licenses to Smart Licensing and existing Cisco WFO
licenses to Cisco SolutionsPlus. For more information, contact Cisco Support.
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Reference Designs

The following sections describe the Unified CCX Reference Designs.

Single-Server Non-High Availability Reference Design

Unified CM integration with Unified CCX on a single-server nonhigh availability is for small deployments.
This reference design places a single instance of all the Unified CCX software components on the same server
and uses Informix Dynamic Server as the database server.

This reference design allows the Unified CCX Engine to fail over to a backup CTI Manager if the primary
CTI Manager fails. CTI ports and CTI route points should be grouped into device pools that have the same
primary and secondary server list as those used for JTAPI communications with the CTI Managers.

Two-Server High Availability Reference Design

This reference design can support silent monitoring and recording for agents at any WAN-connected site by
using desktop monitoring. (See the Unified CCX Compatibility related information located at:
http://www.cisco.com/c/en/us/support/customer-collaboration/unified-contact-center-express/
products-device-support-tables-list.html for a list of phones that support desktop monitoring.) It can also
support SPAN port monitoring for agents on the VLAN segment local to Unified CCX server. This reference
design provides redundancy for both recording and silent monitoring for all agents using desktop monitoring
(regardless of location) or agents on the local VLAN using SPAN port monitoring. Silent monitoring and
recording are not possible for agents who are using the Cisco Finesse IP Phone Agent at remote sites. Similarly,
silent monitoring and recording are not possible for agents at remote sites who are using phones that do not
support desktop monitoring.

This reference design allows either Unified CCX Engine component to fail over to a backup CTI Manager if
the primary server fails. CTI Ports and CTI Route Points should be grouped into device pools that have the
same primary and secondary server list as that used for JTAPI communications to the CTI Managers.

\}

Note In HA deployments, historical data comes from the database located in the standby engine node. A higher
number of historical reporting sessions during operating hours is supported for HA deployments.

Other Design Considerations

Consider the following when designing your Unified CCX system:

* High availability requires additional disk space, so historical call reporting capacity may be reduced.
Historical call reporting capacity also depends upon BHCC, hours of operation per day, and days of
operation per week.

* G.711 call recording requires about 1 MB per minute. G.729 call recording requires about 256 KB per
minute.

* The following categories of data use hard disk space:
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* Operating system files, Unified CCX software, and Informix Database Management software
* Unified CCX logs
* The Unified CCX database (comprised of 4 data stores)

* The Unified CM sizing tools assume devices are evenly distributed across all servers. CTI route points
are configured as part of a device pool in the Cisco Unified Communications Manager Server as the
primary CTI Manager being used; it may be required to run the Cisco Unified Communications Manager
sizing tool on a per-location or per-server basis.

* The Unified CM QSIG (Q Signaling) path replacement feature is not supported for Unified CCX calls.

* Unified CM Forced Authorization Codes and Client Matter Codes should be turned off for all route
patterns in the Unified CM cluster that are used by Unified CCX. Enabling these features for route patterns
that are not used by Unified CCX does not affect Unified CCX.

* For a list of unsupported features in Unified CM with Unified CCX, refer to the current release notes for
Unified CCX.

» Unified CCX supports different sets of Finesse IP Phones as agent devices on the Unified CM and Unified
CM platform; not all agent devices can be used as Finesse I[P Phone Agent. For a complete list of supported
agent devices, see the Unified CCX Compatibility related information located at: http://www.cisco.com/
c/en/us/support/customer-collaboration/unified-contact-center-express/
products-device-support-tables-list.html.

* Finesse allows each agent to choose and set a language from the language selector drop-down list on the
sign-in page.

» An agent using Cisco Finesse Agent Desktop can log in using Extension Mobility but the agent phone
must be in the Unified CM cluster that is used by Unified CCX.

» Sometimes new releases of Unified CM will not support Unified CCX immediately at Unified CM first
customer ship (FCS) time. Some organizations may be early adopters of new Unified CM releases and
may be delayed from migrating to new Unified CM releases and using new Unified CM features if
Unified CCX is installed with that same Unified CM cluster. Therefore, in some situations, it makes
sense to have a separate Unified CM cluster for Unified CCX.

* Cisco Jabber runs in two modes: Deskphone Mode and Softphone Mode. Unified CCX only supports
Cisco Jabber as an agent device in Softphone Mode.

* Video is now supported if you are using Cisco Jabber as an agent phone. The agent desktop where Jabber
is used for video should comply to the Cisco Jabber hardware requirements listed in the Release Notes
for Cisco Jabber for Windows , located at: http://www.cisco.com/c/en/us/support/unified-communications/
jabber-windows/products-release-notes-list.html and Release Notes for Cisco Jabber for Mac located
at: http://www.cisco.com/c/en/us/support/unified-communications/jabber-mac/
products-release-notes-list.html

* The following features are not supported if you are using Cisco Jabber as an agent phone:

* Extension Mobility
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Mobile and Remote Access

The Cisco Collaboration Edge architecture includes Unified Communications Mobile and Remote Access
(MRA) to enable access by devices that are not in the enterprise network. MRA uses Cisco Expressway to
provide secure firewall traversal and support for Unified CM registrations. Unified CM can then provide
supported devices with call control, provisioning, messaging, and presence services.

For details on Collaboration Edge, see the documentation at http://www.cisco.com/c/en/us/support/
unified-communications/unified-communications-system/tsd-products-support-series-home.html. For details
on Cisco Expressway deployment and configuration, see the documentation at http://www.cisco.com/c/en/us/
support/unified-communications/expressway-series/tsd-products-support-series-home.html. See the
Compatability Matrix for your solution for details of device support for MRA.

If Unified CCX uses MRA, consider these points:

 The connection between the Cisco Finesse client and server is over a VPN, not over the MRA connection.

* If you have VPN split-tunneling configured, you can use Jabber with MRA and the Finesse desktop on
the same client machine. See https://www.cisco.com/c/en/us/support/security/
anyconnect-secure-mobility-client/products-installation-and-configuration-guides-list.html for Cisco
AnyConnect Mobility Client Split-Tunneling configuration.

* If VPN split-tunneling is not available, you can run after splitting them onto two clients.

* A remote agent who runs Jabber with MRA on one client machine and the Finesse desktop with a
VPN connection on a second client machine.

* A remote agent who runs a Jabber softphone on a laptop that is connected over MRA and runs the
Finesse desktop as a Xenapp thin client.

* Certain phones do not support Extension Mobility over MRA.
* Unified CCX video deployments do not support MRA.

» Certain Contact center features like Agent Greeting and Unified CM-based Silent Monitoring that rely
on a phone's BiB are not supported over MRA.

Multiple Cisco Unified CCX Clusters Integrated with a Single Cisco Unified
Communications Manager Cluster

You can integrate multiple Unified CCX clusters with a single Cisco Unified Communications Manager
cluster.

)

Note There is no limit to the number of Unified CCX clusters supported with a single Unified CM cluster as long
as the combined agent phones, CTI ports, and CTI route points that are utilized by all Unified CCX clusters
are used to size Unified CM.

* To determine if you need more than one CTI Manager, refer to the Cisco Unified Communications
Solution Reference Network Design (SRND), available at http://www.cisco.com/go/ucsrnd.
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If your deployment requires more than one CTI Manager, you load-balance the Unified CCX and other
CTI applications across various CTI Managers in the cluster to provide maximum resilience, performance,
and redundancy.

For additional information on CTI Manager, refer to the Cisco Unified Communications Solution Reference
Network Design (SRND), available at http://www.cisco.com/go/ucsrnd.

If more than one Unified CM primary subscriber is required to support your configuration, distribute all
agents equally among the Unified CM subscriber nodes. This configuration assumes that the busy-hour
call attempts (BHCA) is uniform across all agents.

Each Unified CCX cluster is standalone and independent from other Unified CCX clusters. There is no
communication or synchronization between the Unified CCX clusters. Agents should operate using only
one Unified CCX cluster.

Unified CM Telephony Triggers (CTI Route Points) and CTI ports should be different across Unified
CCX clusters.

In the list of Resources in Unified CCX Administration, each Unified CCX cluster displays all the agents
in the Cisco Unified Communications Manager cluster, even though the agents can operate and log in
to another Unified CCX cluster.

This situation requires that the Unified CCX Administrator be aware of which resources are associated
with each cluster. The Unified CCX Administrator can mitigate this situation by having a unique naming
convention for resources associated with a particular Unified CCX cluster.

This deployment is not intended to provide Unified CCX redundancy across different Unified CCX
clusters. If a Unified CCX cluster fails, the agents that operate in this cluster cannot operate in other
Unified CCX clusters. If another Unified CCX cluster is configured to accept the calls that were originally
sent to the Unified CCX cluster that failed, there will be no report integration between the Unified CCX
clusters.

This deployment does not change the characteristics and design considerations of each individual Unified
CCX cluster. For example, within a Unified CCX cluster, high availability is still supported.

If more than one Unified CCX cluster is integrated with the same Unified CM cluster, all agents belonging
to all the Unified CCX clusters are visible to administrators of all the Unified CCX clusters. The
administrator must be aware of the agents belonging to the Unified CCX cluster that the administrator
manages and configures.
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CHAPTER 3

Contact Center Express Solutions Overview

* Overview, on page 11

* Unified CCX Components, on page 11
* Unified CCX Licensing, on page 12

* Features, on page 17

Cisco Unified Contact Center Express provides a secure, highly available, and easy to deploy customer
interaction management solution for up to 400 agents. This integrated “contact center in a box” is intended
for both formal and informal contact centers.

Unified CCX provides options to address multiple contact center functional areas such as:
* Inbound voice
* Outbound campaign
» Agent email

* Web chat

Other components included are:

* Historical and Real Time Reporting.

* Browser-based Cisco Finesse Desktops

You can deploy these options on Cisco Unified Computing Systems (UCSs) or any other equivalent
specification-based third-party virtual servers with the supported reference designs. For more information,
see the Unified CCX Virtualization related information located at:
httpz/Awwwicisco.conve/dam/en/ustd/docsivoice ip commiic_system/virtualization/virtualization-cisco-unified-contact-center-express.html

Unified CCX Components

The following diagram depicts the components of Unified CCX:
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Figure 2: Unified CCX Components
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Unified CCX is available in the following different packages: Enhanced, and Premium. The different packages
provide varying levels of customer interaction management channel options and capability within a contact
channel. For more detailed information, refer to product data sheets, feature guides, and end-user documentation
for each type of Unified CCX customer contact interaction management at the following URL:

http://www.cisco.com/en/US/partner/products/sw/custcosw/ps1846/index.html

)

Note Standard license is not supported from release 12.0(1).

Unified CCX is now part of Flex licensing. For more details refer to the following link:

https://www.cisco.com/c/en/us/products/collateral/unified-communications/cisco-collaboration-flex-plan/
datasheet-c78-741220.html

Unified CCX deployments must have all product components and optional features of the same package type.
Mixing components or options from different license packages is not supported.
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Licensing for Cisco Unified Contact Center Express

The feature availability is based on the type of license for Cisco Unified Contact Center Express. Unified
CCX Licenses are concurrent and the Workforce Management licenses are named-user licenses.

Concurrent licenses apply to logged in users. Different individuals may share a concurrent license as long as
only one of them is logged in. For example, Company A has 300 unique users that work in 3 shifts. Each shift
has 100 logged in users. Company A needs to purchase only 100 concurrent user licenses.

Named licenses apply to unique individual users regardless of their logged in status. Company B has 300
unique users that work in 3 shifts and each needs access to the licensed option. Each shift has 100 logged in
users. Company B must purchase 300 named licenses.

\)

Note

Existing Unified CCX customers with Named licenses have to remain on Classic Licensing as Named Licenses
are not supported in Smart Licensing. However, you can move Unified CCX licenses to Smart Licensing and
existing Cisco Named licenses to Cisco SolutionsPlus. For more information, contact Cisco Support.

Unified CCX gives an option to either remain on Classic Licensing or move to Smart Licensing. This option
is available ONLY for the existing Unified CCX customers on older version and upgrading to version 12.5.

Unified CCX has enabled Smart Licensing that helps you to procure, deploy, and manage licenses easily, and
report license consumption. It pools the license entitlements in a single account and allows you to move
licenses freely across virtual accounts. Smart Licensing is enabled across Cisco products and is managed by
Cisco Smart Software Manager (Cisco SSM). Smart Licensing registers the product instance, reports license
usage, and obtains the necessary authorization from Cisco SSM. For more information, see Cisco Unified
Contact Center Express Features Guide at https://www.cisco.com/c/en/us/support/customer-collaboration/
unified-contact-center-express/products-feature-guides-list.html.

Smart Licensing allows you to use more licenses than you have purchased. However, if you want to limit the
license usage to the purchased quantity or less, use License Control. With License Control, you can disable
Over age Allowance option to restrict the number of agents and ports that can be used in Unified CCX. For
different license types, appropriate fields will be displayed for you to restrict the usage of licenses and ports.
For more information about license restrictions in different license types, see the Overview section of Smart
Licensing chapter in Cisco Unified Contact Center Express Features Guide at https://www.cisco.com/c/en/
us/support/customer-collaboration/unified-contact-center-express/products-feature-guides-list. html.

)

Note When you over-consume the licenses, the product instance will be moved to out-of-compliance and later to

enforcement mode, which eventually enforce you to buy more licenses.

License Contral is not available with Not For Resale (NFR) and Non Production Systems (NPS) licenses.

Overage Allowance is enabled by default. It can be edited while registering and re-registering the product

instance, and when the product instance is in registered state.

Specific License Reservation is a feature that is used in highly secure networks. It provides a method to
deploy a software license on a system (product instance - Unified CCX), which does not share the license
utilization data with Cisco SSM regularly due to organization policies. You can reserve licenses (including
add-on licenses) for your product instance on Cisco SSM.

Specific License Reservation is available by default in the smart account. To enable Specific License
Reservation, you must use Unified CCX CLIL
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For more information about Specific License Reservation, see the Specific License Reservation section in
Cisco Unified Contact Center Express Features Guide at https://www.cisco.com/c/en/us/support/
customer-collaboration/unified-contact-center-express/products-feature-guides-list.html.

)

Note When Specific License Reservation is enabled, License Control option is not available.

Specific License Reservation is not available with HCS-Flex, Not For Resale (NFR), and Non Production
Systems (NPS) licenses.

The following table lists the Cisco Unified CCX licenses and the available features.

)

Note Perpetual licenses have reached End of Sale and cannot be ordered. Only Flex licenses are available.

Table 2: Cisco Unified Contact Center Express Perpetual and Flex Licensing

Feature Perpetual Perpetual Flex Premium Flex Standard | Optional
Premium Enhanced

Inbound Voice Yes Yes Yes Yes No

Blended Preview | Yes No Yes Yes No

Outbound Dialer

Predictive and Yes No Yes No Yes

Progressive

Outbound Dialer

Outbound IVR Yes No Yes Yes Yes

Outbound Voice | Yes No Yes Yes No

Agent E-Mail Yes No Yes No No

Web Chat Yes No Yes No No

Inbound Voice Yes Yes Yes Yes Yes

High-Availability

Option

Database Yes No Yes No No

Integration

Webex WFO: Call | Yes Yes Yes Yes Yes

Recording

Webex WFO: Yes Yes Yes Yes Yes

Quality

Management
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Feature Perpetual Perpetual Flex Premium Flex Standard | Optional
Premium Enhanced

Webex WFO: Yes Yes Yes Yes Yes
Workforce
Management

Webex WFO: NA NA Yes Yes Yes
Analytics

Cisco WFO: On |EOL EOL
Demand Call
Recording

Cisco WFO: EOL EOL
Quality
Management
Option

Cisco WFO: EOL EOL
Advanced Quality
Management
Option

Cisco WFO: EOL EOL
Workforce
Management
Option

Finesse Agent and | Yes Yes Yes Yes No
Supervisor
Desktop

Finesse IP Phone | Yes Yes Yes Yes No
Agent

Standalone CUIC | Yes No Yes No No

Cisco Customer Yes No Yes No No
Collaboration
Platform

Post Call Surveys | Yes Yes Yes Yes Yes

Single Sign-on Yes Yes Yes Yes Yes

Chrome Browser | Yes Yes Yes Yes Yes
Support

Chromium Edge | Yes Yes Yes Yes Yes
Support

IE Browser EOL EOL EOL EOL EOL
Support
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Feature Perpetual Perpetual Flex Premium Flex Standard | Optional
Premium Enhanced

Firefox ESR Yes Yes Yes Yes Yes

Browser Support

Edge Browser Yes Yes Yes Yes Yes

Support

REST APIs for Yes Yes ! Yes Yes Yes

Configuration

Supervisor Access | Yes Yes Yes Yes Yes

to Historical

Reports

TLS 1.2 Support | Yes Yes Yes Yes Yes

Calendar Yes Yes Yes Yes Yes

Management

(Business Hours

and Holidays)

Advanced Yes Yes Yes Yes Yes

Supervisor

Capabilities

Workflow for Yes No Yes No Yes

Digital Channels

Smart Licensing | Yes Yes Yes Yes No

Support

2

Specific License | Yes Yes Yes Yes Yes

Reservation (SLR)

2

Overage Yes Yes Yes Yes Yes

Allowance 2

Remote Agent: Yes Yes Yes Yes Yes

Agent Device

Selection

OAuth 2.0 Yes No Yes No Yes

Support: Gmail

Webex Experience | Yes Yes Yes Yes Yes

Management Post

Call Survey: IVR
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Feature Perpetual Perpetual Flex Premium Flex Standard | Optional
Premium Enhanced
Webex Experience | Yes Yes Yes Yes Yes

Management Post
Call Survey: SMS,
Email

64 Alpha-numeric | Yes Yes Yes Yes Yes
Characters Agent
ID Support

VPN-less support | Yes Yes Yes Yes Yes
for Finesse
Desktop

Support for Case | Yes Yes Yes Yes Yes
Insensitive Login
to Finesse and

appadmin

ECDSA and RSA | Yes Yes Yes Yes Yes
4K Certificate

Support

Conversational Yes Yes Yes Yes Yes

IVR Support

! For more information on APIs, refer to the Cisco Unified Contact Center Express Developer Guide, available
at https://developer.cisco.com/docs/contact-center-express/#!configuration-api-dev-guide.

2 Not applicable for Webex WFO and Cisco WFO

Features

Agent Interfaces

Cisco Finesse provides the following agent interfaces:

* Cisco Finesse agent desktop and IP Phone Agent (IPPA) for agent use.
* Cisco Finesse supervisor desktop for supervisor use.

* Cisco Finesse administrator console for administrator use.

The following Cisco Finesse agent interface services are available with Unified CCX:

Agent Interfaces

Cisco Finesse Agent and Supervisor desktops

Cisco Finesse IP Phone Agent
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Agent Interfaces

Cisco Finesse administrator console

Cisco Finesse Agent Desktop Features

Cisco Finesse provides Cisco Finesse agent desktop and IP Phone Agent (IPPA) for agent use. The following
table describes the Cisco Finesse Agent Desktop features that are available in Unified CCX.

Table 3: Cisco Finesse Agent Desktop Features Available in Unified CCX

Feature

Agent State Control. From the agent desktop, agents log in, log out, and make themselves ready and not
ready.

Call Control. From the agent desktop, agents can answer, release, hold, retrieve, conference, consult, and
direct transfer the calls.

Dynamic Regrouping. Change of agent association with a resource group is applied immediately.

Live Data Gadgets. Agents have access to Live Data Gadgets for themselves and their associated queues.
For example, from the Cisco Finesse Gadgets, agents can see how many calls they have handled today and
how many calls are currently in the queue for their CSQ.

Reason. Agents can choose the reason for Not Ready and Logout that are configured by the administrator.

Basic CTI. The agent desktop supports one variable in the header of the call control gadget and up to a total
of 20 variables in two columns below the header. Each column can have up to 10 variables. You can use
call variables, Extended Call Context (ECC) variables, or the following Outbound Option ECC variables:

* BACampaign

* BAAccountNumber
* BAResponse

* BAStatus

* BADialedListID

* BATimeZone

* BABuddyName
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Feature

Telephony Support. You can deploy Cisco Finesse with certain Cisco IP Phones, as described in the Unified
CCX Compatibility related information located at: http://www.cisco.com/c/en/us/support/
customer-collaboration/unified-contact-center-express/products-device-support-tables-list. html. However,
there are different features available on different phones.

Unified CCX monitors and reports on the activities of the first four configured lines on a phone, including
non-ACD lines.

Agents are associated with a specific Cisco Communications Manager extension (directory number).

Agents' primary and secondary extensions can be shared with multiple devices. When an extension is shared
with multiple devices, agents must ensure that they use the device that was selected while logging on to
Finesse desktop (active device).

When an agent is busy on the secondary Non-ACD line, the agent state changes to Not Ready, if configured
by the Administrator. Agents can also place calls in the Ready state.

Hot Desking. Hot desking allows agents to log in using Finesse and any Cisco Unified IP Phone that is
registered with the same Cisco Unified Communications Manager cluster. This capability allows multiple
agents to use the same phone, one at a time. For example, different agents on different shifts may use the
same workstation and phone.

Extension Mobility brings a user-specific phone profile (including its configured extensions) to the phone
the agent is logged into. After logging in to Cisco Unified Communications Manager with Extension Mobility,
agents can log in to Unified CCX using Cisco Finesse.

Desktop Wor kflows. The workflows allows you to automate common repetitive agent tasks. The workflow
has a unique name and a helpful description. Use the Manage Workflows and Manage Workflow Actions
gadgets in Cisco Finesse to view, add, edit, or delete workflows and workflow actions. All workflows are
team-level workflows. You cannot create a global workflow. If you need a global workflow, create a team
workflow and assign it to all teams.

Application Integration - HTTP. You can configure Cisco Finesse with desktop workflows to allow the
passing of call data to other desktop applications (for example, CRM applications) for an application window.
You can pass data to other applications through HTTP put or get commands that are then associated with
specific call activities such as call ringing. A screen pop does not require any programming. You can also
perform application integration on call release to pop open a wrap-up application on the agent workstation.

Workflow-I nitiated Call Recording. You can configure Cisco Finesse to automatically start recording
calls. The calls must meet the conditions that are defined in the application script and voice contact workflow.

Automatic Failover. When the active Unified CCX server fails, Cisco Finesse automatically logs the agents
back in. The agents are then logged in back to the same state (Ready or Not Ready) that they were in before
the failover. However, if the agent was in an active call, they are logged back into the Not Ready State and
the call continues uninterrupted. The failover may affect the call duration and other information that are
associated with the call in the historical reporting database. If you generate historical reports for time periods
in which a failover occurred, the report will have missing or incorrect data.

Wrap-Up Reasons. The Wrap-Up Reason selection is available to the agent.

Agent Email. Queues and routes email messages to staffed and skilled agents and helps the agent to respond
easily. The Agent Email also provides a collection of historical reports that help measure email performance
accurately.
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Feature

Web Chat . The web chat with premium provides the facility for customers to initiate a chat session with
the agent.

Wor kfor ce Optimization. Webex Workforce Optimization (WFO) for Unified CCX is a full-featured
solution for optimizing performance and quality. WFO is an integral component of the Cisco Unified
Communications System. The Webex WFO suite provides two solutions: Workforce Management (WFM)
and Call Recording and Quality Management (QM).

Note Existing Unified CCX customers with WFO licenses have to remain on classic licensing as
Smart Licensing does not support WFO licenses. However, you can move Unified CCX licenses
to Smart Licensing and existing Cisco WFO licenses to Cisco SolutionsPlus. For more
information, contact Cisco Support.

Outbound Preview Dialer. Cisco Finesse includes buttons to control an agent response to an outbound
contact offering by the system. If the agent clicks the Accept button, the system places the outbound call to
the customer from the agent phone.

Desktop Chat. Agents can initiate a chat session with other users in the contact center using the Desktop
Chat gadget. You need a Cisco Instant Messaging and Presence (IM&P) server to use this feature. Users
must log in to the Desktop Chat gadget. They can then initiate a chat with any user logged in to the IM&P
either from the Desktop Chat gadget or from a desktop client like Jabber. Cisco Finesse Desktop Chat gadget
does not support Single Sign-On.

The minimum supported version of Cisco IM&P and Unified CM for Desktop Chat is 12.5.

Team M essage. Teams can view the messages that are sent by their respective supervisors and take necessary
action.

Cisco Finesse IP Phone Agent Features

The following table describes the Finesse IP Phone Agent (FIPPA) features that are available in Cisco Unified
CCX.

Table 4: FIPPA Features Available in Cisco Unified CCX

Feature

Agent State Control. From the FIPPA XML application, agents log in, log out, and make themselves ready
or not ready.

Call Control. The Cisco Unified IP Phone provides call control.

Queue Statistics. Agents can view the number of calls waiting in the queue and the longest call waiting in
the queue.

Dynamic Regrouping. Change of agent association with a resource group is applied immediately.

Reason. Agents can be configured to select reasons for Not Ready and Logout.

Basic CTI. FIPPA allows for call data to be popped onto the IP Phone display upon call ringing.
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Feature

Telephony Support. Finesse can be deployed with select Cisco Included Unified IP Phone models, as
described in the Unified CCX Compatibility related information located at: http://www.cisco.com/c/en/us/
support/customer-collaboration/unified-contact-center-express/products-device-support-tables-list.html.

Hot Desking. Hot desking allows agents to log in using any Cisco Unified IP Phone that is registered with
the same Cisco Unified Communications Manager cluster. Agents using Cisco IP Communicator can also
use Extension Mobility. This capability allows multiple agents to use the same phone, but only one at a time.
For example, different agents on different shifts may use the same workstation and phone.

Extension Mobility brings a user-specific phone profile (including configured extensions for that user) to
the phone being logged in from. After logging in to Cisco Unified Communications Manager with Extension
Mobility, agents can log in to Cisco Unified CCX using Finesse.

)

Note Finesse IP Phone Agent (FIPPA) is not supported for Blended (inbound and outbound) users and users
configured for Outbound only.

Cisco Finesse Supervisor Desktop Features

The following table lists the Cisco Finesse Supervisor Desktop features that are available in Cisco Unified
CCX.

Table 5: Cisco Finesse Supervisor Desktop Features Available in Cisco Unified CCX

Feature

View / Change Agent State. Supervisors can view the current state of all agents that are part of their team.
The supervisor desktop allows the supervisors to change an agent state to Ready, Not Ready, or Logout.

Live Data Gadgets. Supervisors can view statistics of all agents and queues that are associated with their
team.

Silent Monitoring. Supervisors can silently monitor agent calls and manual outbound calls made by the
agent. Supervisor can only monitor one agent at a time. To monitor another agent, supervisor must end the
silent monitoring call, and then select a new agent who is in Talking state.

When an agent makes a manual outbound call from Not Ready state on the ACD line, the silent monitoring
button on the team performance gadget will show enabled on the supervisor desktop. Supervisor can silent
monitor the agent's call, however, the supervisor cannot change the state of the agent to Ready or Not Ready.

Barge-in. Supervisors can barge in on an agent call that they are silently monitoring. The Barge-in feature
brings the supervisor, the agent, and the caller into a three-way conference. The agent is aware when the
supervisor barges in. Barge-in is supported with Finesse using supported phones, or FIPPA.

Intercept. Supervisors can intercept an agent call. The intercept feature transfers the call to the supervisor
and the agent is available to take another call. Intercept is supported with Finesse using supported phones,
or FIPPA.
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Feature

Automatic Failover and Re-login. Upon Cisco Unified CCX Engine failover, Finesse automatically fails
over to the secondary Unified CCX Engine. The supervisor is logged in again and set to “Not Ready” state,
but the call will continue to progress.

Advanced Capabilities. Supervisors who have been assigned advanced capabilities can manage queues,
prompts, applications, calendars, and outbound campaigns.

Desktop Chat. Supervisors can initiate a chat session with other users in the contact center using the Desktop
Chat gadget. A Cisco Instant Messaging and Presence (IM&P) server must be deployed for this fetaure.
Users must login to the Desktop Chat gadget and can initiate a chat with any user logged in to the IM&P
either from the Desktop Chat gadget or from a desktop client like Jabber. The Single Sign-On is not supported
with the Finesse Desktop Chat gadget.

The minimum supported version of Cisco IM&P and Unified CM for Desktop Chat is 12.5.

Team Message. Supervisors can broadcast messages to their teams.

Agent Device Selection

Administrators can enable or disable the Agent Device Selection feature. This feature allows agents to select
a preferred device while logging on to Finesse desktop.

Agents' primary and secondary extensions can be shared with multiple devices. When an extension is shared
with multiple devices, agents must ensure that they use the device that was selected while logging on to Finesse
desktop (active device).

If the call is answered from non-active device, subsequent third party call control such as consult call, consult
transfer, conference, and so on will not work properly.

Auto Answer

Administrators can configure Auto Answer for a team. For all the agents for whom this feature is configured,
a call to their IPCC extension is Auto Answered, if they are in Ready state in the Finesse desktop. The calls
to non-IPCC extensions are not Auto Answered by Unified CCX. If agents' IPCC extensions are shared across
multiple devices, it is recommended not to use Unified CM Auto Answer, instead use Unified CCX Auto
Answer.

Inbound Voice

Cisco Unified CCX Enhanced and Premium provide varying levels of inbound voice ACD, IVR, CTI, agent
and supervisor desktops, desktop administration, real-time and historical reporting, and web-based
administration features.

Each user license is for a concurrent user. For example, a contact center with three shifts of 100 agents and
supervisors requires 100 concurrent user licenses. Each shift of 100 users would reuse these licenses during
their shifts.

The following table lists the inbound voice licensed features:
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Table 6: Inbound Voice Licensed Features

Feature

Concurrent inbound voice seat with FIPPA

Each concurrent inbound voice user (agent or supervisor) requires a concurrent seat license. Each quantity
of one seat license provides one quantity of Cisco Finesse IP Phone Agent (FIPPA).

Concurrent inbound voice seat with Finesse Desktop

Each concurrent inbound voice user (agent or supervisor) requires a concurrent seat license.

Basic Prompt and Collect IVR port

Advanced I VR port

High Availability (HA) option

HA provides licensing for mirrored, warm standby server software.

The following table lists the inbound voice features:

Table 7: Inbound Voice Features

Feature

System Features

Inbound voice redundancy support

Maximum number of ACD lines per agent is one (1).

Maximum number of secondary lines with Finesse is three (3).

Call conferencing

Agent inter-dialing support

Direct-outward-dialing (DOD) support

Inbound Voice Seats

Maximum number of configurable inbound agents supported is 2000.

Maximum number of active inbound agents supported (including supervisor seats) is 400.

Maximum number of inbound supervisor positions supported is 42.

Inbound seat license type is Concurrent user type.

Integrated ACD Featureswith Server Software

Custom scripting with Cisco Unified Contact Center Express Drag and Drop Editor

Maximum number of agent groups supported is 150.
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Feature

Maximum number of agents per team is 50.

Automatic Number Identification (ANI) support

Dialed Number Identification Service (DNIS) support

Route on Skill

Route on Skill competency

Conditional routing (time of day, day of week, and custom variables)

Custom routing based on data from database access (for example, data-directed priority routing)

Dynamic priority queuing

Maximum number of definable skill groups is 150.

Maximum number of skills per agent is 50.

Recording

Workflow-based recording with Cisco Finesse is available with Webex WFO license.

IVR ports are packaged as either Basic or Advanced IVR ports.

* Basic IVR ports licensing—Basic I[VR ports are not licensed. You must use the Cisco Collaboration
Sizing Tool to determine the maximum number of Basic IVR ports that are supported on a
per-configuration basis.

* Advanced I'VR ports licensing—Advanced IVR ports are licensed on a per-inbound voice seat basis and
are available only with the Premium package. Each inbound voice seat provides two Advanced IVR port
licenses. For example, a 100-seat inbound voice deployment provides 200 Advanced IVR port licenses.
Advanced IVR port licenses counts are checked at run-time. In the example given here, the 201%
simultaneously active request for an Advanced IVR port to handle an incoming call would be denied.
Deployments that require additional advanced IVR ports need to purchase add-on Unified CCX Premium
seats. Each Premium seat provides two advanced IVR ports.

Inbound Voice Packaged Components

The following sections describe the primary components that are provided with inbound voice. These sections
provide high-level descriptions of the features and functions provided for these components. For more specific
information, see the Cisco Unified CCX user documentation.

Automatic Call Distribution

The following table describes the Automatic Call Distribution (ACD) features that are available in a Unified
CCX package.
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Table 8: ACD Features Available in a Unified CCX Package

Feature

Conditional Routing. Unified CCX supports routing based on caller input to menus, real-time queue
statistics, time of day, day of week, ANI, dialed number, and processing of data from XML text files.

Agent Selection. Unified CCX supports the longest available, linear, most handled contacts, the shortest
average handle time, and circular agent selection algorithms. With Basic ACD functionality, agents are
associated with one resource group only.

Customizable Queuing Announcements. Unified CCX supports the playing of customizable queuing
announcements based on the skill group that the call is being queued to, including announcements related
to position in queue and expected delay.

Re-routeon Ring No Answer. If the selected agent does not answer within the allowed time limit, the caller
retains the position in queue. Any screen pop data is also preserved.

Datadriven routing for HTML and XML data sources. The ability to use data obtained from HTML or
XML documents to make routing decisions. XML document processing can also be used as a data store to
access system-wide static data, such as a list of holidays, hours of operation, or a short list of hot customer
accounts.

Agent Skill and Competency-Based Routing. Agents can be configured with specific number of skills,
each with up to 10 different competency levels. Contact Service Queues (also known as skill groups) can
be configured as requiring up to specific number of skills, each with up to 10 minimum skill competency
levels. The Unified CCX routing logic then matches the caller and contact requirements with agent skills to
find the optimum match using one of the following agent selection criteria:

* Longest available, most handled contacts, or shortest average handle time
* Most skilled, most skilled by weight, or most skilled by order
* Least skilled, least skilled by weight, or least skilled by order

High Availability Failover. With HA failure of the active server can be detected and the ACD subsystem
can automatically fail over from the active to the standby server.

Dynamic Re-skilling by Administrator or Supervisor. Changes to CSQ skills and competencies and agent
skills and competencies are applied immediately.

Prioritized Queuing. Up to 10 levels of customer contacts can be prioritized based on call or customer data,
and calls may be moved within or among queues under workflow control using priority information.

Agent Routing. Unified CCX routing applications can select a specific agent if that agent is in Ready state.
(Queuing on a per agent basis is not supported.)

Data-driven routing based on JDBC database sourcesvia SQL. The ability to use data obtained from a
JDBC compatible database via a SQL query to make routing decisions.

Wrap-Up and Work M odes. After call completion, an agent can be configured to be automatically placed
into Work state, on a per CSQ basis. The agent can also choose to enter work state if that option is provided
by the agent desktop administrator. A wrap-up timer is also configurable on a per CSQ basis.

Wrap-Up Reasons. Agents may select Wrap-Up Reasons configured by the administrator.
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Interactive Voice Response

The following table describes the Interactive Voice Response (IVR) features that are available in each Unified
CCX package.

Table 9: IVR Features Available in Each Unified CCX Package

Feature Premium Enhanced IVR License

Basic Prompt and Collect IVR. Basic IVR | Included as a part of | Included Included
ports provide a queue point, custom messaging | advanced [VR port
and prompting, caller input collection, and
processing via DTMF decoding. Decoded
DTMF input may be used for both routing and
screen pop purposes. Basic call controls such as
terminate, transfer, and place call are also
supported as part of the basic IVR functionality.

Note Basic IVR port and Advanced IVR
port cannot be mixed in the same
configuration. Advanced IVR port
includes all features available in
Basic IVR port.

High Availability Failover. With HA, failure |Optional with HA | Optional with HA | Optional with HA
of the active server can be detected and the IVR | license license license

subsystem can automatically fail over from the
active to the standby server. All IVR functions
will be restored on the standby server.

Note All calls in queue and calls
receiving IVR call treatment will
be lost. Calls already transferred
to the agent will be preserved.
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Feature

Premium

Enhanced

IVR License

Advanced | VR Port Database I ntegration.
The Unified CCX server can interoperate with
any JDBC-compliant database. Databases tested
and supported by Cisco are listed in Cisco
Unified CCX Software and Hardware
Compatibility Guide, which is available at:

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

Data retrieved from databases can be used with
the conditional routing capabilities to provide
customer profile-based routing and queuing.
Database integration also provides the ability to
offer complete self-service applications to
callers. Database views are not supported using
the Unified CCX Editor database steps, but
database views can be accessed using Voice
XML or Java logic modules.

Included

Not available

Included

Advanced IVR PortsHTTP Triggers (the
web analog to Unified CM Telephony) to
invoke and run aworkflow. HTTP triggers
enable a Unified CCX to receive a customer
contact request through an HTTP request. This
approach allows web users to be offered service
through a “click to talk to an agent” button.
Information collected using the web (a customer
call back number, account number, shopping
cart content, and so on) can be passed to the
Unified CCX script to allow customer
profile-based routing and a data-rich window.
These contacts can be prioritized and routed
using the same methods available to general
inbound voice callers.

Included

Not available

Included

Advanced VR Port SMTP outbound mail
subsystem that may beused at run timeunder
wor kflow control to send an email message.
Third-party paging or fax products that accept
an incoming email message to invoke a page or
fax service may use this subsystem to provide
real-time paging and fax responses in addition
to email responses.

Included

Not available

Included
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Feature Premium Enhanced IVR License
Advanced | VR Port VoiceXML 2.0 Support |Included Not available Included
Unified CCX supports executing application
logic developed with the VoiceXML (VXML)
standard. VXML is required for certain complex
grammar ASR and TTS interactions and is
optional for a DTMF or simple ASR or TTS
voice interaction service. VXML allows
organizations to reuse application logic from
other applications, such as a transaction server
to a mainframe database. For the complete list
of supported VXML tags and attributes, see
Cisco Unified Contact Center Express Getting
Started with Scripts.
Note Unified CCX uses MRCP v1 and MRCP
v2 for communicating with third-pgrty
ASR-TTS servers. For information|on
compatible versions of the ASR-TTS see,
Compatibility Matrix for Unified CCX
at: https://www.cisco.com/c/en/us/
support/customer-collaboration/
unified-contact-center-express/
products-device-support-tables-list.html.
Advanced I VR Port Java Support. The Included Not available Included
Unified CCX server can support the defined
logic using Java. Java support allows the reuse
of logic from the existing web and Java
applications.
Advanced I VR Port Automatic Speech Optional with Not available Optional with
Recognition via MRCP. ASR provides the purchase of purchase of
ability to use natural human speech to replace | compatible ASR compatible ASR
DTMEF keypad presses as a way to interact with | product product
IVR applications.
Advanced VR Port Text to Speech via Optional with Not available Optional with
MRCP. TTS provides the ability to use flat text | purchase of purchase of
files as input to a computer-generated speech | compatible TTS compatible TTS
engine. TTS can replace prerecorded human | product product
speech in IVR applications.
General IVR Features
Play messages to callers: Music on hold Included through | Included through | Included through
Cisco Unified Cisco Unified Cisco Unified
Communications | Communications | Communications
Manager Music on | Manager Music | Manager Music on
Hold server or .wav | on Hold server or | Hold server or
file .wav file .wav file
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